
Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Friday, March 29, 2019 10:40 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE # : 00261557 [ ref:_OODtOGzXt._ 

500tOGIOKU:ref) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261557 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
The customer signed up for 35cts/ccf for a two-month introuductory rate 

that then increased to $1 .62/ccf. The customer said the refund department 
would check into these concerns. When did the customer agree to the 
contract? Provide the sales call recording, tpv and welcomeletter with 
terms and conditions of the contract. Has the contract been 
cancelled? Work to resolve the customer's concerns. 

Sincerely, 

Mariner Taft 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 

1 



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

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

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

From: 
Sent 
To: 
Cc: 

William Schaaf 
Wednesday, April 03, 2019 3:59 PM 
Mariner Taft 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261557 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Mariner and the PUCO, 

Regarding Case# 00261557, -

GIOKU:r 
PV.mp greement.pd onfirmation Pack.pdf 

This customer's gas account was enrolled in Indra's variable rate plan on 10/26/18, as the result of a door-to-door sale. 
The enrollment was authorized by We've attached the TPV recording and signed agreement for this 
enrollment, as well as t he confirmation package sent to the customer detailing the terms of service. Indra began 
servicing the customer's account on 12/11/18. 

Gas Plan: Variable. This included a two-month introductory rate of $0.3500 per Cd, after which the rate would vary 
month-to-month. No ETFs. 

On 3/27 /19, the customer contacted our Customer Service line to cancel his account w ith Indra. The customer's account 
was dropped without penalty, and his utility (Vectren) determined a service end date of 3/28/19. 

In the interest of resolving the customer's concerns, we are wil ling to rerate the customer's last two bills to the rate we 
have on fi le for his gas utility. This results in a total adjustment of $390.84 for the billing period of 2/9/19 - 3/28/19, 
which wil l be sent to the customer's utility to be applied to the account . We've included a chart below detailing our 
calculations for this adjustment. This will provide the customer with the financia l effect of having received Indra's 
introductory rate for his first two billing cycles, and then have returned to the utility's standard service. 

Begin Billed 
Supply 

ReRate 
Date 

End Date 
Usage 

Charge (with 
To: 

tax) 

3/11/2019 3/28/2019 82 $122.17 $0.3925 

2/9/2019 3/11/2019 229 $399.28 $0.3925 

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

William Schaaf - Asst. Comp liance Officer 

indra~ 
ENE RGY 

www.Incl ra Energy.com 

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

1 

Re Rate Re Rate ReRate Amt Due 
Pre Tax Tax Total Customer 

$32.18 $2.25 $34.44 $87.73 

$89.88 $6.29 $96.17 $303.11 

$390.84 



From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 29, 2019 10:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261557 [ ref:_OODtOGzXt._500tOGIOKU:ref J 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261557 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
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: 
The customer signed up for 35cts/ccf for a two-month introuductory rate 
that then increased to $1 .62/ccf. The customer said the refund department 
would check into these concerns. When did the customer agree to the 
contract? Provide the sales call recording, tpv and welcomeletter with 
terms and conditions of the contract. Has the contract been 
cancelled? Work to resolve the customer's concerns. 

Sincerely, 

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

ref:_ OODtOGzXt._SOOtOG IOKU :ref 

3 



·-- - ---- - ------ --- - - -· - ------ ------------- -

indra · 
1515 M..Ut StrMI. Suite 1200 

• Ph~dOfphlll. PA 111102 
Cuotom.n:o~nd,.Eneflly.com 

Wtb ~ 

E· mall Address: 

Provide your•mal-en lo-= 
Service Address: 

lndno doe• ,.,.. .... Jl"OY!de, ()(on.re your""""°' lr>loonollon "'lh lhnl portles 

City: e:(,,l, (!,. State: ev; Zip CodeV-'S::->L.l"f. 

Billing Address (If Different ): ___ __ City: State: 

Account Holder's Name on Electricity Account: - ------ ----------------- --- - -! 
Electricity Utility Account Number: DDDDDDDDDDDDDDDDDDDDDD 

PorkWh 

You wUt pay Ito fAttoductocy R:to atlted • .bovo fM the first two blUlftoQ cycl4's. Th.,.•fttr. you wit reootvo • v1r1ab1• '*•that may vary monlh-to-mon\h, Thi• f'llt• doot 
not Include utlll Inn• nauo do•vo • or olh I h Ptl I Tmn11nd CondJtloos. . . ' . . .. . 
Account Holder's Name on Natyral G 

Natural Gas Utlllty Account Number I DOLD 

1. 

2. 

3. 

4. 

5. 

e. 

PorCcf/ Mcf 

Tho represontaUvo •lated lhal ho/•he was representing Indra and was not rrom lho Elect<lc and/or Natural Gas DlslribuUon Company. 

The representative explained lhat by signing tt\e enroUmenl form t was entering inlo an agreemenVcontraci 10< tndr11 IO supply my elecir1city a °' natural gas. 

Tho represenlatlve explained IO me Ille price !or eteclricity and/or natur81 gas lllder this conlracL 

For vori1b le roto cuolomoro on tr: The repro:oonioPve explalned lhal lhe contract Is IOI one monlh 1nd will conUnut on a mon!Mo-month basla 
unUI Olther fi'dm or I decide to canoe! the conlract. I can access my Mur• varlablo pricing lnfonnotlon a t: hllps:l/lndraenorgy.ccm/ohlo/ohlo· 
vorl1blO·talOL 
F:tJ!!:ad rat• cu~man; only: Tha represontatlve explalnod to mo !hat tho conttaet I• I« e total term of months and ii wrg be automatically 
r at 111" e 01 my bed reto. to 11\0 rato that l• then In ellecl. In aecordwo wtlh my Renewal NOilCi""and Terms and Conditions. 

The rep'esentaave explained my right to cancet 

Tho representative l eft two compleled right to cencel nollc~ wilh ma. 

Th• representative dlsdo•ed that no eacly tonnlnatlon llabHlty fee would apply.WI cancel the C<IOlract. 

~ By: 

svY 

lJ I 1 t'• ' I 

. . . '. 

OH-E 40006405 



indra ® 

ENERGY 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1 515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

10/30/2018 

This letter is confirming your selection of Indra Energy as your natural gas supplier and t his 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 Vectren. You w ill receive a confirmat ion notice from Vectren confirming your 
selection of Indra Energy as your natural gas supplier. Your service will begin with your first meter read by your 
utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind your 
enrollment request, per Ohio st ate 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 N umber 

Rate Plan: Introductory Rate of $0.35000/Ccfforthe fi rst 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 Vectren. 

Your feedback is important to us! 
You may receive a phone call from us to obtain your feedback regarding your enrollment experience. 
If not, we'd love to hear from yo u, 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 rew ards! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 





indra .. 
EN Cl< GY 

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

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
sha ll 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 loca l authorities. If you are t ax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
t ransportation, delivery, or other charges that your gas or 
electric utility charges you for t hose services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior t o the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will 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 w ithout 
~our affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONM ENTAL 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 
Unit ed States which have been qualified as such. 
Bil l 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 nat ural 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 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 automat ically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, 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 ut ili ty and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, init iate service t o the accounts listed in 
your Confirmation Letter (or in any addendum) and to obta in 
historical billing data and other informat ion about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so t hat Indra can sta rt and continue it s service to 
you . Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information t hat 
it considers to be unsatisfactory. For your nat ural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Ut ilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



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

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
wil l not make a material change to t he terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with t he 
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 w ill constitute a 
wa iver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 





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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

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

Natural 
Gas 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

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 

~ ,~~LL 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

Unknown 

Actual 

Other 

35% 

:::: Actual 

~Projected 

High-Level Radioactive Waste 
LbsJl,000 kWh 

Low-Level Radioactive Waste Unknown 
Ft3/l,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> 
Friday, March 29, 2019 4:45 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261644 [ ref:_OODtOGzXt._ 
SOOtOGIADm:ref 1 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261644 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER ER: 
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: 

Customer is upset about his bill skyrocketed due to Indra being on the 
bill. He wants them cancelled immediately and to find out how his account 
was enrolled. 

-Please process cancellation immediately and provide drop date. 
-Please provide enrollment TPV and the contract terms and conditions. 
-Please provide the rate the customer has been billed each month by 
Indra. 
-Please respond with resolution including any credit. 
-Please place customer on your DNS 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:_ 00DtOGzXt._ 500tOGIADm:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Darita and t he PUCO, 

William Schaaf 
Wednesday, April 03, 2019 5:07 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261644 [ ref:_OODtOGzXt._ 
SOOtOGIADm:ref l 

- TPV.mp3; --Agreement.pdf; - Confirmation Pack.pdf; Indra 
Postcard.pdf 

Regarding Case# 00261644 

nrolled his gas account in Palmco's variable rate plan on 9/15/18, 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. We've also attached a copy of the postcard mailed to the customer which 
explained that Palmco would be conducting business under its trade name, Indra Energy, in October 2018. The 
customer's account began receiving our supply on 10/10/18. 

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

On 2/22/19 contacted our Customer Service line and requested to cancel his account with Indra. The 
customer's account was dropped without penalty, and his uti lity (DEO) determined a service end date of 3/13/19. 

We've provided a chart below showing the customer's rate history with Indra. 

Begin Read End Read Billed Rate 
Date Date (per ccf) 

2/12/2019 3/13/2019 1.7364 

1/14/2019 2/12/2019 0.7981 

12/11/2018 1/14/2019 0.8320 

11/8/2018 12/11/2018 0.2600 

10/10/2018 11/8/2018 0.2600 

In the interest of resolving the customer's concerns and to provide the customer with the financial effect of expediting 
his return to his utility's standard service, we are planning to rerate the customers final bill to the rate we have on file 
for his utility. This results in an adjustment of $438.41 for the billing period of 2/12/19 - 3/13/19, which will be sent to 
the customer's utility to be applied to his account. We've included a chart below detailing our calculations for this 
adjustment. 

Begin Billed 
Supply 

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

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

2/12/2019 3/13/2019 283 $530.71 $0.3020 $85.47 $6.84 $92.30 $438.41 

1 



This customer had been added to Indra's Do Not Call and Do Not Knock lists. Let us know if we can be of any further 
assistance. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

ind ratr. 
ENERGY 

www.Ind raEnergy.co m 

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 29, 2019 4:45 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261644 [ ref:_OODtOGzXt._SOOtOGIADm:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261644 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
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 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

2 



Customer is upset about his bill skyrocketed due to Indra being on the 
bill. He wants them cancelled immediately and to find out how his account 
was enrolled . 

-Please process cancellation immediately and provide drop date. 
-Please provide enrollment TPV and the contract terms and conditions. 
-Please provide the rate the customer has been billed each month by 
Indra. 
-Please respond with resolution including any credit. 
-Please place customer on your DNS 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._SOOtOGIADm:ref 

3 



PALMco Energy OH, LLC / 
PALMco Power OH, LLC 

875118'" Avenue Brooklyn, NY 11214 
Telephone : (877) 726-5882 

c.wtomerservlc-@palmeoenergy.com 
www.palmcoenergy.com 

Ob,_ z1p code: ~'i/{lr-, 

Billing Addre~ Zip Code: 

Phone Numh 

Account Holder's Nome on fi~ctrl~ Account: --- ------------- - - ----- -----1 
Electricity Utlllty Account Number: DDDDDlJDDDDODOnD[JLJLJ[ JOl JD 

0Yes0No 

ary morHh•to·monlh, This r.tte dOOS 
Ion i1l tho Torm, and Conditions. 

1. The rep<eoentative slat!KI that helsne was n:ptese<>Ling PALIJco and was not from the Eleciric: andlor Na\urat Gas Oislrilk.iicn Comp&'ly. 

2. The r01J(6'1Mlalive expoined \hot l>y sigring 11\e enrollment form I was entering lrto an agrocmenVcootrncl for PALMco to supply my eladritily 
and/ or natural gas. 

3. The rei:resenlative expli\ined IO ma the prloa lo• electricity and/or natural ges under this conlraci 

4 ~~stomers o'IY The represen!<llive e.<plalned lhal lhe oontracl is lot one month and will eonU'IUG on n monlh·lo·monll> baStS 
unliloUhor PAI.Meo 0< I d.,.;id<> lo carcel fle corilract. I con 11ccus my lu1Yro varoablo pricing .. tormetion al. h\tpsJ/p31meoene<gy.oom/ooo'ohlo· 
varia~<Hnlns 

5 For fixed r4lQ eustomtrs onfit The represen\allve exptatnco lo me Iha\ !ho contr.ict I. f0< a lo!al term ol __ monlhs end 11 will be out<><naboolly 
renel99d &I lt-e ero ol my "'od rare. to the ralo Iha! Is !hen In ell eel. In acCO«l8nce witll my Renewol Notice end T erma and Condllloll$. 

6. The repre111ntalive explained my "9ht to cancel. 

7. The reprosonletive Intl lwo completed rigtil lo cnncel nolicca with me 

8. The represenlalive disdosed IMI no •arly lem>ination li:lbllly fee wooJld apply. if I concet tho contract. 

I unocrstor>d my eloolllc and 'OI notur;ll gas utili tv(lcsl rom~ui responslblo tor lho d olwo<y ot otcc1ro<:tly and/or M<u•Ul g<>< to my pron11se and 111111 COi 
lo respond l o any servree calls and emergencies 

2. I und-.w>d \hill my ulllty(les) wl send me • s•~ i.11 <'oYOrong my ek>dtic •ntllor natu® gAI dclive<y ""'1leo. and PALMco's •11pp1y sorv1Ce 
1 I undolst•n<I lhal PALMeo does nol ara111~• snvln s unclor Uils /\ opm/fnl!Con1tac1. 

11111 IAI. COOLINO OFF l'l?RIOO: YOU, THE BUYrtl MAY CANCEL THIS TRANSACTION AT ANY TIME l'RIOIHOAllONlvlrT OF THE THIP.D BUSlNES3 O,.Y 
11rn·H THE 01\TI! OF YOU RFCEl\IE. COPIES or '111 ACRf"Mrnr. srr AnAC't.1ro NOTICE or- CANCEl.LATION Fl)RM i'C.',"l Atl EKPLA•ITION o~ THIS 
AIC'ltT. 
r· 1-!ER RIGHT(S) Of RESCISSIOll: Theumfllif. You 11\c l>)iyer. l\~•e un'~ lhe $'.ncn\11 day otlter II,, po;11n:vk <l•to NI you; entoll11.i"1 con"n•itJ•,n nollc->, 
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Dy 11<gn1nq ool<rw. you i~tdn Iv lhQ term; anti ooot111loos ol thl. floroeme"1 lncludlll) lh 10 •kl<> 

For: I LLC andfor PALlkl> E.r•w OH I LC (StUC<I 
r---~--~~~~--' 

<: SIGNMURl 

OH - El01SJ 759 



Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: Pa~ncoEnergy.com 
c: CustomerScrvicc@PaLncoEnergy.co111 

toll free: 1 (877) 726 5862 

9/17/2018 

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 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 will begin with your first 
meter read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide 
to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

Below is a summary of your service account with PALMco: 

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

letter. 

Utility Account Numbe 

Rate Plan: Introductory Rate of $2.60000/ M cf for the fi rst two bill ing cycles, and a variable rate 
thereafter. To access future variable pricing informat ion, updated monthly, visit PALMco's website at 
https:// palmcoenergy .com/ ohio/ ohio-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 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 
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PAlMC 
OHIO TERMS AND CONDITI ONS 

INTRODUCTION: This is an agreement, together w ith 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 list ed 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 PALM co 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 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 WRITI NG). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
{ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; {b) sending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as 
provided in th is 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 seNice 
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 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 uti lity's service area or t o an 
area not served by PALMco; or {c) PALMco returns you to your 
utility's applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a) outside of the service territory of your 

gas utility or (b) w ithin 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 SeNice Address relocation, the cancellation shall apply only 
to the Service Address{es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntari ly return or switch back to your natural gas and/or 
electric uti lity 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. 
Natu ral 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 therea fter, 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 appl icable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate t ransportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevai ling market conditions, plus PALMco's costs, 
expenses and margins. 
Elect ric 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 
administrat ive costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Nat ural 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 offuture prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALM co' s website at https://palmcoenergy.com/ohio/ohio­
variable-rates/ or by call ing (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
sha ll not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are t ax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
t ra nsportation, delivery, or other charges that your gas or 
elect ric utility charges you for those services. 
No Early Terminat ion 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 Not ice 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 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 you r utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You sha ll also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fail to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically t erminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a 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 electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Bi lling 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. ma il 
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 uti lity 
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 PALMco with your email address, you agree 
that PALMco may transmit to you all notices and ot her 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall be 
responsible for noti fying PALMco of any change in email add ress 
and/or any w ithdrawal 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 material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or ot her 
industria l disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailabi lity of transmission faci lities, and other events t hat 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALM CO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMIITED 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 IMPLI ED, 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 t he subject matter of this Agreement, including, w ithout 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility o r 
liability for the following items that are the responsibility of 
the utility(ies) : operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to t he subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALM co 
w ill not make a material change to the terms of t his Agreement 
w ithout first obtaining your consent in writing or t hrough 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 t erms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign t he accounts, 
revenues, or proceeds hereof, in connect ion 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 w ill inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any r ight or 
remedy to whlch 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 EM ERGENCY, 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 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 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 3/31/18 

Projected Actual 
Natural 

Gas 
Other Oil0.5% Other 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

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 

35% 

Biomass 
0.5% 

Carbon dioxide 

~ ~:_;~_;~:-~te~d 
'B.~~~~! ....... ..__~-~-~----

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

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

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



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

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

Thursday, March 28, 2019 10:56 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261401 [ ref:_OODtOGzXt._ 

500tOGHv6c:ref] 

Ohio Public Util ities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261401 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
44710 
AIQ: Palmco Power OH LLC 
SE~UMBER: 

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: 
Good morning, 

contacted the PUCO regarding the enrollment with your 
company. When contacted by your rep she was informed her electric rate 
would never be above 3.62 per kWh. She is now receiving a bill with the 
rate of 20.02 per kWh. 

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

1 



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

Sincerely, 

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

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

ref: OODtOGzXt. 500tOGHv6c:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Wednesday, April 03, 2019 10:36 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261401 [ ref:_OODtOGzXt._ 
~6c:ref) 
~V.mp3-ales Call.mp~onfirmation Pack-Gas.pdf; 

Confirmation Pack-Electric.pdf 

Hello Samantha and the PUCO, 

Regarding Case# 00261401, 

- enrolled her gas and electric accounts in Indra's variable rate plans on 10/17 /18, as the resu lt of a telephone 
sale. We've attached the sales call audio and TPV recording for this enrollment, as well as the confi rmation 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 11/19/18, 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. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. 

We received inbound drop transactions for the customer's accounts in February 2019. The customer's gas and electric 
accounts stopped receiving Indra's supply on 3/8/19 and 3/22/19, respectively. 

Our Customer Service staff spoke w ith - most recently on 3/27 /19. In the interest of resolving the customer's 
concerns and to provide the customer with the financial effect of an expedited return to her gas and electric utility's 
standard service, we determined that we would rerate the customer's final gas and electric bills to the rates we have on 
file for gas and electric utilities. This results in an adjustment of $272.82 for the gas account, and an adjustment of 
$48.38 for the electric account.. We've included charts below detailing these adjustments. These adjustments will be 
sent to the customer's gas and electric utilities to be applied to the accounts. 

Gas Acct 

Billed 
Begin Read End Read Usage Supply Charge ReRate Amt Due 
Date Date (Cd) (with tax) To: Customer 

2/7/2019 3/8/2019 177 $327.32 $0.2925 ~272.82 

Electric Acct 

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

2/21/2019 3/22/2019 413 $71.22 $0.0553 $48.38 

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

1 



William Schaaf - Asst. Compl iance Officer 

indra~ 
ENERGY 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

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

Sent: Thursday, March 28, 2019 10:56 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261401 [ ref :_OODtOGzXt._SOOtOGHv6c:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00261401 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
44710 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NI 

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

DESCRIPTION OF ISSUE: 
Good morning, 

~ontacted the PUCO regarding the enrollment with your 
company. When contacted by your rep she was informed her electric rate 
would never be above 3.62 per kWh. She is now receiving a bill with the 

2 



rate of 20.02 per kWh. 

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

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

Sincerely, 

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

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

ref:_ OODtOGzXt._ SOOtOG Hv6c: ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Wednesday, April 03, 2019 10:36 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261401 [ ref:_OODtOGzXt._ 
500tOGHv6c:ref J 

TPV.mp3;••1-Sales Call.mp3;••1-confirmation Pack-Gas.pdf;:••• 
Confirmation Pack-Electric.pdf 

Hello Samantha and the PUCO, 

Regarding Case# 00261401 

- enrolled her gas and electric accounts in Indra's variable rate plans on 10/17/18, as the resul t of a telephone 
sale. We've attached the sales call audio 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 
11/5/18 and 11/19/18, 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. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. 

We received inbound drop t ransactions for the customer's accounts in February 2019. The customer's gas and electric 
accounts stopped receiving Indra's supply on 3/8/19 and 3/22/19, respectively. 

Our Customer Service staff spoke with - most recently on 3/27 /19. In the interest of resolving the customer's 
concerns and to provide the customer with the financial effect of an expedited return to her gas and electric utility's 
standard service, we determined that we would rerate the customer's final gas and electric bills to the rates we have on 
file for gas and electric utilities. This results in an adjustment of $272.82 for the gas account, and an adjustment of 
$48.38 for the electric account.. We've included charts below detailing these adjustments. These adjustments will be 
sent to the customer's gas and electric utilities to be applied to the accounts. 

Gas Acct 

Billed 
Begin Read End Read Usage Supply Charge ReRate Amt Due 
Date Date (Ccf) (with tax) To: Customer 

2/7/2019 3/8/2019 177 $327.32 $0.2925 $272.82 

Electric Acct 

Begin Read End Read Billed Supply Re Rate Amt Due 
Date Date Usage Charge To: Customer 

2/21/2019 3/22/2019 413 $71.22 $0.0553 $48.38 

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



William Schaaf - Asst . Compliance Officer 

indra~ 
£NERGY 

www .Indra Energy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

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

Sent: Thursday, March 28, 2019 10:56 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COM MISSION OF OHIO - CASE#: 00261401 [ ref:_OODtOGzXt._500tOGHv6c:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Bus iness Days 

CASE ID: 00261 401 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
44710 
AIQ: Palmco Power OH LLC 
SER~UMBER: 

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: 
Good morning, 

~ontacted the PUCO regarding the enrollment with your 
company. When contacted by your rep she was informed her electric rate 
would never be above 3.62 per kWh. She is now receiving a bill with the 

2 



rate of 20.02 per kWh. 

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

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

Sincerely, 

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

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

ref:_OODt0GzXt._500tOGHv6c:ref 
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indra ® 

ENERG Y 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1S1 S Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

10/19/2018 

This letter is confi rming your select ion of Indra Energy as your electricity supplier and this package contains a 
co py of the Terms and Conditions of your service w it h Indra Energy. 

We are currently processing your enrollment 
Your enro llment will be sent to AEP. You will receive a confirmation notice from AEP confirming your selection 
of Indra Energy as your electricity supplier. Your service will begin with your first meter read by your utility af ter 
your enroll ment is accepted, which may t ake up to 1-2 billing cycles. If you decide to rescind your enrollment 
request, per Ohio state regulations, you must co ntact 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 wi th Indra Energy: 

Utility Account Number: 

Rate Plan: Introductory Rate of $0.05200/kWh for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy .com/ ohio/ o hlo-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

Questions? 
If you have any quest ions, 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 Ca re 

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

V.OHE 18-10.01 





ind raft. 
ENEnG Y 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, toget her with your 
Confirmat ion 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 swit ch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver you r gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your ut ility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower t han 
your utility (ies). (F) Your incumbent natura l 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 Confirmat ion Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice t o 
you in writing to your Service Address (es). You may terminate 
this Agreement at any 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 terminat ion as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
elect ric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your util ity's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
elect ric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); {b) within the 
service territory of your gas and/or electric utility( ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
elect ric 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 Confirmat ion Letter for the t ime period set forth 
in your Confirmation Letter, and thereafter, you r 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 wil l 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 monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
stat e, and/or loca l authorit ies. If you are tax exempt , you must 
furnish Indra an exempt ion certificate before service 
commences. This Agreement does not include utility 
transportation, del ivery, or other charges that your gas or 
electric 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 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 wil l set forth the 
proposed renewal opt ion(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise term inate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX. ENVIRONMENTAL CHARACTERISTICS. & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilit ies 
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 
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 ut ility'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 mont h 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 uti lity disconnects your service, 
this Agreement may be automat ically terminated. In addition, 
if your payment for nat ural 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 elect ric supply service to you. You have the right t o 
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 uti lity and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the elect ric supply 
service portion of your electric bill, you should contact 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 informat ion 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 collect ions and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free}, by U.S. 
mail at 1515 Market Street, Suite 1200, Phi ladelphia, PA 19102, 
or by e-mail at CustomerCa re@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 
t hat Indra may transmit to you all notices and other 
communications, including those required in this Agreement , 
electronically t o 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 t o 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 
f ire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, 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 IMPLI ED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
M ERCHANTABILITY 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 regulat ions of governmental agencies having jurisdiction 
over the subject matter of t his 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" t o 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 t he responsibility of the 
ut ility (ies) : operation and maintenance of the utility's 
natu ral gas and/or electrical system, any interrupt ion of 
service, termination of service, and deterioration of the 
ut ili ty's service. This Agreement is the ent ire 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. Ind ra 
w ill not make a material change to the terms of this Agreement 
w ithout first obtaining your consent in writing or through third 
party verificat ion (TPV), except if due a change in market 
condit ions, Indra wishes lower the price (per ccf or met or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and condit ions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign t he 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 t he parties hereto. No delay or 
fai lure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 





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

Environmental 
Characteristics-

A description of 
the characteristics 
associated wi th 
each possible 
generation 
resource. 

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

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

Natural 
Gas 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Hydro 
1.5% 

Oil0.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Im acts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

Other 

35% 

Solar 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

~~ 
:~1.--~=-=-=~-_...., ~~-Pro_ie_cte~d 

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 informat ion, contact Indra Energy at www.lndraEnergy.com or by phone at (888) 504-6372. 





Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Tara Jones <contactthepuco@puc.state.oh.us> 
Wednesday, March 27, 2019 3:07 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260963 [ ref:_OODtOGzXt._ 
SOOtOGHhrS:ref ) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260963 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 
SE UMBER: 
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: 

This customer contacted our office in order to dispute the rate that he has 
been charged on his gas account. The customer stated that he was told 
that the rate would not go much higher than $2-3 per MCF. 

Please investigate. When did this customer sign-up with Indra? What are 
the terms of the agreement? Please provide a copy of the sales call, TPV, 
contract, and any other items mailed out to the customer. What rate has 
the customer paid to Indra for each month of his contract? Is this in line 
with the contract terms? When did the account roll over to a variable 
rate? How are the variable rates calculated? 

Sincerely, 

1 



Tara 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:_ OODt0GzXt._ 500tOGHhr5 :ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Tara and PUCO, 

Orpheus Craigue 
Tuesday, April 02, 2019 1:27 PM 
Tara Jones 
Indra Energy Compl iance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260963 [ ref:_OODtOGzXt._ 
SOOtOGHhrS:ref] 
Agreement.pdf; - TPV.mp3; Confirmation Package.pdf; Indra Postcard.pdf 

PUCO Complaint 

Regarding Case# 00260963;-

Customer enrolled in Palmco's gas variable rate plan on 8/8/2018, as a result of a Door-to-Door sale. 
We've attached the agreement, TPV and confirmation package sent detailing the terms of service. 

Gas Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate thereafter. 

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 3/26/2019 contacted our Customer Service line and expressed unhappiness with his bill. Customer was 
offered a switch from our variable to a fixed rate plan, customer declined and requested account be cancelled. The 
account was dropped, with no ETF's issued, and Dominion East established service end date of 4/12/2019 for the gas 
account. 

Upon review, we determined we would rerate the customer's most recent bill as calculated below. We will also be 
rerating the customer's final bill to the rate of their utility, once it is rendered . This will provide the customer with the 
financial effect of an expedited return to their utility. We're showing our calculations here, as well as details of the 
customer's monthly billed rates as shown in the chart further below. 

Begin Date 

I 21812019 

Begin Read 
Date 

2/8/2019 

1/10/2019 

12/7/2018 

11/6/2018 

10/8/2018 

9/7/2018 

End Date 
Billed 
Usage 
(Cd) 

Supply Charge 
(with tax) 

I 3;1112019 I 419 I 785.75 

End Read 
Date 

3/11/2019 

2/8/2019 

1/10/2019 

12/7/2018 

11/6/2018 

10/8/2018 

Unit Price 
(ccf) 

1.7364 

0.7981 

0.8320 

0.2600 

0.2600 

0.2600 

ReRate 
To: 

I 0.29250 

1 

ReRate 
Pre Tax 

122.s6 I 

ReRateTax 

9.8o I 

ReRate 
Total 

Amt Due 
Customer 

132.36 I s 6s3.39 



The customer was billed according to the terms of their variable rate agreement. Indra's Variable Natural Gas rate is 
determined according to the following criteria, taken from Indra's Terms & Conditions: 
"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." 

Additionally, the following Price Disclosure is also included in Indra's Terms & Conditions: 
"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:l/lndraEnerqy.com/ohio/ohio-variable-rates/ or by calling (888) 
504-6372.11 

Thank you. 

Orpheus Craigue - Compliance Officer 

ind rata. 
E NERGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

From: Tara Jones <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, March 27, 2019 15:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260963 [ ref:_OODtOGzXt._SOOtOG HhrS: ref J 

Ohio Public Utilities 
Commission 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260963 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
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: 

This customer contacted our office in order to dispute the rate that he has 
been charged on his gas account. The customer stated that he was told 
that the rate would not go much higher than $2-3 per MCF. 

Please investigate. When did this customer sign-up with Indra? What are 
the terms of the agreement? Please provide a copy of the sales call, TPV, 
contract, and any other items mailed out to the customer. What rate has 
the customer paid to Indra for each month of his contract? Is this in line 
with the contract terms? When did the account roll over to a variable 
rate? How are the variable rates calculated? 

Sincerely, 

Tara 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. 

3 



ref:_ OODtOGzXt._SOOtOGH hrS :ref 
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Account Holder's Name on t'lectricity Account: 

PALMco Energy OH, LLC / 
PALMco Power OH, LLC 

8751 18~ Avenue Brooklyn, NY 11214 
Tele phono: (877} 726·5862 

customaraervl ce@palmCOftnergy.com 
www.palmcoenergy.com 

~---------------------------------! 
Elettridty Utility Account Number: DDDDDDDODDDDDDDOOOODDD 

Product Code: 

i>e• kWh for tho ti•sl moou1 folio..'C(l by n Fixed R~te of $ _ per kWh for UlO romamiog __ monms 

Fixed RD!e (I( S · - ___ 1>0r k'l'lh lo< _ • . _ __ months 

The rep<esenlactve staled 1hal ho/$h8 was representing PALMco and was nol ~om the Electtle and/or Nalural Gt• Otslribuloo Company. 

2. The rep<Henlallve explained ltial by siglino lhe ervollment form I Wa& enlering 1nto en agroemenllconlracl ror PAI.Moo IO soppy my elec~icily 
eodl or nalural 9"'· 

3 The represenlalive explained to me the price for eleclricily and/or natural !JM under 1n1s conlracl 

4 For vArlabln ,..,., customerl..Qllb.: The reprosenlalive explained lhal lhe oortrncl Is for one month and will c;onllnuo on a monl!l·lO·monlh basis 
unlJI eilher PAI.Meo or l dcdd4 lo cancel the conlract I can access my Mure vanabla pricing information at: tutpsJ/palmcoenergy.comloh1olohio· 
varlabfe.rntes 

5 Eor lixednlt cuslomel'$ onlx The ropresen!allvo •"l>l•ined "'me lhat llM! Cllnlfocl ;s for a lotal l8rm of __ months and ii will bo aulomalicaly 
renewed at U10 ond or my rl)(ed rate. lo lhe rate lhot is lhen In effect. in Keottlnnce with n1y Renewal Nooce and Terms and Conditions. 

6 Tile repre•enlolivo e)(j)lalnod my rigl'll to cMc&t 

7. The rep<esentali•• le~ lwo completed right lo cancel notices with me. 

The rep<esentallve disclosed l!lal no earty termination liab!l1ly la. would appy, If I cancel lll8 contract. 

I Unders!And my e!ecl/IC ardlor natural gas uUllly(ieS) will re[ll8ln r81po0>i1~•1 lo lho dcUvery of clcclllclly ond'or l\llluml oas lo my prom!So Olld will contlnuo 
lo respond 10 eny seMc8 eall4 and emergencleL 

2. I undetsland that my uilily{les) wfl send me a elngle bill covering my electric and/or natural gas deliveiy service. and PALMm·s sopl)ly service. 
3. I unchml3nd th PALMco dolts nol uarMIM aa.in s un<for th1 A rcemanWColll l 

INITIAL COOLING OFF PERIOD: YOU, THE BUYERi' MAY CANCEL THIS TRANSACllON AT ANY TIME PRIOR TO "11DNIGHT OF THE THIRD BUSINESS DAY 
AFTER THE DATE OFYOlJ RECGIVG COPIES OF HIS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTlON OF THIS 
RIGHT. 
FURTHER RIGHT(SI OF RESCISSION: Th<!maftor, You. 11\0 buyer,.h.~ve unUt lha seventh day a~.or tho poslm.1rk d:lto on your enrolknenl conf11m111iori no!lce. 
ff om your ulilily. to r8$dnd Ills A91eemon1 without paying anyll>ng. r ou musl c~l rour ulmty to rosctno. 
lly a!gnlng below. you 1gree to flo '"""' and condltloNo of tM !19roemen1. lAcludng ' "' Terms and COlld11lons on tho rewrso tlde. 

For: PALMoo Power ON. LLC and/or PALMco Eno19Y OH. LLC ,_, By: 
f'Y\\ (... 

By: \Ov I By: 

By: 
IONUMBER 

Date: 
{'/ I ' CUSTOMER'S SIGNATURE 

MOITTH~~ OH - E101 57899 



Thank you for choosing PALMco as your energy supplier ! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

IY. PahncoEnergy.com 
e: CustomerService@PabncoEnergy.com 

toll free: I (877) 726 5862 

8/10/2018 

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

We are currently processing your enrollment 
Your enro llment will 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 will begin with your first 
meter read by your uti lity 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 ut ility to do so. 

If, for any reason, we are unable to enroll your account we will be sure t o 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 $2.60000/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 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 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 t o 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 





PA1Mco 
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 natura l gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(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 loca l utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, t his 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) call ing 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 wh ich your natural gas and/or electric supply service 
with PALM co is t erminated as provided in this Agreement, you 
will remain obligated to pay for the natural gas and/or electric 
supply service provided by PALMco prior to the effective date of 
the termination. The effective date of termination will be 
determined by your utility. Your natural gas and/or electric 
supply service from PALMco will terminate automatically 
without penalty to you if any of the following occurs: (a) your 
Service Address(es) is not served or no longer served by your 
utility; (b) you move outside your utility's service area or to an 
area not served by PALMco; or (c) PALMco returns you to your 
utility' s applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a) outside of the service territory of your 

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



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco' s website at https://palmcoenergy.com/ohio/ohio­
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate 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 
Uti lities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bi ll. 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, w hichever 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 natura l gas and/or electric supply 
service or you fail to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natura l gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12·month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29·09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power 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 w ithdrawal of your consent to electronic 
communications. Notices transmitted to you via emai l will be 
deemed to have been received if transm itted to you at the emai l 
address provided to PALMco by you. 
FORCE M AJ EURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industria l disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailabili ty of transmission faci lities, 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 IMPLI ED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federa l, state, and local laws, and the orders, rules, 
and regulat ions of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Util it ies Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liability for the following items that are t he responsibi lity of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service . This Agreement is the entire understanding 
between you and PALMco with respect to the subject matter 
hereof and there are no promises, covenants, or undert akings 
other t han t hose expressly set forth in this Agreement. PALMco 
will not make a material change to the terms of this Agreement 
without first obta ining your consent in writing or t hrough 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 pr ior written consent. 
PALMco may sell, t ransfer, pledge, or assign the account s, 
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 rules and procedures of the PUCO, if any, governing 
such t ransactions. This Agreement will inure to and be binding 
upon t he successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein wil l 
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 act ual 
resources used 
during this period. 

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Other Other 
Gas Oil 0.5% 

Natural Ga 
27.5% Coal 

Coal 
1% 35% 

Wind 
2.5% Biomass 

0.5% 
34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Hydro 
1% 

Wind 
3.5% 

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 Im acts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Biomass 

35% 

::::Ac.tual 

~Projected 

0.5% 

Sulfur Dioxide ··~~r-~~~-~-~---_...., 
Regional Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric genera tion 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 

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



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

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

Wednesday, M arch 27, 2019 5:04 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE # : 00261230 [ ref:_OODtOGzXt._ 

SOOtOGHpKR:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 
CUSTOMER: 
ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER~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: 
Good Afternoon, 

ontacted the PUCO regarding receiving misleading 
information with her enrollment. 
She states that she was advised that she would be paying .50c/ ccf, but 
she states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

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 for the customer? 

1 



4. What was the rate the customer agreed to? Was it fixed or variable? 
If fixed, what was the term length? 

5. Has the customer contacted the company concerning this issue? If 
so, when? What was the company's response? 

6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the 

bill? 

Please provide copies of the following: 

1 . Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll 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. 

Please contact the customer as she wants to cancel the contract with the 
company 

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._ 500tOGHpKR:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Shanequa, 

Orpheus Craigue 
Monday, April 01, 2019 6:34 PM 
PUCO Consumer Call Center 

Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._ 
SOOtOGHpKR:ref) 

- - TPV.mp3; - Sales Audio.mp3; - Confirmation Pack Gas.pdf; Indra 
Postcard.pdf 

PUCO Complaint 

Regarding Case ID 00261230; -

This account was enrolled on 11/7 /2017 in our variable rate plan, as a resu lt of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 

enrollment. The customer had previously received our service 10/19/17-11/14/17, and following a previous drop, was 

contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 

postcard explaining t he change. 

We have no record of the cust omer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establish the end dat e of the 

customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to t he 

concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 

receives, to t he rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 

are detailing our calculations for the customer's most recent bill below Rerate final bill and post chart in here for 

previous bill. This will be sent to the utility in order to be applied to the customer's account. 

Begin Date End Date 

I 2114119 I 3/15/19 

Thank you. 

Billed 
Usage 

Supply Charge 

(with t ax) 

I s 112.03 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERGY 

www. In draE ne rgy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

Re Rate 
ReRate To: P T 

re ax 

I o.39249 I 25.90 

ReRate Tax 

1.94 

Re Rate 

Total 

I 21.s5 

Amt 
Cus1 

I s 



From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, March 27, 2019 17:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 
CUSTOMER: 
ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

ontacted the PUCO regarding receiving misleading 
information with her enrollment. 
She states that she was advised that she would be paying .50c/ ccf, but 
she states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

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 for the customer? 
4. What was the rate the customer agreed to? Was it fixed or variable? 

If fixed, what was the term length? 

2 



5. Has the customer contacted the company concerning this issue? If 
so, when? What was the company's response? 

6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the 

bill? 

Please provide copies of the following: 

1. Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll 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. 

Please contact the customer as she wants to cancel the contract with the 
company 

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 ._SOOtOGHpKR:ref 
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Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: PalmcoEnergy.com 
e: Custo111erService@PabncoEnergy.com 

toll free : I (877) 726 5862 

11/9/2017 

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 y our enrollment 
Your enrollment will be sent to Vectren. You will receive a confirmation notice from Vectren confirming your 
selection of PALMco as your natural gas supplier. Your service w ill begin w ith 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 enro ll your account we will be sure to contact you to resolve t he issue. 

Below is a summary of your service account with PALMco: 

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

letter. 

Utility Account Number 

Rate Plan: Introductory Rate of $0.35900 for the first three billing cycles, and a variable rate 

thereafter. 

Cancellation Fees: None 

Budget Billing: Please contact Vectren. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

YOHE 17-08.21 





PAlMCO' 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

an addendum). You agree to authorize a switch of your nat ural 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 fol lows: (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 wi ll 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 ut ility may charge you 

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

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

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

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR GAS 

AND/OR ELECTRIC UTILITY(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) 726-5862; (b) sending a letter to 

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

PALMco at CustomerService@PalmcoEnergy.com. Upon 

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

your utilit y'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 

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

PALMco returns you to your util ity'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 

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

may cancel this Agreement with PALMco Power without penalty if 

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

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

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

Address relocation, the cancellation shall apply only to the Service 

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

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

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

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

as those available to other customers served by your natural gas 

and/or electric util ity. 

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 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, PALMco will send you a notice with your contract 

renewal and pricing options. Your service will automatically 

continue under the specified renewal terms unless you contact 

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

Renewal Notice. 1f you terminate this Agreement prior to the 

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

termination fees. 



Natural Gas Variable Price (when applicable): You wil l pay a 
Variable Price for natural gas supply service that may vary from 

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

agency functions that PALMco performs for you, and other 
prevail ing market condit ions, 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 funct ions that PALMco 
performs for you, line loss, compliance costs, certain transmission, 

capacity, ancillary, and administrative costs incurred by PALMco, 
and other prevailing market condi tions, 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 bil ling cycle to the next 
and your Variable Price may be higher or lower than your utility's 

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

indicator of future prices. 

Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other government 
fees, assessments, and charges, however designated, relating to 

the natural gas and/or electric supply service provided under this 
Agreement. This may include, but shall not be limited to, utility 

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

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

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

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

termination fees. 

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

written notice to you of the Agreement's renewal ("Renewal 
Notice"). The Renewal Notice will set forth the proposed renewal 

option(s), including any applicable information required by the 

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

accordance with the Termination section herein, then your 
Agreement will automatically renew at the ra te 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 that PALMco 

receives from your utility ("Billing Quantity"). You will receive a 
single monthly bill from your utility that contains both PALMco's 

charges and your utility's charges. Your payment for natural gas 
and/or electric supply service is due on the date set forth on the 
bill. You shall pay a late payment charge on all unpaid amounts 
(including arrears and late payment charges) owing and not 

received by PALMco by the due date of the bil l, 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 fai l to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy any 

agreed upon payment arrangement you may have, your 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 not ice to you, 

terminate this Agreement and its natural gas and/or electric supply 
service to you. You have the right to request from PALMco, without 
charge, up to 24 months of your payment history covering services 
rendered by PALMco, without charge, twice within any 12-month 

period. Budget Billing is available for both the delivery and natural 

gas and/or electric supply service portions of your bill. If you are 
interested in Budget Billing, you should contact your utility and 
request to be placed on a Budget Bill ing 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 

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 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 util ity information, residential and 

business customers may contact the Public Uti lities 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 ut il ity 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 w w w .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 t o the email address provided by you. You shall be 

responsib le for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic 

communications. Notices t ransmitted to you via email will be 

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

address provided to PALMco by you. 

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

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

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

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

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

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

hurricane, flood, explosion, shortage or unavailability of 

t ransmission facilities, and other events that cannot be prevented 

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

not include an inability to pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED BY 

APPLICABLE OHIO LAW, NEITH ER 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 al l applicable 

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

of governmental agencies having jurisdiction over the subject 

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

Utilities Commission of Ohio. THIS AGREEMENT WILL BE 

GOVERNED AND CONSTRUED IN ACCORDANCE WITH OHIO LAW, 

WITHOUT REGARD TO PRINCIPLES RELATING TO CONFLICTS OF 

LAW. 

MISCELLANEOUS. PALMco assumes no responsibility or liabi lity 

for the following items that are t he 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 deterioratio n of the utilty's service. 

This Agreement is the entire understanding between you and 

PALMco w ith 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 writ ing or through third party verification (TPV), except 

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

price (per ccf or mcf or ki lowatt-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 entit y 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 EYENT OE A GAS OR ELECTRICIIY·RELATEP 
EMERGENCY, SUCH ASA GAS OR ELECTRIC OUTAGE OR GAS LEAK, 

YOU SHOULD IMMEDIATELY CONTACT YOUR LOCAL UTILITY. 

V.E.17-09.06 
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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 ntlC"lf · 
PALMco Energy 8751 18th Avenue Brooklyn, NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Monday, April 01, 2019 6:44 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTIUTIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._ 
SOOtOGHpKR:ref ] 

Categories: PUCO Complaint 

Hello Shanequa, I apologize, for a typo in the email below, have revised our response slightly here: 

Regarding Case ID 00261230; -

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potentia l 
adjustment to her account, but we were unsuccessful in reaching her. Vectren wil l establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bil ls she 
receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below. This will be sent to the utility in order to be 
applied to the customer1s account. 

Begin Date End Date 
Billed Supply Charge 
Usage (with tax) 

I 2114;19 I 3/1s;19 166 Is 112.03 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
E NERGY 

www.Ind raEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 

F: 718.851.2427 

ReRate To: 
ReRate 

ReRate Tax 
ReRate 

Pre Tax Total 

I o.39249 I 25.90 1.94 I 27.85 

1 

Amt 
Cus1 

I $ 



From: Orpheus Craigue 
Sent: Monday, April 1, 2019 18:34 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Hello Shanequa, 

Regarding Case ID 00261230;-

This account was enrolled on 11/7 / 2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establ ish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the ut ility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below Rerate final bill and post chart in here for 
previous bill. This will be sent to the utility in order to be applied to the customer's account. 

Begin Date End Date 
Billed Supply Charge 
Usage (with tax) 

I 2114;19 I 3/1s119 I 66 Is 112.03 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
EN ER GY 

www.IndraEnergy.com 

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

ReRate To: 

I o.39249 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, March 27, 2019 17:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate 
ReRate Tax 

Pre Tax 

I 25.90 1.94 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._500tOGHpKR:ref] 

2 

ReRate 
Total 

I 27.85 

Amt 
Cu st 

I $ 



Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 
CUSTOMER: 
ADDRESS: 
AIQ: Palmco Energy OH LLC 
SE 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 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 
Good Afternoon, 

- contacted the PUCO regarding receiving misleading 
information with her enrollment. 
She states that she was advised that she would be paying .50c/ ccf, but 
she states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

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 for the customer? 
4. What was the rate the customer agreed to? Was it fixed or variable? 

If fixed, what was the term length? 
5. Has the customer contacted the company concerning this issue? If 

so, when? What was the company's response? 
6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the 

bill? 

Please provide copies of the following: 
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1 . Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll 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. 

Please contact the customer as she wants to cancel the contract with the 
company 

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._SOOtOGHpKR:ref 

4 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Keenia Joseph 
Wednesday, May 08, 2019 5:40 PM 
PUCO Consumer Call Center 
Indra Energy Compl iance; Mark Whitt; Becky Glover 

Subject : RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._ 
SOOtOGHpKR:ref 1 

Shanequa, 

Please see below. The customer can expect to receive the re-rate amount in 1-2 billing cycles. 

PH#: Name: - " 
Billed Supply Charge ReRate 

Begin Date End Date 
Usa~e (with tax) To: 

3/15/2019 4/15/2019 31 $ 47.08 0.37529 

2/14/2019 3/15/2019 66 $ 112.03 0.39249 

1/16/2019 2/14/2019 82 $ 103.96 0.40265 

12/14/2018 1/16/2019 61 $ 52.15 0.47669 

11/14/2018 12/14/ 2018 55 $ 60.18 0.59151 

10/17/2018 11/14/ 2018 36 $ 46.30 0.42780 

9/17/2018 10/17/2018 10 $ 12.02 0.41025 

8/16/2018 9/17/2018 11 $ 1L98 0.39677 

7/17/2018 8/16/2018 10 $ 10.58 0.38895 

6/15/2018 7/17/2018 9 $ 7.63 0.40757 

I 5/16/2018 6/15/2018 8 $ 6.07 0.39463 

4/16/2018 5/16/2018 21 $ 17.51 0.38885 

3/16/2018 4/16/2018 55 $ 44.54 0.37494 

I 
' 

Keen ia Joseph - D irector of Compl iance 

ind ra,,. 
EN ERG Y 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Acct: 

Re Rate ReRate Amt Due 
ReRateTax 

Pre Tax Total Customer 

11.63 0.87 12.51 $ 34.57 

25.90 1.94 27.85 $ 84.18 

33.02 2.48 35.50 $ 68.46 

29.08 2.18 31.26 $ 20.89 

32.53 2.44 34.97 $ 25.21 

15.40 1.15 16.56 $ 29.74 

4.10 0.31 4.41 $ 7.61 

4.36 0.33 4.69 $ 7.29 

3.89 0.29 4.18 $ 6.40 

3.67 0.27 3.94 $ 3.69 

3.16 0.23 3.39 $ 2.68 

8.17 0.59 8.76 $ 8.75 

20.62 1.49 22.12 $ 22.42 

$ 321.90 

($84.18) 

I $237.71 

PUCC 

<- Already applie 

Total Rerate 

Already applied I 

New total amoun 



From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, May 7, 2019 3:22 PM 
To: Keenia Joseph <kjoseph@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Good Afternoon, 

Thanks for the update. 

Please advise of the total adjustment the customer will receive and when she should expect it to be applied to her 
account. 

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: Keenia Joseph [kjoseph@indraenergy.com) 
Sent: 5/6/2019 5:24 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com; glover@whitt-sturtevant.com; whitt@whitt-sturtevant.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref) 

Shanequa, 

In the interest of customer satisfaction, the company will re-rate back to the February 2018 bill. 

Regards, 

2 



Keenia Joseph - Director of Compliance 

indra .. 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.ob.us> 
Sent: Monday, April 22, 2019 8:33 AM 
To: Orpheus Craigue 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref :_OODtOGzXt._SOOtOGHpKR:ref] 

Good Morning, 

Is the Company willing to re-rate this customer back to the February, 2018 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: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 4/15/2019 2:42 PM 

3 



To: ocraigue@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref ] 

Good Morning, Is t he Company wi lling to re-rate this customer back to t he February, 2018 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 M essage ---------------

From: Orpheus Craigue [ocra igue@indraenergy.com] 
Sent: 4/1/2019 6:43 PM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref ] 

Hello Shanequa, I apologize, for a typo in the email below, have revised our response slight ly here: 

Regarding Case ID 00261230;-

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 - 11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled . 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

4 



We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below. This will be sent to the utility in order to be 
applied to the customer's account. 

Begin Date End Date 

I 2114;19 I 3;1s;19 

Thank you . 

Billed 
Usage 

Supply Charge 
(with tax) 

I$ 112.03 

Orpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

('\fRGY 

P: 888.504.6372 

F: 718.851.2427 

www .Indra Energy.com 

From: Orpheus Craigue 
Sent: Monday, April 1, 2019 18:34 

ReRate To: 

I o.39249 

To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

Re Rate 
Pre Tax 

I 2s.9o 

ReRateTax 
ReRate 
Total 

1.94 I 21.8s 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref) 

Hello Shanequa, 

5 
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Regarding Case ID 0026123~ 

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 

postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below Rerate final bill and post chart in here for 
previous bill. This will be sent to the utility in order to be applied to the customer's account. 

Begin Date End Date 

I 2114119 I 311s119 

Thank you. 

Billed 
Usage 

Supply Charge 
(with tax) 

I$ 112.03 

Orpheus Craigue - Compliance Officer 

indra~ 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
ENERGY 

P: 888.504.6372 

ReRate To: 

I o.39249 
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Re Rate 
Pre Tax 

I 25.90 

ReRate Tax 
ReRate 
Total 

1.94 I 21.85 

Amt 
Cus1 

I $ 



F: 718.851.2427 

www .Indra Energy.com 

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

Sent: Wednesday, March 27, 2019 17:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 

CUSTOMER 

ADDRESS: 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

ontacted the PUCO regarding receiving misleading information with 
her enrollment. 
She states that she was advised that she would be paying .50c/ ccf, but she 
states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

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 for the customer? 
4. What was the rate the customer agreed to? Was it fixed or variable? If 

fixed , what was the term length? 
5. Has the customer contacted the company concerning this issue? If so, 

when? What was the company's response? 
6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the bill? 

Please provide copies of the following: 

1. Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll 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 . 

Please contact the customer as she wants to cancel the contract with the 
company 

Sincerely, 

Shanequa Jones 

8 



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._SOOtOGHpKR:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Shanequa, 

Keenia Joseph 
Monday, May 06, 2019 5:24 PM 
contactthepuco@puco.ohio.gov 
Indra Energy Compliance; Mark Whitt; Becky Glover 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._ 
500tOGHpKR:ref) 

In the interest of customer satisfaction, the company wi ll re-rate back to the February 2018 bill. 

Regards, 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

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

Sent: Monday, April 22, 2019 8:33 AM 
To: Orpheus Craigue 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref) 

Good Morning, 

Is the Company willing to re-rate this customer back to the February, 2018 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 M essage ---------------

From: PUCO Consumer Ca ll Center [contactthepuco@puc.state.oh.us] 

Sent: 4/15/2019 2:42 PM 
To: ocraigue@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Good Morning, Is the Company willing to re-rate th is customer back to the February, 2018 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: Orpheus Craigue [ocraigue@indraenergy.com] 

Sent: 4/1/2019 6:43 PM 

To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Hello Shanequa, I apologize, for a typo in the email below, have revised our response slightly here: 

Regarding Case ID 00261230-

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following enrollment. The 
customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was contacted by this 
telemarketer to be re-enrolled. 
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Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We are 
detailing our calculations for the customer's most recent bill below. This will be sent to the utility in order to be applied 
to the customer's account. 

Begin Date End Date 

I 2114;19 I 3/1s119 

Thank you. 

Billed 
Usage 

Supply Charge 
(with tax) 

I s 112.03 

Orpheus Craigue - Compl iance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

www .In d r a E ne rg y.co rn 

ReRate To: 

I o .39249 

3 

ReRate 
Pre Ta>< 

l 25.90 

ReRate Tax 

l 1.94 

ReRate 
Total 

I 21.ss 

Amt 

Cus1 



From: Orpheus Craigue 
Sent: Monday, April 1, 2019 18:34 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref J 

Hello Shanequa, 

Regarding Case ID 00261230; 

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sa le. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mai led following enrollment. The 
customer had previously received our service 10/19/17 - 11/14/17, and following a previous drop, was contacted by this 
telemarketer to be re-enrolled. 

Pa lmco began conducting business under its trade name, Indra Energy, in October 2018. Customers w ere mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but w e were unsuccessful in reaching her. Vectren will establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns ra ised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the utility; we're taking this action as part of an effort t o resolve the customer's concerns. We are 
detailing our calculations for the customer's most recent bill below Rerate final bill and post chart in here for previous 
bill. This will be sent to the utility in order to be applied to the customer's account. 

Begin Date End Date 

I 2;14;19 I 3;1s;19 

Thank you. 

Billed 
Usage 

I 66 

Supply Charge 
(with tax) 

I s 112.03 

ReRate To: 

I o.39249 

4 

Re Rate 

Pre Tax 

I 2s.9o 

ReRate Tax 

l 1.94 

Re Rate 

Total 

I 21.ss 

Amt 
Cus1 



Orpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

EN(fi(,Y 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 

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

Sent: Wednesday, March 27, 2019 17:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Ohio Public U1ilities 
Commission 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 

CUSTOMER: 

ADDRESS: 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBE 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

~ontacted the PUCO regarding receiving misleading information with 
~ent. 

She states that she was advised that she would be paying .50c/ ccf, but she 
states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

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 for the customer? 
4. What was the rate the customer agreed to? Was it fixed or variable? If 

fixed , what was the term length? 
s. Has the customer contacted the company concerning this issue? If so, 

when? What was the company's response? 
6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the bill? 
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Please provide copies of the following: 

1. Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4 . Copy of the TPV at the time of enrollment. 
s. Copy of the IP and email address used to enroll 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. 

Please contact the customer as she wants to cancel the contract with the 
company 

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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ref:_OODtOGzXt._SOOtOGHpKR:ref 
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Sariah Brinker 

From: Orpheus Craigue 
Sent: 
To: 

Friday, April 05, 2019 3:15 PM 
Jacqueline Maldonado; William Schaaf 

Subject: FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._ 
SOOtOGHpKR:ref] 

Lon ime rerate, but let's ·ust honor it. Can one of you put together a credit or revised credit? Acct# 

Jackie if you're the first one to do it, can you just paste the chart it into an email and send it over to Will? 

Orpheus Craigue - Compliance Officer 

ind rat. 
ENERGY 

www.IndraEnergy .co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, Apri l 4, 2019 08:21 
To: Orpheus Craigue <ocraigue@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Good Morning, 

Thanks for the prompt response. 
In the sales call the representative states that, "the gas price is 35.9 cents for the first 3 bills and after that the company 
will shop the market to get the best price". 

This statement appears misleading as it does not make it clear to the customer t hat she will be continuing on a variable 

rate. 
Additionally, the price the customer currently has may not be the "best price". 

The customer indicates that she felt deceived as the information she received as to rates was not in line with her bills. 

Is the Company willing to re-rate the customer's billing back to her February 2018 bill? 

Sincerely, 

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

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

--------------- Original Message --- -----------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 4/1/2019 6:43 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref J 

Hello Shanequa, I apologize, for a typo in the email below, have revised our response slightly here: 

Regarding Case ID 00261230;-

This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren w ill establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
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receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below. This will be sent to the utility in order to be 
applied to the customer's account. 

Begin Date End Date 

I 2114119 I 3/15/19 

Thank you. 

Billed 
u sage 

Supply Charge 
(with tax) 

Is 112.03 

Orpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra-. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www .Indra Energy .com 

From: Orpheus Craigue 
Sent: Monday, April 1, 2019 18:34 

ReRate To: 

I o.39249 

To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate 
Pre Tax 

I 25.90 

ReRateTax 

1.94 

ReRate 
Total 

I 21.85 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref] 

Hello Shanequa, 

Regarding Case ID 00261230; -
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This account was enrolled on 11/7 /2017 in our variable rate plan, as a result of a telephone sale. We've attached the 
TPV recording and sales audio from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer had previously received our service 10/19/17 -11/14/17, and following a previous drop, was 
contacted by this telemarketer to be re-enrolled. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. Customers were mailed a 
postcard explaining the change. 

We have no record of the customer reaching out to our Customer Service line. 

We attempted to reach out to this customer to confirm her request to cancel service, and to discuss a potential 
adjustment to her account, but we were unsuccessful in reaching her. Vectren will establish the end date of the 
customer's account. No ETFs will be issued. Although we were unsuccessful in reaching the customer, due to the 
concerns raised in her PUCO complaint, we intend to rerate the customer's most recent bill, as well as any final bills she 
receives, to the rate of the utility; we're taking this action as part of an effort to resolve the customer's concerns. We 
are detailing our calculations for the customer's most recent bill below Rerate final bill and post chart in here for 
previous bill. This will be sent to the utility in order to be applied to the customer's account. 

Begin Date End Date 

I 2114119 I 3/15/19 

Thank you. 

Billed 
Usage 

I 66 

Supply Charge 
(with tax) 

Is 112.03 

Orpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 

ReRate To: 

I o.39249 
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ReRate 
Pre Tax 

I 25.90 

ReRate Tax 
ReRate 
Total 

1.94 I 21.8s 
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From: PUCO Consumer Call Center <contactthepuco@puc.state.oh .us> 
Sent: Wednesday, March 27, 2019 17:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261230 [ ref:_OODtOGzXt._SOOtOGHpKR:ref ) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261230 

ADDRESS: 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 
Good Afternoon, 

5 



ontacted the PUCO regarding receiving misleading information with 
her enrollment. 
She states that she was advised that she would be paying .50c/ ccf, but she 
states that she was charged 1. 77. 
Customer states that she no longer wants to be with the company. 

Please reply to the following questions: 

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

fixed, what was the term length? 
5. Has the customer contacted the company concerning this issue? If so, 

when? What was the company's response? 
6. Is an adjustment in process for the customer? If no, why not? 
7. If an adjustment is in process will it be a refund or a credit to the bill? 

Please provide copies of the following: 

1. Copy of the sales call used to market this customer. 
2. Copy of the sales script to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll 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. 

Please contact the customer as she wants to cancel the contract with the 
company 

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 
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www.PUCO.ohio.gov 

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

ref:_OODtOGzXt._SOOtOGHpKR:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Wednesday, March 27, 2019 10:48 AM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._ 
SOOtOGHktl:ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261 137 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
45506 
AIQ: Palmco Energy OH LLC 
SER~UMBER: 
NIQ-

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

DESCRIPTION OF ISSUE: 
The customer disputes being charged $1. 7 4/ccf when started a year ago 
at 37cts/ccf. The customer requests being adjusted to the 37cts/ccf, has 
cancelled the contract as of 3/27 /19. Provide the sales call, tpv 
and welcome letter with terms and conditions of the contract for 
review. When did the contract end and when wi ll it end? Is there a etf? 
Please check on the customer's concerns. 

Sincerely, 

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. SOOtOGHktL:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Ohio 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Tuesday, April 02, 2019 1:08 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#-. 00261137 [ ref:_OODtOGzXt._ 
SOOtOGHktL:ref ] 

Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00261137 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
Please resend the sales call, tpv and welcome letter with terms and 

conditions of the contract, since these documents did not come over with 
the most recent response. 

Sincerely, 

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. 500tOGHktL:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Tuesday, April 23, 2019 3:55 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._ 
SOOtOGHktL:ref) 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00261 137 
COMPANY: 
CUSTOMER 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy 
SER~ NUMBER: 
NIQ-

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

DESCRIPTION OF ISSUE: 
Please check on some further concerns. To resolve the customer's 

concerns, please rerate the customer to the fixed rate or sco rate from the 
customer's Ide when the variable rate transitioned from the 
introductory fixed rate. 

Sincerely, 

Mariner Taft 
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:_ 00DtOGzXt._ 500tOGHktL:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Mariner, 

William Schaaf 
Wednesday, April 24, 2019 3:15 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261137 [ ref:_OODtOGzXt._ 
500tOGHktL:ref] 

We've ca lculated the rerate for the customer's variable gas bills (see chart below). We will go ahead and process the 
adjustment, which amounts to a total of $169.81. 

Supply 

Begin Date End Date 
Billed Billed Charge 
Usage Rate (with 

tax) 

12/27/2018 1/28/2019 112 $0.3700 $44.44 

11/26/2018 12/27/2018 93 $0.3700 $36.90 

10/24/2018 11/26/2018 74 $0.3700 $29.37 

9/25/2018 10/24/2018 16 $0.3700 $6.33 

8/ 24/2018 9/25/2018 8 $0.3700 $3.17 

7/26/2018 8/24/2018 8 $0.3700 $3.17 

6/26/2018 7/26/2018 7 $0.8800 $6.59 

5/25/2018 6/26/2018 8 $0.6550 $5.61 

4/26/2018 5/25/2018 12 $0.6917 $8.90 

3/ 27/2018 4/26/2018 49 $0.7449 $39.15 

2/ 26/2018 3/27/2018 73 $0.6848 $53.61 

1/26/2018 2/26/2018 80 $0.7410 $63.58 

12/27/2017 1/26/2018 117 $0.8498 $106.64 

11/22/2017 12/27/2017 89 $1.0500 $100.23 

10/24/2017 11/22/ 2017 49 $1.0500 $55.18 

Wi lliam Schaaf - Asst. Compliance Officer 

indra .. 
EN E RGY 

www.IndraEnergy.com 

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

ReRate ReRate ReRate ReRate 
Difference 

To: Pre Tax Tax Total 

$0.4872 $54.57 $3.95 $58.52 -$14.08 

$0.5945 $55.29 $4.00 $59.29 -$22.39 

$0.4415 $32.67 $2.37 $35.05 -$5.68 

$0.4251 $6.80 $0.48 $7.28 -$0.94 

$0.4125 $3.30 $0.23 $3.53 -$0.36 

$0.4052 $3.24 $0.23 $3.47 -$0.30 

$0.4226 $2.96 $0.21 $3.17 $3.43 

$0.4105 $3.28 $0.23 $3.51 $2.09 

$0.4051 $4.86 $0.35 $5.21 $3.69 

$0.3921 $19.21 $1.39 $20.61 $18.54 

$0.4089 $29.85 $2.16 $32.01 $21.60 

$0.5081 $40.65 $2.95 $43.60 $19.98 

$0.4188 $49.00 $3.55 $52.55 $54.09 

$0.4524 $40.26 $2.92 $43.18 $57.05 

$0.4202 $20.59 $1.49 $22.08 $33.10 

$169.81 
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From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, Apri l 23, 2019 3:55 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._SOOtOGHktL:ref J 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00261137 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE//. 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
Please check on some further concerns. To resolve the customer's 

concerns, please rerate the customer to the fixed rate or sco rate from the 
customer's Ide when the variable rate transitioned from the 
introductory fixed rate. 

Sincerely, 

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. 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Mariner, 

William Schaaf 
Wednesday, April 03, 2019 12:31 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261137 [ ref:_OODtOGzXt._ 
SOOtOGHktL:ref) 
~PV-Gas.mp3; - Agreement-Gas.pdf; - Confirmation Pack-Gas.pdf 

There was no sales call associated with this customer's enrollment, as this was a door-to-door sale. I've attached the 
enrollment documentation associated with the customer's gas account here. 

Let us know if you need anything further. Thanks. 

William Schaaf - Asst. Compliance Officer 

indra-. 
ENERGY 

www.lndraE ne rg y.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, April 2, 2019 1:08 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._SOOtOGHktL:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00261 137 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
Please resend the sales call, tpv and welcome letter with terms and 

conditions of the contract, since these documents did not come over with 
the most recent response. 

Sincerely, 

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. 
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Buyer's Date of Birth (mandato Full Tax ID (commercial accounts) 

E-mail Address: -r 
Please provide us w1Ti'ithi;-;;:¥o;;;u;;r;;e::;.m;;;a0lillr.aa;;: .. r-1a;;,a;;;s;:-s "to;"".. aO.u7iith;;>;'o;;:irlr.;:za;;--;;;us;;-;;;to:-;s;:;e:;;:nd;;-;;:no;::;tir,:' ca:;;:s;;-;;iab.:;o::;u1t :::yo:::-~::-, -:::a::::cco=u:::;nt•. •p>.~::::ov::!'Jd:ni=n9:-:-::yo::-u=r-=e=m=a '!1"11-=aaTa:r:.ro"'· s'"'s""w...,i""ll -:1airr-10.,...w_y,....o-u"Tto __ a_cces_s_yo_u_r __ _ 
customer portal and s not sell. provrde or share your e-mail Information with third pa.rties. 

Service Address: City: 5!+ ''J'S 'r:. /J State: Q tf Zip Code: 7;z <Jf> 
Billing Address ( City: State: Zip Code: -----
Phone Number 0Home 

Electricity Ullllty Account Number: OITTIOI I I JI I I I IOCIJDOLIJI OD Budget Billing: 0 Yes 0 No 

lnb'oductory 
Electricity Variable 
Rate Supply: 

Per Per 
Duke Energy kWh DP&L Per kWh AEP kWh 

{Account Number 10 digits) (Account Number 10 digits) (Customer Number 17 digits) 
Toledo Per Illuminating Ohio Per 
Ediaon kWh Company Per kWh Edlaon kWh 

(Customer Number 20 digits) (Customer Number 20 digits) (Customer Number 20 digits) 
You wlll P•Y lhe lnlroductory 111t• &tated above for th• fll'lt thl'ff bllllng cycles. TheHafter, you wlll receive a variable rate ttlat may vary month to month. Thi• rate does 
not Include uUHty transportation, delivery, or other chug tall• aea the Pricing section In the Terms and Cond111on.s. 

Natural Gat Utility Account Number: D Budget Billing: liil Yes 0 No 

Introductory Natural I Duka - Per I Par I Columbia -,-7 ~, y Par I Per 
Gas Variable Rate Energy Cef Dominion MCF Gas Ohio .:) ~ Ccf Vectren Cd 
Supply: (Ac~ount Number 10 digits) (Account Number 10 digits) (Service Delivery 17 digit) (Account Number 17 digits) 
You wlll pay the Introductory nrte stated above fat' th• first thrH billing cycles. Thereafter, you will receive a var11ble r.al• that may vary month to month. This rat• does 
not Include utlllty tnmapol1a11on, cleUvery, or other clNtrgea lhat your natunil ga1 uUllty may fmpo1e. for full detallll ne ttw Prlc;lng ae!:tlon In the T1m111 and Conditions. 

Enrollment Promotion: (choose only one) D PALMco's Loyalty Credit D let us treat you to Dinner! 
ACKNOWLEDGEMENT FORM FOR NATURAL GAS AND ELECTRICITY RESIDENTIAL AND SMALL COMMERCIAL 

Please Read Carefully and lnltlal In the Appropriate Spaces 
1. The representative stated that he/she was representing PALMco and was not from the natural gas and/or electricity 

distribution company. 
2. The representative explained that by signing the enrollment form I was entering into an agreement/contract for PALMco to 

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

PALMco or I decides to cancel the contract. 
5. The representative explained my right to cancel. 
6. The representative left two completed right to cancel notices with me. 
7. The representative disclosed that no early termination llabllity fee would apply if I cancel the contract. 

This is an agreement, together with the Terms and Conditions, 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 ttie account service addresses listed above (or in 
any addendum). You agree to authorize a switch of your natural gas and/or electric supply service t o PALMco and to purchase all the natural 
gas and/or electrlclty required to service each of the accounts listed above (or in any addendum) at a price as described in this Agreement. You 
acknowledge as follows: (Al Any PALMco sales representative with whom you have spoken represents PALMco and is not from your utility or 
affiliated with your utillty. (Bl 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 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 ttian your utility. (F) Your incumbent gas and/or electric utility may 
charge you switching fees. (G) There are no cancellation fees under this Agreement. 
YOU, THE UYER, MAY CANCEL THIS TRANSACTION AT ANY TIME PRIOR TO MIDNIGHT OF THE THIRD BUSINESS DAY AFTER 
THE DAT F THIS TRANSACTION. SEE ATTACHED NOTICE OF CANC IGHT. 

By signing below, you agree to the terms and conditions of this A.greeme 

Wco Power OH LLC and/or PALMco Energy OH, LLC (Seller) By: 

By: 

ID NUMBER 



Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: PahncoEnergy.com 
e: 0.1stomcrScrvicc@PalmcoEnergy.com 

toll free: I (877) 726 5862 

6/29/2017 

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 fi rst meter 
read by your uti lity after your enrollment is accepted, and may take up to 1-2 billing cycles. 

If, for any reaso n, we are unable to enroll your account we will be sure to cont act you to resolve the issue. 

Below is a summary of your service account with PALMco: 

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

letter. 

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

Cancellation Fees: None 

Budget Billing: Please contact Columbia Gas. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.OHE 17-03.01 





PAIM(ffj· 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

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

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

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

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 

PALMco sales representative with whom you have spoken 

represents PALMco and is not from your ut ility or affiliated w ith 

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

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

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

18 years old and authorized to make decisions concerning such 

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

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

utility(ies) will continue to deliver your gas and/or 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 cancellat ion fees under this 

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

PIPP and/or any other such utility arrearage cr editing program. 

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR GAS 

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

AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND ADVISING 

YOU OF YOUR RIGHT TO RESCIND YOUR ENROLLMENT WITH 

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

FROM THE DATE OF THE POSTMARK OF THAT NOTICE DURING 

WHICH YOU MAY RESCIND THIS AGREEMENT AND YOUR NATURAL 

GAS ENROLLMENT WITH PALMCO WITHOUT PENAL TY 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 util i ty 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 t his 

Agreement, it shall provide advance not ice to you in w riting to your 

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

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

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

PALMco at CustomerService@PalmcoEnergy.com. Upon 

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

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

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

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

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

service provided by PALMco prior to the effect ive 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 automat ically without penalty to you if any 

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

or no longer served by your ut ili ty; (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 this Agreement with PALMco Power wit hout 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 utilit y 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 elect ric supply service from PALMco, you wi ll 

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 th is 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 wi ll 

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

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

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

renewal and pricing options. Your service will automatically 

cont inue 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 wi ll not be subject to any early 

termination fees. 



Natural Gas Variable Price (when appllcable): 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 funct ions that PALMco performs for you, and other 
prevailing market conditions, plus PALMco's costs, expenses and 
margins. 

Electric Variable Price (when applicable): You wi ll 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 nat ural gas and/or 
electric supply service may change from one billing cycle to the next 
and your Variable Price may be higher or lower than your utility's 

standard offer service rate in any given month. PALMco does not 
guarantee savings in any month or for the ent ire length of this 

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

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

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

Agreement. This may include, but shall not be limited to, utility 
taxes, gross receipts taxes, and sales or use taxes imposed on 

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

certificate before service commences. This Agreement does not 
include utility 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 expira tion 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 sect ion herein, then your 
Agreement wi ll automatically renew on a month to month basis at 

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

affirmative consent even when there is a change in the rate or other 
terms and conditions. 

RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 

applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is updated 

periodically following the requirements of the Public Utilities 
Commission of Ohio. 

BILL PAYMENT/ LATE PAYMENT CHARGES/BUDGET BILLING. 

Natural Gas and/or Electric: You will be billed by your utility(ies) at 

intervals established by your utility(ies). You will pay PALMco's 
charges for natural gas and/or electric supply service based on 
meter readings and consumption information that PALMco 

receives from your utility ("Billing Quantity"). You will receive a 
single monthly bill from your utility that contains both PALMco's 
charges and your utility's charges. Your payment for natural gas 

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

(including arrears and late payment charges) owing and not 
received by PALMco by the due date of the bill, at a rate of 1.5% 

per month or the maximum amount permitted by law, whichever 
is lower. You shall also be responsible for paying PALMco's 
reasonable attorneys' fees, costs, and expenses incurred by it in 

collecting any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy any 
agreed upon payment arrangement you may have, your utility may 

disconnect your service in accordance with the provisions of its 
tariff. If your utility disconnects your service, this Agreement may 

be automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from you 

on a timely basis or does not meet any agreed-upon payment plan, 
PALMco may, after 14 calendar days' written notice to you, 
terminate this Agreement and its natural gas and/or electric supply 

service to you. You have the right to request from PALMco, without 
charge, up to 24 months of your payment history covering services 

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

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

request to be placed on a Budget Bil ling plan. If your electric utili ty 
is Duke Energy Ohio, to request Budget Bill ing 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 

writ ten 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 th ird party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 

SERVICE. Contact PALM co 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 util ity information, residential and 

business customers may contact the Public Utilities Commission of 

Ohio (PUCO) for assistance at 1-800-686-7826 (tol l 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 mat ters 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.p ickocc.org. 

ELECTRONIC COMMUNICATION. Unless otherwise required by 

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

PALMco may transmit to you all notices and other 

communications, including those required in this Agreement, 

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

responsib le for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic 

communications. Notices transmitted to you via email will be 

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

address provided to PALMco by you. 

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

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

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

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

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

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

hurricane, flood, explosion, shortage or unavailability of 

t ransmission facilities, and other events that cannot be prevented 

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

not include an inability to pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO W il l BE 

LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 

PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM A 

BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 

LOST PROFITS OR LOST REVENUES. 

ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 

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

RELATING TO THIS AGREEMENT FOR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE THAT NEEDS TO BE RESOLVED AND WE ARE 

UNABLE TO RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE ALL ISSUES, CLAIMS 

AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC 

AND/OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

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

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

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

ANO AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/ OR NATURAL 

GAS SUPPLY SERVICE WITH 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, ru les, and regulations 

of governmental agencies having jurisdiction over the subject 

matter of this Agreement, including, wi thout 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 responsibi lity 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 t he entire understanding between you and 

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

promises, covenants, or undertakings other than those expressly 

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

change to the terms of this Agreement 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, t ransfer, pledge, or assign the accounts, 

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

agreement and may assign this Agreement to another energy 

supplier, energy services company or other entity in accordance 

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

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

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

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



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

t hat right or remedy. 

EMERGENCIES. IN THE EYENT 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.17-03.27 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Mariner, 

Keenia Joseph 
Monday, May 06, 2019 11:51 AM 
Mariner Taft 
Indra Energy Compliance; Mark Whitt; Becky Glover 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._ 
500tOGHktl:ref) 

The adjustment of S 169.81 will be sent directly to the customer in the form of a check, the issuance of this check will 
take approximately 4-6 weeks for check processing and mailing to the customer. This adjustment is in addition to the 
credit of $145.30, which was sent to the customer's utility in the form of a check on 4/9/19. 

Please let us know, if you need anyth ing further. 

Regards, 

Keen ia Joseph - Director of Compliance 

indra-. 
EN ERG Y 

www.In dra Energy.com 

From: Mariner Taft 

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

Sent: Thursday, April 25, 2019 2:32 PM 
To: Indra Energy Compliance 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._SOOtOGHktL:ref) 

Ohio Public Utilities 
Commission 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00261137 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBE 
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: 
Thank you for the most recent responses. Will the $169.81 credits while 
the customer was on a variable rate be in addition to the $145.30 credit for 
the most recent customer billing. Will this be sent directly to the customer's 
Ide or to the customer as a refund check? 

Sincerely, 

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._SOOtOGHktL:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Mariner and the PUCO, 

William Schaaf 
Monday, April 01, 2019 2:45 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00261137 [ ref:_OODtOGzXt._ 
SOOtOGHktL:ref] 
~PV-Gas.mp3;-TPV-Electric.mp3; - Agreement-Gas.pdf; •• 
Agreement-Electric.pdf; Confirmation Pack-Gas.pdf; - Confirmation Pack-
Electric.pdf; Indra Postcard.pdf; -Confirmation Pack-Electric-Fixed Plan.pdf 

Regarding Case # 00261137 & 00261133, 

~nrolled his gas and electric accounts in Palmco's variable rate plans on 6/27/17 and 6/26/17, respectively. 
We've attached the TPV recordings and signed agreements for the enrollment of both accounts, 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 7/26/17 and 8/10/17, respectively. 

Gas Plan: Variable. This included a three-month introductory rate of $0.3798 per Ccf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: Variable. This included a three-month introductory rate of $0.0498 per kWh, after which rate would vary 
month-to-month. No ETFs. 

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

On 2/14/19, - ontacted our Customer Service line and verified a switch to a new fixed rate plan for his electric 
account. We've attached the confirmation packet mailed to the customer confirming the switch, which was in a 100%­
Green 14-Month Two-Phase fixed plan, with an initial rate of $0.0530 per kWh for the first month, followed by $0.0920 
per kWh for the remaining 13 months; this plan also does not carry any ETFs. This fixed rate plan took effect on the 
customer's next bill (2/9/19 - 3/8/19). 

We received inbound drop transactions for the customer's gas and electric accounts on 3/27 /19 and 3/26/19, 
respectively. The customer's gas utility (Columbia Gas} determined a backdated service end date of 2/26/19, and the 
customer's electric utility (Ohio Edison} determined a service end of 4/8/19. No ETFs were issued for cancellation. 

At the time of enrollment in June 2017, - agreed to enroll his gas and electric accounts in a variable rate 
product, with an introductory rate for the first three months and a variable rate thereafter. Although the customer was 
billed according to the terms he agreed to at the time of enrollment, in the interest of customer satisfaction, we are 
willing to rerate the customer's final gas and electric variable bills. We are planning to rerate the customer's final 
variable gas bill to the rate we have on file for Columbia Gas ($0.4180 per Cd}, which results in an adjustment of 
$145.30 for the billing cycle of 1/28/19 - 2/26/19. Additionally, we are planning to rerate the customer's final variable 
electric bill to match the initial rate ($0.0530 per kWh} of the fixed plan the customer agreed to on 2/14/19, which 
results in an adjustment of $80.96 for the billing cycle of 1/10/19 - 2/8/19. We've included charts below detailing our 
calculations for these adjustments. We intend to send these adjustments to the customer's gas and electric utilities to 
be applied to the accounts. 
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Gas Account 

Begin Billed 
Supply 

ReRate ReRate 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax 

tax) 

1/28/2019 2/26/2019 102 $191.03 $0.4180 $42.64 

Electric Account 

Begin 
End Date 

Billed Supply Re Rate ReRate 
Date Usage Charge To: Total 

1/10/2019 2/8/2019 442 $104.39 $0.0530 $23.43 

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

Wil l iam Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www. Indra E ne rg y. com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, March 27, 2019 10:48 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate ReRate Amt Due 
Tax Total Customer 

$3.09 $45.73 $145.30 

Amt Due 
Customer 

$80.96 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261137 [ ref:_OODtOGzXt._SOOtOGHktL:ref ] 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261137 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
45506 
AIQ: Palmco Energy OH LLC 
SE MBER: 
NI 

***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: 
The customer disputes being charged $1 . 7 4/ccf when started a year ago 
at 37cts/ccf. The customer requests being adjusted to the 37cts/ccf, has 
cancelled the contract as of 3/27/19. Provide the sales call, tpv 
and welcome letter with terms and conditions of the contract for 
review. When did the contract end and when will it end? Is there a etf? 
Please check on the customer's concerns. 

Sincerely, 

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. 
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9/18/2019 Lawriter - OAC - 4901-1 -28 Reports of investigation and objections thereto. 

4901-1-28 Reports of investigation and objections thereto. 

(A) In all rate proceedings in which the commission is required by section 4909.19 of the Revised Code to conduct 
an investigation, a written report of such Investigation shall be filed with the commission and shall be served 
upon all parties. The report shall be deemed to be admitted into evidence as of the time it is filed with the 
commission, but all or part of such report may subsequently be stricken, upon motion of the commission, the 
legal director, the deputy legal director, or the attorney examiner assigned to the case, or upon motion of any 
party for good cause shown. Any person making or contributing to the report may be subpoenaed to testify at the 
hearing in accordance with rule 4901-1-25 of the Administrative Code, but the unavailability of such persons shall 
not affect the admissibility of the report. 

(B) Any party may file objections to a report of investigation described in paragraph (A) 

of this rule, within thirty days after such report is filed with the commission. Such objections may relate to the 
findings, conclusions, or recommendations contained in the report, or to the failure of the report to address one 
or more specific items. All objections must be specific. Any objections that fail to meet this requirement may be 
stricken upon motion of any party or the commission staff or upon motion of the commission, the legal director, 
the deputy legal director, or the attorney examiner. 

(C) The objections to the report described in paragraph (A) of this rule, shall frame the issues in the proceeding, 
although the commission, the legal director, the deputy legal director, or the attorney examiner may designate 
add itional issues or areas of inquiry. Unless otherwise ordered by the commission, the legal director, the deputy 
legal director, or the attorney examiner, all material findings and conclusions set forth in the report to which no 
objection has been filed shall be deemed admitted for purposes of the proceeding. At the hearing, any party who 
has filed objections may present evidence in support of those objections. The commission or the presiding hearing 
officer may, in their discretion, permit the parties to present evidence or conduct cross-examination concerning 
additional issues. Any party may present rebuttal testimony in response to direct testimony or other evidence 
presented by any other party or by the commission staff. 

(D) In a rate case proceeding, an objection to a staff report will be deemed withdrawn if a party fails to address 
the objection in its initial brief. 

(E) Unless otherwise ordered by the comm1ss1on, in all other cases in which the comm1ss1on orders an 
investigation to be performed by staff and the filing of a report, the report shall be deemed admitted into 
evidence at the time it is filed with the commission, but all or part of such report may subsequently be stricken 
upon motion of the commission, the legal director, the deputy legal director, or an attorney examiner, or upon 
motion of any party for good cause shown. If a staff report described in this paragraph is admitted into evidence, 
interested persons shall have some opportunity, to be determined by the commission, to submit testimony, file 
comments, or file objections to the report. If a hearing is scheduled in the case in which the report is filed, any 
person making or contributing to the report may be subpoenaed to testify at the hearing in accordance with 
paragraph (A) of rule 4901-1-25 of the Administrative Code, but the unavailability of such persons shall not affect 
the admissibility of the report. Objections or comments to a report described in this paragraph shall not be filed 
unless directed by the commission, the legal director, the deputy legal director, or the attorney examiner. 

Effective: 06/15/2014 
R.C. 119.032 review dates: 03/26/2014 and 03/26/2019 
Promulgated Under: 111.15 
Statutory Authority: 4901.13 
Rule Amplifies: 4901.13 , 4901.18 
Prior Effective Dates: 3/1/87, 12/25/87, 5/7/07 

codes.ohio .gov/oac/4901-1-28v1 1/1 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco @puc.state.oh.us> 
Friday, April 12, 2019 10:31 AM 
Indra Energy Com pliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00263142 [ ref:_OODtOGzXt._ 

SOOtOGJCAR:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00263142 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
The customer was with Volunteer Energy Services and the average bill 
was $125.00. The customer was reviewing his billing statements, when he 
noticed Indra Energy as a supplier. 

4/4/2019 - The customer contacted Indra to see who they were and why 
they are currently on his billing. Indra advised that he an agreement with 
them. The customer requested a copy of his agreement, which the supplier 
agreed to send to the customer, but he has yet to receive anything from 
the supplier. 

The customer provided the current Indra Rate for the past 2 billing cycles. 

3/7/19 - $1.39330/ccf 
4/5/19 - $1.1498/ccf. 



The customer claims his billing increased from $125/mo to $563/mo. 

The customer is seeking a bill ing adjustment or credit where due, as a 
result of suppliers false enrollment. 

PUCO Question(s): 
How (telephone, kiosk or door-to-door) and when was this customer 
signed up? Who agreed to the contract? How much was the term 
rate? F ixed or variable? If applicable, when was the reminder sent to 
address regarding the contract end date? Please provide a copy of 
the contract, call script, recorded call with the customer and 
marketer and TPV. 

Sincerely, 

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

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

ref:_ OODtOGzXt._ 500tOGJ CAR:ref 
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indra ® 

EN ERGY 

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 

11/14/2018 

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 Columbia Gas. You w ill receive a confirmat ion notice from Columbia Gas 
confirming your selection of Indra Energy as your natural gas supplier. Your service will begin with your f irst 
met er 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 enro ll your account we will be sure to contact you to resolve t he issue. 

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

Utility Account Numbe 
Rate Plan: Introductory Rate of $0.39000/Ccf for t he first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra' s website at 
https:/ /I ndraEnergy .com/ ohio/ ohio-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 hear from you, so please call us at t he number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-S04-6372 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 rewa rds! Visit lndraEnergyRewards.com 

V.OHE 18-10.01 



ind raft. 
E N E flGY 

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

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you 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 functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change In the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
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 t he date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
util ity may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects you r service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natural 
gas and/or electric supply service to you. You have the right to 
request from Indra, without charge, up to 24 months of your 
payment history covering services rendered by Indra, without 
charge, twice within any 12-month period. Budget Billing is 
available for both the delivery and natural gas and/or electric 
supply service portions of your bill. If you are interested in 
Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of t he Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you wi ll be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPIARY, 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 
NATUR.AL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITIED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibili ty or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower t he price (per ccf or mcf or 
ki lowatt-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 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 r ight or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATEO EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.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 
prod uct. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

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

Natural 
Gas 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

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 

~t~ ~~~I..__~-~-~-----___._, 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: 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% 

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: 

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

Thursday, March 28, 2019 2:32 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE # : 00261271 [ ref:_OODtOGzXt._ 

500tOGHr9F:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261271 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
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 initia l 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: 

Good afternoon. 

According to after her 12 month fixed rate with Palmco of 
$0.37 per CCF expired in January 2019, Indra billed her a rate of $1.74 per 
CCF. When she contacted Indra to complain about the-rate she was told 
she should have received a contract expiration notice. 
informed Indra that she did not receive the notice and was o a e 
billing would be investigated for a re-rate. states she has not 
received any further response from Indra and she is unable to reach the 
supplier via its customer service number. 

Please review this issue advise if this customer's account is in the process 
of being re-rated. If so, what is the re-rate amount, the amount to be 
refunded, and the method the refund will be issued. If the account wi ll not 

1 



be re-rated, please explain why not. 

Additionally, please provide copies of all documentation related to this 
account, including: 

1. The signed agreement for service. 
2. The TPV. 
3. The Welcome Letter. 
4. The Terms and Conditions of Service. 
5. The contract expiration notice. 

Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOGHr9F:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Tuesday, April 02, 2019 4:25 PM 
PUCO Consumer Call Center 
Indra Energy Compl iance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261271 [ ref:_OODtOGzXt._ 
500tOGHr9F:ref) 

- TPV.mp3;- Agreement.pdf; - Confirmation Pack-Gas.pdf; Indra 
Postcard.pdf 

Hello Christina and the PUCO, 

Regarding Case# 00261271, 

nrolled her gas account in Palmco's variable rate plan on 9/26/17, as the resu lt 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. The customer's gas account began receiving our supply on 10/19/17. 

Gas Plan: Variable. This included a three-month introductory rate of $0.4050 per Ccf, after which the rate would vary 
month-to-month. No ETFs. 

In October 2018, Palmco began conducting business under its trade name, Indra Energy. We're attaching a copy of the 
postcard mailed to t he customer informing her of this brand name change. 

On 2/25/19,~ontacted our Customer Service line and requested to cancel her gas account with Indra. An 
outbound drop was processed without penalty; the customer's gas account stopped receiving our supply on 2/21/19. 
The customer also requested a review of her last bill, and was advised that her account would be escalated for further 
review; however, the customer's account was not further reviewed until after we received this complaint. 

Upon reviewing the customer's account, in the interest of resolving the customer's concerns, we proceeded with 
rerating the customer's final variable gas bill to the rate we have on file for her gas utility ($0.4180), resulting in an 
adjustment of $132.18 for the billing period of 1/23/19- 2/21/19. This will be sent to the customer's gas utility to be 
applied to the account. We spoke with - on 3/28/19, and she confirmed her acceptance of this resolution . 

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

William Schaaf - Asst. Compliance Officer 

indra~ 
E N E RGY 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, March 28, 2019 2:32 PM 



To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00261271 [ ref:_OODtOGzXt._500tOGHr9F:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00261271 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
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: 

Good afternoon. 

According to after her 12 month fixed rate with Palmco of 
$0.37 per CCF expired in January 2019, Indra billed her a rate of $1.74 per 
CCF. When she contacted Indra to complain about the rate, she was told 
she should have received a contract expiration notice. -­
informed Indra that she did not receive the~wast01CJ"'ihat1he 
billing would be investigated for a re-rate. --states she has not 
received any further response from Indra and she is unable to reach the 
suppl ier via its customer service number. 

Please review this issue advise if th is customer's account is in the process 
of being re-rated. If so, what is the re-rate amount, the amount to be 
refunded, and the method the refund will be issued. If the account will not 
be re-rated, please explain why not. 

Additionally, please provide copies of all documentation related to this 
account, including: 
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1. The signed agreement for service. 
2. The TPV. 
3. The Welcome Letter. 
4. The Terms and Conditions of Service. 
5. The contract expiration notice. 

Thank you. 

Sincerely, 

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

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

ref:_OODt0GzXt._500tOGHr9F:ref 
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PAlM
tNtRGY 

PALMco Energy OH, LLC / PALMco Power OH, LLC 

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

www.palmcoenergy.com 
Phone (8n )726-5862 

NATURAL GAS & ELECTRIC POWER SUPPLY AGREEMENT (OHIO) V.I .1 7-01.27 

Buyer's Date of Birth (mandatory) ax ID (commercial accounts) 

E-mail Address: :,.,N~.!..'/...l.-_..,,..-.r ___ ....,...,-,._,,.,..,..,,,,.,,...,..,,-;-:-=:r.:-:===-:-:=:-:-=-=::==-~====-=:::.-:==::-:m"=:-::-:::;:;;-;:;:-;;::::=;;--;;;:-::-;;---
Please provide us wilh your e-ma1 ad ress to aulhonze us to sen not es about your account. roVJd ng your email address w1 a ow you to access your 

;l ....... . . ... -· .! ••• customer portal and ac does not seU, provide or share your e-mall information with third parties. 

Service Address: City: ,../<: J.. v11vd. State: (} H ZipCode: 9} J Y't 
Biiiing Address City: State: Zip Code: ___ _ 

Electricity Utility Account Number. Budget Billing: D Yes D No 

Duke Energy kWh OP&L Per kWh AEP 
Per 
kWh 

Introductory 
Eleclricity Variable 
Rate Supply: 

(Account Number 10 digits) (Account Number 10 digits) (Customer Number 17 digits) 
Toledo Per Illuminating Ohio Per 

Edison •O 6 0 <t kWh Edison kWh Company Per kWh 
(Customer Number 20 digits) (Customer Number 20 digits) (Customer Number 20 digits) 

You will pay the Introductory rate stated above for the 111"$1 three billing cycles. Thereafter, you will receive a variable rate that may vary month to month. This rate does 
not Include utility transportation, delivery, or other charges that your electricity utility may Impose. For futl details see the Pricing section In the Terms and Conditions. 

Account Holder's Name on -----------·---- ·- -
Natural Gas Utility Account Nu •• DD Budget Bitting: D Yes 0 No 

Introductory Natural I Duke Per Per I Columbia Per I Per 
Gas Variable Rate Energy Ccf Dominion MCF Gas Ohio ,'10 5 0 Ccf Vectren Ccf 
Supply: (Account Number 10 digits) (Account Number 10 digits) (Service Delivery 17 digit) (Account Number 17 digits} 
You will pay the Introductory rate stated above for the liret three billing cycles. Thereafter, you will receive a variable rate that may vary month to month. This rate does 
not Include utility transportation, delivery, or other charges that your natural gas utility may impose. For full details see the Pricing section In the Terms and Conditions. 

Enrollment Promotion: (choose only one) D PALM co's Loyal ty Credit D Let us treat you to Dinner! 

ACKNOWLEDGEMENT FORM FOR NATURAL GAS AND ELECTRICITY RESIDENTIAL ANO SMALL COMMERCIAL 

Please Read Carefully and lnltlal in t he Appropr iate Spaces 
1. The representative stated that he/she was representing PALMco and was not from t he natural gas and/or electricity 

distr ibution company. 
2. The representative explained that by signing the enrollment form I was entering Into an agreement/contract for PALMco to 

supply my natural gas and/or electricity. 
3. The representative explained to me the price for electr icity and/or natural gas under this cont ract. 
4. The representative explalned t hat the contract Is for one month and will continue on a mont h-to-month basis until either 

PALMco o r I decides to cancel the contract. 
s. The representative explained my right to cancel. 
6. The representative left two completed right to cancel notices with me. 
7. The representative disclosed that no ear ly termination liability fee would ap ply if I cancel the cont ract. 

lnltlals 

This is an agreement, together with the Terms and Conditions, Confirmation Letter, and any and all Renewal Notices (if applicable) (collectlvely, 
the "Agreement"), between PALMco Energy OH, LLC (" PALMco Energy" or "PALM co") and you for natural gas supply service and/or PALMco 
Power OH, LLC {"PALMco Power or "PALMco") and you for electric suppl'{ service at each o the account service addresses listed above (or in 
any adden dum). 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 above (or in any addendum) at a price as described In this Agreement. You 
acknowled~e as follows: (A) Any PALMco sales representative with whom you have spoken represents PALMco and ls not from your utility or 
affiliated with your utlllty. {B) You are the named customer on each of t he 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) 
PALM co will not charge xou a fee to switch to PALMco as your natural gas and/or electric supplier. (D) Your utlllty(ies) will continue to deliver 
your gas and/or electricity and send you your natural gas and/or electricity bills, w hich will contain both your utility's charges and PALMco's 
charges. (E) PALMco does not guarantee savings or promise rates lower than your utility. (F) Your incumbent gas and/or electric ut ility may 
charge you switching fees. (G) There are no cancellation fees under this Agreement . 

YOU, THE BUYER, MAY CANCEL THIS TRANSA CTION AT ANY TIME PRIOR TO MIDNIGHT OF THE THIRD BUSINESS DAV AFTER 
THE DATE OF THIS TRANSACTION. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANATION OF THIS RIGHT. 

By signing below, you agree to the terms and conditions or lhis Agre erse side. 

f or: PALMco Powor OH, LLC and/or PALMco Emlfgy OH, LLC (Seller} By 

By: lf t.vl Y\ A t\.,lWSo I'\ (f W i1'] t 7'0 
~ ~AME (PRINT) 10 NUMBER 

By: 

B ft 
- - . 

BUYERS SIGNATURE 

Date: 1- '-.. G "' '2... 0 t 7 
-'--------- '"'' r r 1 n n ri r: 1 n 1 



Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

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

toll free: I (877) 726 5862 

9/28/2017 

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 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 $0.40500 for the first th ree 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? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at CustomerService@palmcoenergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.OHE 17-08.21 





PAlMecli 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

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

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

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

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement . 

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) wi ll 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 ra tes lower than your utility(ies). 

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

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

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

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

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU Will 

RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR GAS 

AND/OR ELECTRIC UTILITY(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 ut ilit y 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 875118th Avenue, Brooklyn, NY 11214; or (c) emailing 

PALM co 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 effect ive date of the 

termination. The effective date of termination will be determined 

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

PALMco will terminate automatically without penalty to you if any 

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

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

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

PALMco returns you to your utility's applicable tariff service 

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

natural gas supply service with PALMco Energy without penalty if 

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

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

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

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

may cancel this Agreement with PALMco Power without penalty if 

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

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

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

Address relocation, the cancellation shall apply only to the Service 

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

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

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

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

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

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

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

pay an Int roductory 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, PALMco will send you a notice with your contract 

renewal and pricing options. Your service will automatically 

continue under the specified renewal terms unless you contact 

PALMco to terminate as set forth herein and as stated in t he 

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 NYM EX closing price for natural 
gas, applicable interstat e 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 funct ions 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 ut ility's 

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

indicator of future prices. 

Other Charges: You are also responsible for paying and 

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

the natural gas and/or electric supply service provided under this 
Agreement. This may include, but shall not be limited to, utility 

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

you are tax exempt, you must furnish PALMco an exemption 
certificate before service commences. This Agreement does not 
include ut ility transportat 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, PALMco will provide 

written not ice to you of the Agreement' s renewal ("Renewal 
Notice"). The Renewal Notice will set forth the proposed renewal 

option(s), including any applicable information required by the 

Commission. If you do not respond to 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 t he rate then in effect in 
accordance with the terms set forth in the Renewal Notice. 

PALMco can renew this Agreement without your affirmative 
consent even when there is a change in the rate or other terms 

and conditions. 

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

periodically fol lowing the requirements of the Public Ut ilities 
Commission of Ohio. 

Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 

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

charges for natural gas and/or electric supply service based on 
meter readings and consumption information that PALMco 

receives from your utility ("Billing Quantity"). You will receive a 
single mont hly 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 fai l to satisfy any 

agreed upon payment arrangement you may have, your util ity 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, 

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

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

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

gas and/or electric supply service portions of your bill. If you are 
interested in Budget Billing, you should contact your utility and 
request to be placed on a Budget Billing plan. If your electric ut ility 

is Duke Energy Ohio, to request Budget Bil ling 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 

writt en or electronic consent, except for PALMco Pow er'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 t o 

another third party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERN ING 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 Ut ilities 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 ut ility customers in matters before the 

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

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

ELECTRONIC COMMUNICATION. Unless otherwise required by 

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

PALMco may transmit t o you all notices and other 

communications, including those required in this Agreement, 

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

responsible for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic 

communications. Notices t ransmitted to you via email will be 

deemed to have been received if t ransmit ted 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 t errorism, government act ion, utility action, storm, 

hurricane, flood, explosion, shortage or unavailability of 

transmission facilities, and other events that cannot be prevented 

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

not include an inability t o pay any amount owing under this 

Agreement. 

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED BY 

APPLICABLE OHIO LAW, NEITH ER YOU NOR PALMCO WILL BE 

LIABLE TO TH E OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 

PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM A 

BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT LIM ITATION, 

LOST PROFITS OR LOST REVENUES. 

ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 

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

RELATING TO THIS AGREEMENT FOR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE THAT NEEDS TO BE RESOLVED AND WE ARE 

UNABLE TO RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE All ISSUES, CLAIMS 

AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC 

AND/OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

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

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

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

AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 

GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS SUPPLIERS 

IN YOUR STATE AND THE REGULATIONS OF ANY AGENCY IN YOUR 

STATE WITH JURISDICTION OVER RETAIL ELECTRIC AND/OR 

NATURAL GAS SUPPLIERS. 

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 

POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 

PROM ISES, EXPRESS OR IMPLI ED, 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 regulat ions 

of governmental agencies having jurisdiction over the subject 

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

Ut ilities Commission of Ohio. THIS AGREEMENT WILL BE 

GOVERNED AND CONSTRUED IN ACCORDANCE WITH OHIO LAW, 

WITHOUT REGARD TO PRINCIPLES RELATING TO CONFLICTS OF 

LAW. 

MISCELLAN EOUS. PALMco assumes no responsibility or liabili ty 

for the following items that are the responsib ility of the 

utility(ies): operatio n and maintenance of the utility's natural 

gas and/or electrical system, any interr uption of service, 

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

This Agreement is the entire underst anding 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 th is Agreement. PALMco wil l 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 condit ions are changed. 

You may not assign this Agreement wi thout PALMco's prior written 

consent. PALMco may sell, transfer, pledge, or assign t he accounts, 

revenues, or proceeds hereof, in connection with any financial 

agreement and may assign this Agreement to another energy 

supplier, energy services company or other ent ity in accordance 

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

t ransactions. This Agreement will inure to and be binding upon the 

successors and assignees of t he parties hereto. No delay or fai lure 

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



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

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-RELATED 
EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE OR GAS LEAK. 

YOU SHOULD IMMEPIAJELY CONTACT YOUR LOCAL UTILITY. 

V.E.17-09.06 
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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 lVIC"fi· 
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> 
Monday, March 25, 2019 1:03 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260699 [ ref:_OODtOGzXt._ 
500tOGHa8T:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260699 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
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 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute she has with the company. She stated that she was 
most recently billed $$17.39 per mcf for her gas. 

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:_ OODtOGzXt._ 500tOGHa8T:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Thursday, March 28, 2019 6:12 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260699 [ ref:_OODtOGzXt._ 
500tOGHa8T:ref 1 

Attachments: - PV.mp3; Agreement.pdf; Confirmation Package.pdf; Indra Postcard.pdf 

Categories: PUCO Complaint 

Hello Michael and PUCO, 

Regarding Case# 00260699; -

Customer enrolled this gas account in name, for Palmco's gas variable rate plan on 
7 /27 /2018, as a result of a door-to-door sale. We've attached the agreement, TPV and confirmation package sent 
detailing the terms of service. 

Gas Plan: Introductory Rate of $2.60000/Mcf for the first two billing cycles, and a variable rate thereafter. 

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. 

We received an inbound drop from Dominion 2/12/2019, who established a service end date of 3/9/2019. No ETFs were 
issued. 

initially contacted our Customer Service line on 2/11/2019 with concerns over her bill. The customer was 
offered a switch from variable plan to fixed, customer indicated she would follow up with us. We did not hear back from 
the customer until 3/11/2019, at which point she had received her final bill with Indra. The customer requested a review 
of her bill, and we advised that her account would be reviewed. 

Upon review, we are rerating the customer's most recent bill to the rate we have on record for Dominion. This credit 
will be sent to the customer's utility to be applied to her account, and our calculations are detailed below: 

Billed 
Supply Charge 

Begin Date End Date Usage 
{Ccf) 

(with tax) 

I 21s;19 I 3/6/19 1 soo Is 937.66 

Thank you . 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERG Y 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate ReRate ReRate Amt Due 
ReRateTax 

To: Pre Tax Total Customer 

I o.292so 146.25 11.70 157.95 $ 779.71 

1 



From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 25, 2019 13:03 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260699 [ ref:_OODtOGzXt._500tOGHa8T:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260699 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute she has with the company. She stated that she was 
most recently billed $$17.39 per mcf for her gas. 

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._SOOtOG Ha8T: ref 

3 



f.'4£RG\' 

PALM 

Customer Name: 

E-mail Address: 

Service Address: 

Billing Address 

Phone Numbe 

Third Party Ve rifkation # (TPV): 

Account Holder's Name on Ele.ctri..Q!y Account: 

PALMco Energy OH, LLC / 
PALMco Power OH, LLC 

875118" Avenue Srpolily~Rn'fii4) 
Tolophdno: (871) 726·5862, 

e!JSlo,..oratrvleo@illltmco&J'orgy.e-. 
wwwf.,~ 

State: DJ:L 
State: Zip Code: 

Electricity Utility ~ccount Number; DDDDDDDDDDDDDDOODDDOOO 
DYesDNo Product Code: 

lniliol Rah> of S '"'' kWh lor Ilic firs! monlh followod by • Fixod Raio ol $ ---- per kWh lor 1he romoininy __ monlhs 

Budget Billing: 

1. 

2. 

3. 

6. 

7. 

8. 

. ... 

The representalive s101nd 11\al helsho was representing PALMco and was not lrom tho Electric and/0< Natural Gas Oistnbuhon Compeny. 

The represemative explained that by &i!Yting tho enrollment form I wos enlc1ing tnlo on og•eemenvconltacl fa< PALMco to wpply my oleclticit 
aod/ °' natural ga~. 

The ropreser>'.alive explained to mo tho price for eleclricily and/or natural gas l>idof this contract. 

For Yl!rlable ni. "'.l!\onl!!l..!?!!!x: The represer>lalive ~that the conlraa is le< one mcnlh and wil CQntinua on ~ monlh·to-monlh basi 
unti eilhar PALMco ot I docido to cancel the contrael I can """"" my futlnl v1<iabl9 pnang inlormaOOll at hllps:l/palmcoenergy oomld:io/d'I 
varlabfe.<ates. 
For fixed rat• ~om~.2~ The represe....we eJ(j)laned to me that Ille coolr1c11s for a total term or __ months and It wMI be au1omalical' 
renewed at the end ol my Oxod rato. to lhe ralo lnat is lhen in effect. 01 ac;ord9nce .,..;th my Renewal No!ice and Terms and CondoliO!e 

The representative explained my rlglll lo canceL 

The rapresenlallve lett lwo conlploted right lo carcel nolices wUh me. 

The represonlallve disclosed lhol no early ternlinaUon llabiily foe would opPly. ii I concal lhe conlraci 

I ur1dersland my f'll'Ctric and/or M iu rot gas uh II) •• .1 1-.1 

lo respond lo any ser\lice cal! and emetgencles. 
2 I uncJel"'!t•nd lhal my u!Hllj'(les) will send me a single bll covering my oter.trlc 11ndlot natural gas de•ivel)' seivice. and PAlMco's sup!Jly ser'1ce. 
3 I understand lhal PAI.Moo aaoa n()l an100 savl s unc1er this nl/Conl'acl. 

INITIAL COOLING OFF PERIOO: YOO, THE BUYER., MAY CANCEL THIS TRANSACTION AT ANY TIME PRIOR. TO M IO NIGHT OF THElHl~O BUSINESS DAY 
AFTER THE OATE OF YOU RECEIVE COPIES OF THIS AGREEMENT. SEE AH ACHED NOTICE OF CANCELLATION FORM FOR AN ><PLAHTION Or THIS 
RIGHT. 
FURTHER RIGHT(S) OF RESCISSION: The<aaftar. You, IOO buyer. hava uol1I Iha sevanlll day afler !he poslmarlt da!e on yotl' enrolment confumalion notice. 
from your oo5ty. lo rescind this A17eement withool paying anything You must r:onla • • · 
By sig,.ng be!ow. y<iu 8ll'"" 10 the IOrma and 00t'diliofls ol this Ag<eement indudin 

For: PALM<o Power OH. lLC ondlor PAl,/l.lt:(I EllefW OH LLC (Siiier} 

By: 

By: 



Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

'~: PahncoEnergy.com 
e: CustomcrService@Pab11coEnergy.com 

toU free: I (877) 726 5862 

7/30/2018 

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 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 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 $2.60000/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:/ I palmcoenergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 
Budget Bi lling: Please contact Dominion East Oh io. 

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 





PAlMCD 
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 natura l 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 you r utility or affiliat ed 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) PALM co will not charge you a fee to switch 
to PALMco as your natu ral gas and/or electric supplier. (D) Your 
ut ility(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 utllity(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under th is Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE. YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND 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 ut ility switches your account to 
PALMco s. For Variable Price natura l gas and/or elect ric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement wi ll continue for the period of time set forth in 
your Confi rmation 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 th is 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. You r natural gas and/or electric 
supply service from PALMco will t erminate 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 t o 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 terr itory of your gas ut ility if 
your gas utility does not permit you to t ransfer your PALMco 
Energy contract to your new Service Address( es). You also may 
cancel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for elect ric supply service. In t he case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
elect ric utility after choosing PALMco, you may not be served 
under the same rates, terms, an d conditions as those available 
to other customers served by your natura l 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 PALM co 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. 
Elect ric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month t o month as determined by PALMco in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio­
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate 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 environmenta l 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fail to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natural gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obta in 
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 
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 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 PALM co of any change in ema il address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if t ransmitted to you at the email 
address provided to PALMco by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission faci lities, 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 PALM CO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC ANO/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. 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 regul ations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liability for the following items that are the responsibility of 
the utility( ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to the subject matter 
hereof and 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 t erms 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 t he parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of t hat right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 





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

Environmental 
Characteristics-

A description of 
the characteristics 
associated w ith 
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 2018 Calendar Year 
Actual Data for the Period 01/01/18 to 3/31/18 

Projected Actual 
Natural 

Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 
Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

W ind Power 

Carbon d,ioxide 

Nitrogen oxides 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Oil 0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Other 

35% 

Biomass 
0.5% 

::::Actual 

~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 elect ric generation wil l 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 IViC"lf · 
PALMco Energy 8751 18thAvenue Brooklyn, NY 11 214 I 1.877.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Ohio 

Michael Coady <contactthepuco@puc.state.oh.us> 
Friday, March 29, 2019 12:43 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE # : 00260699 [ ref:_OODtOGzXt._ 
500tOGHa8T:ref ) 

Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00260699 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Please advise when this customer's utility should receive the 
adjustment amount. 

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 

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._ 500tOGHa8T:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Michael, 

Orpheus Craigue 
Wednesday, April 03, 2019 3:43 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTIUTIES COMMISSION OF OHIO - CASE#: 00260699 [ ref:_OODtOGzXt._ 
500tOGHa8T:ref ] 

This adjustment is set to be sent out at the end of this week, or early next week, and we'd expect to be received by the 
utility by the end of next week. 

Thank you. 

Orpheus Craigue - 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> 
Sent: Friday, March 29, 2019 12:43 
To: Indra Energy Compliance <Compliance@lndraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260699 [ ref:_OODt0GzXt._500tOGHa8T:ref] 

Ohio Public Ut ilities 
Commission 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00260699 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Please advise when this customer's utility should receive the 
adjustment amount. 

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._500tOGHa8T:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 26, 2019 10:07 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260903 [ ref:_OODtOGzXt._ 

SOOtOGHgey:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260903 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
44094 
AIQ: Palmco Energy OH LLC 
SERV. ER: • • • ' I I : 

NIQ: 

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

DESCRIPTION OF ISSUE: 

Good morning. 

According to when Palmco marketed her via a door to 
door sales solicitation in late 2018, she was told that she would receive a 
fixed rate for 12 months that would save her money. She states the rate 
she is being billed is not fixed and in March 2019, she was charged 
$307.10 for natural gas supply service. states she can 
not afford to pay the charges and further, she can not reach Palmco to 
cancel the enrollment. believes the Palmco agent used 
misleading information in order to secure her enrollment. 

Please review this issue and provide copies of all enrollment materials 
including: 

1 



1 . The sales script used to market this customer. 
2. The signed agreement for service. 
3. The Welcome Letter mailed to the consumer. 
4. The Third Party Verif ication record ing for th is enrollment. 

Additionally, please advise: 

1. If this customer agreed to a f ixed rate product. If so, what was the 
contracted rate per MCF and was the customer billed the rate for all 
periods during which Palmco\lndra supplied the service. 

2. If any rerate will be provided to this customer for the billing periods 
January 1 through March 26, 2019. If so, please advise how the re-rate 
will be calculated. If not, please advise why not. 

Additionally, please contact 
cancellation. 

Thank you. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 

to confirm the enrollment 

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._ 500tOGHgey:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 29, 2019 5:48 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILmES COMMISSION OF OHIO - CASE#: 00260903 [ ref:_OODtOGzXt._ 

Attachments: TPV.mp3; 
Confirmation Pack.pdf 

Categories: PUCO Complaint 

Hello Christina, 

Regarding PUCO Case ID 00260903; 

This customer's gas account was enrolled in Indra's variable rate plan on 11/25/2018, as a result of a door-to-door 
sale. We're attaching the signed contract, TPV recording, and confirmation packet from this customer's enrollment. 

The customer was not enrolled in a fixed rate contract, and as a result, Indra was not required to provide the customer 
with any notice regarding the expiration of a fixed rate. The customer was enrolled in a variable rate plan, which 
included a two-month introductory period, after which her rates would vary month-to-month. The customer was 
charged at the rate of $2.80 per Mcf for her first two bills (1/16/19 - 3/15/19). 

We reached out to the customer to advise that we would rerate the customer's variable bill to the rate of her utility's 
standard offer. We spoke with the customer on 3/29/2019 and she accepted the credit, which is calculated below. We 
are also returning the customer to her utility. The customer will not incur any ETF for cancelling. 

Billed 
Supply Charge 

Begin Date End Date Usage 
(Ccf) 

(with tax) 

2/14/19 I 3/15/19 I 180 Is 266.90 

If you need anything further, please let us know. Thank you. 

Orpheus Cra igue - Compliance Officer 

ind rat. 
E N ER GY 

www.IndraEnergy.com 

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

ReRate 
To: 

o.292so I 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 26, 2019 10:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate ReRate 
ReRate Tax 

Pre Tax Total 

52.65 3.69 56.34 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260903 [ ref:_OODtOGzXt._SOOtOGHgey:ref] 

1 

Amt Due 
Customer 

I $ 210.56 



Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260903 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
44094 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 

Good morning. 

According to when Palmco marketed her via a door to 
door sales solicitation in late 2018, she was told that she would receive a 
fixed rate for 12 months that would save her money. She states the rate 
she is being billed is not fixed and in March 2019, she was charged 
$307 .1 O for natural gas supply service. tates she can 
not afford to pay the ch~he can not reach Palmco to 
cancel the enrollment. - el ieves the Palmco agent used 
misleading information in order to secure her enrollment. 

Please review this issue and provide copies of all enrollment materials 
including: 

1. The sales script used to market this customer. 
2. The signed agreement for service. 
3. The Welcome Letter mailed to the consumer. 
4. The Third Party Verification recording for this enrollment. 

Additionally, please advise: 

2 



1. If this customer agreed to a fixed rate product. If so, what was the 
contracted rate per MCF and was the customer billed the rate for all 
periods during which Palmco\lndra supplied the service. 

2. If any rerate will be provided to this customer for the billing periods 
January 1 through March 26, 2019. If so, please advise how the re-rate 
will be calculated. If not, please advise why not. 

Additionally, please contact 
cancellation. 

Thank you. 

Sincerely, 

Christina Cassady 
Public Utilities Commission of Ohio 

to confirm the enrollment 

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._SOOtOGHgey:ref 

3 



indra 
1515 M•rtel Street, Sutto 1200 

Phlladtlphla, PA 19102 

CustomerCare@lndraEnergy.com 

ENE R GY 

Account Holder's Name on Electrltitv Account: -----------------------------1 
Electrlclty Utility Account Number: DDDDODDDDDDDOO[[JOODDOD 

1. 

2. 

3. 
4 . 

5. 

6. 

7. 

By: 

By: 

Please Read Carefully and Initial In the Appropriate Space.s 
The represenlative ateted that he/she was reprosonttng Indra and was not from Ille Electric and/or Natural Oas Distribution C-Ompany. 

The roproaontatlve ox,plained thal by slg!Vng the entoUmont form I was entering Into en egroement/contrecl ror Indra to supply my olecttlcity an 
or natutel 98!1 
The ropresantalive explatned IO mo the price for electricity and/or na\IA'&I gas U1der this contact. 
~!able rate cuoiomers only: Tl'<! re!)toaon\allve explelnod lhal the conltaet is for one month end will conliruo on a monlh-lo·month bas 
unliJ oilhor liidra or I di!cido to conccl the controot. I can occoss my fu1uro variable pricing lnformntlon et: hllpo:/lltld.rocno'll'/.cnmlohlo/olll 
v..riobjo·roteo. 
For ftxtd nte C~!! onlv: The ref)l8S8ntallve up:atlod to ma that \he conlraet is lor o total '°"" ol monlhs and l w1U be 8UIO<na 
renewed at lhe cno my liU(I rato, to Ille rato \hal Is lhOn n elfeci. on aocotdance with my Renewal N;JCe and Terms and Conditlons. 

The represeotative explained my right lo cancel. 

The representative leR two comcileted rig/ti to cancel notices wllh me. 

The representalive disclosed that no earty lermlnallon labiity lee would apply, W I cancel the con4racl 



indra ® 

ENERGY 

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 

11/27/2018 

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

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

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

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

Utility Account Numbe 

Rate Plan: Introductory Rate of 2.80000/Md 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 obt ain your feedback regarding your enrollment experience. 
If not, we'd love to hear from you, so please call us at the number below. 

Questions? 
If you have any questions, please feel free to contact us at 888-504-6372 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 





indra'*-
~NERGY 

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

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your ut ility' 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 fu ture prices. You ca n 
access future variable pricing information, updated monthly, 
by visit ing 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, assessment s, and charges, however 
designated, relating to the natura l 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, 
stat e, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utilit y 
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 
("Renewa l 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 t he Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance wit h the Termination section 
herein, t hen your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement w ithout 
your affi rmative 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 Ut ilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
BILL PAYMENT/ LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your ut ility 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 sha ll 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 
util ity 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 t o 
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 Bi lling, you shou ld contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility Is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact Indra 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize Indra to 
begin your enrollment, init iate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your natural gas and/or electric 
utility (ies), so that Indra can start and continue its service to 
you. Indra reserves the right to refuse to provide service to you 
under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. For your natural gas supply, 
Indra will not release your social security number, account 
number(s), or any other Customer Informat ion without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit report ing, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of t he 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 util ity 
informat ion, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech 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 w ithdrawal of your consent to electronic 
communications. Notices transmitted to you via email w ill be 
deemed to have been received if transmitted to you at the 
email address provided 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 distu rbance, act of terrorism, government act ion, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailabi lity of t ransmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEM ENT, 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, st ate, and local laws, and t he orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of t his Agreement, including, without 
limitation, the Public Ut ilities 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" t o refer 
to ourselves for t he purposes of this Agreement. We use "you" 
or "your" to refer to you, t he 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 electrica l system, any interru ption of 
service, termination of service, an d deterioration of the 
uti lity's service. This Agreement is t he entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other t han 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 th rough 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 condit ions 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 t he 
rules and procedures of the PUCO, if any, governing such 
t ransactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
fai lure by either you or Indra t o exercise any right or remedy to 
which either party may be entitled to herein wil l constitute a 
waiver of that r ight or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 





Environmental Disclosure Information - Quarterly Comparisons 
1---~~~~~~~~~ 

Generat ion 

Resource 
Mix-

A comparison 
between the 

sources of 
generation 

projected to be 
used to generate 

t his product and 
the actual 

resources used 
during this period. 

Environmental 
Characteristics-

A description o f 

the characterist ics 
associated with 

each possible 
generation 

resource. 

Air Emissions -

Product-specific 
projected and 

actual air 
emissions for this 

period compared 
to the regional 

average air 

emissions. 

Radioactive 

Waste-

Radioactive waste 

associated with the 
product. 

Indra Energy 

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

Natural 

Gas 

Hydro 
1% 

Wind 
2.5% 

Nuclear 
34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natura l Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Natura l Ga 

28.5% 

Hydro 
1.5% 

Oil 0.5% 

Biomass 

0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Im acts 

Unknown Impacts 

Wildli fe Impacts 

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

Actual 
Other 

35% 

:::: Actual 

Solar 
0.5% 

Biomass 

0.5% 

~~~I==~ 
~..--I_:_:_: __ _.., ......_~_Pr_oie_cte~d 

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

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





Sariah Brinker 

From: 
Sent: 
To: 

Keenia Joseph 
Wednesday, May 22, 2019 1:26 PM 
Lee Garry 

Cc: Indra Energy Compliance; Becky Glover; Mark Whitt 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260922 [ ref:_OODtOGzXt._ 

SOOtOGHgwY:ref) 

- Sales Audio.mp3 Attachments: 

Lee, 

Please see attached for the sales call in a different format. The customer's rate adjustment is shown below. The rate 
adjustment should be reflected with the customer in the next 1-2 billing cycles. 

PH#: Name; Acct: - - • 
Biiied 

1 
h ReRate ReRate Amt Due 

Begin Date End Dale supp y c arge 
1 Tota Customet 

1/29/2019 

l2/ 26/2018 

11/29/2018 
10/29/2018 

Regards, 
Keenia 

2/26/2019 

1/2'J/20lg 
12/26/2018 
11/29/2018 

Usai:te To: 
2558 $ 480.50 O.G4600 

3208 $ 750.76 0.04700 

2298 s 45S.36 0.04800 
2278 s 334.90 0.05500 

Keen ia Joseph - Director of Compliance 

117.67 $ 362.8) 

150.78 $ 599.98 
llo.lO $ 345.06 
ll5.29 $ 209.61 

$1517.48 

indra~ 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 718-975-6611 

ENER GY F: 718.851.2427 
www.IndraEnergy.co m 

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

Sent: Tuesday, May 21, 2019 3:50 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Note: 
PUCO OHIO CME It: 002&09l l 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260922 [ ref:_OODtOGzXt._SOOtOGHgwY:ref] 

1 



Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

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

DESCRIPTION OF ISSUE: 
We are unable to get sales call to play. Please resubmit in another 

format. 

Please use the PTC below for each month to calculate refund. include 
refund calculation and total. 
Nov $0.055 
Dec $0.048 
Jan $0.047 
Feb $0.046 
Mar $0.047 

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._SOOtOGHgwY:ref 

3 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Tuesday, March 26, 2019 10:45 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260922 [ ref:_OODtOGzXt._ 
SOOtOGHgwY:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00260922 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
This customer disputes enrolling with Indra. 
********************************** 
Please provide all details of enrollment including sales call, TPV and 
T&Cs. 

Sincerely, 

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

1 



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._SOOtOGHgwY:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Ohio 

Lee Garry <contactthepuco@puc.state.oh.us> 
Tuesday, May 21, 2019 3:50 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260922 [ ref:_OODtOGzXt._ 
SOOtOGHgwY:ref] 

Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00260922 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NI~ 

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

DESCRIPTION OF ISSUE: 
We are unable to get sales call to play. Please resubmit in another 

format. 

Please use the PTC below for each month to calculate refund. include 
refund calculation and total. 
Nov $0.055 
Dec $0.048 
Jan $0.047 
Feb $0.046 
Mar $0.047 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 

1 



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:_ 00DtOGzXt._ 500tOGHgwY :ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Lee, 

Orpheus Craigue 
Friday, March 29, 2019 4:59 PM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260922 [ ref:_OODtOGzXt._ 
SOOtOGHgwY:ref] 
••• TPV.mp3; - - Sales Audio.WAV; - - Confirmation Pack 
Electric.pdf; Indra Postcard.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00260922; 

This customer's electric account was enrolled in Indra's variable rate plan on 6/27 /2018, as a result of a telephone 
sale. We're attaching the TPV recording, sales audio, and confirmation packet mailed to the customer following 
enrollment. 

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 her of t his brand name change. 

The customer contacted our Customer Service line to cancel her accounts on 2/12/2019. The customer's electric 
account ended service 2/26/2019. This account did not incur a termination fee. 

~as the individual who conducted the TPV in order to enroll these accounts in our service, and was then 
billed according to the variable terms of which she agreed to. With that said, if you would like anything further from 
Indra regarding this customer, please feel free to reach out. 

Thank you. 

Orpheus Cra igue - Compliance Officer 

indra4. 
E N E RGY 

www .Indra Energy. com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 26, 2019 10:45 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260922 [ ref:_OODtOGzXt._SOOtOGHgwY:ref ] 

1 



Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID : 00260922 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SE~NUMBER: 

NIQ-

***Note to suppl ier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided 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(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
This customer disputes enrolling with Indra. 

********************************** 

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

Sincerely, 

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

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

2 
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Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 112 14 

"~ PalrncoEnergy.com 
e : CustomerService@PahncoEnergy.com 

toU free : I (877) 726 5862 

6/29/2018 

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

We are currently processing your enrollment 
Your enrollment will be sent to DP&l. You will receive a confirmation notice from DP&L 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 : Introductory Rate of 0.05300/kWh for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:/ / palmcoenergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

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

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



PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
{"PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase 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) will continue t o 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) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(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 uti lity swit ches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will cont inue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to 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 natura l gas and/or electric 
supply service from PALMco will terminate automatica lly 
without penalty to you if any of the following occurs: (a) your 
Service Address(es) is not served or no longer served by your 
uti lity; (b) you move outside your utility's service area or to an 
area not served by PALMco; or (c) PALMco returns you to your 
utility's applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a} outside of the service territory of your 

gas utility or (b) within the service territory of your gas utility if 
your gas util ity 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 pena lty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
electric utility after choosing PALMco, you may not be served 
under the same rates, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
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 Fi1<ed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate t ransportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
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 
funct ions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevai ling 
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 call ing (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
t ransportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early 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 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 you r Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALM co 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 informat ion that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fail to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natural gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget 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 
uti lity(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, 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 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 Uti lities 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 w ith 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 you r consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if t ransmitted to you at the email 
address provided to PALMco by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under t his Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR 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, 
WARRANTI ES 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 regulat ions of governmental agencies having jurisdict ion 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT W ILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
M ISCELLANEOUS. PALMco assumes no responsibility or 
liabi lity fo r the following items t hat 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 undert akings 
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) cha rged under t his Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement w ithout 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 
w ith t he 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 pa rt ies hereto. No 
delay or fai lure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



Generation 
Resource 
Mix-
A comparison 
between the 
sources of 
generat ion 
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 
emiss'1ons. 

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 
25% 

Hydro 
1.5% 

Wind, 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 
Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Carbo.n 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 

Biomass 
0.5% 

~Projected 

Sulfur Dioxide 

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 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 

PAfMCRfi· 
PALMcoEnergy 8751 18thAvenue Brooklyn,NY1 1214 I 1.877.726.5862 I PalmcoEnergy.com 
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