Sariah Brinker

From:
Sent:
To:
Subject:

Tara Jones <contactthepuco@puc.state.oh.us>

Friday, March 29, 2019 5:34 PM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF OHIOQ - CASE #: 00257074 [ ref,_00D10GzXt._

500tOFNBdy:ref |
blic ties
Comr ssion

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00257074
CUSTOMER:

I
ADDRESS: I ~<on, ohic I
SERVICE ADDRESS: I / kon, Ohio [N

AlQ: Palmco Energy OH LLC
SE UMBER:
NIG

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

DESCRIPTION OF ISSUE:

This customer contacted our office and filed a complaint regarding variable
rate(s) billed to his account.

Please review. When did this customer sign-up with Palmco? When did
the initial contract period end? Please provide a copy of the welcome
letter and any materials mailed out to the customer. Was the customer
sent a renewal letter? If 50, please provide a copy. What month did the
variable rate start? What were the variable rates billed to the customer
each month? The customer stated that he made several calls to the
company asking for a drop request but his requests were not

processed. When was the first time that the customer called to request a
drop? When was the drop request actually processed?

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.

ref: 00Dt0GzXt. SO0tOFNBdy:ref



Sariah Brinker

From: William Schaaf

Sent: Wednesday, Aprii 03, 2019 2:40 PM

To: Tara Jones

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257074 [ ref:_00Dt0GzXt._
500t0FNBdy:ref ]

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

Hello Tara and the PUCO,

Regarding Case # 00257074, || IR

nrolled his gas account in Palmco’s variable rate plan on 4/25/18, 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
custemer detailing the terms of service. Palmco began servicing the customer’s account on 5/17/18.

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

This account was not enrolled in a fixed rate plan, but rather a variable product, and as a result a renewal letter was not
required to be provided to the customer.

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

B st contacted our Customer Service line on 3/5/19 and requested to cancel his account with Indra. The
custoemer’s account was dropped without penalty, and his utility {DEQ) determined a service end date of 3/19/19.

-contacted our Customer Service line again, most recently on 3/27/19. The customer requested an adjustment
to his account, and was advised that his account would be escalated for further review. Upon review, in the interest of
resolving the customer’s concerns, we are willing to rerate the customer’s final two bills to the rates we have on file for
his gas utility. We’ve included a chart below detailing our calculations for this adjustment, which amounts to a total of

$524.70 for the billing period of 1/18/1% — 3/19/19. This will be sent to the customer’s utility to be applied to the
account.

Begin Billed | Supply . ReRate | ReRate | ReRate ReRate | Amt Due
End Date | Usage | Charge {with
Date To: PreTax | Tax Total Customer
{Ccf} | tax)
2/18/2019 | 3/19/2019 | 157 $232.26 $0.2925 | 545.92 | $3.10 $49.02 | 5183.24
1/18/2019 | 2/18/2019 | 223 5413.36 $0.3020 | $67.35 | $4.55 $71.89 | $341.47
$524.70

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

William Schaaf — Asst. Compliance Officer



"715 Market Streat, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

From: Tara Jones <contactthepuco@puc.state.oh.us>

Sent: Friday, March 29, 2019 5:34 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIQ - CASE #: 00257074 [ ref:_00Dt0GzXt._500tOFNBdy:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00257074
CUSTOMER:

ADDRESS: | Akron, Ohio |
SERVICE ADDRESS:

, Akron, Ohio [l
AlQ: Palmco Energy OH LLC

service account vumeer [

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
Q.A.C. 4801:1-28-06(D)(6)(b){v)***

DESCRIPTION OF ISSUE:

This customer contacted our office and filed a complaint regarding variable
rate(s) billed to his account.

Please review. When did this customer sign-up with Palmco? When did
the initial contract period end? Please provide a copy of the welcome
letter and any materials mailed out to the customer. Was the customer
sent a renewal letter? If so, please provide a copy. What month did the
variable rate start? What were the variable rates billed to the customer
each month? The customer stated that he made several calls to the
company asking for a drop request but his requests were not

processed. When was the first time that the customer called to request a
drop? When was the drop request actually processed?

2



Sincerely,

Tara Jones

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCC (7826)

www.PUCQO.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:_00D10G2zXt._ 500tOFNBdy:ref






ADVYHINT



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 preducts and
services. This transition will not affect your service and
there is no aclion 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




YalincoEnergy.com
CustomerServiceiiPalincolnergy. com
L {877) 726 5862

4/27/2018

Akron, OH -

I NIS [eTter 1S CONTIFMINE YOUr selection OT PALIVICO as your natural gas supplier and this package contains a copy
of the Terms and Conditions of your service with PALMco.

Your enrolimant will pe sent to Lominion kast Unio. 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 enroliment is accepted, and may take up to 1-2 billing cycles. If you decide
to rescind your enrollment request, per Chio 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:

tate of >2.3u0uuy vict Tor 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/.
None,
1se contact Dominion East Ohio.

YOU may receive a phone call rrom 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.

It 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.OHF. 18-01.26






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 andfor PALMco Power OH, LLC
(“PALMco Power or “PALMca”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter [or in an addendum). You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter {or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility. {B} You are the named customer on each of the
account(s} listed above {or in any addendum), or you are the
spouse of the named customer on such account(s), or you are
over 18 years old and authorized to make decisions concerning
such account{s). {C) PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. {D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMca’s charges. (E)
PALMco does not guarantee savings ar 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{!ES) OF THE TRANSFER OF YOUR
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YQUR NATURAL GAS ENROLLMENT WITH
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS
UTILITY {ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY
(ORALLY, ELECTRONICALLY, OR IN WRITING).

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a month-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of time set forth in
your Confirmation Letter. If PALMco decides to terminate as
provided in this Agreement, it shall provide advance notice to
you in writing to your Service Address{es). You may terminate
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; {b) sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or (c} emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate 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 onty
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 Electri¢ Fixed Price {when applicable}: You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variable Price {(when applicable}: You will pay a
Variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
hased 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 PALMcao 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, cerfain 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 en 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 menthly, by visiting
PALMco's website at https://palmcoenergy.com/ohic/chio-
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
previde written notice to you of the Agreement’s renewal
(“Renewal Notice”). The Renewal MNotice 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. PAIMco can renew this Agreement without
vour affirmative consent even when there is a change in the rate
or other terms and conditions.

RESCURCE 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 andfor 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 portiens of your hill, 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 Ohic, 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 4901:1-25-09 of the Ohio Administrative Code, or if it
sells or assigns this Agreement to another third party supplier.
PALMco Power will not retease 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 andfor your utility, or for general utility
information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCQ]) for assistance at
1-800-686-7826 [toll free) from 8 a.m. to 5 p.m. weekdays, or at
http://www.puco.chio.gov. Hearing or speech impaired
customers may contact the PUCQ via 7-1-1 (Ohio relay service).
The Chio Consumers’ Counsel {OCC} represents residential
utility customers in matters before the PUCQ. The OCC can be
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at www.pickoce.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 n 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 withdrawa!l 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 MAIJEURE. 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,
unavecidable 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 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 QOUT OF OR
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY
SERVICE WHETHER ARISING DURING OR AFTER YOUR
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS-
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL
ELECTRIC AND/OR NATURAL GAS SUPPLIERS.

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION,
WARRANTIES OF MERCHANTABILITY OR FTNESS 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.,
MISCELLANEQUS. 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 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, enargy services company or other entity in accordance
with the rules and procedures of the PUCO, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto, No
delay or failure by either you or PALMco to exercise any right or
remedy to which either party may be entitled to herein will
constitute a waiver of that right or remedy.

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC QUTAGE
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR
LOCAL UTILITY.

V.E.17-12.19



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

Generation
Projected
Resource ) Actual
Mix - Na(;::;'al Notural G Other
1 datura a
A comparison 2% Gther . Coal
between the 0.5% 27% 33%
sources.of Hydro Coal
generation 1.5% 339
projected to be Hydro
used 1o generate ) 1% Biomass
this product and wind, Bi
the actual 2.5% ormass
0.5% Wind
resources used 2.5%
during this period. 37% ' 35.5%
Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Alr Emissions and Solid Waste
) Hydra Power Wildlife Impacts
A descr|pt|on‘0f‘ Natural Gas Power Ajr Emissions and Solid Waste
the characteristics | Radi e Wast
associated with NfJC ear Power .a |oa.ct|.ve asde —
each possible Oil Power Air Emissions and Solid Waste
generation Other Sources Unknown Impacts
resource. Solar Power No Significant Impacts
Unknown Purchased Resources Unknown Impacts
Wind Power Wildlife Impacts
Air Emissions —
Product-specific
projected and Carbon dIOXIde
actual air -
emissions for this ‘ . # Actual
) Nitrogen oxides
period compared N Projected
to the regional
average air Sulfur Dioxide
emissions.
Regional Average
Radicactive
Waste — Type: Quantity:
X . High-Level Radioactive Waste Unknown
Radioactive waste Lbs. /1,000 kWh
associated with the Low-Level Radioactive Waste Urknown
product. 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.




Orpheus Craigue

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

Sent: Monday, February 11, 2019 3:14 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00252262 [ ref,_00Dt0GzXt._S00tOFKbk2:ref ]
1§

Inifial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00252262
COMPANY:

customeRr: G
ADDRESS: IS To'cdo, Ohio N

SERVICE ADDRESS: Toledo, Ohio |
AlQ: 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
0.A.C. 4901:1-21-08(D)(1)(h){v)=**

DESCRIPTION OF ISSUE:
Customer disputes ever enrolling with Palmco and is very upset about the

high rates she's being billed.

Pleae cancel immediately and provide the enroliment TPV, contract terms
and conditions and the sales portion of the call as well.

Sincerely,

Darita Patterson
Public Utilities Commission of Chio
Service Monitoring and Enforcement Department

1



Customer Service Investigator
(B0O) 686-PUCO (7826)
www.PUCO.ohio.gav

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._500tOFKbk2:ref



Orpheus Craigue

From:
Sent:
To:
Subject:

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

Manday, February 11, 2019 1:42 PM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION QOF OHIO - CASE #: 00252262 [ ref_00Dt0GzXt._500t0FKbk2:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00252262
COMPANY:
CUSTOMER:
ADDRESS: | , Toledo, Ohicl N
SERVICE ADDRESS: IS To'eco. Ohio [ ]
AlQ: Palmco Energy OH

SERVICE ACCOUNT NUMBER:

NIQ:

***Note to supplier: To ensure your respense attaches to the appropriate
case, please reply to this email without changing the subject line. A status
update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-08(B)(1){(h)}{(v)***

DESCRIPTION OF ISSUE:

Caller is disputing enrollment. She is very upset about getting an extremely
high bill.

Please provide enrollment TPV and the contract terms and
conditions. Please cancel immediately.

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:_00Dt0GzXt._500t0OFKbk2:ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Thursday, February 14, 2019 12:22 PM

To: Darita Patterson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252262 | ref:_00Dt0GzXt._500t0FKbk2:ref

]
Attachments: -- Signed Contract.pdf;| ] - TPV.mp3; - Confirmation Pack Electric.pdf;

- Confirmation Pack Gas.pdf

Categories: PUCO Complaint

Hello Darita,

Regarding PUCO Case ID 252262; || EGN

We are attaching the signed contract and TPV recording from this enrollment on 3/27/2017, as well as the confirmation
packets mailed following enrollment.

The customer’s electric account received Palmco’s supply 5/5/17 — 12/6/17.

The customer’s gas account started receiving Palmco’s supply on 4/5/17. Paimco began conducting business under its
trade name, Indra Energy, in October 2018. Customers were sent a postcard informing them of this change, and the
customer continued to be billed according to the terms of her variable enrollment from 2017.

We have had no contact with [ llduring the time that Palmco/Indra has serviced her account.

An outbound drop transaction has now been submitted to Columbia gas, who will determine the customer’s service end
date. Although we feel that proper authorization was obtained by this customer at the time of enroliment, since the
customer has expressed displeasure over her recent bifls, we’d be willing to rerate the customer’s most recent bill
(1/7/19-2/5/19) to that of her utility, Columbia Gas, in the interest of working towards resolving the customer’s
concerns. We would also be willing to extend this to any future bills that the customer receives with Indra as her
supplier, providing the customer with the financial effect of being returned to her utility’s standard offer as of 1/7/2019.

Please let us know if you need anything else. Thank you.

Orpheus Craigue — Asst, Compliance Officer
715 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.24274

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

Sent: Monday, February 11, 2019 13:42

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252262 [ ref:_00Dt0GzXt._500t0FKbk2:ref |

1



Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00252262
COMPANY:

customer: [|TTGEGEGEGEN

ADDRESS: :‘oledo,omo-
SERVICE ADDRESS: Toledo, Ohio |l
AlQ: 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(D)(1 }(h){v)*™*

DESCRIPTION OF ISSUE:

Caller is disputing enrollment. She is very upset about getting an extremely
high bill.

Please provide enroliment TPV and the contract terms and
conditions. Please cancel immediately.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(R0MY BRG-PLICO {7826)

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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Orpheus Craigue

From: PUCG Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Monday, February 25, 2019 3:15 PM
To: Indra Energy Compliance
Subject: PUBLIC UTILITIES COMMISSION GF QHIO - CASE #: 00254856 [ ref:_00Dt0GzXt._500t0FM81x:ref |
ilel 11 38
Co _ wmission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254856

CUSTOMER:
ADDRESS: Fairfieid, Ohio [}
SERVICE ADDRESS: Fairfield, Ohio ||l

AlQ: Palmco Energy OH LLC dba Indra Ener
e NuME £ 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
0.A.C. 4901:1-28-06(D)(6)(b){v)***

DESCRIPTION OF ISSUE:
Good afternoon.

According to this consumer, his account was enrolled with Indra Energy
without his knowledge or consent.

Please review this account and advise:

1. When, how, and by whom the account was enrolled.

2. If a request fo cancel the enrollment has been received. If so, on what
date was the cancellation processed and what is the service end effective
date provided the distribution utility.

3. If an ETF applies to this enrollment. If so, will the fee be waived and if

1



not, why not.

Additionally, please provide copies of all enrollment, renewal, and/or
rebranding documentation associated with this enrolimentiaccount.

Further, please contact -regarding this issue.
Thank you.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www . PUCQO.ohio.qov

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

a..’#ﬂ'« SR 3

raf:_Q0Dt0GzXt._500t0FM81x:ref



William Schaaf

From: William Schaaf

Sent: Tuesday, March 5, 2019 11:50 AM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00254856 [ ref,_00DtOGzXt._
S00t0FM81x:ref ]

Attachments: -TPV.MPB; -Welcome Pack-Gas.pdf; .—Welcome Pack-Electric.pdf; Indra
Postcard pdf

Hello Christina and the PUCO,

Regarding Case # 00254856, l-:

This customer’s gas and electric accounts were enrolled in Palmco’s variable rate service on 11/30/15, as a result of a
telephone sale, upon completion of the attached TPV recording. The TPV was completed by — who
indicated she was authorized to enroll the accounts. We’ve also attached the weicome packages sent to the customer
after enrollment. Palmco began servicing the customer’s gas and electric accounts on 1/22/16.

On 2/26/16, we received an inbound drop transaction for the customer’s electric account, which was processed without
penalty. The customer’s electric account stopped receiving our supply on 3/21/16. We did not receive a drop request for
the customer’s gas account at this time.

In October 2018, Palmco began doing business as Indra Energy. The customer was sent a postcard explaining the brand
name change, and Indra continued servicing the customer’s gas account in line with the terms of enroliment.

On 2/22/18, after receiving our gas supply for over three years, -contacted our Customer Service line to inform
us that he had contacted his utility to cancel his gas supply service with Indra. The following day, we received an
inbound drop transaction for the gas account, and the customer’s utility determined a service end date of 3/21/19. No
termination fees were issued for cancellation.

The attached TPV recording was completed to authorize the enrollment of these accounts in our variable rate product.
Since the accounts were not enrolied in a fixed rate product, the customer was not sent any notices regarding the
expiration of any contract.

We have attempted to follow up with the customer, but thus far have been unsuccessful. In the interest of customer
satisfaction and to provide the customer with the effect of an expedited return to his utility’s standard offer, we are
willing to rerate the customer’s most recent variable gas bill to the rate we have on file for his gas utility (35.84 cents},
and will also adjust the customer’s final bill, once it is rendered. We've included a chart below detailing our calculations
for this adjustment, which amounts to $209.73 for the billing cycle of 1/22/19 — 2/20/19.

Begin End Date Billed | Supply Charge | ReRate | ReRate | ReRate | ReRate | Amt Due
Date Usage | {with tax} To: PreTax | Tax Total Customer
1/22/2019 | 2/20/2019 | 220 $293.70 $0.3584 | $78.85 | 55.13 583.97 | $209.73

Let us know if we can be of any further assistance,

Thank you.



William Schaaf - Lead Compliance Investigator
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

Fram; Orpheus Craigue

Sent: Thursday, February 28, 2019 7:43 PM

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

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254856 [ ref: 00DtOGzXt. 500t0FM81x:ref |

Hello Christina,

We have been attempting to connect with -o discuss his account, and hope to be able to provide you a
comprehensive response regarding his case tomorrow. In the meantime, we just wanted to attach the TPV completed
by the customer on 11/30/2015, as well as confirm that the customer’s gas account has been dropped, and has an
upcoming end date of 3/21/2015.

We will follow up when possible. Thanks.

Orpheus Craigue ~ Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.,2427

From: PUCO Consumer Call Centet

Sent: Monday, February 25, 2019 15..15

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES CC 54856 [ ref;_00Dt0GzXt._500t0OFM81x:ref |




Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254856

cusTOMER: |IIEGEGIB

ADDRESS: Fairfield, Ohio ||| Il

SERVICE ADDRESS: I, --irficld, Ohio |
AlQ: Palmco Energy OH LLC db

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
0Q.A.C. 4901.1-29-06(D)(6)(b)(v)*™*

DESCRIPTION OF ISSUE:
Good afternoon.

According to this consumer, his account was enrolled with Indra Energy
without his knowledge or consent.

Please review this account and advise:

1. When, how, and by whom the account was enrolled.

2. If a request to cancel the enrollment has been received. If so, on what
date was the cancellation processed and what is the service end effective
date provided the distribution utility.

3. If an ETF applies to this enrollment. If so, will the fee be waived and if
not, why not.

Additionally, please provide copies of all enrollment, renewal, and/or
rebranding decumentation associated with this enrollmentiaccount.

Further, please contact -regarding this issue.
Thank you.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)



www . PUCQO.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._S0CtOFMB1x:ref



Orpheus Craigue

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

Sent: Friday, February 15, 2019 2:27 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIG - CASE #; 00253560 [ ref,_00Dt0GzXt._500t0FLMaN:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric & Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253560
COMPANY:
ADDRESS: Lima, Ohiol N

SERVICE ADDRESS: _ Lima, Ohio |||}
AlQ: Palmco Power OH LLC

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

DESCRIPTION OF ISSUE:

This customer disputes enrolling with Palmco for gas and electric. She is
being charged $0.24/kwh for electic and $7.981/Mcf for gas.

Please provide all details of enrollment including sales calls, TPV, T&Cs
and explained justification for the rates being charged.

Sincerely,

Lee Garry

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)



www.PUCO.chio.gov

This message and any response 1o it may constitute a public record and thus
may be publicly available to anyone who requests it.

i
ref:_00Dt0GzXt._500tCFLMaN:ref



William Schaaf

From: William Schaaf

Sent: Friday, February 22, 2018 8:04 AM

To: Lee Garry

Cc Indra Energy Cempliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253560 [ ref,_00Dt0GzXt,_
500t0FLMaN:ref ]

Attachments: PUCO-00253560---TPV.M P3; PUCO-00253560- |2 oreement pdf;
PUCO-002535601 -Confirmation Pack-Electric.pdf, PUCO-00253560-

Confirmation Pack-Gas.pdf

Hello Lee and the PUCQO,

Regarding Case # 00253560, -

nrolled her gas and electric accounts in Palmco’s service on 7/17/18, upon completion of the attached TPV
recording and signed agreerment. We've also attached the confirmation packages sent to the customer detailing the
terms of service. Palmco began servicing the customer’s gas and electric accounts on 8/15/18 and 8/27/18, respectively.

In October 2018, Palmco began doing business as Indra Energy. The customer was sent a postcard explaining the brand
name change, and Indra continued servicing the customer’s accounts in line with the terms her enroliment.

On 12/24/18, I-ontacted our Customer Service line and requested the cancellation of her accounts. As a
result, outbound drop transactions were submitted, and service end dates were determined by the customer’s gas and
electric utilities. The customer’s gas and electric accounts stopped receiving our supply on 1/16/19 and 1/28/19,
respactively. No termination fees were issued for the customer’s decision tc opt out of our supply.

Our Customer Service staff spoke with || llegain on 2/13/19. The customer expressed concerns over her bills,
and she was advised that her accounts would be escalated for further review. After reviewing her accounts, in an effort
to ensure customer satisfaction, we proceeded with rerating the customer’s final gas and electric bills to the rate we
have on file for her gas and electric utilities. This resulted in an adjustment of 549,95 to the customer’s gas account for
the billing cycle of 12/13/18 — 1/16/19, and an adjustment of $134.19 to the electric account for the billing cycle of
12/29/18 — 1/28/19. These adjustments were sent to the customer’s gas and electric utilities in the form of a check. This
provided the customer with the financial effect of expediting her return to the utility’s standard service, making the
termination of Indra’s supply closer to the date of her cancellation request.

_completed the attached TPV recording and signed agreement, by which she provided authorization to enroll
her accounts. At the time of enrcllment, the customer agreed to enroll her gas and electric accounts in a variable rate
product, which included an introductory rate for the first two billing cycles. The customer’s accounts were hilled
according to the terms she agreed to.

Please let us know if we can be of any further assistance.

Thank you.

William Schaaf — Lead Compliance Investigator



15 Market Street, Suite 1200
iladelphia, PA 19102
888,504.6372

718.851.2427

From: Lee Garry [mailto:contactthepuco@puc.state.oh.us]

Sent: Friday, February 15, 2019 2:27 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253560 [ ref:_00Dt0GzXt. 500tOFLMaN:ref]

Initial Submission of a Consumer Complaint
Provider of Electric & Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253560
COMPANY:
CUSTOMER:

ADDRESS: L Lima, Ohio I
seRVICE ADDRESS: I 2. Ohic [
AlQ: Palmco Power QH LLC

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

DESCRIPTION OF |ISSUE:
This customer disputes enrolling with Palmco for gas and electric. She is
being charged $0.24/kwh for electic and $7.981/Mcf for gas.

T vl 3 et e ke ok ok ok ke ek sk kA ke e Frdke ko

Please provide all details of enroliment including sales calls, TPV, T&Cs
and explained justification for the rates being charged.

Sincerely,

Lee Garry



Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.qov

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

ref:_00Dt0GzXt._500t0FLMaN:ref



Orpheus Craigue

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

Sent: Wednesday, February 13, 2019 4:28 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00253212 [ ref,_00Dt0OGzXt._S00tOFL5Tj:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253212
CUSTOMER:
ADDRESS: sandusky, Ohic [l
SERVICE ADDRESS:

Sandusky, Chio |l
AlIQ: Palmeo Energy OH LLC

***Note to supplier. To ensure your response attaches to the appropriate
case, please reply to this email without changing the subject line. A status
update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(B6)(b){v)***

DESCRIPTION OF ISSUE:

Good afternoon,

ontacted the PUCOQO regarding her Columbia bill. The
customer states she is unaware of how she was enrolled, and when she
contacted Indra was told she was not a customer,

When was this account enrolled, and how?
Please provide copies of:

*The sales call to this customer

*The TPV completed at the time of enroliment or the IP address used by
the customer to submit the enrollment request

*Welcome Letter with the Terms and Conditions for service mailed or e-

1



mailed to the customer
*Any signed enrollment agreements
*Renewal letters

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

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www, PUCO.ohio.gov

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

-

ref:._00Dt0GzXt._SQCtOFLST):ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Tuesday, February 19, 2019 5:02 PM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIQ ~ CASE #: 00253212 [ ref:_00Dt0GzXt._500t0FL5Tjref |

Attachments: - - Signed Contracts.pdf; || | | 7PV-me3: I Confirmation Packet pdf

Categories: PUCO Comnplaint

Hello Maureen,

Regarding Case ID 00253212, _

_gas account was enrolled on 4/18/2017, upon completion of signed contracts and a TPV recording by
Kevin Gonzales, as the result of a door-to-door sale. We're including two signed contracts and a TPV recording from this
enrollment, as well as the confirmation package sent following enrollment.

A total of two electric accounts and one gas account were submitted, all for the same address . The two
electric enrollments were blocked or rescinded by Ohio Edison, and neither account received our supply. The gas
enrollment was successful and received our supply 5/5/17 — 2/6/19.

Palmco began conducting business under its trade name, Indra Energy, in October 2018. The customer continued being
billed under Indra according to the variable terms from her April 2017 enrollment.

The customer requested to cancel their service with Indra when they reached out to us for the first time on

2/13/2019. Unfortunately, our CSR was unable to locate the customer’s account at the time, and this inguiry was
escalated internally after the customer’s call. Ultimately, we located the customer’s account, and the gas account was
dropped the next day. Columbia Gas established a retroactive service end date of 2/6/2019; no ETFs were issued for the
customer’s cancellation.

Because the customer expressed displeasure with the service she received under the terms of her variable enrollment
with Indra, we are going to rerate the customer’s final bill with Indra to the rate we have on record for Columbia

Gas. This adjustment will be submitted to the utility in order to be reflected on the customer’s account, See below
chart for how we've arrived at the refund amount of $406.96 for the customer’s February bill. If you have any
questions, please feel free to reach out.

Begin Billed Supply Charge ReRate ReRate ReRate Amt Due

Date End Date Usage {with tax) To: PreTax ReRate Tax Total Customer
| /8719  2/6/19] 287 535.02 | 0.41800 | 119.97 | 810| 128.06] $ 406.96
Thank you.

Orpheus Craigue — Assi. Compliance Officer



15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.24274

From: PUCO Consumer Call Center <contactthepuco@ puc.state.oh.us>
Sent: Tuesday, February 19, 2019 11:41

To: Indra Energy Compliance <Compliance@indraenergy.com>
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253212 [ ref:_00Dt0GzXt._500t0FL5Tj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
Second Request for Information
Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00253212
COMPANY:

CUSTOMER:
ADDRESS: Sandusky, Ohio | IGzcN

SERVICE ADDRESS: [IIININGgGgG@G@EE 5-ndusky, Chio [

AlQ: 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, this must be provided within 3 business days, per
0.A.C. 4801;1-29-08(D)(6)(b)(v)"™*

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on 2/13/2019. Please review the
customer’s concerns and respond within three business days.

Sincerely,



Maureen Harbolt
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department

Customer Service Investigator
(RO RRA-PLICOY {7R26)

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: PUCC Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/13/2019 4:27 PM

Te
SuL ION OF OHIO - CASE #: 00253212 [ ref:_00Dt0GzXt

._500tOFL5Tj:ref |

i



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253212

CUSTOMER:
ADDRESS: . Sandusky, Ohio I
SERVICE ADDRESS: Sandusky, Ohioljj ]

AlQ: Palmco Energy
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 fo be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4801:1-29-06(D)(6)(b)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

_contacted the PUCO regarding her Columbia bill. The
customer states she is unaware of how she was enrolled, and when she
contacted Indra was told she was not a customer.

When was this account enrolled, and how?
Please provide copies of:

*The sales call to this customer
*The TPV completed at the time of enrollment or the IP address used by
the customer to submit the enrollment request
*Welcome Letter with the Terms and Conditions for service mailed or e-
mailed to the customer
*Any sighed enrollment agreements
*Renewal |efters

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

Maureen Harbolt
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator

q



{800) 686-PUCO (7826)
www.PUCC.ohio.qov

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

ref:_00Dt0GzXt._S00tOFLSTj:ref



Orpheus Craigue

From: Alfred Thompson <contactthepuco@puc.state.oh.us>

Sent: Friday, February 15, 2019 8:40 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHJO - CASE #; 00253253 [ ref:_00Dt0GzXt._S500tOFL7 Trref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00253253
COMPANY:

ADDRESS: Canton, Ohic | IEGIN

SERVICE AopreEsS: I C:nton. Ohio
AIQ Palmco Power OH LLC

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

DESCRIPTION OF ISSUE:

Good morning,

Customer was contacted by Palmco regarding saving up to $12 monthly
on her bill. After Indra took over his account, his rate went from 5 cents
per kwh to 24 cents per kilowatt. He doesn't understand how that could
happen. His bill is now $690 instead of $120. Customer wishes to cancel
the service and return to utility.

Please review and advise:

1. What are the terms and conditions including the rate of the plan for
which customer was enrolled?



2. When and how was customer notified of a change in their rate?
3. Has customer contacted Indra to request to cancel?

4. Can you adjust customer's bill and re-rate based on utility price to
compare?

Any additional information would be appreciated. Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www . PUCQ.ohio.gov

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

ref:_00Dt0GzXt._500tCFL7Tr:ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Wednesday, February 20, 2019 6:29 PM

To: Alfred Thompson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #:; 00253253 [ ref;_00Dt0GzXt._S00tOFL7 Triref ]

Attachments: --Agreement.pdf; R v es; -—Confirmation Pack pdf

Categories: PUCO Complaint

Hello Alfred and the PUCO,

Regarding Case # 00253253, _:

enrolled his electric account in Palmco’s service on 8/25/18, upon completion of the attached TPV
recording and signed agreement. We've also attached the confirmation package sent to the customer detailing the
terms of service. Shortly thereafter, Palmco began doing business as Indra Energy. Customers were provided a postcard
explaining the brand name change. _accou nt began receiving Indra’s supply on 10/1/18.

On 2/14/19, _ contacted our Customer Service line regarding his account. The customer declined an offer to
switch his existing variable rate plan to a fixed rate product, and instead requested to cancel his account with Indra. As a
result, an outbound drop transaction was processed, and the customer’s utility determined a service end date of 3/4/19.
No termination fees were issued for the customer’s decision to opt out of our supply.

At the time of enrollment,-greed to enroll his electric account in a variable rate product, which included an
introductory rate for the first two billing cycles. Although the customer has been hilled according to the terms he agreed
to, in the interest of providing the customer a satisfactory resolution to his concerns, we have rerated his most recent
bill to the rate we have on file for his electric utility. This resulted in an adjustment of $420.93 for the billing cycle of
1/3/19 - 2/1/19, which was applied to the customer’s account. The customer’s upcoming final bill will also be adjusted
accordingly. Ultimately, this will provide the customer with the financial effect of expediting his return to the utility’s
standard service, making the termination of Indra’s supply effective over a month prior to his cancellation request,

Please let us know if we can be of any further assistance.

Thank you,

Orpheus Craigue — Asst. Compliance Officer
1S Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.24274

From: Alfred Thompson <contactthepuco@puc.state.oh.us>

Sent: Friday, February 15, 2019 08:40

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253253 [ ref:_00Dt0GzXt._S00tOFL7Tr:ref |

1



Cheryl Smith

From: Indra Energy Compliance

Sent: Thursday, May 30, 2019 2:52 PM

To: '‘Darita Patterson’

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #:; 00508541 [ ref:_00DtOGzZXt._
500t0J 1 Xyi:ref |

Attachments: T PV.mp3

Good afternoon.

Pursuant to the above-captioned complaint, attached is the TPV conducted for the enrollment of the
customer’s electric and natural gas accounts. A final response will be provided within 10 business days of
our receipt of this complaint.

Regards,

Comnliance

15 Market Street, Suite 1200
iladelphia, PA 19102
388.504.6372

718.851.2427

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

Sent: Thursday, May 30, 2019 12:08 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508541 [ ref:_00Dt0GzXt._500t0J1Xyi:ref)

Public Utilities
Commission



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00508541
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Palmco Energy OH LLC
SERVICE ACCOUNT NUMBER:

Marion, Ohio | IEGEGzN
| Marion, Ohio [ Il

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

Please review the customer email provided below and respond to the
following:

-Please provide the enrollment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since
enrollment.

-Please address the allegation that the customer is not being billed
according 1o the contraci.

-Please respond with resolution including refund.

-Please cancel immediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:

Customer is calling about Palmco for gas and electric . She has CGO and
OE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

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._00Dt0GzXt._500t0) IXyi:ref



Cheryl Smith

From: Indra Energy Compliance

Sent: Wednesday, June 05, 2019 3:01 PM

To: Darita Patterson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508541 [ ref:_00Dt0GzXt._
500t0H Xyizref ]

Attachments: TPV.mp3; I Agreement pdf; -3onfirma1ion Package Electric.pdf;

Confirmation Package Gas.pdf

Good afternoon.

Please be advised that this complaint was opened in two separate cases. Kindly merge both cases and update
the PUCO's records accordingly.

The customer’s electric and natural gas accounts were enrolled on August 27, 2018, via a door-to-door sale, into
an introductory rate of 50.05400 per kWh for the first month followed by a fixed rate of $0.08200 per kWwh for
16 months, and $0.37000 per Ccf, both for the first two billing cycles, then a variable rate thereafter. Attached
is the sales agreement executed by the customer, the Third-Party Verification voluntarily conducted by the
customer acknowledging the terms of the enroliment, and the enrollment confirmation packets, inclusive of the
terms and conditions of service, sent to the customer for each of energy account.

On May 30 and June 3, 2019, the company received a cancellation request from the utility for the customer’s
natural gas and electric account with a service end date of June 19 and July 16, 2019, respectively.

Upon receipt of the customer’s complaint, we have conducted a review of the customer’s energy accounts and
confirmed the charges are according to the rates presented at enrollment. Additionally, as requested, the
customer’s telephone numbe_as added to our internal Do Not Call list.

Regards,

Compliance

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427

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

Sent: Thursday, May 30, 2019 12:08 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508541 [ ref:_00Dt0GzXt._500t0)1Xyi:ref ]



Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00508541
COMPANY:

CUSTOMER:

ADDRESS: | , Marion, Ohioc IIEGIING

SERVICE ADDRESS: NG \/:rion, Ohic N
AlQ: Paimco Energy OH LLC

SERVICE ACCOHHT 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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v)***

Please review the customer email provided below and respond to the
following:

-Please provide the enroliment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since enrollment.
-Please address the allegation that the customer is not being billed
according to the contract.

-Please respond with resolution including refund.

-Please cancel immediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:

Customer is calling about Palmco for gas and electric . She has CGO and
QE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
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Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQ.ohio.gov

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

ref:_00Dt0GzXt._500t0)1Xyi.ref






PAl McoEnergy
K751 18th Avenue

ph _] ” Brooklyn, NY 1124
l PalmeoEnergy. com
CustomerServine/mPameoFner gy, com

1 {B77) 726 5862

Ll Nl o o W

8/29/2018

Marion, OH-

I NIS letter 1S CONTIFMING yOur SBIECTION OT FALIVICO as your electricity supplier and this package contains a copy of
the Terms and Conditions of your service with PALMco.

Your enroliment will be sent to Wnio Edison. You will receive a confirmation notice from Ohio Edison confirming
your selection of PALMce 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 hilling cycles. if you decide to rescind your
enrollment request, per Qhio 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:

ollowed by a Fixed Rate of 50.08200/kWh
for the remaining 16 months.

None.

lable upon request.

YOU May recelve a pnone call Trom us 1o obtain your feedback regarding your enrollment experience.
If not, we'd love to get your feedback, so please call us at the number below.

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 @palmcoe nergy.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.OHL 18-01.26
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OHIO TERMS AND CONDITIOMS
INTROBUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewal Notices (if
applicable) {caliectively, the “Agreement”), between PALMco
Energy OH, LLC (“PALMco Energy” or “PALMcc”) and you for
natural gas supply service andfor 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 nat from your utility or affiliated with
your utility, {B) You are the namned custamer on each of the
accaunt(s) listed above {or in any addendum), or you are the
spause of the named customer on such account(s), or you are
over 18 years old and authorized ta make decisians concerning
such account(s). {C} PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. {D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utifity’s charges and PALMca’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/ar 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{JES} OF THE TRANSFER QF YOUR
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND
ADVISING YOU OF YQUR 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 lacal utility switches your account to
PALMco 5. Far Variable Price natural gas and/or electric supply
service, this Agreement will centinue on a month-to-manth
basis. Far Fixed Price natural pas 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 Add ress(es). You may terminate
this Agreement at any time by (a) calling PALMco at 1877} 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 terminaticn. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate automaticalty
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) PALMcG 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
cance! this Agreement with PALMro 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/ar
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 wili
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 hecame for the length of this
Agreement either a Variahle or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/ar 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.

watural Gas Variabte Price {when applicabie]: You will pay a
variable Price for natural gas supply service that may vary from
rmonth to month as determined by PALMco in its sale discretion,
based on the applicable rnonthly NYMEX closing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMco performs foryou, and
other prevailing market conditions, plus PALMco's costs,
expenses and margins.

Electric Variabie Price [when applicable): You will pay a
Variable Price for electric supply service that may vary from
month to month as determinad 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
functians that PALMco performs for you, line loss, compliance













PalMeoBnergy
e e &751 18th Avenue

p‘ ’ Brooklyn, NY 11214
PabnicoFnergy. com

CustomerSarviensdPalmealinergy. com

1 (877 726 582

8/29/2018

mMarion, OH |l

I Mis 18TTEN IS CORTIFMING yOour selection 0T PALIMICO as your natural gas supplier and this package contains a copy
of the Terms and Conditions of your service with PALMco.

Your enroliment will be sent to Calumma 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 enroliment 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:

r Rate of 50. ct tor 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/.

None,
ise contact Columbia Gas.

You may receive a pnone call Trom us to obtain your feedback regarding your enrollment experience.
If not, we'd love to pet your feedback, so please call us at the number below.

It you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm ar emall
us at CustomerService @palmcoenergy.com.

Thank you again for choasing us as your energy supplier!
Sincerely,
PALMceo Customer Service

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

VORI TR-01 26















Cheryl Smith

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

Sent: Thursday, May 30, 2019 12:08 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION QOF OHIO - CASE #: 00508541 [ ref;_00Dt0GzXt._

500t0J1 Xyizref ]

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00508541
COMPANY:

customer EEGEGEE
ADDRESS: Marion, Ohic Gz
SERVICE ADDRESS: , Marion, OhidJ il

AlQ: Palmco Energy OH LLC

"**Nole 1o supplier: 1o ensure your response attaches to the appropriate

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

Please review the customer email provided below and respond to the
following:

-Please provide the enrollment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since
enroliment.

-Please address the allegation that the customer is not being billed
according to the contract.

-Please respond with resolution including refund.

-Please cancel immediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:



Customer is calling about Palmco for gas and eleciric . She has CGO and
OE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

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._00Dt0GzXt._S500t0J 1 Xyi:ref



Cheryl Smith

From: Indra Energy Compliance

Sert: Thursday, May 30, 2019 2:53 PM

To: 'Darita Patterson'

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508542 [ ref:_00Dt0GzXt._

Y0O:ref ]
Aftachments: PV.mp3

Good afternoon.

Pursuant to the above-captioned complaint, attached is the TPV conducted for the enroliment of the customer’s electric
and natural gas accounts. A final response will be provided within 10 business days of our receipt of this complaint.

Regards,

Compliance
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

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

Sent: Thursday, May 30, 2019 12:12 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508542 [ ref:_00Dt0GzXt._500t0)1Y00:ref ]

Public Utilities
Commission



Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00508542
COMPANY:
CUSTOMER.

ADDRESS: , Marion, Chio ||l
SERVICE ADDRESS:

, Marion, Ohio-
AlQ: Palmco Power OH LLC

R:
your response attaches to the appropriate

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

Please review the customer email provided below and respond to the
following:

-Please provide the enrollment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since
enrollment.

-Please address the allegation that the customer is not being billed
according to the contract.

-Please respond with resolution including refund.

-Please cancel immediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:

Customer is calling about Palmco for gas and electric . She has CGO and
QE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQ.chio.gov




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

ref:_00Dt0GzXt._500t0J1Y00:ref



Cheryl Smith

From: indra Energy Compliance

Sent: Wednesday, June 05, 2019 3:10 PM

To: Darita Patterson

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508542 [ ref:._00Dt0GzXt._
500t0J1Y00:ref ]

Attachments: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508541 [ ref:_00ODtOGZXt._

500t0J 1 Xyi:ref |

Good aftermoon.

Please be advised this customer’s complaint was opened in two separate cases. Refer to the response for case number
00508541 on this matter. Kindly merge both cases and update Indra Energy’s complaint statistics accordingly.

Regards,

Compliance
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

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

Sent: Thursday, May 30, 2019 12:12 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00508542 [ ref:_00Dt0GzXt._500t0J1Y00:ref |

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00508542

COMPANY:
CUSTOMER:
ADDRESS: Marion, Ohio I
SERVICE ADDRESS: Marion, Ohio [l
AlQ: Palmco Power OH LLC
ER:
O Su . e your response attaches to the appropriate

case, please reply to this email without changing the subject line. A status

1



update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)(h)(v)***

Please review the customer email provided below and respond to the
following:

-Please provide the enrollment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since enrollment.
-Please address the allegation that the customer is not being billed
according to the contract.

-Please respond with resolution including refund.

-Please cancel immediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:

Customer is calling about Palmco for gas and electric . She has CGO and
OE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

Sincerely,

Darita Patterson

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800} 686-PUCO (7826)

www.PUCO. ohio.gov

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

ref;_00Dt0GzXt._500t0)1Y00:ref



PALMeoFnergy
4751 158th Aseoue

p I J Brooklyn, NY 11214
L I Malmeobnergy.com

CustomerServiceimPalmealnergy. com
1 (RT7) 726 5802

8/29/2018

Marion, OH-

I his letter 1S contirmIng your Selection oT PALIVICO as your erectrncity supplier and this package contains a copy of
the Terms and Conditions of your service with PALMco.

Your enroliment will pe sent to UNIo talson. You will receive 3 confirmation notice from Ohio Edison confirming
your selection of PALMco as your electricity supplier. Your service will begin with your first meter read by your
utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to rescind your
enrallment 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:

1.05400/kWh for t!e first month followed by a Fixed Rate of 50.08200/kWh

for the remaining 16 months.
None.
ilable upon request.

YOou may recelve a pnone catl Trom 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.

it 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. comt.

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.OIIE 18-01.26



OHIO TERMS ANG 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 QH, LLC
{(“PALMco Power or “PALMca”) 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 io service each of the accounts listed in your
Confirmation Letter {or listed in an addendum) at a price as
described in this Agreement.

ACKMNOWLELEDGEMENT. You acknowledge as fallows: {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 PALMce as your natural gas and/or electric supplier. (D) Your
utility{ies] wil!l continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bilis, which will
contain both your utility’s charges and PALMco's charges. (E}
PALMco does nat 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 enrolied in PIPP and/or any other such utility arrearage
crediting program.

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION, YOU
WIILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR
GAS AND/OR ELECTRIC SUPPLY SERVICE TQO PALMCQO AND
ADVISING YQOU QF YOUR RIGHT TO RESCIND YOUR
ENROLLMENT WITH PALMCO, FOR GAS SUPPLY SERVICE, YOU
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK 02F
THAT NOTICE DURING WHICH YOU MAY RLESCIND 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 EROM THE DATE OF THE FOSTMARK
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}).
LENGT) OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches yaur 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 toe 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

CustormerService@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 he
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate automatically
without penalty 1o 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 utifity’s service area or to an
area not served by PALMco; or {c} PALMco returns you to your
utility's applicabie tariff service pursuant to the terms of this
Agreement. You may also cancel your natural gas supply service
with PALMco Energy without pepalty if you relocate your
Service Addressies) (a} outside of the service territary 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 PALMca
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) fo 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 PALVIco, 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 applicahle): 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 wili pay a
Variable Price for natural gas supply service that may vary from
manth to month as determined hy PALMco in its sole discretion,
based on the applicable monthly NYMEX closing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMco performs for you, and
other prevailing market conditions, plus PALMco’s costs,
expenses and margins.

Electric Variable Price (when applicable): You will pay a
Variable Price for electric supply service that may vary from
month to month as determined by PALMco in its sole discretion
based on a zonal locational marginal price (“LMP”} determined
on a day ahead or real time basis, any supply and agency
functions that PALMco perfarms for you, line loss, compliance
















PALMcoEnergy
8751 I8th Avenue

.) | w Brooklyn, NY 11214
LI TalmcoBnergy. com
CustomerSarvineds Paincotnargy. com

1 (R77) 726 5862

8/29/2018

Marion, OH

I his letter 15 CONTIFMINE YOUr Seiection oF FALIVICO as your naturar gas supplier and this package contains a copy
of the Terms ond Conditions of your service with PALMco.

Your enroliment wiil pe sent to Lolumbia Las. Yyou 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 enrcliment 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 sa.

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

Below is a summary of your service account with PALMco:

thereafter. To access future variable pricing information, updated maonthly, visit PALMco’s website at
https://palmcoenergy.comfohiofchio-variable-rates/.

None.

15e contact Columbia Gas.

You may recelve a phone call trom 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.

It you have any guestions, please feel free to contact us at 877-726-5862 weekdays &:00 am to 6:00 pm or email
us at CustomerService @palmcoenergy.com.

Thank you agair for choosing us as your energy supplier!
Sincerely,
PALMco Customer Service

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

WOHL TR-01.26
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OHIO TERMS AND CONDITIONS
INTRORDUCTION: 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 “FALMco”) and you for
natural gas supply service andfor 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 ail the naturail gas and/ar
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.

ACKNOWLEDGENMIENT. 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 cusiomer 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}. {€) PALMco wili not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. (D} Your
utilitylies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain hoth 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 ot enrolled in PIPF and/or any other such utility arrearage
crediting program.

CONTIRMATION 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 TGO PALMCO AND
ADVISING YOU OF YQUR RIGHT TO RESCIND YOUR
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARIC OF
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH
FALMCO 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, ORIN WRITING}.

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco 5. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a rnonth-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of fime set forth in
your Confirmation Letter. If PALMco decides 1o 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 fetter to PALMco al §751 18th Avenue,
Brooklyn, NY 11214; or (¢} 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 pravided 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 ot to an
area not served by PALMco; or (¢} PALMco returns you ta your
utility’s applicable tariff service pursuant ta 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 Fower 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 relacation, the cancellation shall apply only
to the Service Addressies) you move from, and not any other
Service Address{es) covered by this Agreement. I you
voluntarily return or switch back to your natural gas and/or
electric utility after choosing PALMco, you may not be served
undar 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 wilt
pay an Introductory Price as set forth in your Confirmatior
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 Leiter for
the fixed term indicated in your Confirmation Letier. 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
maonth to month as determined by PALMco in its sale discretion,
based on the applicable monthly NYMEX ciosing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMca 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 soie discretion
hased on a zonal locational marginal price {“LMP”) determined
on a day ahead or real time basis, any supply and agency
functions that PALMco perfarms for you, line loss, compliance













Cheryl Smith

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

Sent; Thursday, May 30, 2019 12:12 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00508542 [ ref:_00DtOGzXt._

500t0J1Y00:ref |

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00508542
COMPANY:

CUSTOMER;
ADDRESS: Marion Ohio-
SERVICE ADDRESS: Marion, Ohio [ |Gl

AlQ: Palmco Power OH LLC

SERVICE ﬁﬂT NUMBER:
~INOLE 10 suppier. 10 ensure your response attaches to the appropriate

case, please reply to this email without changing the subject line. A status
update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4801:1-21-06(D}(1)(h)(v)™*

Please review the customer email provided below and respond to the
following:

-Please provide the enroliment TPV and the contract terms and conditions.
-Please state the rate you billed the customer each month since
enrollment.

-Please address the allegation that the customer is not being billed
according to the contract.

-Please respond with resolution including refund.

-Please cancel immmediately without penalty and place customer on your
DNC list.

DESCRIPTION OF ISSUE:



Customer is calling about Palmco for gas and electric . She has CGO and
OE. She says that she enrolled 8/27/18 through a door-to-door sale. The
contract was supposed to be fixed at $.37 per ccf for 17 months. Her bill
jumped to about $1.49 per ccf and $.082 per kWh. The door-to-door rep
told her that the price would go up for electric to $.082 per kWh for the next
16 months but that every supplier would be charging that much and led her
to believe that his price was competitive.

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:_00Dt0GzXt._500t0J1 Y00 ref



Cheryl Smith

From: Kevin Roman
Sent: Wednesday, June 05, 2019 12:56 PM
To: Bellkys Castillo; Billing Operations Team

Cc: Keenia Jos;
Subject: RE: PUCO coLoqs | G-
Did you run it without dashes/hyphens? # should be-efore the EOS Macro is run.

| listed the data below, which had the same .37 INT rate for the 9/18/18 — 10/17/18 bill.

ServiceAccountNumber | InvoiceType | InvoiceBillType | ServiceBeginDate | ServiceEndDate

ChargeCategory

State and Local Sales
Tax

Standard Rate Ready 2018-09-18 2018-10-17
00:;00:00 00:00:00

Energy Charge

Kevin Roman ~ Operations Analyst

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427

From: Bellkys Castillo

Sent: Wednesday, June 5, 2018 12:51 PM

To: Billing Operations Team <BillingOperationsTeam@indraenergy.com:>
Cc: Keenia Joseph <kjoseph@indraenergy.com>

subject: PUCO-JJilicoron

Good afternoon.

| ran the EOS macro for the natural gas account (charges attached — exported from P2C), per P2C notes, but it is not
producing any data. We were supposed to charge the customer $0.37000/Ccf for the first two billing cycles, which the

attached does not show the same.

Essentially, | want to confirm that the service start date was in October 2018, and not prior, as charges reflected an the
attached starts on October 17, 2018. If the services indeed began in October 2018, then we would need to credit the

customer’s second billing cycle according to the terms and conditions.
Please kindly assist.

Thank you.

Bellkys Castillo — Compliance Supervisor



15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427



Orpheus Craig ue

From:
Sent:
To:
Subject:

Tara Jones <contactthepuco@puc.state.oh.us>

Wednesday, February 20, 2019 9:59 AM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253476 [ ref_00Dt0GzXt._SO0t0OFLEZW:ref |

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253476
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:

Cincinnati, Ohio ||
cincinnati, Ohio [

AlQ: Palmco Energy OH LLC
SERVICE ACCOUNT NUM-

**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
Q.A.C. 4901:1-29-06(D){6)(b)(v)™™*

DESCRIPTION OF ISSUE:

This customer contacted our office and spoke to one of our intake workers
regarding her complaint. The customer stated that she contacted Paimco
in February 2018 and asked to cancel the enroliment. The enrollment was
never cancelied. She just recently realized that the enroliment was never
dropped. She stated that she is paying a much higher rate than what she
helieved she enrolled.

Please investigate. When did the account enroll? What were the terms of
the enrollment? Please provide a copy of the TPV and confract and any
other letters and materials mailed out to the customer. Did the customer
call in February 2018 to cancel as she stated? What happened that he
drop was not processed at that time?

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.

ref:_00D10GzXt._500tOFLEZW: ref



William Schaaf

From: William Schaaf

Sent: Friday, February 22, 2019 2:29 PM

To: Tara Jones

Cc: indra Energy Compliance

Subject: RE:; PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00253476 [ ref,_00Dt0GzXt._
500tQFLEZW!ref ]

Attachments: -TPV‘MP3; B - greement.pdf; I Confirmation Pack-Electric.odf; [l

Confirmation Pack-Gas.pdf

Hello Tara and the PUCO,

Regarding Case # 00253476, | | | G

-nrolled her gas and electric accounts in Palmco’s variable rate service on 1/20/18, upon completion of the
attached TPV recording and signed agreement. We’ve also attached the confirmation packages sent to the customer
detailing the terms of service. Palmco began servicing the customer’s gas and electric accounts on 2/6/18.

In October 2018, Palmco began doing business as Indra Energy. The customer was sent a postcard explaining the brand
name change, and Indra continued servicing the customer’s accounts in line with the terms of her enrollment.

-irst contacted our Customer Service line on 2/13/19. The customer requested the cancellation of her
accounts, which was processed promptly and without penalty. Outbound drop transactions were submitted, and service
end dates were established by the customer’s utility. The customer’s gas and electric accounts are scheduled to stop
receiving our supply on 3/7/19 and 3/6/19, respectively. We have no record of the customer contacting our office to
cancel her service prior to this call.

In an effort to ensure customer satisfaction, we are planning to rerate the customer’s most recent gas and electric bilts
to the rates we have on file for her utilities. We've included a chart below with our calculations for these adjustments.
The customer’s upcoming final bills are also flagged to be adjusted accordingly. This will provide the financial effect of
expediting the customer’s return to the utility’s standard service, making the termination cf Indra’s supply effective over
a month prior to the date of the customer’s cancellation request.

Gas Adjustment

Begin End Date Billed | Supply Charge | ReRate | ReRate | ReRate | ReRate | Amt Due
Date Usage | (with tax} To: PreTax | Tax Total Customer
1/8/2019 | 2/6/2019 | 135 $253.29 $0.3584 | 548.38 | 53.39 $51.77 | $201.52

Electric Adjustment

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

1/8/2019 | 2/6/2019 | 289 $70.25 | $0.0615 | $17.77 | $52.48

Please |et us know if we can be of any further assistance.

Thank you.



William Schaaf — Lead Compliance Investigator
15 Market Street, Suite 1200
itadelphia, PA 19102
888.504.6372
718.851.2427

From: Tara Jones [mailto:contactthepuco@puc.state.oh.us)

Sent: Wednesday, February 20, 2019 9:59 AM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253476 [ ref:_00Dt0GzXt._500t0FLEZW:ref |

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00253476
CUSTOMER:
ADDRESS: cCincinnati, Ohio | Il

SERVICE ADDRESS: , cincinnati, Ohio [l

I
AlQ: 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, this must be provided within 3 business days, per
0.A.C. 4801:1-29-06(D){(6)(b}{(v)*

DESCRIPTION OF ISSUE:

This customer contacted our office and spoke to one of our intake workers
regarding her complaint. The customer stated that she contacted Palmco
in February 2018 and asked to cancel the entoliment. The enrollment was
never cancelled. She just recently realized that the enrollment was never
dropped. She stated that she is paying a much higher rate than what she
believed she enrolled.

Please investigate. When did the account enroll? What were the terms of
the enroliment? Please provide a copy of the TPV and confract and any
other letters and materials mailed out to the customer. Did the customer

2



call in February 2018 to cancel as she stated? What happened that he
drop was not processed at that time?

Sincerely,

Tara Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCQO (7826)

www.PUCOQO.ohio.qov

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

ref: 00Dt0GzXt. 500t0FLEZW:ref



Orpheus Craigue

From:
Sent:
To:

Subject:

Tara Jones <contactthepuco@puc.state.oh.us>

Friday, February 15, 2019 2:54 PM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00253480 [ ref:_00Dt0GzXt._S00t0FLERC:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE 1D: 00253480

ADDRESS: Cincinnati, Ohio | IR

SERVICE ADDRESS: I Cincinnati, omo

AlQ: Palmco Power OH LLC _

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

DESCRIPTION OF ISSUE:

This customer contacted our office and spoke to one of our intake workers
regarding her complaint. The customer stated that she contacted Palmco
in February 2018 and asked to cancel the enrollment. The enroliment was
never cancelled. She just recently realized that the enrollment was never
dropped. She stated that she is paying a much higher rate than what she
believed she enrolled.

Please investigate. When did the account enroll? What were the terms of
the enroliment? Please provide a copy of the TPV and contract and any
other letters and materials mailed out to the customer. Did the customer
call in February 2018 to cancel as she stated? What happened that he
drop was not processed at that time?

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.

ref:_00Dt0GzXt._S00tOFLERC:ref



William Schaaf

From: Williarn Schaaf

Sent: Friday, February 22, 2019 11:22 AM

To: Tara Jones

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253480 | ref:_00Dt0GzXt._
SCCtOFLERCref ]

Attachments: B -vves; -Agreement,pdf;-Confirmation Pack-Electric.pdf; |}
Confirmation Pack-Gas.pdf

Hello Tara and the PUCOQ,

Regarding Case # 00253480,-

nrolled her gas and electric accounts in Palmco’s variable rate service on 1/20/18, upan completion of the
attached TPV recording and signed agreement. We've also attached the confirmation packages sent to the customer
detailing the terms of service. Palmco began servicing the customer’s gas and electric accounts on 2/6/18.

In October 2018, Palmco began doing business as Indra Energy. The customer was sent a postcard explaining the brand
name change, and Indra continued servicing the customer’s accounts in line with the terms her enrollment.

irst contacted our Customer Service line on 2/13/19. The customer requested the cancellation of her
accounts, which was processed promptly and withcut penalty. Outbound drop transactions were submitted, and service
end dates were established by the customer’s utility. The customer’s gas and electric accounts are scheduled to stop
receiving our supply on 3/7/19 and 3/6/19, respectively. We have no record of the customer contacting our office to
cancel her service prior to this call.

In an effort to ensure customer satisfaction, we are planning to rerate the customer’s most recent gas and electric bills
to the rates we have on file for her utilities, We've included a chart below with our calculations for these adjustments.
The customer’s upcoming final bills are also flagged to be adjusted accordingly. This will provide the financial effect of
expediting the customer’s return to the utility’s standard service, making the termination of Indra’s supply effective over
a month prior to the date of the customer’s cancellation request.

Gas Adjustment

Begin end Date Billed | Supply Charge | ReRate | ReRate | ReRate | ReRate | Amt Due
Date Usage | {with tax) To: PreTax | Tax Total Customer
1/8/2019 | 2/6/2019 | 135 $253.29 $0.3584 | $48.38 | $3.39 $51,77 | $201.52

Electric Adjustment

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

1/8/2019 | 2/6/2019 | 289 $70.25 | $0.0615 | $17.77 | $52.48

Please let us know if we can be of any further assistance.

Thank you,



William Schaaf — Lead Compliance Investigator
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

From: Tara Jones [mailto:contactthepuco® puc.state.oh.us)

Sent: Friday, February 15, 2019 2:54 PM

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

Subject: PUBLIC UTILITIES COMMIS5ION OF OHIO - CASE #: 00253480 [ ref;_00Dt0GzXt._500tOFLERC:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00253480

CUSTOMER:
ADDRESS: cincinnati, Ohio |||l
SERVICE ADDRESS: "cincinnati, Ohio |||l

AlG: Palmco Power 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, this must be provided within 3 business days, per
O.A.C. 4901:1-21-06(D){(1Kh)(v)™*

DESCRIPTION OF ISSUE:

This customer contacted our office and spoke to one of our intake workers
regarding her complaint. The customer stated that she contacted Palmco
in February 2018 and asked to cancel the enrollment. The enrollment was
never cancelled. She just recently realized that the enrollment was never
dropped. She stated that she is paying a much higher rate than what she
believed she enrolled.

Please investigate. When did the account enroll? What were the terms of
the enroliment? Please provide a copy of the TPV and contract and any
other letters and materials mailed out to the customer. Did the customer

2



call in February 2018 to cancel as she stated? What happened that he
drop was not processed at that time?

Sincerely,

Tara Jones

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCOQO.ohio.gov

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

ref:_00Dt0GzXt,_SO0tOFLEhC:ref



Thomas Sheehy

From: Cindi Mack <contactthepuco@puc.state.oh.us>

Sent: Monday, December 10, 2018 3:44 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00240992 [ ref:_00Dt0GzXt._500t0Dljht:ref ]
[x]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00240992
COMPANY:

CUSTOMER:-
ADDRESS: | Euclid, Ohio | NNEGEGEIN

SERVICE ADDRESS: I Fclid, Ohio
L

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
0.A.C. 4901:1-29-08(D){6}(b)(v)™™*

DESCRIPTION OF ISSUE:

Good afternoon,

Customer has no idea how her account became enrolled with Palmco
Energy.

Please advise when and how the account was acquired?

If this was a telephonic enroliment, please forward the sales call for review.
Do you have record of the enroliment being canceled? If so, as of when?
Please forward a copy of the TPV for review.

If there is any other information that | should know, it would be greatly
appreciated. Thank you!



Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead 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._0ODtOGzXt._500t0Dljht:ref



William Schaaf

From: William Schaaf

Sent: Thursday, December 13, 2018 2:49 PM

To: Cindi Mack

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00240992 | ref._00DtOGzXt._
500t0Djhtref ]

Attachments: -TPV.MPB; I Confirmation Pack.pdf; Indra Post Card.pdf; II-Sales
Call.wav

Hello €indi and the PUCO,

Regarding Case#t 00240992, -

enrolled her electric account in Palmco’s supply service on 8/25/18, upon completion of the attached TPV
recording. A confirmation package was then sent to the customer detailing the terms of service, and Palmco began
servicing her account on 10/4/18.

On 9/28/18, the customer was sent a postcard explaining that Palmco was changing its trade name to Indra Energy.
Palmco began conducting business under Indra Energy in October 2018.

-contacted our Customer Service line on 10/2/18, and our CSR went over the details of her enrollment.

After being contacted by|jjllzain on 10/18/18, we submitted an outbound drop transaction per her request.
The customer’s utility, Cleveland Illuminating, then established a service end date of 10/31/18. No ETFs were issued for
the customer’s decision to opt out of our supply service,

At the time of enroliment, -agreed to switch her electric supply service to Palmco with an initial rate of 5.4
cents per kWh for the first month, and a fixed rate of 8.2 cents per kWh for the following 16 months, The customer
received our supply from 10/4/18 — 10/31/18 and was billed at the contracted rate of 5.4 cents per kwh, which based
on our records was lower than the utility’s standard offer.

Please let us know if we can be of further assistance. Thank you.

William Schaaf - Lead Compliance Investigator
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

From: Cindi Mack [mailto:contactthepuco@ puc.state.oh.us]

Sent: Monday, December 10, 2018 3:44 PM

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

Subject: PUBLIC UTILITIES COMMISSION QF OHIO - CASE #: 00240992 [ ref:_00Dt0GzXt._ 500t0ODljht:ref )



Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00240992
COMPANY:

CUSTOMER:
ADDRESS: Euclid, Ohio [ IGzGzN

seRVICE ADDRESS: GG . c!ic. Ohio

AlQ: 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
0.A.C. 4901:1-29-08(D){(8)(b)(v)*™*

DESCRIPTION OF ISSUE:

Good afternoon,

Customer has no idea how her account became enrolled with Palmco
Energy.

Please advise when and how the account was acquired?

If this was a telephonic enroliment, please forward the sales call for review.
Do you have record of the enrolliment being canceled? If so, as of when?
Please forward a copy of the TPV for review.

If there is any other information that | should know, it would be greatly
appreciated. Thank you!

Sincerely,

Cindi Mack

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800) 686-PUCO (7826)



www.PUCO.ohio.gov

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

ref:_00Dt0GzXt._500t0Dljht:ref



Orpheus Craigue

From:
Sent:
To:
Subject:

Cindi Mack <contactthepuco@puc.state.oh.us>

Thursday, February 14, 2019 8:28 AM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF QHIQ - CASE #: 00253039 [ ref,_QODt0GzXt._5C0t0FLTxv:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00253039
COMPANY:

CUSTOMER:
ADDRESS: - Columbus, Ohio | EGN

SERVICE ADDRESS: IS Columbus, Ohio [N
AlQ: Palmco Power OH LLC

SERVICE ACCOUNT NUMBER;:

NIQ:

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

DESCRIPTION OF ISSUE:

Good morning!

_spoke to staff yesterday regarding his enrollment. He said that
he did not authorize his account to be enrolled with your company.

Please forward all supporting documentation related to his

enroliment. Including all signed documents, how the account was
enrolled, send a copy of the sales call if it was a telephonic enroliment, a
copy of the TPV, if this was an online enrollment, please forward the IP
address and the email address that was used.



Did the customer contact the company about this? If so, when and what
was he advised?

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800) 686-PUCO (7826)

www.PUCO.chio.gov

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

ref: 00Dt0GzXt. 500tOFL1xv:.ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Friday, February 15, 2019 1:19 PM

To: Cindi Mack

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00253039 [ ref,_00Dt0GzXt,_500t0FL 1xviref
]

Categories: PUCO Complaint

Good afternoon Cindi,

After searching the name and the address here, we’ve been unable to find any record of this customer as a current
customer or under any recent enrollments. If you do believe this customer has been enrolled with Indra, we would
appreciate having some additional information on hand to help us locate the account —such as either 2 phone number
or account number(s).

Otherwise, we don‘t believe this individual is a customer of outs.

Please follow up if you need anything else. Thank you.

Crpheus Craigue — Asst. Compliance Cfficer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504,6372
718.851.2427#%

From: Cindi Mack <contactthepuco@puc.state.ch.us>

Sent: Thursday, February 14, 2019 08:28

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

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00253039 [ ref:_00Dt0GzXt._500t0FLIxv:ref ]



Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00253038
COMPANY:

CUSTOMER:
ADDRESS: Calumbus, Ohio [ ENGEGNG
SERVICE ADDRESS: , Columbus, Ohio [l

AlQ: 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
Q.A.C. 4801:1-21-06(D){1)}(h){v)***

DESCRIPTION OF ISSUE:

Good morning!

spoke to staff yesterday regarding his enrollment. He said that
he did not authorize his account to be enrolled with your company.

Please forward all supporting documentation related to his

enrollment. Including all signed documents, how the account was
enrolled, send a copy of the sales call if it was a telephonic enrollment, a
copy of the TPV, if this was an online enroliment, please forward the IP
address and the email address that was used.

Did the customer contact the company about this? If so, when and what
was he advised?

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800) 886-PUCO (78286)

www.PUCQO . ohio.gov




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

ref: 00Dt0GzXt._S500tOFL1xv:ref



Cheryl Smith

From: Indra Energy Compliance

Sent: Wednesday, May 29, 2019 6:15 PM

To: 'PUCC Consumer Call Center’

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507177 [ ref:_00DtOG2Xt._
500t0J1Dom:ref ]

Attachments: -- TPY.mp3

Good afternoon.
Pursuant to the above-captioned complaint, attached is the TPV conducted for the enroliment of the customer’s electric
and natural gas accounts. A final response will be provided within 10 business days of our receipt of this complaint.

Regards,

Compliance

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427

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

Sent: Wednesday, May 29, 2019 4:09 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIQ - CASE #: 00507177 [ ref:_00Dt0GzXt._500t0)1Dom:ref |

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days
CASE ID: 00507177

ADDRESS: Lorain, Ohio INEGEIN

AlQ: Palmco Power OH LLC
SERVICE ACCOUNT NUMBER:

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



DESCRIPTION OF \SSUE:
Good Afternoon,

_contacted the PUCO regarding an enrollment issue.
She states that she received notice of a switch to the company, but she
notes that she cancelled with the company.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

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

If fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

so, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for ali service
periods during which the customer was enrolled?

7. Has a request to cancel or drop the enrollment been received? If so,
please provide the service end date provided by the distribution
utility?

8. Is an adjustment in process for the customer? If no, why not?

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

PONp~

bl

Please provide copies of the following:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enroliment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enrollment agreement.

Copy of the Contract Expiration notice

NN~

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826}

www.PUCO.ohio.gov

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

ref:_00ODtOGzXt._500t0J1Dom:ref



Cheryl Smith

From: Indra Energy Compliance

Sent; Wednesday, June 05, 2019 11:35 AM

To: PUCQC Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507177 [ ref:_00Di0GzXt._
500t0J1Dom:ref ]

Attachments: I - Enroliment Confirmation Gas.pdf; [JJJliJj- TPV.mpa3; -Agreement.jpg; - -

Enrollment Coniirmation Electric.pdf

Good morning.

The customer’s electric and natural gas accounts were enrolied on April 6 and 18, 2015, via a door-to-door sale, into our
variable rate plan at an introductory rate of $0.05200 per kWh and $0.39000 per Ccf, both for the first billing cycle, then
a variable rate thereafter. Attached is the sales agreement executed by the customer’s spouse, | IENENINGIGINGgGE the
Third-Party Verification voluntarily conducted by | cknowledging the terms of the enrollment, and the
enrollment confirmation packets, inclusive of the terms and conditions of service, sent to the customer for each of the
energy accounts.

Prior to initiating service on the first and second enrollments, the customer cancelled and we did not supply any energy
to either of the customer’s energy accounts as the service end dates provided by the utility of April 26, 2019 were prior
to the starting date of service for each energy account.

Regards,

Compliance
15 Market Street, Suite 1200
iladelphia, PA 19102
B888.504.6372
718.851.2427

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

Sent: Wednesday, May 29, 2019 4:09 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507177 [ ref:_00Dt0GzXt._500t0J1Dom:ref ]

Public Utilities
Commission



tnitial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days
CASE ID: 00507177

CUSTOMER:

ADDRESS: * Lorain, Ohio I

AlQ: Palmco Power OH L
I

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

DESCRIPTION OF ISSUE:
Good Afternoon,

contacted the PUCO regarding an enrollment issue.
She states that she received notice of a switch to the company, but she
notes that she cancelled with the company.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

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

If fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

so, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for all service
periods during which the customer was enrolied?

7. Has a request to cancel or drop the enrollment been received? If so,
please provide the service end date provided by the distribution
utility?

8. Is an adjustment in process for the customer? If no, why not?

9. If an adjustment is in process will it be a refund or a credit to the bili?

rall Sl

o

Please provide copies of the following:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enroliment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enrollment agreement.

Copy of the Contract Expiration notice

Nk~



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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800} 686-PUCO (7826)

www.PUCQ.chio.gov

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

ref:_00Dt0GzXt._500t0J1Dom:ref



1515 Market Streer, suite 12Uy
Philadelphia, PA, 19102

CINERWQTY IndraEnergy.com
CustomerCare@IndraEnergv.com

1 (888) 5C
1(888) 504 6372

4/22/2019

Lorain, OH

I NS 1eTTear 15 CoNTIFMING yOur Se1ection ar Inara tnergy as your naturai gas supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

Your enroliment will be sent 1o LolumBta was. You will receive a confirmation notice from Columbia Gas
confirming your selection of \ndra Energy as your natural gas supplier. Your service will begin with your first
meter read by your utility after your enroliment 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 unahble 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:

I the first billing cycle, and a variable rate thereafter.
To access future varlable pricing |nformat|0n updated monthly, visit Indra’s website at
https://IndraEnergy.com/ohio/ohio-variable-rates/.

One hundred percent (100%) of your natural gas usage
will be matched with carbon ofrsets.

You may receive a pnone call rom us 1o obtain your feedback regarding your enrollment experience.
If not, we'd love to hear from you, so please call us at the number below.

It 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@indraEnergy.com.

Thanl you again for choosing us as your energy supplier!
Sincerely,
Indra Energy Customer Care

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

V.OHE 18-10.01



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@IndraEnergy.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 tntroductory/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://indraEnergy.com/ohio/ohio-variable-rates/ or by
calling (888) 504-6372.

Other Charpes: 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
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RENEWABLE ENERGY INFORMATION. The applicable
generation resource mix and environmental characteristics of
the electric supply sold by Indra are available at
www.IndraEnergy.com. This information is updated
periodically following the requirements of the Public Utilities
Commission of Ohio, If you select an electric renewabhle energy
product, one hundred percent {100%) of your electricity usage
will be matched with renewable energy credits (RECs),
generated from renewable or alternative energy sources in the
United States which have been qualified as such. If you select a
natural gas renewable energy product, one hundred percent
{100%]) of your natural gas usage will be matched with carbon
offsets.

BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING.
You will be billed by your utility(ies) at intervals established by
vour 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 an the date set farth on the bill. You shall pay a
late payment charge on all unpaid amounts {including arrears
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and late payment charges) owing and not received by Indra by
the due date of the bill, at a rate of 1.5% per month or the
maximum amount permitted by law, whichever is lower. You
shall also be responsible for paying Indra’s reasonable
attorneys’ fees, costs, and expenses incurred by it in collecting
any such payment from you. If you fail to pay your bill for
natural gas and/or electric supply service or you fail to satisfy
any agreed upon payment arrangement you may have, your
utility may disconnect your service in accordance with the
provisions of its tariff. If your utility disconnects your service,
this Agreement may be automatically terminated. In addition,
if your payment for natural gas and/or electric supply service is
not received from you on a timely basis or does not meet any
agreed-upon payment plan, Indra may, after 14 calendar days’
written notice to you, terminate this Agreement and its natural
gas and/or electric supply service to you. You have the right to
request from Indra, without charge, up to 24 months of your
payment history covering services rendered by Indra, without
charge, twice within any 12-month period. Budget Billing is
available for both the delivery and natural gas and/or electric
supply service portions of your bill. If you are interested in
Budget Billing, you should contact your utility and request to
be placed on a Budget Billing plan. If your electric utility is Duke
Energy Ohio, to request Budget Billing for the electric supply
service portion of your electric bill, you should contact Indra
and request to be placed on a Budget Billing plan.

CUSTOMER _INFORMATION RELEASE. You authorize Indra to
begin your enrollment, initiate service to the accounts listed in
your Confirmation Letter {or in any addendum) and to obtain
historical billing data and other information about you
(“Customer Information”) from your natural gas and/or electric
utility {ies}, so that Indra can start and continue its service to
you. Indra reserves the right to refuse to provide service to you
under this Agreement if it is unable to obtain the necessary
Customer Information or it obtains Customer Information that
it considers to be unsatisfactory. For your natural gas supply,
Indra will not release your social security number, account
number(s), or any other Customer Information without your
express written or electronic consent, except in accordance
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio
Administrative Code, or if it sells or assigns this Agreement to
anather 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@Indraknergy.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 & a.m. to 5 p.m. weekdays,
or at http://www.puco.chio.gov. Hearing or speech impaired
customers may contact the PUCO via 7-1-1 (Ohio relay service}.
The Chio Consumers’ Counsel {OCC) represents residential
utility customers in matters before the PUCO. The OCC can he



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 IS5UE, CLAIM OR
DISPUTE RELATING TO THIS AGREEMENT FDR 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 UMITATION, WARRANTIES OF
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.
APPLICABLE LAWS, ETC. This Agreement is subject to all
applicable Federal, state, and local laws, and the orders, rules,
and regulations of governmental agencies having jurisdiction

over the subject matter of this Agreement, including, without
limitation, the Public Utilities Commission of Ohio. THIS
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO
PRINCIPLES RELATING TO CONFLICTS OF LAW.,

AGREEMENT DETAILS. Our full, legal name is Palmco Power
OH, LLC dba Indra Energy for electric supply service and Palmco
Energy OH, LLC dba Indra Energy for natural gas supply service,
but we have used “we”, “us”, “our” or “Indra Energy” to refer
to ourselves for the purposes of this Agreement. We use “you”
or “your” to refer to you, the customer.

MISCELLANEOUS. Indra assumes no responsibility or liability
for the following items that are the responsibility of the
utility (ies): operation and maintenance of the utility’s
natural gas and/or electrical system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of 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 otherterms and conditions are changed. You may not assign
this Agreement without Indra's prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCQ, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or Indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC QUTAGE
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR
LOCAL UTIUTY.

V.E.18-12.01






1515 Market Street, suite 1200
Philadelphia, PA, 197102

ENERGY IndraEnergy.com
—ustomerCare@IndraEneray.com

1 (BB} 5C
1 {888)504 6372

4/22/2019

Lorain, OH

I NIS letter IS CONTIFMING your Selection oT INara tnergy as your natural gas supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

YOUr enroiiment will be sent 1o Lolummia Las. You wilt receive a confirmation notice from Columbia Gas
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 enrcllment 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:

Rate of $0.39000/Ccf for the first billing cycle, and a variable rate thereafter.
To access future variable pricing information, updated monthly, visit indra’s website at
https://IndraEnergy.com/chio/ohio-variable-rates/.

5.
One hundred percent (100%) of your natural gas usage
Wwill D& matched WITh carbon offsets.

You may recelve a pnone call from us to obtain your feedback regarding your enrollment experience.
If not, we'd love to hear from you, so please cali us at the number below.

It 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@indraEnergy.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 IndraEnergyRewards.com

V.OHE 18-10.01



CHIC 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
tisted 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 menth-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 15102; or {c) emailing

CustomerCare@IndraEnergy.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
Peoint, 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://IndraEnergy.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 ALUTOMATIC RENEWAL. At least fortv-five {45]
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You will be billed by your utility{ies) at intervals established by
your utility{ies). You will pay Indra’s charges for natural gas
and/or electric supply service based on meter readings and
consumption information that Indra receives from your utility
(“Billing Quantity”). You will receive a single monthly bill from
your utility that contains both Indra’s charges and your utility’s
charges. Your payment for natural gas and/or electric supply
service is due on the date set forth on the bill. You shall pay a
late payment charge on all unpaid amounts (including arrears

and late payment charges) owing and not received by Indra by
the due date of the bill, at a rate of 1.5% per month or the
maximum amount permitted by law, whichever is lower. You
shall also be responsible for paying Indra’s reasonable
attorneys’ fees, costs, and expenses incurred by it in coltecting
any such payment from you. If you fail to pay your bill for
natural gas and/or electric supply service or you fail to satisfy
any agreed upon payment arrangement you may have, your
utility may disconnect your service in accordance with the
provisions of its tariff. If your utility disconnects your service,
this Agreement may be automatically terminated. In addition,
if your payment for natural gas and/or electric supply service is
not received from you on a timely basis or does not meet any
agreed-upon payment plan, Indra may, after 14 calendar days’
written notice to you, terminate this Agreement and its natural
gas and/or electric supply service to you. You have the right to
request from Indra, without charge, up to 24 months of your
payment history covering services rendered by Indra, without
charge, twice within any 12-month period. Budget Billing is
available for both the delivery and natural gas and/or electric
supply service portions of your bill. If you are interested in
Budget Billing, you should contact your utility and request to
be placed on a Budget Billing plan. If your electric utility is Duke
Energy Chio, to request Budget Billing for the electric supply
service portion of your electric bill, you should contact Indra
and request to be placed on a Budget Billing plan.

CUSTOMER INFORMATION RELEASE. You authorize Indra to
begin your enrollment, initiate service to the accounts listed in
your Confirmation Letter (or in any addendum) and to obtain
historical billing data and other information about you
(“Customer Information”) from your natural gas and/or electric
utility {ies), so that Indra can start and continue its service to
you. Indra reserves the right to refuse to provide service to you
under this Agreement if it is unable to obtain the necessary
Customer Information or it obtains Customer Information that
it considers to be unsatisfactory. For your natural gas supply,
Indra will not release your social security number, account
number(s), or any other Customer Information without your
express written or electronic consent, except in accordance
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio
Administrative Code, or if it sells or assigns this Agreement to
another third-party supplier. For your electric supply, Indra
will not release your social security number, account number(s)
without your written or electronic consent, except for Indra’s
own collections and/or credit reporting, participation in
programs funded by the universal service fund, pursuant to
section 4928.52 of the Revised Code, or if it sells or assigns this
Agreement to another third-party supplier.

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S.
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102,
or by e-mail at CustomerCare@IndraEnergy.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 Chio (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 am. 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 eyvent. 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 Paimco 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.

MISCELLANEQUS. 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
herecf and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification (TPV), except if due a change in market
conditions, Indra wishes lower the price {per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no otherterms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or Indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-12.01






1515 Market Streer, sulte | U
Philadelphia, PA, 19102

CINE R T ndraEnergy.com
~ustomerCare@IndrakEnergy.com

1 (888B) 5C
1(888) 504 6372

4/22/201%

Lorain, OH 44052

1MIS IeTTEr 1S CONTIFMING your Selection oT INAara knergy as your electricity supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

YOUr enrciiment will Pe sent 10 UNIo Eaison. You wili receive a confirmation notice from Ohio Edison confirming
your selection of Indra Energy as your electricity supplier. Your service will begin with your first meter read by
your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind
vour 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 cantact you to resolve the issue.

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

ste of $0.05200/kwh for the first hilling cycle, and a variable rate
thereafter. To access future variable pricing information, updated maonthly, visit Indra’s website at
https://indraEnergy.com/ohio/ohio-variable-rates/.

One hundred percent (100%) of your electricity usage will
be matcned with renewable energy credits [RECs), generated from renewable or alternative energy
sources in the United States.

You may recetve a pnone call from us to obtain your feedback regarding your enrollment experience.
If not, we’d love to hear from yau, so please call us at the number below.

It you have any questions, please feel free to contact us at 888-504-6372 weekdays B;:00 am to 7:00 pm or email
us at CustomerCare@IndraEnergy.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 IndrakEnergyRewards.com

V.OHE 18-10.01



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 Confirmaticn 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 (OQRALLY 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@IndraEnergy.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 Introductary 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
whaolesale 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







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 CHIO LAW, IF THERE IS AN ISSUE, CLAIM OR
DISPUTE RELATING TQ 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/DR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE
REGULATIONS OF ANY AGENCY IN YQUR 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
applicabie 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 Qhio. 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.

MISCELLANEQUS. 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 electricai system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification (TPV), except if due a change in market
conditions, Indra wishes lower the price {per ccf or mcf or
kilowatt-hour as applicable} charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-12.01









Cheryl Smith

From:
Sent:
To:
Subject:

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

Wednesday, May 29, 2019 4.09 PM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00507177 [ ref:_DODtDGzXt._
5001041 Dom:ref ]

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days
CASE ID: 00507177
CUSTOMER:
ADDRESS: Lorain, Ohio 44052
AlQ: Palmco Power 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, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)}(h)(v)***

DESCRIPTION OF ISSUE:

Good Afternoon,

Ms-ontacted the PUCO regarding an enroliment issue.
Sheotares that she received notice of a switch to the company, but she

notes that she cancelled with the company.
Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

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

If fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

so, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for all service
periods during which the customer was enrolled?

7. Has a request to cancel or drop the enroliment been received? If so,

please provide the service end date provided by the distribution

utility?

P =
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8. Is an adjustment in process for the customer? If no, why not?
9. If an adjustment is in process will it be a refund or a credit to the
bill?

Piease provide copies of the following:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enrollment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enroliment agreement.

Copy of the Contract Expiration notice

NoOThWN

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.qov

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

ref;_00Dt0GzXt. _500t0J1Dom:ref



Cheryl Smith

From: Indra Energy Compliance

Sent: Wednesday, May 29, 2019 6:15 PM

To: 'PUCO Consumer Call Center'

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES CCMMISSION OF OHIO - CASE #: 00507180 [ ref._00Dt0GZXt._

DsE:ref ]
Attachments: PY.mp3

Good afternoon.

Pursuant to the above-captioned complaint, attached is the TPV conducted for the enrollment of the customer’s electric
and natural gas accounts. A final response will be provided within 10 business days of our receipt of this complaint.

Regards,

Compliance
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

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

Sent: Wednesday, May 29, 2019 4:01 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIQ - CASE #: 00507180 [ ref:_00Dt0GzXt._500t0J1DsE:ref )

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days
CASE ID: 005
CUSTOME
ADDRESS: Lorain, Ohio 44052
AlQ: Palmco Energy OH LLC
ERVICE ACCOUNT NUMBER:

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



DESCRIPTION OF ISSUE:
Good Afternoon,

Ms.-omacted the PUCO regarding an enroliment issue.

She states that she received notice of a switch to the company, but she
notes that she cancelled with the company.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

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

If fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

so, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for all service
periods during which the customer was enrolled?

7. Has a request to cancel or drop the enrollment been received? If so,
please provide the service end date provided by the distribution
utility?

8. Is an adjustment in process for the customer? If no, why not?

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

o=
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Please provide copies of the following:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enroliment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enrolliment agreement.

Copy of the Contract Expiration notice

Nookon=

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref:_00Dt0GzXt._500t0}1DsE:ref



Cheryl Smith

From: Indra Energy Compliance

Sent: Wednesday, June 05, 2018 11:42 AM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507180 [ ref:_00DI0GzXY._

500t0J1DsE:ref ]

Attachments: - TPV.mp3‘reement.jpg;-Enrollment Canfirmation Electric.pdf,
Enrollment Confirfanen was.pdf

Good morning.

The customer’s electric and natural gas accounts were enrolled on April 6 and 18, 2019, via a door-to-door sale, into our
variable rate plan at an introductory rate of $0.05200 per kWh and $0.39000 per Ccf, both for the first billing cycle, then
a variable rate thereafter. Attached is the sales agre ecuted by the customer’s spouse, M ||| Gz e
Third-Party Verification voluntarily conducted by Mrﬂknowledging the terms of the enrollment, and the
enrollment confirmation packets, inclusive of the terms and conditions of service, sent to the customer for each of the
energy accounts.

Prior to initiating service on the first and second enrollments, the customer cancelled and we did not supply any energy
to either of the customer’s energy accounts as the service end dates provided by the utility of April 26, 2019 were prior
1o the starting date of service for each energy account.

Regards,

Compliance

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427

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

Sent: Wednesday, May 29, 2019 4:01 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00507180 [ ref:_00Dt0GzXt._500t0J1DsE:ref ]

Public Utilities
Commission



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days
CASE ID: 00
CUSTOME
ADDRESS:
AlQ: Palmco Energy OH LLC
SERVICE ACCOUNT NUMBER:

orain, Ohio 44052

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

DESCRIPTION OF ISSUE:

Good Afternoon,

Ms-ontacted the PUCQ regarding an enroliment issue.

She states that she received notice of a switch to the company, but she
notes that she cancelled with the company.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

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

If fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

so, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for all service
periods during which the customer was enrolled?

7. Has a request to cancel or drop the enrollment been received? If so,
please provide the service end date provided by the distribution
utility?

8. Is an adjustment in process for the customer? If no, why not?

9. 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:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enroliment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enrollment agreement.

Copy of the Contract Expiration notice

NOoO AP



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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref:_00DtOGzXt._500t0J1DsE:ref



1515 Market Street, suite t2uuy
Philadelphia, PA, 19102

CINLRT IndraEnergy.com
—ustomerCare@IndraEnergv.com

1 (888) 5C
1(888)504 6372

4/22/2019

Lorain, OH 44052

I nts letter I1s coNtIrMINg YOUr SEIECLION OF INAra Energy as your electricity supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

Your enroliment Wil De SenT 10 UNID EaIson. You wii receive a confirmation notice from Ohia Edison confirming
your selection of Indra Energy as your electricity supplier. Your service will begin with your first meter read by
your utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind
your enrollment request, per Ohio state regulations, you must cantact your utility to do so.

If, for any reascn, we are unable to enroll your account we will be sure 1o contact you to resolve the issue.

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

ale o' !I.War tne first billing cycle, and a variable rate

thereafter. To access future variable pricing information, updated monthly, visit Indra’s website at
https://indraEnergy.com/ohio/ohio-variable-rates/.

One hundred percent (100%) of your electricity usage will
be matched with renewaple energy creans (KECs), generated from renewable or alternative energy
sources in the United States.

You may receive a pnone call rrom us to abtain your feedhack regarding your enrollment experience.
If not, we’d love to hear from you, so please call us at the number below.

It 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@!ndraEnergy.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 IndraEnergyRewards.com

V.OHE 18-10.01



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 enrolied 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 YQUR
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@IndraEnergy.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
he 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) ocutside 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 he
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







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 QHIO 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 T
INFORMALLY, IT MAY Bt 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 TD 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 DF 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 Utilties 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,

MISCELLANEQUS. Indra assumes no responsibility or liability
for the following items that are the responsibility of the
utility {ies): operation and maintenance of the utility's
natural gas and/or electrical system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification {TPV), except if due a change in market
conditions, Indra wishes lower the price (per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-12.01






1515 Market Street, suite 120U
Fhiladelphia, PA, 19102

CNEDRGY IndraEnergy.com
ZustomerCare@IndraEneragv.com

1 {(BBB) 5C
1(888)504 6372

4/22/2019

Lorain, OH 44052

I hiS 1eTTer 1S CONTIFMING Your selection or Inara Energy as your natural gas supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

YOUr enroliment will pe 5enT 10 LoIUmMDIA Gas. ¥ou will receive a confirmation notice from Columbia Gas
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
ta 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 8 summary of your service account with Indra Energy:

We first hilling cycle, and a variable rate thereafter.

To access future variable pricing information, updated monthly, visit Indra’s website at
https://IndraEnergy.com/ohio/ohio-variable-rates/.

5.
One hundred percent {100%) of your natural gas usage
will be matched with carban orrsets.

YOu may receive a phone call trom us ta abtain your feedback regarding your enrollment experience.
If nat, we'd love to hear from you, so please call us at the number below.

It 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 @/IndraEnergy.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 IndraEnergyRewards.com

V.OHE 18-10.01



QHIO 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 addendumj 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@IndraEnergy.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 pas 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







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 1S 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.

MISCELLANEQUS. Indra assumes no responsibility or liability
for the following items that are the responsibility of the
utility (ies): operation and maintenance of the utility’s
natural gas and/or electrical system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification {TPV), except if due a change in market
conditions, Indra wishes lower the price (per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no otherterms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or Indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-12.01









Cheryl Smith

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

Sent: Wednesday, May 29, 2019 4:01 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #; 00507180 [ ref:_00Dt0GzXt._

500t0J1DsE:ref ]

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days
CASE ID: 00507180
CUSTOMER;
ADDRESS:
AlQ: Palmco

***Note to supplier: To ensure your response attaches to the appropriate

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

DESCRIPTION OF ISSUE:

Good Afternoon,

Lorain, Ohio 44052

Ms!contacted the PUCQO regarding an enroliment issue.

Sh that she received notice of a switch to the company, but she
notes that she cancelled with the company.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

What was the rate the customer agreed t0? Was it fixed or variable?

if fixed, what was the term length?

Has the customer contacted the company concerning this issue? If

s0, when? What was the company’s response?

6. What was the customer billed per CCF/MCF/KWH for all service
periods during which the customer was enrolled?

7. Has a request to cancel or drop the enroliment been received? I so,
please provide the service end date provided by the distribution
utility?

8. s an adjustment in process for the customer? If no, why not?

e

o

1



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

Please provide copies of the following:

Copy of the sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the terms and conditions.
Copy of the TPV at the time of enrollment.

Copy of the IP and email address used to enroll if applicable.
Copy of the signed enroliment agreement.

Copy of the Contract Expiration notice

Nk~

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCQO (7826)

www.PUCQ.chio.gov

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

ref:_00Dt0GzXt._500t0J  DsE:ref



Sariah Brinker

From: Michael Coady <contactthepuco@puc.state.oh.us>
Sent: Friday, March 15, 2019 1.02 PM
To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIOQ - CASE # 00258520 [ ref._00Dt0GzXt._

blic | tilities
Com...ission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00258520
COMPANY:
CUSTOMERS
ADDRESS
SERVICE ,
AlQ: Palmco Energy (="
SERVICE ACCOUNT NUMBER:
NIQ:

, Ohioc 44105
Cleveland, Ohio 44105

***Note to supplier: To ensure your response attaches to the appropriate
case, please reply to this email without changing the subject line. A status
update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(8)(b)(v)***

DESCRIPTION OF ISSUE:

This customer contacted the PUCO to dispute enrollment with the
company. | have attached her mailed-complaint. She says that she
had been enrolled with the company before under the name of
Palmco but seems to indicate that that complaint was resolved. At
this time she discovered being enrolled with Indra Energy. She is
aware that the two are the same company but appears to dispute re-
enrolling with either company.

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,

1



copies of any welcome letters, copies of any TPVs, |.P. addresses
used, e-mail addresses used to enroll, copies of any signed
enroliment 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. 4901:1-219-10(F).

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCOQO (7826)

www.PUCO.ohio.goy

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

ref: 00Dt0GzXt. 500t0Fnidlref



Public Utilities Commission of Qhio
180 East Broad Street
Columbus, Ohio 43215 March Bth, 2019

eveland, Ohio 44105

{ originally complained to Palmco Energy on May 11, 2018 for deceptive and misleading practices, such
as variable cost, $200 penalty to discontinue service, conseguently customer entering a binding
contract, etc., after signing up through a church presentation by church sister Pam..Palmca apologize
and agreed to disconnect their service and waive the $200 penaity

On March 6, 20191 contacted Indra Energy to inguire how they became my supplier and compiain about
their cutrageous fluctuating cost . Inadvertently it was reveated they were also the same company as
Palmco, again demonstrating misleading and deceptive practices,

| am requesting a investigation into this company’s deceptive and misleading practices. Additionaliy, {
am requesting the Public Utilities Commission investigate if this comp  yis targeting seniors., more
specifically disable veterans/ seniors on fixed incomes. | am asking the Public Utilities to in eif
this company is specifically targeting fowsoi cee nu sini 2 exploit through
deceptive practices those communities.

Additionaliy, | am requesting the Pubfic Utilities Commission demand this company to refund or credit
my accounts to the lowest rate advertised during the period of May 11, 2018 and March 06, 2015....1
also reguest this refund/credit process be expedited

CcfFederal Energy Regulatory Commission
Dominton Energy



Sariah Brinker

From: William Schaaf

Sent: Thursday, March 21, 2019 2:54 PM

To: Michael Coady

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: Q0258520 [ ref_00Dt0GzXt._

500t0Fnldl:ref ]

Attachments: -Pv.mp
conitrnation Pack-

Hello Michael and the PUCOQ,

Regarding Case # 00258520,-

Ms.‘nrolled her two gas accounts in Palmco’s service on 5/1/18, as the result of a telephone sale. We do not yet
haveemesares audio available, but we’ve attached the TPV recording for this enrollment, as well as the confirmation
packages sent to the customer detailing the terms of service. Palmco began servicing the customer’s accounts on
5/30/18.

-Confirmation Pack-Gas Acc_

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

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

On 3/6/19, Ms.-:untacted our Customer Service line and requested to cancel her accounts with Indra. Qutbound
drops were submitted, and the customer’s gas utility established an estimated service end date of 4/3/19 for both
accounts.

The attached TPV was completed by MS_U enroll these accounts, and the accounts were hilled according to the
variable rate terms the customer agreed to. I'ne accounts were dropped before the customer filed her complaint, and
no termination fees were issued for cancellation. With that said, if we can help in resolving the customer’s concerns
here, please feel free to reach out.

Thank you.

William Schaaf — Asst. Compliance Officer

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718,851.2427

From: Michael Coady <contactthepuco@puc.state.oh.us>
Sent: Friday, March 15, 2019 1:02 PM



To: Indra Energy Compliance <Compliance@indraenergy.com:>
Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00258520 [ ref:_00Dt0GzXt._500t0Fnldl:ref |

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00258520
COMPANY:
CUSTOME
ADDRESS:
SERVICE ADDRESS:
AlQ: Palmco Energy
SERVICE ACCOUNT NUMBER:
NIQ:

Ohio 44105
leveland, Ohio 44105

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

DESCRIPTION OF ISSUE:

This customer contacted the PUCO to dispute enroliment with the
company. | have attached her mailed-complaint. She says that she
had been enrolled with the company before under the name of
Palmco but seems to indicate that that complaint was resolved. At
this time she discovered being enrolled with Indra Energy. She is
aware that the two are the same company but appears to dispute re-
enrolling with either company.

1. What was the method of enroliment?

2. Please provide all proof of enroliment 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, |.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. 4901:1-219-10(F).

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQO,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._500t0Fnidl:ref



Orpheus Craigue

From:
Sent:
To:
Subject:

Shawn Thompson <contactthepuco@puc.state.oh.us>

Tuesday, January 29, 2019 2:10 PM

Indra Energy Compliance

PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00249655 [ ref:_00Dt0GzXt._500t0EhL88:ref |

|
pslon

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00249655
COMPANY:;
CUSTOME
ADDRESS: hio 45326

SERVICE A Fletcher, Ohio

45326
AlQ: Palmco Power 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, this must be provided within 3 business days, per
O.A.C. 4901:1-21-06(D)(1){(h){(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Below is the email from the customer.

Complaint about KWH rate is excessive > | was contacted by
phone by PalmCo. The sales person told me | would get a fixed
low rate of $0.053 cents per kwh and could cancel at any time
without penalty. | signed up and my energy bill from the local



company showed "Indra" as my new supplier not "PaimCo." The
first 2 months were at the correct rate so | relaxed only to be hit
with a $409 monthly bill on the 3rd month!! They increased the
kwh rate from $0.053/kwh to $0.20498106/kwh...RIDICULQOUS
AND SCAM!I!I Now | am unable to cancel them for another
monthly bill cycle and will probably get hit with another huge bill
before they are done stealing from me. | looked this company up
online and found out TOO LATE that they have already been sued
for a settlement of over $5 Million in 2014 for this same type of
scam business. They increased my KWH rate by nearly 400%!! |
found similar blog comments about this company and several
others complaining about getting hit with monthly bills over $400
right after the introductory rate short term ended. There was no
notification of this increase and it is an exurbanite increase without
basis! on the EnergyChoice.ohio.gov website, this same company
"Indra" (as shown on my bill but not which | contracted with---
contract is with PalmCo) their highest rate is lower than
$0.10/KWH. What on earth did they base their 400% rate increase
on?? Please help!

*** Do you show a contact from the customer to dispute the rate?
*** Please provide a copy of the sales call, TPV, welcome packet
and terms.

** Please provide all of the details regarding this issue to our
office for review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCOQO.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:_00D10GzXt._500t0EhL88: vef



Orpheus Craigue

From: Orpheus Craigue

Sent: Maonday, February 4, 2019 5:55 PM

To: Shawn Thompson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248655 [ ref,_00Dt0GzXt._500t0ERL88:ref
Attachments: -TPV.mp-ales Call,mpE-Confirmation Pack.pdf

Categories: PUCC Complaint

Hello Shawn and the PUCO,

Regarding Case # 00249655,_

This customer enrolled her electric account in Palmee’s service on 9/7/18, as the result of a telephone sale. We've
attached the sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to the
customer detailing the terms of service. The customer’s account began receiving our supply service on 10/8/18,

In October 2018, Palmco began conducting business under its trade name, Indra Energy. Customers were provided with
a postcard informing them of the brand name change. As stated above, Ms.Mccount began receiving our
supply service on 10/8/18, which was shortly after Palmco began operating nergy.

After being contacted by Ms n 1/28/19, an outbound drop transaction was submitted for her account, and
her utility (DPL} established a service end date of 1/29/19. No termination fees were issued for cancellation,

Contrary to this complaint, the customer did not agree to a fixed rate. At the time of enrollment, Ms‘reed
to enroll her electric account in a variable rate product, which included an introductory rate of 5.3 cents per Kvwn for the
first two billing cycles. The customer received our supply service for four months {10/8/18 — 1/29/19}, and three of her
bills were charged at the rate of 5.3 cents per kWh. In the interest of resolving the customer’s concerns due to her
unhappiness with service, we have provided an adjustment to the hill the customer disputed in her complaint, which
results in a credit of $235.51 for the billing cycle of 12/6/18 — 1/8/19. The adjustment will be applied to the customer’s
account, and reflects a rerate of this billing cycle to what our records indicate the utility would have charged. This
adjustment and the rest of the customer’s rate history is shown below,

Begin Date { End Date [ Rate Charged | Total Adjusted Rate | Adjusted Total
1/8/2019 1/29/2019 | $0.05300 $64.02

12/6/2018 | 1/8/2019 | $0.20498 $324.69
11/6/2018 | 12/6/2018 | $0.05300 $95.82

10/8/2018 | 11/6/2018 | 50.05300 582.20

Please let us know if we can be of any further assistance.

Thank you.

Orpheus Craigue — Asst. Compliance Officer



15 Market Street, Suite 1200
iladelphia, PA 19102
§88.504.6372
718.851.24274

From: Shawn Thompson <contactthepuco@ puc.state.oh.us>

Sent: Monday, February 4, 2019 07:48

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

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00249655 [ ref:_00Dt0GzXt. S500t0EhL88:ref ]

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

CASEID: O
ADDRESS
Fletcher, Ohio 45326

SERVICE ADDRESS
45326

AlGQ: Palmco Power OH LLC
NIQ

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

Fletcher, Ohio

DESCRIPTION OF ISSUE:
Good morning,

An initial complaint was sent to you on 1/29/19. Please review the
customer’s concerns and respond within three business days.

Sincerely,



Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (78286)

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:_00Dt0OGzXt._500t0EhL8B vef



Orpheus Craigue

From: Tara fones <contactthepuco@puc.state.oh.us>

Sent: Tuesday, March 5, 2019 2:30 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIG - CASE #: 00256413 [ ref,_Q0Dt0GzXt._500t0FMtVfref ]
el
migsi-n

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00
CUSTOMER:
ADDRESS:
SERVICE ADDRESE
AlQ: Palmco Energy

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. |f a copy of
the TPV is requested, this must be provided within 3 business days, per
0O.A.C. 4901:1-29-08(D)(8){(b)(v)™**

, Ohio 43062
Pataskala, Ohio 43062

DESCRIPTION OF ISSUE:

This customer contacted our office regarding the recent change in rates on
their gas account. The customer was very upset regarding the current rate
billed to her account as her gas charges have almost doubled.

Please look into this matter. When did the customer sign-up with your
company? What were the terms of the contract? Please provide a copy of
the contract and the enrollment materials. How was the current rate
determined? Is the company willing to consider a re-rate?

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.

ref:_00Dt0GzXt._50010FMtVi:ref



William Schaaf

From: William Schaaf

Sent: Monday, March 11, 2019 12:53 PM

To: Tara Jones

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256413 [ ref,_00Dt0GzXt._

Attachments T ———

Confirmation Pack-Electric.pdf; Indra Postcard.pdf

Hello Tara and the PUCO,

Regarding Case # 00256413,_

This customer’s gas and electric accounts were enrolled in Palmco’s variable rate plans on 5/13/17, upon completion of
the attached TPV recarding. We've also attached the confirmation packages sent to the customer detailing the terms of
service. Palmco began servicing the customer’s gas and electric accounts on 5/31/17 and 6/2/17, respectively. This was a
door-to-door sale; however, at this point, we've been unable to locate a signed contract for this customer.

Gas Plan: Variable. This included a three-month introductory rate of $0.3798 per Ccf, after which the rate would vary
month-to-month.

Electric Plan: Variable. This included a three-month introductory rate of $0.0526 per kWh, after which rate would vary
month-to-month,

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

Since this customer has expressed displeasure with the variable products she has enralled under, we are dropping both
accounts, and end dates will be established by her utilities. Neither of these products carry termination fees.

We are happy to help ensure this customer’s complaint is resolved. This customer has been with us for almost two
years; can you confirm which bills you're asking to be rerated and to what rate? Alternatively, we could calculate an
adjustment based on the gas and electric rates we have on file for the customer’s utilities for her recent bills, but would
like to make sure before we move forward.

Please feel free to reach out so that we can determine how to proceed.

Thank you,

William Schaaf - Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427



From: William Schaaf

Sent: Friday, March 8, 20195:53 PM

To: Tara Jones <contactthepuco@puc.state.oh.us>

Cc: Indra Energy Compliance <Compliance@indraenergy.com:

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256413 [ ref:_00Dt0GzXt._S500t0FMtVf:ref ]

Good afternoon,

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

Thank you,

William Schaaf — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 18102
888.504.6372
718.851.2427

From: Tara lones
Sent: Tuesday, M
To: indra Energy
Subject: PUBLIC Liwnies cuviviiasion ur vmiu - waoc #. wwe36413 [ refi_00Dt0GzXt. S00t0FMtVE:ref |




Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00256413
CUSTOME
ADDRESS:
SERVICE ADDRESS:

Pataskala, Ohio 43062

Pataskala, Ohio 43062
AlQ: Palmco Energy OH LLC

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

DESCRIPTION OF ISSUE:

This customer contacted our office regarding the recent change in rates on
their gas account. The customer was very upset regarding the current rate
billed to her account as her gas charges have almost doubled.

Please look into this matter. When did the customer sign-up with your
company? What were the terms of the contract? Please provide a copy of
the contract and the enrolliment materials. How was the current rate
determined? Is the company willing to consider a re-rate?

Sincerely,

Tara Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCQO (7826}

www.PUCO.ohio.gov

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



ref: 00Dt0GzXt._S00tOFMtVTiref



Thomas Sheehy

From: Shawn Thompsaon <contactthepuco@pucstate.oh.us>

Sent: Tuesday, January 15, 2019 1:48 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION GF QHIO - CASE #: 00247075 [ ref,_00Dt0GzXt._500t0EfQgr:ref }
[x]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00247075
COMPANY:
CUSTOMER:
ADDRESS
SERVICE ADDRESS
AlQ: Palmco Energy
SERVICE ACCOUNT NUMBER:
NIQ:

ta, Ohio 45895
Wapakoneta, Ohio 45895

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

DESCRIPTION OF ISSUE:

Good afternoon,

Called states that he agreed to a confract with Palmco in Dec 2018 for a
rate of 2.60 mcf. He states that they are charging him a rate of 8.32 mcf,
instead of his agreed upon rate.

* Do you show a contact from the customer to dispute the rate?

* Please provide a copy of the sales call or signed contract, TPV and
terms.

Please provide all of the details regarding this issue to our office for
review.



Sincerely,

Shawn Thompson

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._500tOEfQgrref



Orpheus Craigue

From: Shawn Thompson <contactthepuco@puc.state.oh.us>

Sent; Tuesday, January 29, 2015 10:29 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00247075 [ ref_00Dt0GzXt._500t0EfQgriref ]

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASEID: O
CUSTOM
ADDRESS, ta, Ohio 45895
SERVICE ADDRESS: apakoneta, Ohio 45895
AlQ: 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:

Good morning,

After the end date of service with Indra, please provide the amount of the
re-rate.

Sincerely,

Shawn Thompson

Public Utilities Cormmission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(RO BRE-PUCO (7826)

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

L



ref:_00DtOGzXt._500tCEfQgr:ref



William Schaaf

From:
Sent:
To:

Cc
Subject:

Shawn,

Thomas Sheehy

Wednesday, February 6, 2019 8:01 PM

Shawn Thompson

Indra Energy Compliance

RE: PUBLIC UTILITIES COMMISSION OF CHIO - CASE #; 00247075
S0MOEfQgriref ]

Regarding Case # 00247075-

It appears we received the final invoice for Ms. Hengstler. Below please find details for the adjustments made to the
final two hills of service.

[ ref;_Q0DtOGzXt,_

Begin Date | End Date | Usage | Indra Rate | Indra Charge | IndraTax | Indra Total | Util Rate | Util Charge | Util Tay
1/4/2019 2/472019 | 224 $0.79810 5178.77 512.96 5191.73 50.37 $83.15 56.03
12/3/2018 1/4/2019 | 181 $0.83200 $150.59 $10.92 5161.51 50.48 $86.61 56.28

Please let us know if we can be of any further assistance.

Thank you,

Thomas Sheehy — Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
718.975.6601
718.851.2427

From: Shawn Thompson <contactthepuco@puc.state.oh.us>
Sent: Tuesday, January 29, 2015 10:29 AM
To: Indra Energy Compliance <Compliance@indraenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF CHIO - CASE #: 00247075 [ ref:_00Dt0OGzXt._500t0EfQgr:ref |




PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division

Memorandum
CASE ID: 002,
CUSTOMER.
ADDRESS ta, Ohio 45895

SERVICE ADDRESS;
AlQ: Palmco Energy ORLLU

SER NT NUMBER:
NIQ:

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

apakoneta, Ohio 45895

DESCRIPTION OF ISSUE:

Good morning,

After the end date of service with Indra, please provide the amount of the
re-rate.

Sincerely,

Shawn Thompson

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQO.ohio.gov

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

ref:_00Dt0GzXt._S00t0EfQgr:ref



William Schaaf

From: William Schaaf

Sent: Tuesday, January 22, 2019 1:01 PM

To: Shawn Thoempson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00247075 [ ref,_00Dt0GzXt._
‘ref ]

Attachments: ﬂales Call.wa-PV.M P3; -Confirmation Pack.pdf

»
Hello Shawn and the PUCG,

Regarding Case # 00247075,_

Mr-nrolled his gas account in Palmco’s service on 9/15/18, as the result of a telephone sale. We've attached
the sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to the customer
detailing the terms of service.

In September 2018, the customer was sent a postcard explaining that Palmco was changing its trade name to Indra
Energy. Palmco began conducting business under Indra Energy in October 2018.

On 1/16/19, we recelved an inbound Pending Drop Notification from Mr.-tility, DEO; the account is
scheduled to stop receiving our supply service on 2/7/19. No termination fees were issued for the customer’s apparent
decision to opt out of our supply.

At the time of enrollment, Mr-reed to enroll his gas account in a variable rate product, which included an
introductory rate for the first two billing cycles. During the attached TPV recording, he agreed to the following terms:
“Palmeco will be seliing you notural gas at the introductory price of 52.60 per Mcf for vour first two biffs.” He also
acknowledged his understanding that “Beginning with your third bill, the price you pay for gos may vary from month to
manth....and may be higher or lower than the utility’s price in any given month. There are no guaronteed

savings”. However, upon reviewing the sales call between Mr.m nd the sales agent, we found that the
information the agent provided to the customer was not sufficfent. the agent did pitch the introductory rate Mr.
ﬂeceived, the agent failed to explain that the introductory offer was applicable for 2 bills. Considering that,
though Mr.“id ultimately agree to a variable rate and received the terms and conditions explaining the

variable rate in the mail shortly thereafter, we find that this call does not meet our standards. We've addressed this
issue internally with our Quality Assurance Team in order to ensure matters like these are identified and corrected.

The agent that spoke with Mr., ialed on our behalf for just ahout two weeks and spoke with only a handful of
customers, but we are presently conauctng a comprehensive review of his activity to ensure there were no other issues
like this. Because we find that this call did not meet our standards, we are going to rerate Mr._account. A
rerate of the customer’s most recent billing cycle amounts to $68.62, and we will also adjust the customer’s upcoming
and final bill to be charged at the rate of the utility’s standard offer at the time.

To explain our approach here, based on our calculations, Mr.-aved money with Palmco/Indra for the
introductory two months, and we do not plan to adjust those bills. The rerate of the post-introeductory period will leave
him with the benefit of reduced supply charges for the first two months of service, and thereafter a refund for any
subsequent difference between what he was charged and what his utility’s standard service would have provided. This
will ultimately provide the financial effect of Mriceiving the introductory rate for two billing cycles, then
switching back to the utility’s service.



Please let us know if we can be of any further assistance.

Thank you.

William Schaaf - Lead Compliance Investigator
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

Fram: William Schaaf

Sent: Friday, January 18, 2019 5:21 PM

To: Shawn Thompson <contactthepuco@puc.state.oh.us>

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIQO - CASE #: 00247075 [ ref:_00DtOGzXt._S500t0EfQgr:ref ]

Hello Shawn and the PUCO,

Regarding Case # 00247075_

Attached here is the TPV associated with enrollment.

To provide status on the account, on 1/16/19 we received an inbound Pendi ification for the customer’s
account, which was processed without penalty. Per the determination of Mmmity (DEQ), his account is
scheduled to stop receiving our supply service on 2/7/19. No termination fedswere 23ucd for the customer’s apparent
decision to opt out of our supply.

We are reviewing the account and will provide a full response on Monday of next week. Thank you.

William Schaaf — Lead Compliance Investigator
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851,2427

From: Shawn Thompson

Sent: Tuesday, Jlanuary 1., .

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COwivioaiuiy wi winiw - wmo m. wo 247075 [ ref;_00DtOGzXt, SOCtOEfQgr:ref |



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID; 00247075
COMPANY:
CUSTOMER.

ADDRESS a, Ohio 45895
SERVICE ADDRESS apakoneta, Ghio 45885
AlQ: Palmco Energy i oo
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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-08{D)(B)(b)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Called states that he agreed to a contract with Palmco in Dec 2018 for a
rate of 2.60 mcf. He states that they are charging him a rate of 8.32 mcf,
instead of his agreed upon rate.

* Do you show a contact from the customer to dispute the rate?

* Please provide a copy of the sales call or signed contract, TPV and
terms.

Please provide ali of the details regarding this issue to our office for
review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Setrvice Investigator

(800) 686-PUCO (7826)



www.PUCO.ohio.gov

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

ref: 00Dt0GzXt. SO0OEfQgr:ref






Was a TPV completed for this customer?

What rate did the customer agree to? Was this rate fixed or
variable? If fixed, what was the term length?

Did the rate change? If so, when and why?

Has the customer contacted the company regarding this issue? If
so, when? What was the company’s response?

7. Is an adjustment in process for this customer? If no, why not?

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

P w

o o

Please provide copies of the following:

The sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the Terms and Conditions.
Copy of the TPV.

Copy of the IP and email address if applicable.

Copy of the renewal letter.

Copy of the signed enroliment agreement.

Neookowh =

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

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

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

ref:_Q00Dt0GzXt._S00tOFN7TS:ref



William Schaaf

From: William Schaaf

Sent: Tuesday, March 12, 2012 5:55 PM

To: PUCQO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [ ref:_00Dt0GzXt._

SQ0tOFN7TS:ref ]
Attachments: -PV,MPE-Conﬁrmation Pack.pdf; Indra Postcard.pdf-

Confirmation Pack-Fixed Plan.pdf

Hello Shanegua and he PUCO,

Regarding Case # 00256957,_

Ms.-nrolled her gas account in Palmco’s variable rate plan on 3/28/18, as the result of a telephone sale. We've
attached the TPV recording for this enrollment, as well as the confirmation package sent to the customer detailing the
terms of service. We are still attempting to obtain the sales audio from this enrollment. Palmco began servicing the
customer’s account on 4/25/18.

Gas Plan: Variable. This included a two-month introductory rate of $3.30 per Mcf, after which the rate would vary
month-to-month.

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

On 3/5/19, Ms -contacted our Customer Service line to discuss her account. The customer did not cancel her
account at this time, but instead verified a switch from her existing variable gas plan to a 100%-Green, Two-Phase Fixed
product. This included a rate of $4.40 per Mcf one month, followed by a rate of $7.206 per Mcf for the next 12 months.
This plan is set to take effect on the customer’s next bill. We're also attaching the confirmation packet mailed to the
customer, detailing this new gas plan.

In line with the customer’s request, we reviewed her account, and attempted to follow up with her to advise that we
would extend the same initial rate {$4.40 per Mcf) to her most recent bill, by issuing an adjustment to her account,
however, we were only able to leave a message. We'll plan on proceeding with that adjustment as detailed below.
Additionally, at this point in time, the account is still set to continue receiving our gas service according to the new fixed
gas plan. With that said, if you or the customer are looking for anything further changes to be made to this account,
please let us know.

Billed
Begin End Supply Charge ReRate  ReRate Amt Due
Date Date l:':':f)e (with tax) To: PreTax ReRate Tax  ReRate Total Customer
[ 172519 2725719 | 155 ] 288.65 | 0.44000 |  68.20 4.94 73.14 | § 21551 |
Thank you.

William Schaaf - Asst. Compliance Officer






Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for this customer?

What rate did the customer agree to? Was this rate fixed or
variable? If fixed, what was the term length?

Did the rate change? If so, when and why?

Has the customer contacted the company regarding this issue? If
so, when? What was the company’s response?

N~

o o

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

Please provide copies of the following:

The sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the Terms and Conditions.
Copy of the TPV,

Copy of the IP and email address if applicable.

Copy of the renewal letter.

Copy of the signed enrollment agreement.

Nookon=

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohjo.qov

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._SOMOFNTTS:ref



Sariah Brinker

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

Sent: Friday, March 15, 2019 10:06 AM

To: William Schaaf

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [ ref,_00Dt0GzXt,_
SO00tOFN7TS:ref ]

Good Morning,

Werce you able to obtain the sales call for this enrollment?
Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.qov

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

--------------- Original Message -----------—--~

From: William Schaaf [ wschaaf@indracncrgy.com]

Sent: 3/12/2019 5:55 PM

To: contactthepuco@puco.ohio.gov

Ce: compliance@indraenergy.com

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [
ref: 00DtOGzXt. S00tOFN7TS:ref |

Hello Shanequa and he PUCOQ,

Regarding Case # 0025695_

Ms‘nrolled her gas account in Palmeco’s variable rate plan on 3/28/18, as the result of a telcphone sale. We've
attacned the [PV recording for this enrollment, as well as the confirmation package sent to the customer detailing the
terms of service. We are still attempting to obtain the sales audio from this enrollment. Palmeo began servicing the
customer’s account on 4/25/18.

1



Gas Plan: Variable. This included a iwo-month introductory rate of $3.30 per Mcf, after which the rate would vary
month-to-month.

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

On 3/5/19, Ms.!:ontactcd our Customer Scrvice line to discuss her account. The custemer did not cancel her
account at this time, but instead verified a switch from her existing variable gas plan to a 100%-Green, Two-Phase Fixed
product. This included a rate of $4.40 per Mcf one month, followed by a rate of $7.206 per Mcf for the next 12 months.
This plan is set to take effect on the customer’s next bill. We're also attaching the confirmation packet mailed to the
customer, detailing this new gas plan,

In line with the customer’s request, we reviewed her account, and attempted to follow up with her to advise that we would
extend the same initial rate ($4.40 pcr Mcf) to her most recent bill, by issuing an adjustment to her account, however, we
were only able o lcave a message., We'll plan on proceeding with that adjustment as detailed below. Additionally, at this
point in time, the account is still set to continue recciving our gas service according to the new fixed gas plan. With that
said, if you or the customer are looking for anything further changes to be made to this account, please let us know.

Billed

Begin End Usage Supp!y Charge R(}Bate ReRate ReRate Tax ReRate Total Amt Duc

Date Date (Ceh (with tax) To: PreTax Customer

1/25/19 [ 2/25/19 | 155 l $ 288.65 | 0.44000 I 68,20 4.94 7314 [ § 215.51 J
Thank you.

William Schaaf — Asst. Compliance Officer

1515 Market Street, Suite 1200
Philadelphia, PA 19102
888.504.6372

718.851.2427






the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6}(b)(vy**

DESCRIPTION OF ISSUE:
Good Morning,

Ms!-:ontacted the PUCO regarding the terms of her contract and
a bilnng ssue.

She states that she had a fixed rate of approximately 4.0 with the company
and now her rate is 17.36.

She states her most recent bill was $288.65.

She states that she received no notice that her rate would increase.

She states that the Co. advised that she is on a variable rate and that they
would review her issue.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for this customer?

What rate did the customer agree to? Was this rate fixed or

variable? If fixed, what was the term length?

Did the rate change? If so, when and why?

6. Has the customer contacted the company regarding this issue? If
s0, when? What was the company’s response?

7. Is an adjustment in process for this customer? If no, why not?

If an adjustment is in process will it be a refund or a credit to the

bill?

bl

LN
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Please provide copies of the following:

The sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the Terms and Conditions.
Copy of the TPV.

Copy of the IP and email address if applicable.

Copy of the renewal letter.

Copy of the signed enrollment agreement.

Al e

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

Sincerely,
Shanequa Jones

Public Utilities Commission of Ohio



Service Monitoring and Enforcement Department
Customer Service Investigator
{800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref:_00Dt0GzXt._500t0FNT7TS:ref



Sariah Brinker

From: William Schaaf

Sent: Friday, March 15, 2019 10:12 AM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [ ref,_00Dt0GzXt.
SO0tOFN7TS:ref ]

Attachments: -ales Call.mp3

Good Morning,

Yes, I've attached the sales call audio here.

William Schaaf — Asst. Compliance Officer

15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372

718.851.2427

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

Sent: Friday, March 15, 2019 10:06 AM

To: William Schaaf <wschaaf@indraenergy.com:>

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [ ref:_00Dt0GzXt._S00t0FN7TS:ref |

Good Morning,

Werc you able to obtain the sales call for this cnrollment?
Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

FOMMY 200 Y Ly 170’)6)

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



--------------- Original Message ----------=----

From: William Schaaf [wschaaft@indraenergy.com]

Sent: 3/12/2019 5:55 PM

To: contactthepuco@puco.ohio.gov

Ce: compliance@indraenergy.com

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [
ref: 00Dt0GzXt. S00tOFN7TS:ref |

Hello Shanequa and he PUCO,

Regarding Case # 0025695?_

Ms.-anrolled her gas account in Palmco’s variable rate plan on 3/28/18, as the result of a telephone sale. We’ve
attacnea tne 1 PV recording for this enrollment, as well as the confirmation package sent to the customer detailing the
terms of service. We are still attempting to obtain the salcs audio from this enrollment. Palmeo began servicing the
cuslomer’s account on 4/25/18.

Gas Plan: Variable. This included a two-month introductory rate of $3.30 per Mcf, after which the rate would vary
month-to-month,

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

On 3/5/19, Ms‘mntacted our Customer Service line to discuss her account. The customer did not cancel her
account at this ) instead verified a switch from her existing variable gas plan to a 100%-Green, Two-Phase Fixed
product. This included a rate of $4.40 per Mcf one month, followed by a rate of $7.206 per Mef for the next 12 months.
This plan is set to lake effect on the customer’s next bill. We’re also attaching the conlirmation packet mailed to the
customer, detailing this new gas plan.

In line with the customer’s request, we reviewed her account, and attempted to follow up with her to advise that we would
cxtend the same imitial rate ($4.40 per Mcf) to her most recent bill, by issuing an adjustment to her account, however, we
were only able to leave a message. We’ll plan on procceding with that adjustment as detailed below. Additionally, at this
point in time, the account is still set to continue receiving our gas service according to the new fixed gas plan, With that
said, if you or the customer are looking for anything further changes to be made to this account, please let us know.






Initial Submission of a Consumer Complaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00256957
ADDRESS:-OCkford, Ohio 45882

AIQ: Palmco Energy OH LLC

SERVICE ACCOUNT NUMBER-

vio A

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

DESCRIPTION OF ISSUE:
Good Morning,

Ms._contacted the PUCO regarding the terms of her contract and
a billing Issue.

She states that she had a fixed rate of approximately 4.0 with the company
and now her rate is 17.36.

She states her most recent bill was $288.65.

She states that she received no notice that her rate would increase.

She states that the Co. advised that she is on a variable rate and that they
would review her issue.

Please reply to the following questions:

When and how was the customer solicited or marketed?
When and how was the customer enrolled?

Was a TPV completed for this customer?

What rate did the customer agree t0? Was this rate fixed or
variable? If fixed, what was the term length?

B =

q
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Did the rate change? If so, when and why?

6. Has the customer contacted the company regarding this issue? If
so, when? What was the company’s response?

Is an adjustment in process for this customer? If no, why not?

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

x® -

Please provide copies of the following:

The sales script used to market this customer.

Copy of the sales call to the customer.

Copy of the Welcome Letter with the Terms and Conditions.
Copy of the TPV.

Copy of the 1P and email address if applicable.

Copy of the renewal letter.

Copy of the signed enroliment agreement.

ARGl ol

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO.ohio.goy

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



ref: 00Dt0GzXt. SO00tOFN7TS:ref




Sariah Brinker

From: Cindi Mack <contactthepuco@puc.state.oh.us>

Sent: Monday, March 11, 2019 9:53 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256973 [ ref._00Dt0GzXt._
S500tOFN7fXref ]

'ublic tilities
Comr ission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00256973
COM PANY:

ADDRESS: Lima OhIO

sERVICE ADDRESS: [ Lima, Ohio[JJ

AlQ: Palmco Energy OH LLC
N!

***Note to supplier: To ensure your response attaches to the appropriate
case, please reply to this email without changing the subject line. A status
update must be provided within 3 business days of the initial request and a
final response needs to be provided within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4801:1-29-06(D)(6)(b){v)y***

DESCRIPTION OF ISSUE:

Good morning!

-is disputing the high monthly variable rate she was charged
after cancelling out of the contract. She said the highest rate was $17.00
per Mcf.

What was the initial fixed rate that she agreed to?

When did the gas account begin billing under the fixed rate?

When and how was the customer sent notification that the fixed rate was
going to expire? Please forward a copy of the notification for review.
Which months did she begin billing the MVR and how much was the rate
for each billing cycle?



Has the enrolliment been canceled? If so, when and what will be the final
billing date for the gas account?

If there is any other information that | should know, it would be greatly
appreciated. Thank you!

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800) 686-PUCQO (7826)

www. PUCO.ohio.gov

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

ref: 00Dt0GzXt. S00t0OFN7{X:ref



Sariah Brinker

From: Orpheus Craigue

Sent; Thursday, March 14, 2019 9:25 PM

To: Cindi Mack

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OQHIOQ - CASE #: 00256973 [ ref,_00Dt0GzXt._
S500tOFN7fX:ref ]

Attachments; -- TPV.mp3; - Confirmation Pack Electric.pdf; - Confirmation Pack
Gas.pdf; Indra Postcard.pdf

Categories: PUCO Complaint

Hello Cindi,

Regarding PUCO Case ID 00256973; _:

This electric and gas account were enrolled in Palmco’s variable rate plans on 6/20/2018, as a result of a telephone
sale. We have attached the TPV recording as well as the electric and gas confirmation packets mailed following
enrollment.

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

Electric Plan; Variable. This included a two-month introductory rate of 5.2 cents, after which rate would vary month-to-
month.

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

The customer reached out to us on 2/13/2019; she declined an offer to switch her accounts to Indra’s fixed rate plans,
and instead requested to cancel her accounts. No ETFs were issued, and AEP and DEO established end dates of
3/6/2019 and 2/28/2019, respectively.

We should note that this customer was never enrolled in a fixed rate plan, and as a result, was never required to be
provided with a renewal letter. The customer was billed according to the terms of their original variable enrollment on
6/20/2018 for the duration of time they received Palmco/Indra’s service.

The customer’s variable rate increased during her final billing cycle (1/29/19 — 2/28/19) and | believe that is the concern
the customer is raising in her PUCO complaint regarding the “high monthly variable rate she was charged after
cancelling out of the contract.” With that in mind, we have calculated a rerate of $209.42 for the customer’s final gas
bill with Indra, and intend on sending this adjustment to the customer’s utility, in order to provide her with some
financial relief and the effect of an expedited return to her utility’s standard offer. We have detailed our calculations
below.

Billed
. ReRate ReRate Amt Due
Begin Date  End Date :.(l:scaf?e Supply Charge To: Total Customer
[ 1/29/19  [2/28/19 [146 [ 253.51 | 0.30200 4409 [ $ 209.42 |




We hope this course of action provides an adequate resolution to the customer’s complaint. However, if you need
anything further, please feel free to reach out.

Thank you.

Orpheus Craigue — Compliance Officer

15 Market Street, Suite 1200
iladelphia, PA 15102
888.504.6372

718.851.2427

From: Cindi Mack <contactthepuco@puc.state.oh.us>

Sent: Monday, March 11, 2019 09:53

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256973 [ ref._00Dt0GzXt._S500t0FN7fX:ref |

Public Util ies
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00256973
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Palmco Energy OH LLC
SERVICE ACCOUNT NUMBER:
NI

_Lima, Ohio ||| G
, Lima, Ohio -

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

DESCRIPTION OF ISSUE:

Good morning!



-is disputing the high monthly variable rate she was charged
after cancelling out of the contract. She said the highest rate was $17.00
per Mcf.

What was the initial fixed rate that she agreed to?

When did the gas account begin billing under the fixed rate?

When and how was the customer sent notification that the fixed rate was
going to expire? Please forward a copy of the nofification for review.
Which months did she begin billing the MVR and how much was the rate
for each billing cycle?

Has the enroliment been canceled? If so, when and what will be the final
billing date for the gas account?

If there is any other information that | should know, it would be greatly
appreciated. Thank you!

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead 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 anycne who requests it.

ref._00Dt0GzXt._S00tOFNZX:ref



PalmcoFnergy.com
CustomerServicaraiPalmeolnergy.com
1(877) 726 5862

6/22/2018

Lima, OH N

I his letter 1S ConTIrmMINg Your Selection of PALIVICO as your electricity supplier and this package contains a copy of
the Terms and Conditions of your service with PALMco.

Your enroliment will be sent to AEP. You wiil receive a confirmation notice from AEP confirming your selection
of PALMco as your electricity supplier. Your service will begin with your first meter read by your utility after your
enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to rescind your enrollment request,
per Ohio state regulaticns, 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:

te of $0.05200/kWh for the first two billing cycles, and a variable rate
thereafter. To access future variable pricing information, updated monthly, visit PALMco’s website at
https://palmcoenergy.com/ohio/ohio-variable-rates/,
None.
flable upon request.

You may receive a phone call Trom 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.

It 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 @polmecoenergy.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



CHIO TERMS AND CONDITIONS
INTRODUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewa! Notices (if
applicable} (collectively, the “Agreement”), between PALMco
Energy OH, LLC (“PALMco Energy” or “PALMco”) and you for
natural gas supply service and/or PALMco Power OH, LLC
{(“PALMco Power or “PALMco”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter (or in an addendum}. You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter (or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT. You acknowledge as follows: (A} Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility. {B} You are the named customer on each of the
account(s) listed above (or in any addendum}, or you are the
spouse of the named customer on such account(s), or you are
over 18 years old and authorized to make decisions concerning
such account(s). (C) PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. (D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMco’s charges. (E}
PALMco does not guarantee savings or promise rates lower than
your utility{ies). {F} Your incumbent gas and/or electric utility
may charge you swiiching 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
ENRCLLMENT 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-maonth
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-
$862; {b) sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or {c) emailing PALMco at

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

gas utility or {b) within the service territory of your gas utility if
your gas utility does not permit you to transfer your PALMco
Energy contract to your new Service Address(es). You also may
cancel this Agreement with PALMco Power without penalty if
you relocate your Service Address(es) to an area that PALMco
Power does not serve or to an area where PALMco Power
charges a different price for electric supply service. In the case
of a Service Address relocation, the cancellation shall apply only
to the Service Address(es) you move from, and not any other
Service Address(es) covered by this Agreement. If you
voluntarily return or switch back to your natural gas and/or
electric utility after choosing PALMco, you may not be served
under the same rates, terms, and conditions as those available
to other customers served by your natural gas and/or electric
utility.

PRICING.

Natural Gas and/or Electric Introductory Price: if you receive
natural gas and/or electric supply service from PALMco, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas andfor Electric Fixed Price {when applicable); You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variable Price (when applicable): You will pay a
variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
based on 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 Tts 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 hilling 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 charpes, 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 [east forty-five (45)
days before the expiration of your Fixed Term, PALMco will
provide written notice to you of the Apreement’s renewal
{"Renewal Notice”). The Renewal Notice will set forth the
proposed renewal option(s), including any applicable
information required by the Commission. {f you do not respond
to the Renewal Notice or otherwise terminate this Agreement
by notifying PALMco in accordance with the Termination section
herein, then your Agreement will automatically renew at the
rate then in effect in accordance with the terms set forth in the
Renewal Notice. PALMco can renew this Agreement without
your affirmative consent even when there is a change in the rate
or other terms and conditions.

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

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 pas 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 hill 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 partions of your bill. If you are interested
in Budget Billing, you should contact your utility and request to
he 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
hegin 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 vyour 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 4501:1-29-09 of the Chio 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 Caode, or if it sells ar assigns this Agreement to another
third party supplier.

DISPLUTE 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 1Bth Avenue, Brooklyn, NY 11214, or by e-mail at
CustomerService@PalmcoEnergy.com, if you have any
questions or complaints ahout 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 assistanca at
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
http://www.puco.chio.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 QCC can be
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at www.pickoce.org.




ELECTRONIC COMMURNICATION. Unless otherwise required by
law, if you provide PALMco with your emaijl address, you agree
that PALMco may transmit to you all notices and other
communications, including those required in this Agreement,
electronically to the email address provided by you. You shall be
responsible for notifying PALMco of any change in email address
and/or any withdrawal of your consent to electronic
communications. Notices transmitted to you via email will be
deemed to have been received if transmitted to you at the email
address provided to PALMco by you.

FORCE MAJEURE, Neither PALMco nor you 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 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, {F THERE 15 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 RESCLVED THROUGH ARBITRATION. INCLUDED ARE
ALL ISS5UES, CLAIMS AND DISPUTES ARISING OUT OF OR
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY
SERVICE WHETHER ARISING DURING OR AFTER YOUR
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR
NATURAL GAS SUPPLY SERVICE, ANY SUCH ARBITRATIONS
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED
ON AN INDIVIDUAL {AND NOT A CLASS-WIDE) BASIS AND AN
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS-
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL
ELECTRIC AND/OR NATURAL GAS SUPPLIERS.

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION,
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE.

APPLICABLE LAWS, ETC. This Agreement is subject to all
applicable Federal, state, and local laws, and the orders, rules,
and regulations of governmental agencies having jurisdiction
over the subject matter of this Agreement, including, without
fimitation, 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.
MISCELLANEOQUS. 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 andfor 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 mef or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent,
PALMco may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another energy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCO, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto. No
delay or failure by either you or PALMCco 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.17-12.1%



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

Generation
Resource
Mix - Natural

Gas Natural Ga
259, Other

0.5%

Projected Actual

Other
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33%

% Hydro
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; Biomass
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the :ctual 2.5% Biomass 0.5%
0.5% Wind
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Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Air Emissions and Salid Waste
o Hydro Power Wildlife Impacts
Swiecsr'?:rztzltoer:'it;:ics Natural Gas Power Alr Emissions and Solid Waste
associated with Nuclear Power Radioactive Waste
each possible Oil Power Air Emissions and Solid Waste
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Unknown Purchased Resources Unknown Impacts
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Radioactive
Waste — Type: Quantity:
o High-Level Radioactive Waste Unknown
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associated with the Low-Level Radicactive Waste Unknown
product. Ft2/1,000 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) 726-5B862.







PalimcoEnargy.com
CustomerServiceft PalmeoEnergy com
1 {877) 716 5862

6/22/2018

Lima, oH N

I IS Ietter 1s CONTIFMINE Your selection OT PALIVICO as your natural gas supplier and this package contains a copy
of the Terms and Conditions of your service with PALMco.

Your enroliment will be sent to Dominion East &nlo. 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 enroliment request, per Chio state regulations, you must contact your utility to do se.

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

Below is 3 summary of your service account with PALMco;

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/chio-variable-rates/.

None,
i1se contact Dominion East Ohio.

You may receive a phone call Trom 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.

It 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






OHIO TERMS AND CONDITIONS
INTRODUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewal Notices (if
applicable) (collectively, the “Agreement”}, between PALMco
Energy OH, LLC (“PALMco Energy” or “PALMco”) and you for
natural gas supply service and/or PALMco Power OH, LLC
(“PALMco Power or “PALMco”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter {or in an addendum). You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter {or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT, You acknowledge as follows: (A} Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility. (B} You are the named customer on each of the
account(s) listed above (or in any addendum), or you are the
spouse of the named customer on such account(s), or you are
over 18 years old and authorized to make decisions concerning
such account(s). (C) PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. (D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMco’s charges. (E)
PALMco does not guarantee savings or promise rates lower than
your utility{ies). {F} Your incumbent gas and/or electric utility
may charge you switching fees. {(G) There are no cancellation
fees under this Agreement. {H) You are not currently approved
for or enrolled in PIPP and/or any other such utility arrearage
crediting program.

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU
WILL RECEIVE A WRITTEN CONFIRMATION NGTICE 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 PALMCQ. FOR GAS SUPPLY SERVICE, YOU
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY
{ORALLY, ELECTRONICALLY, OR IN WRITING).

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a month-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of time set forth in
your Confirmation Letter. If PALMco decides to terminate as
provided in this Agreement, it shall provide advance notice to
you in writing to your Service Address{es). You may terminate
this Agreement at any time by {a} calling PALMco at {877) 726-
5862; {b) sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or {c) emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate 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, terms, and conditions as those available
to other customers served by your natural gas and/or electric
utility.

PRICING,

Natural Gas and/or Electric Introductory Price; If you receive
natural gas and/or electric supply service from PALMco, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {(when applicable}: You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

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 determinad by PALMco in its sole discretion,
based on the applicable monthly NYMEX closing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMco performs for you, and
other prevailing market conditions, plus PALMco’s costs,
expenses and margins.

Electric Variable Price [when applicable): You will pay a
variable Price for electric supply service that may vary from
month to month as determined by PALMco in its sole discretion
based on a zonal locational marginal price {“LMP”) determined
on a day ahead or real time basis, any supply and agency
functions that PALMco performs for you, line loss, compliance




costs, certain transmission, capacity, ancillary, and
administrative costs incurred by PALMco, and other prevailing
market conditions, plus PALMco’s costs, expenses and margins.,
Natural Gas and/or Electric Supply Price Disclosures: There is
no limit on how much the Variable Price of your natural gas
and/or electric supply service may change from one billing cycle
to the next and your Variable Price may be higher or lower than
your utility’s standard offer service rate in any given month.
PALMco does not guarantee savings in any month or for the
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  PALMcc 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
{“Renewa! Notice”). The Renewal Notice will set forth the
proposed renewal option{s), including any applicable
information reguired 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 reguirements 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 wili
receive a single monthly bill from your utility that contains both
PALMceo'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 hill 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 naturai 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 kill, 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 tilling 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 4901:1-29-08 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 1-877-726-58862 (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
guestions or complaints about your service under this
Apreement. 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
1-800-685-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
http://www.puco.chio.gov. Hearing or speech impaired
customers may contact the PUCO via 7-1-1 (Ohio relay service).
The Ohioc Consumers’ Counsel {OCC) represents residential
utility customers in matters hefore 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.pjckQcc.org.




ELECTRONIC COMMUNICATION, Unless otherwise required by
law, if you provide PALMco with your email address, you agree
that PALMco may transmit to you 2all notices and other
communications, including those required in this Agreement,
electronically to the email address provided by you. You shalt be
responsible for notifying PALMco of any change in email address
and/or any withdrawal of your consent to electronic
communications. Notices transmitted to you via email will be
deemed to have been received if transmitted to you at the email
address provided to PALMco by you.

FORCE MAJEURE. Neither PALMco nor you will be liable for a
breach of this Agreement if such breach is due to a force
majeure event. A “force majeure event” means a material,
unavoidable occurrence beyond a party’s control, such as a fire,
act of god or public enemy, labor strike, lockout or other
industrial disturbance, act of terrgrism, 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 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 TC BE
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY,
IT MAY BE RESCLVED THROUGH ARBITRATICN. INCLUDED ARE
ALL ISSUES, CLAIMS AND DISPUTES ARISING QUT 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 FOREGQING, THIS
PARAGRAPH DOES NOT PREVENT YCU 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, WITHQUT 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.
MISCELLANEQUS. 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 applicakle} charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent.
PALMco may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another energy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCQO, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto. No
delay or failure by either you or PALMco to exercise any right or
remedy to which either party may be entitled to herein will
constitute a waiver of that right or remedy.

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

V.E.17-12.19






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

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.

Projected
Natural
Gas
25% Qther

Hydro
1.5%

Wind,
2.5%

37%

Other
0.5%

Biomass
0.5%

Actual

Coal
33%

0.5%

Environmental
Characteristics—

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

Biomass Power

Air Emissions and Solid Waste

Coal Power

Air Emissions and Solid Waste

Hydro Power

Wildlife Impacts

Natural Gas Power

Air Emissions and Solid Waste

Nuclear Power

Radioactive Waste

Qil Power

Air Emissions and Solid Waste

Other Sources

Unknown Impacts

Solar Power

No Significant Impacts

Unknown Putrchased Resources

Unknown Impacts

Wind Power

Wildlife Impacts

Air Emissions —

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

Carbon dioxide

Nitrogen oxides

Sulfur Dioxide

= Actual

® Projected

Regiona! Average

Radiozactive
Waste —

Radicactive waste
associated with the
product.

Type:

Quantity:

High-Level Radioactive Waste

Unknown

Lbs./1,000 kwh

Low-Level Radioactive Waste

Unknown

Ft*/1,000 kivh

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.

Biomass







ADYHANA



Dear Valued Customer,

We are excited to share seme important news
regarding the evelution 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 belter capture our
evolving vision and integration of new products and
services. This transition will not affect your service and
there is no aclion required on your parl.

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

Thank you,

PALMco Energy




Sariah Brinker

From: Orpheus Craigue

Sent: Tuesday, March 26, 2019 5:.07 PM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256973 [ ref;_00Dt0GzXt._
500t0FN7X:ref ]

Categories: PUCO Complaint

Hetlo Cindi, following up with the info you requested about -,
The rate charged for the bill cycle 1/29/19 —2/28/19 was 17.364 per Mcf, or 1.7364 per Ccf,

Regarding your statement about O.A.C. 4901:1-21-06(D){2}(a}(viii), you are correct that the live operator stated
“business days” instead of “calendar days”. | have confirmed that our current TPV script correctly has “seven calendar
days” applied to electric enrollments in Ohio. As far as how this concern applies to this customer, |JJJJJJlhad the
ability to cancel her service without penalty within either timeframe, as the terms of her enrolliment did not include any
termination fees, regardless of when she had enrolled.

Thank you.

Orpheus Craigue — Compliance Officer

15 Market Street, Suite 1200
iladelphia, PA 15102
888.504.6372

718.851.2427

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

Sent: Saturday, March 23, 2019 10:32

To: Orpheus Craigue <ocraigue @indraenergy.com>

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256973 [ ref:_Q0Dt0GzXt._500t0FN7fX:ref |

Good morning,

Thank you for reimbursing the customer the difference in the MRV that was billed to her. Please provide the MVR that
was billed to her during the billing period of Jan 29 through Feb 28,

Additionally, after reviewing the TPV for the enrollment of both the gas and electric accounts, | have determined that
the TPV is not in compliance with 0.A.C. 4901:1-21-06(D}(2){a}{viil} for the electric enroliment.

-The company must allow the customer seven calendar days from the postmark date of the electric utility's
confirmation notice to cancel the cantract without penalty.

-The company's TPV stated the customer had seven business days and this is not correct,

Please advise what corrective action the company is taking to comply with this rule for electric.



Regards,
Cindi

~=-m-me-m--——-- Qriginal Message —----------—

From: Orpheus Craigue [ocraigue@indraenergy.com]

Sent: 3/14/2019 9:24 PM

To: contactthepuco@puco.phio.gov

Cc¢; compliance@indraengrgy.com

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256973 [ ref:_00Dt0GzXt._500tOFN7X:ref ]

Hello Cindi,

Regarding PUCO Case ID 00256973; _

This electric and gas account were enrolied in Palmco’s variable rate plans on 6/20/2018, as a result of a telephone
sale. We have attached the TPV recording as well as the electric and gas confirmation packets mailed following
enrollment.

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

Electric Plan: Variable. This included a two-month introductory rate of 5.2 cents, after which rate would vary month-to-
month.

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

The customer reached out to us on 2/13/2019; she declined an offer to switch her accounts to Indra’s fixed rate plans,
and instead requested to cancel her accounts. No ETFs were issued, and AEP and DEQ established end dates of
3/6/2019 and 2/28/2019, respectively.

We should note that this customer was never enrolled in a fixed rate plan, and as a result, was never required to be
provided with a renewal letter, The customer was billed according to the terms of their original variable enrollment en
6/20/2018 for the duration of time they received Palmco/Indra’s service.



The custamer’s variable rate increased during her final billing cycle (1/29/19 — 2/28/19) and | believe that is the concern
the customer is raising in her PUCQ complaint regarding the “high monthly variable rate she was charged after
cancelling out of the contract.” With that in mind, we have calculated a rerate of $209.42 for the customer’s final gas
bill with Indra, and intend on sending this adjustment to the customer’s utility, in order to provide her with some
financial relief and the effect of an expedited return to her utility’s standard offer. We have detailed our calculations
below.

Billed
. ReRate ReRate Amt Due
Begin Date  End Date ;.::s:;?e Supply Charge To: Total Customer
[1/29/119  |2/28/19 [146 [ 25351 [030200 | 4409 $ 209042 ]|

We hope this course of action provides an adequate resolution to the customer’s complaint. However, if you need
anything further, please feel free to reach out.

Thank you.

Orpheus Craigue — Compliance Officer

1515 Market Street, Suite 1200
Philadelphia, PA 19102
888.504.6372

718.851.2427

From: Cindi Mack

Sent: Monday, Ma v asy cw s v e

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMIMISSIUN UF UHIU - LASE #: UU256973 [ ref: 00DtOGzXt. S00tOFN7X:ref ]



1blic | ies
' Commission

initial Submission of a Consumer Compilaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00256973

COMPANY:

customer: [N
LA 0 NEGENGIN
service aporess: ||| TGN 2. o-- R

AlIQ: Paimco 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,
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!



is disputing the high monthly variable rate she was charged after
cancelling out of the contract. She said the highest rate was $17.00 per Mcf.

What was the initial fixed rate that she agreed to?
When did the gas account begin billing under the fixed rate?

When and how was the customer sent notification that the fixed rate was going to
expire? Please forward a copy of the notification for review.,

Which months did she begin billing the MVR and how much was the rate for each
billing cycle?

Has the enrollment been canceled? If so, when and what will be the final billing
date for the gas account?

If there is any other information that | should know, it would be greatly
appreciated. Thank you!

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800} 686-PUCQO (7826)

www.PUCQ.ohio.qov

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



ref:_00Dt0GzXt._S00tOFN7X:ref



Orpheus Craigue

From: Shawn Thompson <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 27, 2019 3:14 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00255443 [ ref:_00D10GzXt._S00t0FMRChref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00255443

CUSTOMER;
ADDRESS: hio |l
SERVICE ADDRESS:  Dayton, Ohio [}

AlQ: 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
0.A.C. 4801:1-29-06(D)(6)(b){v)™*

DESCRIPTION OF ISSUE:

Good afternoon,

Caller states that he was paying .35 per ccf and now Indra is charging him
1.17 per ccf. He states that his last bill was $138, now with the new rate,
his bill is $3981. Caller states that he called Indra and has been on hold for
an hour, no answer at Indra.

*** Do you show a contact from the customer to inquire on his rate
increase?

*** |s your phone system experiencing 1 hour hold times?

*** Please provide how you obtained the authorization to enroll the
customer.



“** Please provide the sales call or signed contract, tpv, welcome letter
and terms.

*** |f applicable, are you willing to re-rate the customer?

*** If yes, please provide the detailed calculation on how you determine the
re-rate amount.

*** Please provide all of the details regarding this issue to our office for
review,

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 688-PUCO (7826)

www.PUCO.chio.gov

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

ref:_00Dt0GzXt._S500tOFMRCh:ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Tuesday, March 5, 2018 5:45 PM

To: Shawn Thompson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255443 [ ref_00Dt0GzXt._
QOtOFMRChiref |

Attachments: i- TPV.mp3; -Sales Audio 1.mp3; Il Sales Audio 2.mp3; Bl sz les Audio 3.mp3; s

Audio 4.mp3; Il Confirmation Pack Gas 10-15-18.pdf; - Confirmation Pack Gas 2-27-19.pdf;
-- Confirmation Pack Electric 10-15-18.pdf; -— Confirmation Pack Electric 2-28-19.pdf

Categories: PUCO Complaint

Hello Shawn,

Regarding PUCO Case IDs 00255443 and 00255781, -

The customer’s electric and gas accounts were enrolled in Indra’s supply on 10/12/2018, as the result of a telephone
sale. We've attached the sales audio, TPV recording, and confirmation packages from the customer’s enrollment. Both
accounts were enrolled in variable rate plans, which carried a two-month introductory rate.

The customer first reached out to our Custamer Service line on 2/26/2019, and then spoke with us the following day as
well. As a result of these calls, the customer switched both his electric and gas plans from the existing variable plans to
the fixed rate plans described below. We're also attaching the confirmation packages that were sent to the customer
following these changes.

We have since followed up with the customer and advised that we would adjust the customer’s February bills by
extending him the second phase of the fixed rate products he recently enrolled in (72.94 cents for gas, and 9.6 cents for
electric}. This results in an adjustment of $127.44 to the customer’s gas account, and $134.95 to the customer’s electric
account. If the customer receives any more variable bills before his fixed rates take effect, we will adjust those bills as
well. The customer confirmed his intent to continue with Indra under the fixed rate plans, so we have not submitted
any drops on the customer’s accounts.

Electric:
. Billed ReRate ReRate Amt Due
Begin Date  End Date Usage Supply Charge To: Total Customer
| 1/2a/19  [2/22/19 [1312 |3 260.90 | 0.09600 125.95 | § 134.95
Gas:
\ Billed Supply Charge ReRate ReRate ReRate Amt Due
Begin Date  End Date Usage {with tax} To: PreTax ReRate Tax Total Customer
[ 1/17/19  |2/14719 267 |3 336.80 | 0.72940 194.75 | 14.61 | 20936 | § 127.44

The customer’s initial electric and gas enrollments were under Indra’s variable rate plans. However, at this point, both
of the customer’s accounts have been switched to fixed rate plans. Additionally, none of these products carry any
termination fees. For reference, we're summarizing all of the rate plans here:

Initial Gas Plan: Variable. This included a two-month introductory rate of 35 cents, after which rate would vary month-
to-month.



New Gas Plan: 100%-Green 13-Month Two-Phase Fixed, including an initial rate of 55 cents for the first month, followed
by 72.94 cents for the remaining 12 months.

Initial Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.3 cents, after which rate
would vary month-to-month,

New Electric Plan: 100%-Green 14-Month Two-Phase Fixed, including an initial rate of 5.2 cents for the first month,
followed by 9.6 cents for the remaining 13 months.

Finally, while Indra has had increased call volume, we have not had any reports of hold times as leng as suggested in the
customer’'s complaint.

Please let us know if you need anything else. Thank you.

Orpheus Craigue — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.24274

From: Orpheus Craigue

Sent: Monday, March 4, 2019 19:31

To: Shawn Thompson <contactthepuco@puc.state.oh.us>

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255443 [ ref: 00Dt0GzXt._500t0FMRCh:ref ]

Hello Shawn,

I’'m attaching the TPV recording from this customer’s enrollment in our service from 10/12/2018. We have had
increased call volume which has led to some increased hold times, although ultimately we did connect with this
customer around 1:30pm on 2/27/2019.

We're still reviewing the customer’s accounts, and will get back to you regarding both this gas account, and the
customer’s electric account, which you had sent over in a separate case.

We hope to get a response back to you before the end of the day tomorrow. Thanks for your patience.

Crpheus Craigue — Asst. Compliance Cfficer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427%

From: Shawn Thompson <contactthepuco@puc.state.oh.us>
Sent: Wednesday, February 27, 2619 15:14



To: Indra Energy Compliance <Compliance@indraenergy.com>
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255443 [ ref:_00Dt0GzXt._500tOFMRCh:ref ]

‘on

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00255443

CUSTOMER;
ADDRESS: Dayton Ohio-
SERVICE ADDRESS: - Dayton, Ohic [l

AlQ: 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
0.A.C. 4901:1-28-06(D){B}{b}(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Caller states that he was paying .35 per ccf and now indra is charging him
1.17 per ccf. He states that his last bill was $138, now with the new rate,
his bill is $381. Caller states that he called Indra and has been on hold for
an hour, no answer at Indra.

*** Do you show a contact from the customer to inquire on his rate
increase?

*** |s your phone system experiencing 1 hour hold times?

*** Please provide how you obtained the authorization to enroll the
customer.,

*** Please provide the sales call or signed contract, tpv, welcome letter
and terms.

*** If applicable, are you willing to re-rate the customer?

*** If yes, please provide the detailed calculation on how you determine the
re-rate amount.



*** Please provide all of the details regarding this issue to our office for
review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCO (7826)

www . PUCO ohio.gov

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

ref:_00Dt0GzXt._S500t0FMRCh:ref



Orpheus Craiﬁue

From: Shawn Thompson <contactthepuco@puc.state.oh.us>

Sent: Thursday, February 28, 2019 3:20 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255781 [ ref_00Dt0GzXt._500t0FMZbc:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00255781
cusToMER: I
ADDRESS:
SERVICE ADDRESS:
AlQ: Palmco Power CH LLC
SERVICE ACCOUNT NUMBER:
NIQ:

Dayton, Chio | R

, Dayton, Ohio -

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

DESCRIPTION OF ISSUE:

Good afternoon,

This is not a duplicate. This case is for electric. | sent case number
00255443 (gas) yesterday.

Caller states that he just received his electric bill. Bill total amount
is $332.87 and Indra's charges are $260.90. Caller states that
they are charging him .19885671 per kwh. Caller states that he
tought he signed up for a 12mo contract, but Indra told him it was
only a 2 month contract.



*** Do you show a contact from the customer to dispute his
enrollment terms?

*** Please provide the sales call or signed contract, tpv, welcome letter
and terms.

*** If applicable, are you willing to re-rate the customer?

*** If yes, please provide the detailed calculation on how you determine the
re-rate amount.

*** Please provide all of the details regarding this issue to our office for
review.

Sincerely,

Shawn Thompson

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:_00D10GzXt._SC00tCFMZhc:ref



Orpheus Craic_;ue

From: Orpheus Craigue

Sent: Tuesday, March 5, 2012 5:45 PM

To: Shawn Thompson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255781 [ ref:_00Dt0OGzXt._
5Q00t0FMZbc:ref

Attachments: - - TPV.mp3; ales Audio 4.mp3; Il Sales Audio 1.mp3;-SaIes Audio 2.mp3; -Sales
Audio 3.mp3; - Confirmation Pack Electric 10-15-18.pdf; [JJll- Confirmation Pack Electric
2-28-19.pdf; |- Confirmation Pack Gas 10-15-18.pdf;i- Confirmation Pack Gas 2-27-19,pdf

Categories: PUCO Complaint

Hello Shawn,

Regarding PUCO Case IDs 00255443 and 00255781, -:

The customer’s electric and gas accounts were enrolled in Indra’s supply on 10/12/2018, as the result of a telephone
sale. We've attached the sales audio, TPV recording, and confirmation packages from the customer’s enrollment. Both
accounts were enrolled in variable rate plans, which carried a two-month introductory rate.

The customer first reached out toe cur Customer Service line on 2/26/2019, and then spoke with us the following day as
well. As a result of these calls, the customer switched both his electric and gas plans from the existing variable plans to
the fixed rate plans described below. We're also attaching the confirmation packages that were sent to the customer
following these changes.

We have since followed up with the customer and advised that we would adjust the custemer’s February bills by
extending him the second phase of the fixed rate products he recently enrolled in (72.94 cents for gas, and 9.6 cents for
electric}. This results in an adjustment of $127.44 to the customer's gas account, and $134.95 to the custemer’s electric
account. If the custemer receives any more variable bills before his fixed rates take effect, we will adjust these bills as
well. The customer cenfirmed his intent to continue with Indra under the fixed rate plans, so we have not submitted
any drops on the customer’s accounts.

Electric:
\ Billed ReRate ReRate Amt Due
Begin Date  End Date Usage Supply Charge To: Total Customer
| 1724719 |2/22719 [1312 |3 260.90 | 0.09600 12595 [ §  134.95
Gas:
. Billad Supply Charge ReRate ReRate ReRate Amt Due
Begin Date  End Date Usage  {with tax) To: PreTax ReRate Tax Total Customer
[1/17/19  [2/14719 267 | 336.80 |0.72940 | 194.75 1461 | 209.36 | § 127.44

The customer’s initial electric and gas enrollments were under Indra’s variable rate plans. However, at this point, both
of the custemer's accounts have been switched to fixed rate plans. Additionally, none of these products carry any
termination fees. For reference, we're summarizing all of the rate plans here:

Initial Gas Plan: Variable. This included a two-month introductory rate of 35 cents, after which rate would vary month-
to-month.



New Gas Plan: 100%-Green 13-Month Two-Phase Fixed, including an initial rate of 55 cents for the first month, followed
by 72.94 cents for the remaining 12 months.

Initial Electric Plan: 100%-Green Variable. This included a two-month introductory rate of 5.3 cents, after which rate
would vary month-to-month.

New Electric Plan: 100%-Green 14-Month Two-Phase Fixed, including an initial rate of 5.2 cents for the first month,
followed by 5.6 cents for the remaining 13 months.

Finally, while Indra has had increased call volume, we have not had any reports of hold times as long as suggested in the
customer’s complaint.

Please let us know if you need anything else. Thank you.

Orpheus Craigue — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 18102
888.504.6372
718.851.24274

From: Orpheus Craigue

Sent: Monday, March 4, 2019 19:32

To: Shawn Thompson <contactthepuco@puc.state.oh.us>

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00255781 [ ref:_00Dt0GzXt._SOOtOFMZbc:ref |

Hello Shawn,

| replied in the other chain, but will alsc follow up here. Attaching the TPV recording from this enrollment, and will be
following up once we have a response to this customer’s complaint. Thank you.

Orpheus Craigue — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427#

From: Shawn Thompson

Sent: Thursday, February 25, 2u19 152U

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COwnviiaonume v winw - wmow . w2 55781 [ ref:_OODtOGth._SOOtOFMZbc:ref]



I
\ [on

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00255781

CUSTOMER:
ADDRESS: Dayton, Ohio [ ENEGEzNG
seRVICE ADDRESS: . Dayton, Chic I

AlQ: Palmco Power CH LLC

SER NUMBER:
NIQ:

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

DESCRIPTION OF ISSUE:

Good afternoon,

This is not a duplicate. This case is for elecfric. | sent case number
00255443 (gas) yesterday.

Caller states that he just received his electric bill. Bill total amount
is $332.87 and Indra's charges are $260.80. Caller states that
they are charging him .19885671 per kwh. Caller states that he
tought he signed up for a 12mo contract, but Indra told him it was
only a 2 month contract.

*** Do you show a contact from the customer to dispute his
enrollment terms?

*** Please provide the sales call or signed contract, tpv, welcome letter
and terms.

*** |f applicable, are you willing to re-rate the customer?

*** If yes, please provide the detailed calculation on how you determine the
re-rate amount.

*** Please provide all of the details regarding this issue to our office for
review.



Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCO.ohio.gqov

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

ref:_00Dt0GzXt._500t0FMZbce:ref



Sariah Brinker

From: Shawn Thompson <contactithepuco@puc.state.oh.us>

Sent: Tuesday, March 12, 2019 3:37 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258122 [ ref:_00DtOGzXt._

S00tOFNiIGn:ref ]

Public til ies
Comission

Initial Submission of a Consumer Compliaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00258122
CUSTOMER:
ADDRESS: Washington Court House, Chio |l
SERVICE ADDRESS: Washington Court House,

Ohio

AlQ: Palmco Power OH LLC

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

DESCRIPTION OF ISSUE:

Good afternoon,

Below is the email from the customer.

Indra energy called NY 80 years old mother with dementia and enrolled
her her bill went from 50 to over 500 in delivery charges and keeps going
up she didn't knowingly enroll if at all this is crimes against the elderly how
do | proceed further

*** Do you show a contact from the customer to dispute the enrollment?



*** Please advise how you obtained the authorization to enroll the
customer.

*** Please provide the sales call or signed contract, TPV, welcome packet
and terms.

*** Please provide all of the details regarding this issue to our office for
review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref: 00Dt0GzXt. 500t0FNiGn:ref



Sariah Brinker

From: Orpheus Craigue

Sent: Tuesday, March 19, 2019 6:34 PM

To: Shawn Thompson

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF CHIC - CASE #: 00258122 [ ref_00Dt0GzXt._

S00t0FNiGn:ref ]
Attachments: -TPV.mp3; --Sales Call.mp3; I Confirmation Pack.pdf;-

Canfirmation Pack-Fixed Plan.pdf; Indra Postcard.pdf

Categories: PUCC Complaint

Hello Shawn and the PUCO,

Regarding Case # 00258122, | TG

-nrolled her electric account in Palmco’s variable rate plan on 8/14/18, as the result of a telephone sale.
We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to
the customer detailing the terms of service. Palmco began servicing the customer’s account on 9/14/18.

Electric Plan: Variable. This included a two-maonth introductory rate of 5.3 cents per kWh, after which rate would vary
month-to-month. No ETFs.

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

on 12/21/18, | <2 ched out to our Customer Service line and verified a switch to a new fixed rate plan for her
electric account. We've attached the confirmation packet mailed to the customer confirming the switch to this plan,
However, before this new plan went into effect, we received an inbound drop transaction on 12/27/18, and the
customer’s electric utility determined a service end date of 1/15/19. No termination fees were issued for cancellation.

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility’s
standard offer, we are willing to rerate the customer’s final bill to the rate we have on file for her electric utility,
resulting in an adjustment of $339.35 for the billing cycle of 12/12/18 — 1/15/19. We've included a chart below detailing
our calculations for this adjustment.

. Billed | Supply ReRate | ReRate | AmtDue
Begin Date | End Date Usage | Charge To: Total Customer
12/12/2018 | 1/15/2019 | 2144 | $460.06 $0.0563 | $120.71 | $339.35

Upon receiving this complaint, the customer was added to our DNC list in order to prevent any future solicitation by our
telemarketing partners. Let us know if we can be of any further assistance.

Thank you.

Orpheus Craigue — Compliance Officer



" 715 Market Street, Suite 1200
ilagdelphia, PA 18102
888.504.6372
718.851.2427

From: Shawn Thompson <contactthepuco@puc.state.oh.us>

Sent: Tuesday, March 12, 2019 15:37

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

Subject; PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258122 [ ref:_00Dt0GzXt._500t0FNiGn:ref |

Public Utilities
Comr nission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00258122
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
o |

AlQ: Palmco Power OH LLC

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

Washington Court House, Ohio | N
Washington Court House,

DESCRIPTION OF ISSUE:

Good afternoon,

Below is the email from the customer.

Indra energy called NY 80 years old mother with dementia and enrolled
her her bill went from 50 to over 500 in delivery charges and keeps going
up she didn't knowingly enroll if at all this is crimes against the elderly how
do | proceed further



*** Do you show a contact from the customer to dispute the enrollment?
*** Please advise how you obtained the authorization to enroll the
customer.

*** Please provide the sales call or signed contract, TPV, welcome packet
and terms.

*** Please provide all of the details regarding this issue to our office for
review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref:_00Dt0GzXt._SO0tOFNiIGn:ref



12/26/2018

Washington Court House, OH -

I his letter 1S CONTIFMING yOUr Selection ot Indra Energy as your electricity supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

Your enroliment wilt be sent to LP&L. You will recelve a confirmation notice from DP&L confirming your
selection of Indra Energy as your electricity supplier. Your service will begin with your first meter read by your
utility after your enrollment is accepted, which may take up to 1-2 billing cycles. If you decide to rescind your
enrallment request, per Chio 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:

f 50.05300/kWh for the first month followed by a Fixed Rate of $0.07700/kWh
for the remaining 24 months,

None.
lable upon regquest,

You may recelve a pnone call Trom us to obtain your feedback regarding your enrollment experience.
If not, we'd love to hear from you, so please call us at the number below.

It 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@indroLnergy.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 IndraEnergyRewards.com

V.OHE 18-10.01



OHIO TERMS AND CONDITIONS
INTRODUCTION. This is an agreement, together with your
Confirmation Letter, and any and all Renewal WNotices {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 MNOTICE FROM
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES} QF 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 (CRALLY 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@lndraknergy.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 {¢) 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 andfor 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 regutatory 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 Varjable 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







ELECTRONIC COMMUMNICATION. 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 withdrawa! 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 OQF LIABILITY. TO THE FULLEST EXTENT
PERMITTED BY APPLICABLE CHIO LAW, NEITHER YOU NOR
INDRA WILL BE LUABLE TO THE OTHER FOR ANY
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, CR
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST
PROFITS OR LOST REVENUES.

ARBITRAT!ION., TO THE FULLEST EXTENT PERMITTED BY
APPLICABLE OHIQO 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
OQUT 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 Chio. 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.

MISCELLANEQUS. Indra assumes no respansibility or liahility
for the following items that are the responsibility of the
utility {ies): operation and maintenance of the utility’s
natural gas and/or electrical system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification (TPV), except if due a change in market
conditions, Indra wishes lower the price (per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may seli, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or Indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-10.01



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

Generation
Resource

Mix -

A comparison
between the
sources of
generation
projected to be
used to generate
this product and
the actual
rescurces Used
during this period.

Projected
Natural Other
Gas 0.5%

26%

Coal
35%

Biomass
0.5% Wind

3%

Actual

Other
0.5%

0.5%

Environmental
Characteristics—

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

Biomass Power

Air Emissions and Solid Waste

Coal Power

Air Emissions and Solid Waste

Hydro Power

wildlife Impacts

Natural Gas Power

Air Emissions and Solid Waste

Nuclear Power

Radioactive Waste

Oil Power Air Emissions and Solid Waste
Other Sources Unknown Impacts
Solar Power No Significant Impacts

Unknown Purchased Resources

Unknown Impacts

Wind Power

Wildlife Impacts

Air Emissions —

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

Carbon dioxide

Nitrogen oxides

Sulfur Dioxide

Regicnal Average

i Actual

R Projected

Radioactive
Waste —

Radioactive waste
associated with the
product.

Type:

Quantity:

High-Level Radioactive Waste

Unknown

Lbs./1,000 kWwh

Low-Level Radioactive Waste

Unknown

Ft3/1.000 kWwh

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.IndraEnergy.com or by phone at (888) 504-6372.
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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. Teday 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 o
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




Palmcolnergy.com
CustomerServic el MimeoBnergy, com
L {877y 726 5862

8/16/2018

Washington Court House, OH-

| IS {etter 1S cONTIFMmING YOUr SEIECTION OT PALIVICO as your erectnicity supplier and this package contains a copy of
the Terms and Canditions of your service with PALMco.

Your enroliment will be sent to UP&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 enrcliment is accepted, and may take up te 1-2 billing cycles. If you decide to rescind your enroliment
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:

tate of $0.09300/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/.
None.
ilable upon request.

You may recelve a pnone call trom us 1o obtain your feedhack regarding your enrollment experience.
If not, we'd love to get your feedback, so please call us at the number below.

It you have any guestions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email
us at CustomnerService @palmcoenergy.cam.

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



OHIO TERMS AND CUNDITIONS
INTRODUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewal Notices (if
applicable) {collectively, the “Agreement”), between PALMco
Energy OH, LLC (“PALMco Energy” or “PALMco”) and you for
natural gas supply service and/or PALMco Power OH, LLC
{“PALMco Power or “PALMco”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter (or in an addendum). You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter (or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT. You acknowledge as follows: {A} Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility, {B) You are the named customer on each of the
account(s) listed above {or in any addendum), or you are the
spouse of the named customer on such account(s), or you are
over 18 years old and authorized to make decisions concerning
such account(s). {C) PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. (D} Your
utility{ies} will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMcc’s charges. (E)
PALMco does not guarantee savings ot 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 & 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 RESCINDG 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, ORIN WRITING).

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natura! 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) caliing PALMco at {877) 726-
5862; (b} sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or (c) emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate 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 Addressies) (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 nct 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 PALMce, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {when applicable): You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variable Price {when applicable}: You will pay a
Variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
based on 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
vour 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 s
updated periodically foliowing the requirements of the Public
Utilities Commission of Ohio.

BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING,
Natural Gas and/or Electric: You wili be billed by your utility{ies)
at intervals established by your utilitylies). 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
expensesincurred 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 natura! 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 Biliing 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 addendumn) 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 Chio 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 electrenic
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 ot EDT, hy 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 Qhio [PUCQ) 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 PUCC. 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
andfor 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 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 cwing under this Agreement.

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY,
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT
LIMITATION, LOST PROFITS QR LOST REVENUES,

ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY
APPLICABLE GHIO LAW, IF THERE IS AN IS5UE, 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 INFORMALLLY,
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 FCR ELECTRIC AND/OR NATURAL GAS SUPPLY
SERVICE WHETHER ARISING DURING OR AFTER YCUR
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS
PERMITTED BY APPLICABLE CHIO LAW SHALL BE CONDUCTED
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE} BASIS AND AN
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS-
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL
ELECTRIC AND/OR NATURAL GAS SUPPLIERS.

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION,
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE.

APPLICABLE LAWS, ETC. This Agreement is subject to all
applicable Federal, state, and local laws, and the orders, rules,
and regulations of governmental agencies having jurisdiction
over the subject matter of this Agreement, including, without
limitation, 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 terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent,
PALMco may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another energy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCQ, 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 ejther 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



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

Generation
Resource

Mix -

A comparison
between the
sources of
generation
projected to be
used to generate
this product and
the actual

Projected
Na(;c:;'a1 Other
0.5%
26%

Hydro
1%

Wind
2.5%

Coal
35%

Biomass

Actual

Other
0.5%

0il 0.5%

Coal
31.5%

Biomass
0.5%

resources Used Nuclear 0.5% Nuclear
during this period, 34.5% 3.5% 35%
Environmental Biomass Power Afr Emissions and Solid Waste
Characteristics— Coal Power Air Emissions and Solid Waste
o Hydro Power Wildlife Impacts
A description _Of_ Natural Gas Power Air Emissions and Solid Waste
the characteristics N lear P S adioactive Wast
associated Wlth !.,IC edr Fowaer a |oa.c I.VE da51e :
each possible Oil Power Air Ernissions and Solid Waste
generation Other Sources Unknown Impacts
resource. Salar Power No Significant Impacts
Unknown Purchased Resources Unknown Impacts
Wind Power Wildlife Impacts
Air Emissions —
Product-specific
projected and Carbon dioxide
actual air
= Actual

emissions for this
period compared
to the regional
average air
emissions.

Nitrogen oxides

Sulfur Dioxide

¥ Projected

Regional Average

Radioactive
Waste —

Radioactive waste
associated with the
product.

Type:

Quantity:

High-Level Radioactive Waste

Unknown
Lbs./1,000 kiwh

Low-Level Radioactive Waste

Unknown

F13/1,000 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.




Sariah Brinker

From: Orpheus Craigue

Sent: Thursday, March 28, 2019 3:18 PM

To: PUCO Consumer Call Center

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00258122 [ ref:_00Dt0GzXt._

S500t0FNiGn:ref ]

Categories: PUCO Complaint

Hello Shawn,

Regarding Case # 00258122, || I}

We are rerating the bill to the 4.7 cents as you mentioned, which results in an additional $159.91 due to the customer, for
a total credit of $353.28. We are sending this adjustment to the utility to credit the customer’s account.

If you need anything else, let us know. Thanks.

Orpheus Craigue — Compliance Officer

© 15 Market Street, Suite 1200
iladelphia, PA 18102
888.504.6372
718.851.2427

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

Sent: Tuesday, March 26, 2015 10:28

To: Orpheus Craigue <ocraigue@indraenergy.com>

Subject; RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258122 [ ref:_00Dt0GzXt._S500t0FNiGn:ref ]

Good morning Orpheus,

The customer's price to compare for that service period was 4.7 cents. Please re-rate the customer based on that rate
and provide the amount refunded to the customer. How will the refund occur? Will you credit the account or send the
customer a refund check?

Thanks,

Shawn Thompson

--------------- Original Message -----------—--

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
Sent: 3/25/2019 7:42 AM

To



Sl o ..__ __...MISSION OF OHIO - CASE #: 00258122 [ ref:_00Dt0GzXt._500t0OFNiGn:ref
Good morning Crpheus,

| am confirming the customer's price to compare for the re-rate calculation. | should have a response to you soon.
Thanks,

Shawn Thompson

-=-—-———----- Qriginal Message --------——

From: Orpheus Craigue [oc¢raigue@indraenergy.com]

Sent: 3/19/7019Q A-34 PM

T

C

S ., . ) SSION OF OHIO - CASE #: 00258122 [ ref:_00Dt0GzXt._SOOtOFNiGn:ref ]

Hello Shawn and the PUCO,

Regarding Case # 00258122,-

_nrolled her electric account in Palmco’s variable rate plan on 8/14/18, as the result of a telephone sale.
We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to
the customer detailing the terms of service. Palmco began servicing the customer’s account on 9/14/18.

Electric Plan: Variable. This included a two-month introductory rate of 5.3 cents per kWh, after which rate would vary
month-to-month. No ETFs.

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

on 12/21/18, I <2ched out to our Customer Service line and verified a switch to a new fixed rate plan for her
electric account. We've attached the confirmation packet mailed to the customer confirming the switch to this plan.
However, before this new plan went into effect, we received an inbound drop transaction on 12/27/18, and the
customer’s electric utility determined a service end date of 1/15/19. No termination fees were issued for cancellation.



In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility’s
standard offer, we are willing to rerate the customer’s final bilt to the rate we have on file for her electric utility,
resulting in an adjustment of $339.35 for the biliing cycle of 12/12/18 — 1/15/19. We've included a chart below detailing

our calculations for this adjustment.

. Billed | Supply ReRate | ReRate | Amt Due
Begin Date | End Date Usage | Charge To: Total Customer
12/12/2018 | 1/15/2019 | 2144 | $460.06 $0.0563 | $120.71 | $339.35

Upon receiving this complaint, the customer was added to our DNC list in order to prevent any future solicitation by our
telemarketing partners. Let us know if we can be of any further assistance.

Thank you.

Orpheus Craigue — Compliance Officer
1515 Market Street, Suite 1200
Philadelphia, PA 19102
888.504.6372

718.851.2427

From: Shawn Thompson
Sent: Tuesday, March 12, zviz 15,5+

To: Indra Energy Compliance
Subject: PUBLIC UTILITIES COwnviiaaium ur uriv - umsc w. uw258122 [ ref._00Dt0GzXt. SO00tOFNiGn:ref |



'ublic L ilities
. Com ission

Initial Submission of a Consumer Complaint
Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00258122

cusTomeR: ININEGEGE
ADDRESS: INGEEGEGEGE . :<:ington Court House, Ohio e
SeRVICE ADDRESS: || V' =shington Court House, Ohio

AlQ: Palmco Power CH LLC

SERVICE ACCOUNT NUMBER: -

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

DESCRIPTION OF ISSUE:

Good afternoon,

Below is the email from the customer.



Indra energy called NY 80 years old mother with dementia and enrolled her her
bill went from 50 to over 500 in delivery charges and keeps going up she didn't
knowingly enroll if at all this is crimes against the elderly how do | proceed further

*** Do you show a contact from the customer to dispute the enroliment?
*** Please advise how you obtained the authorization to enroll the customer.

*** Please provide the sales call or signed contract, TPV, welcome packet and
terms.

*** Please provide all of the details regarding this issue to our office for review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQO.ohio.gov

This message and any response 1o it may constitute a public record and thus
may be publicly available to anyone who requests it.



ref:_00Dt0GzXt._S500t0FNiGn:ref



Orpheus Craigue

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

Sent: Thursday, February 28, 2019 9:25 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00255737 [ ref._00Dt0GzXt._500t0FMYiR:ref }
IS

Initial Submission of a Consumer Complaint
Provider of Natural Gas and Electric
Please Respond Within 3 Business Days

CASE ID: 00255737
CUSTOMER:
MAILING AD :
SERVICE ADDRESS:

rongsville, Chio -
Strongsville, Chio
and |GG scven Hils, Ohioi
AlQ: Palmco Power OH LLC
ELECTRIC SERVICE ACCOUNT NUMBERS:
AND I
GAS 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, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D){1)}(h){v)*™*

DESCRIPTION OF ISSUE:
(Good morning.

According to _ in July or August 2018 she enrolled one natural
gas and two electric accounts with Indra Energy. She states that the two
electric accounts were enrolled in variable rate plans, with the variable
rates increasing from $0.0519 initially to now $0.229 per kwh.

Hstates the natural gas agreement is also for a variable rate and
that for that account the rate increased from $5.86 per MCF to $8.32.

_vants to know why the variable rate pricing for each of the
three plans has increased and if adjustments will be issued to all three

1



accounts.

Please review these accounts and advise:

1. When, how, and by whom the accounts were enrolled.

2. What the terms of service for each of the three accounts are.

3. If requests to cancel any of the three accounts has been received. If
so0, please provide the service end effective dates.

4. Why the variable rates have increased, particularly in the case of the
electric generation rate.

5. How the variable rates are being calculated.

6. If any early termination fees apply to any of the three enrollments. If so,
will the fees be waived. And if not, why not.

7. If any adjustments will be issued to any of the three accounts. If so,
please advise what the adjustments will be. If not, please advise why
not.

Additionally, please provide copies of all enrollment materials associated
with the three accounts, including:

The third party verification recording.

The signed agreement for service.

The terms and conditions of service.

The welcome letter issued to the consumer.

BOLON~

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:_0ODt0GzXt. SO0tOFMYiR:ref



William Schaaf

From: William Schaaf

Sent: Wednesday, March 6, 2019 5:19 PM

To: PUCQO Consumer Call Center

Ce Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255737 [ ref_Q0Dt0GzXt._
S5O0tOFMYiR:ref ]

Attachments: TPV.MP3; Confirmation Pack-Gas.pdf; --Confirmation Pack-

df: Confirmation Pack-Electric Acct #

_df; --Sales Call.mp3; Indra Postcard.pdf

Hello Christina and the PUCO,

Regarding Case # 00255737, ||| GG

enrolled one gas account and two electric accounts in Palmco’s variable rate plans on 5/9/18, as the result
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.

Gas Plan: Variable. This included a two-month introductory rate of $2.50 per Mcf, after which the rate would vary
month-to-month.

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

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

We received inbound drop transactions for the customer’s electric accounts on 2/4/19, and then received an inbound
drop for the gas account on 2/23/19. No termination fees were issued for cancellation. We've included a chart below
that shows that the service start and end dates for each account.

AccountNumber Commodity | Start Date | End Date
Electric 6/27/2018 | 2/22/2019
Electric 6/13/2018 | 3/12/2019
Gas 6/7/2018 | 2/7/2019

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to the utility’s
standard offer, we are willing to rerate the customer’s final variable bills to the rate we have on file for the utility. We've
included charts below detailing our calculations for these adjustments.

Gas Acct
Begin End Dat Billed | Supply ReRate | ReRate | Amt Due
Date are Usage | Charge To: Total Customer
1/9/2019 | 2/7/2019 | 123 508.17 $0.3712 | $45.66 | 552,51

Electric Acct A



Begin End Date Billed | Supply ReRate | ReRate | Amt Due

Date Usage | Charge To: Total Customer

1/25/2019 | 2/22/2019 | 137 $27.82 $0.0555 | §7.60 $20.22
Electric Acct #

Begin End Date Billed | Supply ReRate | ReRate | Amt Due

Date Usage | Charge To: Total Customer

1/11/2019 | 2/12/2019 | 4061 | 5933.96 $0.0555 | $225,35 | $708.57

Indra’s Variable Gas and Flectric rate is determined according to the following criteria, taken from Indra’s Terms &
Conditions:

Gas: “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
campliance costs, supply and agency functions that Indra performs for you, and other prevaoiling business considerations
and market conditions, plus Indra’s costs, expenses ond morgins. This list of factors is not exhaustive and no single factor
will determine the rote.”

Electric: “You will pay a variable rote 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 thot indra performs for
vou, line loss, certain transmission, capacity, anciliory, administrative and reguiatory compiiance costs incurred by indra,
alternative and renewable energy requirements, market conditions, expenses and margins.”

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 historicol prices are not an indicater ~f futtira nrirac Yo ran nreece futira yorinhle nriring infarmation,
updated monthly, by visiting indra’s website ¢ r by calling (888)
504-6372."

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

William Schaaf — Asst, Compliance QOfficer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.2427

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

Sent: Thursday, February 28, 2013 9:25 AM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255737 [ ref:_00Dt0GzXt._500t0FMYiR:ref ]



Initial Submission of a Consumer Complaint
Provider of Natural Gas and Electric
Please Respond Within 3 Business Days

CASE ID: 00255737

CUSTOMER:
MAILING ADDRESS: Strongsville, Ohio-
SERVICE ADDRESS: inlle, Ohic

and . Seven Hills, Ohio
AlQ: Palmco Power OH LLC

ELE CCOUNT NUMBERS: _
AND
GAS SERVICE ACLUUUNT NUMBER_

NIQ

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

DESCRIPTION OF ISSUE:

Good morning.

According to - in July or August 2018 she enrolled one natural
gas and two electric accounts with Indra Energy. She states that the two
electric accounts were enrolled in variable rate plans, with the variable

rates increasing from $0.0519 initially to now $0.229 per kwh.

_states the natural gas agreement is also for a variable rate and
that for that account the rate increased from $5.86 per MCF to $8.32.

_wants to know why the variable rate pricing for each of the
three plans has increased and if adjustments will be issued to all three
accounts.

Please review these accounts and advise:

1. When, how, and by whom the accounts were enrolled.

2. What the terms of service for each of the three accounts are.

3



3. If requests to cancel any of the three accounts has been received. If
50, please provide the service end effective dates.

4. Why the variable rates have increased, particularly in the case of the
electric generation rate.

5. How the variable rates are being calculated.

6. If any early termination fees apply to any of the three enrollments. If so,
will the fees be waived. And if not, why not.

7. If any adjustments will be issued to any of the three accounts. If so,
please advise what the adjustments will be. If not, please advise why
hot.

Additionally, please provide copies of all enrollment materials associated
with the three accounts, including:

1. The third party verification recording.

2. The signed agreement for service.

3. The terms and conditions of service.

4. The welcome letter issued to the consumer.

Thank you.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCQ.ohio.qov

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



ref: 00Dt0GzXt. SO0tOFMYiR:ref



Orpheus Craigue

From: Shawn Thompson <cantactthepuco@puc.state.oh.us>

Sent: Tuesday, March 5, 2019 3:36 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256671 [ ref:_00Dt0GzXt. 500t0FMzqV:ref ]
J 9
|

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID; 00256671
CUSTOMER:
ADDRESS: Cleveland, Ohio -

SERVICE ADDRESS: I e cland, Ohio[ i

AlQ: 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 within 10 business days. If a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)}(6)(b){(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Caller states that his rate is over 17 mcf. He called Indra to get more
information and cancel, but they told him that they would get back to him.

“** Do you show a contact from the customer to inquire on the rate and
cancel the service?

“** If yes, please advise if the account has been cancelled.

“** Please provide the sales call or signed contract, tpv, welcome letter
and terms.

“** Please provide all of the details regarding this issue to our office for
review.



Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCQ (7826)

www.PUCQO.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: 00D10GzXt. 500t0FMzqgV:ref



Sariah Brinker

From: Orpheus Craigue

Sent: Tuesday, March 12, 2019 7:09 PM

To: Shawn Thompson

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256671 [ ref._00Dt0GzXt,
5Q0t0FMzqV:ref ]

Attachments; - TPv.mp3; - sales Audiowav: Il Confirmation Pack
Electric.pdf; - Confirmation Pack Gas.pdf; Indra Postcard.pdf; -

Confirmation Pack Gas 3-5-19.pdf

Categories: PUCO Complaint

Hello Shawn,

Regarding PUCO Case 25667; ||| N

This customer enrolled his electric and gas accounts on 8/28/2018, as a result of a telephone sale. We're attaching the
sales audic and TPV recording from this enrollment, as well as the confirmation packet mailed shortly

thereafter. Additionally, we’re attaching the postcard sent to customers detailing the brand name change from Palmco
to Indra Energy in October 2018.

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: 17-Month Two-Phase Fixed Plan, including 5.4 cents for the initial month, followed by 8.2 cents for the
remaining 16 months. No ETFs.

The customer reached out to our Customer Service line on 3/4/2019 and verified a switch to a new rate plan for his gas
account. We've attached the confirmation packet mailed to the customer confirming the switch, which was in a 100%-
Green 13-Month Two-Phase fixed plan, with an initial rate of $4.40 per Mcf for the first month, followed by $7.206 per
Mcf for the remaining 12 menths; this plan also does not carry any ETFs. Also on this conversation, the customer had
requested an adjustment of his most recent bill, and was advised that his account would be escalated for further review.

Upon review, we've determined that we will rerate the customer’s most recent variable bill to the rate of $7.206 per
Mcf, providing the customer an adjustment of $207.88. We followed up with the customer, who accepted this credit,
and also confirmed his intent to proceed with Indra for his electric and gas supply.

If you need any further information, please feel free to reach out. Thank you.

Orpheus Craigue — Compliance Officer

15 Market Street, Suite 1200
iladelphia, PA 19102
838,504.6372

718.851.2427



From: Shawn Thompson <contactthepuco@puc.state.ch.us>

Sent: Tuesday, March 12, 2019 07:32

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

Subject: PUBLIC UTILITIES COMMISSION QF OHIQ - CASE #: 00256671 [ ref:_00Dt0GzXt._500t0FMzqV:ref ]

Public | ies
' Comu...ission

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

CASE ID: 00256671
cusToMER: |IIEGEIEIEIB

ADDRESS: I C!c.cand, Ohio I
serVICE ADDRESS: N C - <=, ohio [

AlQ: 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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)}(v)**"

DESCRIPTION OF ISSUE:
Good morning,

An initial complaint was sent to you on 3/5/19. Please review the
customer’'s concerns and respond within three business days.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(8001 686-PUCOQ (7826)



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

ref: 00Dt0GzXt. 500t0FMzgV:ref



PalmcoEnergy.com
Cuslomer SarvieeimPaling oknergy.com
1 {877y 726 5862

8/30/2018

Cleveland, OH

I nis (etter 15 ConTIrmMINg YoUr Selection oT FALIMCO as your electricity supplier and this package contains a copy of
the Terms and Conditions of your service with PALMco.

Your enroliment will be sent to Lleveland Iluminatng. You will receive a confirmation notice from Cleveland
Illuminating 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 hilling cycles. If you
decide to rescind your enrollment request, per Chio 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:

1.05400/kWh for the first month followed by a Fixed Rate of $0.08200/kWh
for the remaining 16 months.

None.
ilable upon request.

You may receive a phane call rrom us to obtain your feedback regarding your enroliment experience.
If not, we'd love to get your feedback, so please call us at the number below.

It 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.OITE 18-01.26



OHIO TERMS ANL 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 CH, 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 abhove {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). {€) 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/cr 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 utitity
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 TC 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
WITHQUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY
{ORALLY, ELECTRONICALLY, CR IN WRITING]).

LENGTH OF AGREEMENT AND TERMINATION, This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a month-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of time set forth in
your Confirmation Letter. If PALMco decides to terminate as
provided in this Agreement, it shall provide advance notice to
you in writing to your Service Address(es). You may terminate
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or (c} emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned ta your utility’s
standard service or you may choose another suppiier. 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 andfor 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, 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 wiil
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
servica will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {when applicable): You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variable Price {when applicable): You will pay a
Variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
based on 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 bhilling 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
{"Renewa! 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
vour affirmative consent even when there is a chonge 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 hill,
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
reguest from PALMco, without charge, up to 24 months of your
paymeni history covering services rendered hy PALMCco,
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 authcrize 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 vyour gas andfor 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 PALMce 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. £ST or EDT, by U.5. mail
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at
CustomerService@PatmcoEnergy.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 Chio (PUCQ) 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.nickocc.org,




ELECTRONIC COMMUNICATION. Unless otherwise required by
law, if you provide PALMco with your email address, you agree
that PALMco may transmit to you all notices and other
communications, including those required in this Agreement,
electronically to the email address provided by you. You shall be
responsible for notifying PALMco of any change in email address
and/or any withdrawal of your consent to electronic
communications. Notices transmitted to you via email will be
deemed to have been received if transmitted to you at the email
address provided to PALMco by you.

FORCE MAIEURE. 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 this Agreement.

LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED
BY APPLICABLE CHIC 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 1S AN ISSUE, CLAIM OR
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TC BE
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY,
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY
SERVICE WHETHER ARISING DURING OR AFTER YOUR
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED
ON AN INDIVIDUAL {AND NOT A CLASS-WIDE) BASIS AND AN
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS-
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL
ELECTRIC AND/OR NATURAL GAS SUPPLIERS.

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION,
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPQCSE,

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 QOhio. THIS
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN

ACCORDANCE WITH OHIC LAW, WITHOUT REGARD TO
PRINCIPLES RELATING TQ CONFLICTS OF LAW.
MISCELLANEQUS. PALMco assumes no responsibility or
liability for the following items that are the responsibiiity 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 Ts the entire understanding
between you and PALMco with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. PALMco
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification (TPV), except if due a change in market
conditions, PALMco wishes lower the price (per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent.
PALMco may sell, transfer, pledge, or assigh the gccounts,
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 PUCGC, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assipnees of the parties hereto. No
delay or failure by either you or PALMco to exercise any right or
remedy to which elther 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



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

Generation
Resource

Mix -

A comparison
between the
scurces of
generation
projected to be
used to generate
this product and

Projected

Natural
Gas
26%

Other
0.5%

Hydro
1%

Wind

Coal
35%

0il 0.5%

Actual

Biomass
0.5%

the actual 2.5% Biomass
resources used Nuclear 0.5%
during this period. 34.5% 3.5% 35%
Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Air Emissions and Solid Waste
o Hydro Power Wildlife Impacts

A description _Of_ Natural Gas Power Air Emissions and Solid Waste
the characteristics - -
associated with Nuclear Power Radioactive Waste
each possible Oil Power Ajr Emissions and Solid Waste
generation Other Sources Unknown Impacts
FESOUTCE. Solar Power No Significant Impacts

Unknown Purchased Resources Unknown Impacts

Wind Power Wildlife Impacts
Air Emissions —
Product-specific
projected and Carbon dioxide
actual air

= Actual

emissions for this
period compared
to the regional

Nitrogen oxides

® Projected

average air Sulfur Dioxide
emissions.
Regiona! Average

Radioactive
Waste — Type: Quantity:

o High-Level Radioactive Waste Unknown
Radipactive waste Lbs./1,000 kwh
associated with the Low-Level Radioactive Waste Unknown

product,

Ft*/1,000 kWh

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

| IS [eTTer IS CoNTIFMING YOour selection oT PALIVICO as your nawural gas supplier and this package contains a copy
of the Terms and Conditions of your service with PALMco,

Your enroliment will be sent to rominion east unio. 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:

!le o' !l!lllll!c' Lor the first two billing cycles, and a variable rate

thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at
https://palmecoenergy.com/ohio/chio-variable-rates/.

None.

se contact Dominion East Ohio.

You may receive a phone call rrom 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.

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.comfrewards

V.OIIE 18-01.26



OHIO Tusviviw ruser o MDITIONS
INTRODUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewal Notices {if
applicable} {collectively, the “Agreement”}, hetween PALMco
Energy CH, LLC (“PALMco Energy” or “PALMco”) and you for
natural gas supply service and/or PALMco Power OH, LLC
("PALMco Power or “PALMco”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter (or in an addendum). You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter {or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT. You acknowledge as follows: {A} Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility. {B) You are the named customer on each of the
account(s) listed above {or in any addendum)}, or you are the
spouse of the named customer on such account{s), or you are
over 18 years old and authorized to make decisions concerning
such account{s). (C} PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. {D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which wil!
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 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 YQUR
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY
{ORALLY, ELECTRONICALLY, OR IN WRITING),

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a month-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of time set forth in
your Confirmation Letter. If PALMco decides to terminate as
provided in this Agreement, it shall provide advance notice to
you in writing to your Service Address{es). You may terminate
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b} sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214, or (c) emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate 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 {¢) 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
cance! this Agreement with PALMco Power without penalty if
you refocate your Service Address(es) to an area that PALMco
Power does not serve or to an area where PALMco Power
charges a different price for electric supply service. In the case
of a Service Address relocation, the cancellation shall apply only
to the Service Address(es) you move from, and not any other
Service Address{es) covered by this Agreement. If you
voluntarily return or switch back to your natural gas and/or
electric utility after choosing PALMco, you may not be served
under the same rates, terms, and conditions as those available
to other customers served by your natural gas and/or electric
utility.

PRICING.

Natural Gas and/or Electric Introductory Price: If you receive
natural gas and/or electric supply service from PALMco, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {when applicable}: You
will pay 2 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 transportation costs, any
supply and agency functions that PALMco performs for you, and
other prevailing market conditions, plus PALMca’s casts,
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 anindicator of future prices. You can access future
variable pricing information, updated monthly, by visiting
PALMco’s website at https://palmcoenergy.com/chiofohio-
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 con 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 Chig,

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 eiectric 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,
af a rate of 1.5% per month or the maximum amount permitted
hy 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 pericd. Budget
Billing is available for both the delivery and natural gas and/or
electric supply service partions of your bill. If you are interested
in Budget Billing, you should contact your utility and request to
he placed on a Budget Billing plan. If your electric utility is Duke
Energy Chio, to request Budget Billing for the electric supply
service portion of your electric bill, you should contact PALMco
and reguest to he 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
utilitylies), 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 4901:1-29-08 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 (ioll free)
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.5. mail
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at
CustomerService@PalmcoEnergy.com, if you have any
guestions 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 Chio (PUCO) for assistance at
1-800-686-7826 (toli free) from & a.m. to 5 p.m. weekdays, or at
http://www.puco.ohio.gov. Hearing or speech impaired
customers may contact the PUCC via 7-1-1 (Ohio relay service).
The Ohio Consumers’ Counsel (OCC) represents residential
utility customers in matters before the PUCO. The OCC can be
contacted at 1-877-742-5622 [toll free) from 8 a.m. to 5 p.m.
weekdays, or at www.pickocc.org.




ELECTRONIC COMMUNICATION. Unless otherwise required by
law, if you provide PALMco with your email address, you agree
that PALMco may transmit to you all notices and other
communications, including those required in this Agreement,
electronically to the email address provided by you, You shall be
responsible for notifying PALMco of any change in email address
and/or any withdrawal of your consent to electronic
communications. Notices transmitted to you via email will be
deemed to have been received if transmitted to you at the email
address provided to PALMco by you.

FORCE MAJEURE. Neither PALMco nor you 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 inakility to pay any
amount owing under this Agreement.

LIMITATION CF LIABILITY. TO THE FULLEST EXTENT PERMITTED
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY,
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT
LIMITATION, LOST PROFITS OR LOST REVENUES.

ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY
APPLICABLE QOHIO LAW, IF THERE IS AN ISSUE, CLAIM OR
DISPUTE RELATING TC 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 ARBITRATICN. 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 NC 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 COF ANY
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL
ELECTRIC AND/OR NATURAL GAS SUPPLIERS.

NO WARRANTIES. NEITHER PALMCQ 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 QR 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,
MISCELLANEQUS. 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 terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent.
PALMco may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another energy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCO, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto. No
delay or failure by either you or PALMCco 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 QR ELECTRIC OUTAGE
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR
LOCAL UTILITY.

V.E.17-12.19



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

Generation .
r
Resource Projected Actual
Mix - Na(';”ra' Other Ol 0.5% Other
A comparison 2;; 0.5% Natural Ga 0.5%
(1]
between ‘;he 27.5% Coal
sources o
31.5%
generation H:iro CO:"
projected to be ’ 35% Hydro
used to generate ) 1% Biomass
this product and W'rld 0.5%
the actual 2.5% Biomass .
resources used Nuclear 0.5% Wind
during this period. 34.5% 3.5% 355
Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Air Emissions and Solid Waste
o Hydro Power Wildlife Impacts
A description _Of_ Natural Gas Power Air Emissions and Solid Waste
the characteristics I a -
associated with Nuclear Power R.a Loa.ctl‘ve Waste :
each possible Cii Power Air Emissions and Solid Waste
generation Other Sources Unknown Impacts
rESOUFCE. Salar Power No Significant Impacts
Unknown Purchased Resources Unknown Impacts
Wind Power Wildlife Impacts
Air Emissions —
Product-specific
projected and
actual air
w Actual

emissions for this
period compared
to the regional

® Projected

average air Sulfur Dioxide
emissions.
Regional Average

Radioactive
Waste - Type: Quantity:

High-Level Radioactive Waste Unknown
Radioactive waste Lbs. /1,000 kwWh
associated with the Low-Level Radioactive Waste Unknown

Ft3/1,000 kwh

product.

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 Vaiued Customer,

We are excited to share some imporlant 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 Oclober 1, 2018 1o 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 parl.

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




3/5/2019

Cleveland, OH

I NIS l1etter 15 ConTIrmINg your seIecticn ¢F Indra tnergy as your natural gas supplier and this package contains a
copy of the Terms and Conditions of your service with Indra Energy.

Your enroliment will be sent to Lominion kast Onio. You will receive a confirmation notice from Dominion East
Ohio canfirming 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 hilling cycles. If you
decide to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so.

i, 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:

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

t Ohio.
One hundred percent {100%) of your natural gas usage
will be matcned with carbon oITsets.

You may recelve a pnone call Trom us to obtain your feedback regarding your enrollment experience.
If not, we'd love to hear from you, so please call us at the number below.

It 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 @indraEnergy.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 IndraEnergyRewards.com

V.OHE 18-10.01



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 forthin
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@indraEnergy.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 ohbligated 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/for
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 bhased 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







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 efectronic
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 O©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 CHIO 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 TC RESCLVE IT
INFORMALLY, IT MAY BE RESCLVED THROUGH ARBITRATION,
INCLUDED ARE ALL {SSUES, 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 8Y APPLICABLE OHIO LAW SHALL
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE)
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHGRITY 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 TC 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 regutations of governmental agencies having jurisdiction

over the subject matter of this Agreement, inciuding, without
fimitation, the Public Utilities Commission of QOhio. 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.

MISCELLANEQUS. 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
natura! gas and/or electrical system, any interruption of
service, termination of service, and deterioration of the
utility’s service. This Agreement is the entire understanding
between you and Indra with respect to the subject matter
hereof and there are no promises, covenants, or undertakings
other than those expressly set forth in this Agreement. Indra
will not make a material change to the terms of this Agreement
without first obtaining your consent in writing or through third
party verification (TPV), except if due a change in market
conditions, Indra wishes lower the price (per ccf or mcf or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without Indra’s prior written consent. Indra
may sell, transfer, pledge, or assign the accounts, revenues, or
proceeds hereof, in connection with any financial agreement
and may assign this Agreement to another energy supplier,
energy services company or other entity in accordance with the
rules and procedures of the PUCO, if any, governing such
transactions. This Agreement will inure to and be binding upon
the successors and assignees of the parties hereto. No delay or
failure by either you or Indra to exercise any right or remedy to
which either party may be entitled to herein will constitute a
waiver of that right or remedy.

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

V.E.18-12.01



GREEN PRODUCT DISCLOSURE LABEL

INDRA ENERGY

PROJECTED DATA FOR THE 2019 CALENDAR YEAR
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Type:

Quantity:

High-Level Radioactive Waste

Lbs./1,000 kwh

Low-Leve! Radioactive Waste

Ft3/1,000 kwh

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

VE19-01.01



Orpheus Craigue

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

Sent: Wednesday, February 20, 2019 5:07 PM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIC - CASE #: 00254414 [ ref._00Dt0GzXt._500tOFLriR:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254414
COMPANY:

eooress I —

ADDRESS: North Ridgeville, Ohio ||l
serVICE ADDRESS: |GGG '\ ot" Ridgeville, Ohio
I

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
0.A.C. 4901:1-28-06(D){B)(b)(v)™**

DESCRIPTION OF ISSUE:

Customer's fixed rate of .37 immediately jumped to $1.74/ccf when his rate
went variable. Please explain the rate increasing by nearly 500%!
Please respond with resolution and drop date.

Sincerely,

Darita Patterson

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Setvice 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._500t0FLriR:ref



William Schaaf

From:
Sent:
To:

Cc:
Subject:

Attachments:

Hello Darita and the PUCO,

William Schaaf
Monday, February 25, 2019 8:05 AM
Darita Patterson
Indra Energy Compliance
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254414 [ ref,_00Dt0GzXt._
500t0FLriR:ref ]
-Web Enrollment Confirmation.pdf, Gonzales-Confirmation Pack.pdf

Regarding Case # 00254414, ||| EGTGIB

B - o cd his gas account in Indra’s variable rate plan on 10/10/18, upon completion of a web enrollment.
We've attached a copy of the web enrollment confirmation, as well as the confirmation package sent to the customer
detailing the terms of service. Indra began servicing the customer’s account on 11/13/18.

On 2/19/19, we received an inbound drop transaction for the customer’s account, and his utility established a service
end date of 3/18/19. No termination fees were issued for cancellation.

On 2/21/19,_cnntacted our Customer Service line regarding his bill. In the interest of satisfying the
customer’s concerns, we are providing a full rerate for the life of the customer’s account. This results in an adjustment
of $202.57 for the billing cycles of 11/13/18 — 2/15/19, which will be sent to the customer’s utility in order to be applied
to his account. The customer’s upcoming final bill is also flagged to be adjusted accordingly. This will ultimately provide
the customer with the financial effect of having never received Indra’s supply.

Please let us know if we can be of any further assistance.

Thank you.

William Schaaf - Lead Compliance Investigator

15 Market Street, Suite 1200
iladelphia, PA 18102
888.504.6372

718.851.2427

From: Darita Patterson [mailto:contactthepuco@puc.state.ch.us]

Sent: Wednesday, February 20, 2019 5:07 PM

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254414 [ ref:_00Dt0GzXt._500t0FLriR:ref ]



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254414
COMPANY:

customer: INNGEGEN
ADDRESS: I o't Ridgeville, Ohio [N
sERVICE ADDRESS: I ' o't~ Ridgeville, Ohio
]

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

DESCRIPTION OF ISSUE:

Customer's fixed rate of .37 immediately jumped to $1.74/ccf when his rate
went variable. Please explain the rate increasing by nearly 500%!
Please respond with resolution and drop date.

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 o it may constitute a public record and thus
may be publicly available to anyone who requests it.



ref:_ 00Dt0GzXt._S00t0FLriR:ref



Orpheus Craigue

From: Alfred Thompson <contactthepuco@puc.state.oh.us>

Sent: Wednesday, March 6, 2012 10:07 AM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00256929 [ ref._C0Dt0GzXt,_500t0FN6rR:ref |

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00256929
COMPANY:

CUSTOMER:
ADDRESS:
SERVICE ADDRESS:

cleveland, Ohiol I

. Cleveland, Ohio -
AlQ: Palmco Energy 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
0.A.C. 4901:1-28-06(D)(6)}(b) (v)***

DESCRIPTION OF ISSUE:
(Good morning,

Customer has had Indra for ear but noticed a current rate being
charged of $7.98 per MCF. Mclaims not to have received a notice
advising of contract end. His typical bills are around $70, but the last three
bills have been over $200. He would like to cancel service, but was placed
on hold for over an hour.

Flease review and advise:



1. Is there a record of customer calling in to cancel service? Any
customer contacts?

2. Is it typical for customers to have to hold the phone for an hour when
they call in to Indra? Why?

3. What are the terms and conditions of the plan that customer was
enrolled in?

4. How and when was customer notified of the rate possibly changing due
to plan ending?

5, Can you cancel customer's account with Indra immediately and without
penalty?

Any additional information would be appreciated. Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Chio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www PUCO.ohio.gov

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

ref:_00Dt0GzXt._500t0FN6rR:ref



William Schaaf

From: William Schaaf

Sent: Tuesday, March 12, 2019 1:57 PM

To: PUCQ Consumer Call Center

Cc Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION QF OHIQ - CASE #: 00256929 [ ref,_00Dt0GzXt._
S00tOFNérRref ]

Attachments: v .MP3; -Agreement.pdf; Il Confirmation Pack-Gas.pdf [

Confirmation Pack-Electric.pdf; indra Postcard.pdf

Good afternoon,

Regarding Case # 00256929, |||

-enrolled his gas and electric accounts in Palmco’s service on 5/8/18, as the result of a door-to-door sale. We've
attached the TPV recording and signed agreement for this enroliment, as well as the confirmation packages sent to the
customer detailing the terms of service. Palmce began servicing the customer’s gas and electric accounts on 5/30/18
and 6/12/18, respectively,

Gas Plan: Variable. This included a two-month introductory rate of 52.30 per Mcf, after which the rate would vary
month-to-month.

Electric Plan: 13-Month Two-Phase Fixed Plan, including 5.4 cents for the initial month, followed by 7.4 cents for the
remaining 12 months.

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

The customer’s gas account was not enrolled in a fixed rate plan, but rather a variable product, and as a result no
renewal letter was required to be provided to the customer.

Qur Customer Service department is available by email, at customercare@indraenergy.com, and by phone at 1-877-504-
6372; our Customer Service line is open from 8:00am to 7:00pm (EST} Monday thru Friday. We have had increased hold
times over the past few weeks due to increased call volume, We apologize if the customer experienced any difficulties
reaching our Customer Service line. We do have a record of inbound call attempts from this customer’s phone number
on 3/5/19, but our records do not indicate that the customer spoke with anyone from our staff.

Upon receiving this complaint, we dropped the customer’s gas account without penalty, and a service end date will be
determined by the customer’s gas utility, DEQ. We had attempted to follow up with the customer, but were unable to
reach him.

in the interest of customer satisfaction and to provide the customer with the effect of an expedited return to his utility’s
standard offer, we are intending to rerate the customer’s most recent variable gas bill to the rate we have on file for his
gas utility, and will also adjust the customer’s final bill, once it is rendered. We've included a chart below detailing our
calculations for this adjustment, which amounts to $354.30 for the billing cycle of 1/30/19 —2/28/15.

Bilted
Begin Supply ReRate | ReRate | Amt Due
Date End Date | Usage Charge To: Total Customer
{ccf)
1/30/2019 | 2/28/2019 | 247 $428.89 $0.3020 | $74.59 | $354.30

1



The customer’s electric account is set to continue receiving our supply according to the fixed rate terms the customer
agreed to at the time of enrollment. If the customer had wanted to make any changes to his electric account, please let
us know.

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

William Schaaf — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 13102
888.504.6372
718.851.2427

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

Sent: Tuesday, March 12, 2019 9:08 AM

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00256929 [ ref:_00Dt0GzXt._500tOFN6rR:ref |

Hello,

Please provide a copy of all enrollment documents that accompany this enrollment as well. Please provide a
copy of the TPV, il applicable, within 3 business days.

Thank you.

Drake Riley

614-995-7156

--------------- Original Message ~«-===ss=aceees

From: Alfred Thompson [contactthepuco(@puc.state.oh.us}]

Sent: 3/6/2019 10:07 AM

To: compliance(@indraenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256929 [
ref: 00D10GzXt. 500t0FN6rR:ref ]




Initial Submission of a Consumer Complaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00256929

COMPANY:

customeR: |IEGEGEGEIN
Aopress: NG c-e:nd. onio

SERVICE ADDRESS: [l C'c'<!and, Chio -

AlQ: Palmco Energy OH LLC

SERVICE ACCOUNT NUMBER:

e

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

DESCRIPTION OF ISSUE:
Good morning,

Customer has had Indra for about a year but noticed a current rate being
charged of $7.98 per MCF. iclaims not to have received a notice
advising of contract end. His typical bills are around $70, but the last three
bills have been over $200. He would like to cancel service, but was placed
on hold for over an hour.



Please review and advise:

1. Is there a record of customer calling in to cancel service? Any
customer contacts?

2. |s it typical for customers to have to hold the phone for an hour when
they call in to Indra? Why?

3. What are the terms and conditions of the plan that customer was
enrolled in?

4. How and when was customer notified of the rate possibly changing due
to plan ending?

5. Can you cancel customer's account with Indra immediately and without
penalty?

Any additional information would be appreciated. Thank you.

Sincerely,

Alfred Thompson

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 whao requests it.

ref:_00DtOGzXt. 500t0FN6rR:re




Sariah Brinker

From: William Schaaf

Sent: Friday, April 12, 2019 3:01 PM

To: PUCO Consumer Call Center

Cc: Indra Energy Compliance

Subject: RE; PUBLIC UTILITIES COMMISSION OF ORIOQ - CASE #; 00256929 [ ref:_00Dt0GzXt._
S500t0FNGrR:ref )

Hello Alfred,

I've included a chart below detailing the final bill rerate, which amounts to an adjustment of $263.31. This adjustment is
also being sent to the customer’s gas utility to be applied to the account.

Supply
Begin Bilied | Charge | ReRate | Amt Due
Date End Date Usage | (with Ta: Customer
tax)
2/28/2019 | 3/29/2019 | 223 $309.03 | $0.2925 | $263.31

William Schaaf — Asst. Compliance Officer

15 Market Street, Suite 1200
iladeiphia, PA 19102
888.504.6372

718.851.2427

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

Sent; Tuesday, April 9, 2019 4:18 PM

To: William Schaaf <wschaaf@indraenergy.com>

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256929 [ ref:_00Dt0GzXt._500t0FN6&rR:ref ]
Good Afternoon William,

-called today after receiving another gas bill with Indra as the supplier.

Are you able to provide an update for the total refund that customer should be receiving?

Thank you,

Alfred



------——-——- Original Message ---------------

From: William Schaaf {wschaaf@indraenergy.com]

Sent: 3/12/2019 1:50 PM

To: contactthepuco@puco.ohio.gov

Cc: compliance@indraenergy.com

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256929 [ ref:_00Dt0GzXt._S00tOFNGrR:ref]

Good afternoon,

Regarding Case # 00256929,_:

-enrolled his gas and electric accounts in Palmco’s service on 5/8/18, as the result of a door-to-door sale. We've
attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages sent to the
customer detailing the terms of service. Palmco began servicing the customer’s gas and electric accounts on 5/30/18
and 6/12/18, respectively.

Gas Plan: Variable. This included a two-month introductory rate of $2.30 per Mcf, after which the rate would vary
month-to-month,

Electric Plan: 13-Month Two-Phase Fixed Plan, including 5.4 cents for the initial month, followed by 7.4 cents for the
remaining 12 months.

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

The customer’s gas account was not enrolled in a fixed rate plan, but rather a variable product, and as a result no
renewal letter was required to be provided to the customer.

Qur Customer Service department is available by email, at customercare@indraenergy.com, and by phone at 1-877-504-
6372; our Customer Service line is open from 8:00am to 7:00pm {EST) Monday thru Friday. We have had increased hold
times over the past few weeks due to increased call volume. We apologize if the customer experienced any difficulties
reaching our Customer Service line. We do have a record of inbound call attempts from this customer’s phone number
on 3/5/19, but our records do not indicate that the customer spoke with anyone from our staff.

Upon receiving this complaint, we dropped the customer’s gas account without penalty, and a service end date will be
determined by the customer’s gas utility, DEO. We had attempted to follow up with the customer, but were unable to
reach him.



In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to his utility’s
standard offer, we are intending to rerate the customer’s most recent variable gas bill to the rate we have on file for his
gas utility, and will also adjust the customer’s final bill, once it is rendered. We've inciuded a chart below detailing our
calculations for this adjustment, which amounts to $354.30 for the billing cycle of 1/30/19 - 2/28/19.

Billed
Begin Supply ReRate | ReRate | Amt Due
Date End Date | Usage Charge To: Total Customer
(ccf)
1/30/2019 | 2/28/2019 | 247 5428.89 $0.3020 | $74.55 | $354.30

The customer’s electric account is set to continue receiving our supply according to the fixed rate terms the customer
agreed to at the time of enrollment. If the customer had wanted to make any changes to his electric account, please let
us know.

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

William Schaaf — Asst. Compliance Officer

1515 Market Street, Suite 1200
Philadelphia, PA 19102
888.504.6372

718.851.2427

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

Sent: Tuesday, March 12, 2019 9:08 AM

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

Subject: RE: PUBLIC UTILITIES COMMISSION OF QOHIO - CASE #: 00256929 [ ref:_00Dt0GzXt._S500tOFN6rR:ref ]



Hello,

Please provide a copy of all enrollment documents that accompany this enrollment as well. Please provide a copy of the
TPV, if applicable, within 3 business days.

Thank you.

Drake Riley

614-995-7156

-=---me——--—- Qriginal Message --------—-------

From: Alfred Thompson [contactthepuco@puc.state.ch.us]

Sent: 3/6/2019 10:07 AM

To: compliance@indraenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256929 | ref:_00Dt0GzXt._500t0FN6rR:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00256929

COMPANY:

customer: [N
Appress: |GGG, < <. onic I

service ADDRESS: ||| c've'anc. onio I

AlQ: 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

4



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)(B)(b)(v)™*

DESCRIPTION OF ISSUE:

Good morning,

Customer has had Indra for about a year but noticed a current rate being charged
of $7.98 per MCF. -Iaims not to have received a notice advising of
contract end. His typical bills are around $70, but the last three bills have been
over $200. He would like to cancel service, but was placed on hold for over an
hour.

Please review and advise:

1. Is there a record of customer calling in to cancel service? Any customer
contacts?

2. Is it typical for customers to have to hold the phone for an hour when they call
into Indra? Why?

3. What are the terms and conditions of the plan that customer was enrolled in?

4. How and when was customer notified of the rate possibly changing due to
plan ending?

5. Can you cancel customer's account with Indra immediately and without
penalty?

Any additional information would be appreciated. Thank you.

Sincerely,



Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref._00Dt0GzXt._500tOFN6rR:ref




Orpheus Craigue

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

Sent: Thursday, February 21, 2019 3:29 PM

To: Indra Energy Cempliance

Subject: PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00254222 [ ref:._00Dt0GzXt,_S00tQFLnhy:ref |

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254222
COMPARNY:

CUSTOMER:
ADDRESS: Marion, Ohio [ NGz
SERVICE ADDRESS:  Marion, Ohio |||l

AlQ: Palmco Energy OH LLC

iiiilii iiCiiNT 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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(B)}(b){v)**

DESCRIPTION OF ISSUE:

The caller agreed to Indra in August 2018, but it was not for the $1.74 that
she is being billed for gas. She has been living in her home for 12 yrs and
her bills never exceeded $100.00 and itis now $158.58. She disputes the
rate she is being billed.

PUCO Question(s):

How and when was this customer signed up? Who asreed to the contract? How
much was the term rate? Fixed or variable? ten was the
reminder sent to address regarding the contract enu aater rlease provide a copy
of the contract, call script, recorded call with the customer and marketer and
TPV,

Sincerely,



Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref._00Dt0OGzXt._500t0FLnhy:ref



William Schaaf

From: William Schaaf

Sent: Wednesday, February 27, 2019 7:59 AM

To: PUCO Consumer Call Center

Ce: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254222 [ ref_00Dt0OGzXt._
SO0tOFLnhy:ref |

Confirmation Pack-Electric.pdf; PalmCo D2D Master Sales Script Jun 2018 pdf

Attachments: .TPV.MP3;-Agreement.pdf; -Confirmation Pack-Gas.pdf;

Hello Kelly and the PUCO,

Regarding Case # 00254222, _:

nrolled her gas and electric accounts in Palmco’s service on 8/28/18, upon completion of the attached TPV
recording and signed agreement. We've also attached the confirmation packages sent to the customer detailing the
terms of service. At the time of enrollment, the customer agreed to enroll her gas account in a variable rate product, and
her electric account in a two-phase fixed rate product. Palmco began servicing the customer’s gas and electric accounts
on 9/13/18 and 9/27/18, respectively.

In October 2018, Palmco began doing business as Indra Energy. The customer was sent a postcard explaining the brand
name change, and Indra continued servicing the customet’s accounts in line with the terms of her enroliment.

on 2/20/19, |k ortacted our Customer Service line and requested the cancellation of her accounts. As a
result, outbound drop transactions were processed, and service end dates were determined by the customer’s gas and
electric utilities. The customer’s gas and electric accounts are scheduled to stop receiving our supply on 3/18/19 and
3/26/19, respectively. No termination fees were issued for the customer’s decision to opt out of our supply.

In the interest of satisfying the customer’s concerns, we proceeded with rerating the customer’s most recent gas bill to
the rate of her gas utility. This resulted in an adjustment of 594,25 for the billing cycle of 1/16/19 — 2/14/19, which was
sent to the customer’s utifity in the form of a check. Our Customer Service staff spoke with-gain on 2/22/18
and informed her of this adjustment. The customer’s upcoming final gas bill is also flagged to be adjusted accordingly.
This will ultimately provide the customer with the financial effect of expediting her return to her gas utility’s standard
service.

No fixed contract renewals would have been required to be provided to this customer. The gas account was enrolled in a
variable product renewing automatically month-to-month, and the electric account was cancelled prior to end of the
term of the original fixed contract.

Please let us know if we can be of any further assistance.

Thank you.

William Schaaf — Lead Compliance Investigator



1515 Market Street, Suite 1200

1 d 6, Philadelphia, PA 19102
|ﬂ f8 P: 888.504.6372
ENERGY F: 718.851.2427
www [ndraEnergy.com

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

Sent: Thursday, February 21, 2019 3:29 PM

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

Subject: PUBLIC UTILITIES COMMISSION QF QHIC - CASE #: 00254222 | ref:_00Dt0GzXt._500tOFLnhy:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00254222
COMPANY:

ADDRESS: Marion, Ohio I
SERVICE ADDRESS: | INNENEGEEEE ' -rion, Ohio I

AIQ: Paimco 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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v)*™*

DESCRIPTION OF ISSUE:

The caller agreed to Indra in August 2018, but it was not for the $1.74 that
she is being billed for gas. She has been living in her home for 12 yrs and
her bills never exceeded $100.00 and it is now $158.58. She disputes the
rate she is being billed.

PUCO Question(s):

How and when was this customer signed up? Who agreed to the contract? How
much was the term rate? Fixed or variable? Ifapplicable, 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

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQO.ohio.gov

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

ref: 00Dt0GzXt. 500t0FLnhy:ref



Orpheus Craigue

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

Sent: Tuesday, February 26, 2019 2:53 FM

To: Indra Energy Compliance

Subject: PUBLIC UTILITIES COMMISSION OF GHIO - CASE #: 00255227 [ ref:_00Dt0GzXt._500t0FMKzj:ref ]

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00255227

ADDRESS: Centerville, Ohic | KGN

serVICE ADDRESS: [N Ccntervile, Ohic N

AlQ: Vectren Energy Delivery of Qi
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, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(8)}(b}(v)***

DESCRIPTION OF ISSUE:

_contacted the PUCO stating she had enrolled with Indra in
Nov 2018, starting January 2019 @ .350 fixed rate for 24 months.

she got her first bill with them showing dates 1/4 - 1/21, but no longer
shows Indra on bill.

When was this account enrolled, and how?
Please provide copies of:

*The sales call to this customer

*The TPV completed at the time of enrollment or the |IP address used by
the customer to submit the enrollment request

*Welcome Letter with the Terms and Conditions for service mailed or e-
mailed to the customer



*Any signed enrollment agreements
*Renewal letters
Please provide any additional information that may assist in investigation.

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826}

www.PUCO.ohio.gov

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

ref:_00Dt0OGzXt._S00tOFMKzj:ref



Orpheus Craigue

From: Orpheus Craigue

Sent: Friday, March 1, 2019 9:06 AM

To: PUCO Censumer Call Center

Cc: Indra Energy Compliance

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255227 [ ref:_00Dt0GzXt._S00tOFMKzjref
Attachments: _ TPV.mp3; - - Sales Audio.way; .-- Confirmation Pack.pdf

Categories: PUCO Complaint

Hello Maureen,

Regarding PUCO Case ID 00255227; _

This customer enrolled her electric account in Indra’s service on 1/21/2019. Please see the attached TPV, sales audio,
and confirmation packet. This is a variable rate plan, with a two-month introductory rate of 5.3 cents per kwh, after
which rates would vary from month-to-month.

We have no record of any prior enrollments with this customer, nor have we had any contact with the customer since
her enrollment.

Our records indicate the customer began receiving our supply 2/13/2019, but thus far the customer has not received
any bills by Indra. Currently, the customer is still set to continue receiving our supply.

If we can be of any further assistance here, please let us know. Thank you.

Orpheus Craigue — Asst. Compliance Officer
15 Market Street, Suite 1200
iladelphia, PA 19102
888.504.6372
718.851.24274

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

Sent: Tuesday, February 26, 2015 14:53

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

Subject; PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255227 [ ref:_00Dt0GzXt. 500t0FMKzj:ref ]



Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 002%
CUSTOMER:

ADDRESS: , Centerville, Ohio ||l
SERVICE ADDRESS:

Centerville, Ohio ||l
AlQ: Vectren Energy Delivery of Ohio Inc

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, this must be provided within 3 business days, per
O.A.C. 4901.1-29-06(D){(6)(b)(v)™™*

DESCRIPTION OF ISSUE:

_contacted the PUCO stating she had enrolled with Indra in
Nov 2018, starting January 2019 @ .350 fixed rate for 24 months.

she got her first bill with them showing dates 1/4 - 1/21, but no longer
shows Indra on hili.

When was this account enrolled, and how?
Please provide copies of:

*The sales call to this customer

*The TPV completed at the time of enrollment or the IP address used by
the customer to submit the enroliment request

“Welcome Letter with the Terms and Conditions for service mailed or e-
mailed to the customer

*Any signed enrollment agreements

*Renewal letters

Please provide any additional information that may assist in investigation.

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

{800) 686-PUCO (7826)

www.PUCO . ohio.qov




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

ref: 00Dt0GzXt. SO0tOFMKzj:ref



PalmcoFnergy.com
CuslomerServieef@Palme olnergy.com
1 (R77) 726 5862

9/24/2018

Lake Milton, OH -

I his letter Is contirming your selection of PALIVICG as your electricity supplier and this package contains a copy of
the Terms and Conditions of your service with PALMco.

Your enroilment will be sent 1o VMO EdIsen. You will receive a confirmation notice from Ohio Edison confirming
your selection of PALMco as your electricity supplier. Your service will begin with your first meter read by your
utility after your enrcliment 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:

Rate of $0.05100/kWh for the first two billing cycles, and a variable rate
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at
https://palmcoenergy.com/ohio/ohio-variable-rates/.

None.
lable upon request.

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.

It 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.comfrewards

W.OHE 18-01.26



CHIO TERMS AND CUONDITIONS
INTRODUCTION: This is an agreement, together with your
Confirmation Letter, and any and all Renewa!l Notices ({if
applicable) {collectively, the “Agreement”), between PALMco
Energy OH, LLC (“PALMco Energy” or “PALMco”) and you for
natural gas supply service and/or PALMco Power OH, LLC
(“PALMco Power or “PALMco”) and you for electric supply
service at each of the account service addresses listed in your
Confirmation Letter (or in an addendum). You agree to
authorize a switch of your natural gas and/or electric supply
service to PALMco and to purchase all the natural gas and/or
electricity required to service each of the accounts listed in your
Confirmation Letter (or listed in an addendum) at a price as
described in this Agreement.

ACKNOWLEDGEMENT. You acknowledge as follows: {A) Any
PALMco sales representative with whom you have spoken
represents PALMco and is not from your utility or affiliated with
your utility. (B) You are the named customer on each of the
account(s) listed above (or in any addendum), or you are the
spouse of the named customer on such account(s), or you are
over 18 years old and authorized to make decisions concerning
such account(s}. {C) PALMco will not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. (D} Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMco’s charges. (E)
PALMco does not guarantee savings or promise rates lower than
your utility(ies). (F} Your incumbent gas and/or electric utility
may charge you switching fees. (G} There are no cancellation
fees under this Agreement. {H) You are not currently approved
for or enrolled in PIPP andfor 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 8751 18th Avenue,
Brooklyn, NY 11214; or (c) emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate automatically
without 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 (¢} 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 alsc may
cancel this Agreement with PALMco Power without penalty if
you relocate your Service Address(es) to an area that PALMco
Power does not serve or to an area where PALMco Power
charges a different price for electric supply service. In the case
of a Service Address relocation, the cancellation shall apply only
to the Service Address(es) you move from, and not any other
Service Address(es) covered by this Agreement. If you
voluntarily return or switch back to your natural gas and/or
electric utility after choosing PALMco, you may not be served
under the same rates, terms, and conditions as those available
to other customers served by your natural gas and/or electric
utility.

PRICING.

Natural Gas and/or Electric Introductory Price: If you receive
natural gas and/or electric supply service from PALMco, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {when applicable}: You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variabie Price (when applicable}: You will pay a
Variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
based on the applicable monthly NYMEX closing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMco performs for you, and
other prevailing market conditions, plus PALMco’s costs,
expenses and margins.

Electric Variable Price (when applicable): You will pay a
Variable Price for electric supply service that may vary from
month to month as determined by PALMco in its sole discretion
based on a zonal locational marginal price {"LMP”) determined
on a day ahead or real time basis, any supply and agency
functions that PALMco performs for you, line loss, compliance




costs, certain transmission, capacity, ancillary, and
administrative costs incurred by PALMco, and other prevailing
market conditions, plus PALMcc’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 indicater of future prices. You can access future
variable pricing information, updated monthly, by visiting
PALMco’s wehsite 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.

Ne Early Termination Fee. If you terminate this Agreement prior
tothe 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 rote
or other terms and conditions.

RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The
applicable generation resource mix and environmental
characteristics of the electric supply sold by PALMco Power are
available at www.palmcoenergy.com. This information is
updated periodically following the requirements of the Public
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 vyour 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 singte 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 kill. 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 bili,
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 cellecting any such payment from you.
If you fail to pay your bill for natural gas and/or electric supply
service or you fail 1o 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/for 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.

CLUSTOMER INFORMATION RELEASE, You authorize PALMco to
begin your enrollment, initiate service to the accounts listed n
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 492852 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 he
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
andfor 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 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.

LIMITATICN OF LIABILITY. TO THE FULLEST EXTENT PERMITTED
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE
LIABLE TO THE OTHER FCR ANY CONSEQUENTIAL, EXEMPLARY,
PUNITIVE, INCIDENTAL, CR INDIRECT DAMAGES ARISING FROM
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT
LIMITATION, LOST PROFITS OR LOST REVENUES.

ARBITRATION. TCO THE FULLEST EXTENT PERMITTED BY
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM CR
DISPUTE RELATING TC THIS AGREEMENT FOR ELECTRIC
AND/CR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE
RESCLVED AND WE ARE UNABLE TC RESCLVE IT INFCRMALLY,
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE
ALL ISSUES, CLAIMS AND DISPUTES ARISING QUT CF OR
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY
SERVICE WHETHER ARISING DURING OR AFTER YOQUR
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 YCOU FROM FILING A
COMPLAINT RELATING TO YCUR 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 REGULATICNS 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 CF MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPCSE.

APPLICABLE 1AWS, ETC. This Agreement is subject to all
applicable Federal, state, and local laws, and the orders, rules,
and regulations of governmental agencies baving 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.
MISCELLANECUS. PALMco assumes no responsibility or
liability far 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 net 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.
PALMcc may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another energy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCO, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto. No
delay or failure by either you or PALMco to exercise any right or
remedy to which either party may be entitled to herein will
constitute a walver 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






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
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Mix -
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between the

Projected
Netursl Other
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projected to be ? 35% Hydro
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Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Ajr Emissions and Solid Waste
o Hydro Power Wildlife Impacts

A description _Of_ Natural Gas Power Air Emissions and Solid Waste
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associated with Nuclear Power Radioactive Waste
each possible Oil Power Air Emissions and Solid Waste
generation Other Sources Unknown Impacts
resource. Solar Power No Significant Impacts
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to the regianal
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Radipactive
Waste - Type: Quantity:

o High-Level Radicactive Waste Unknown
Radipactive waste Lbs./1,000 kWh
associated with the Low-Level Radioactive Waste Unknown

Ft%/1,000 kiwh

product.

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) 726-5852.




Palmcobinergy.com
CustomerServicodPalme oBnergy. com
1 {877 726 5862

9/24/2018

Lake Milton, oH [

i hIS letter 1S CONTIFMING Yo ur SEIecton oT FALIVICS as your natural gas supplier and this package contains a copy
of the Terms and Conditions of your service with PALMco.

Your enrollment will be sent to Dominion kast Unio. You will receive a confirmation notice from Dominion East
Ohio canfirming your selection of PALMco as your natural gas supplier. Your service will begin with your first
meter read by your utility after your enrcliment 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 enroli your account we will be sure to contact you to resolve the issue.

Below is @ summary of your service account with PALMco:

late of §2.6000u, wuf 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/.
None.
se contact Dominion East Ohio.

You may recelve a pnene call rrom 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.

It 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



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 wili not charge you a fee to switch
to PALMco as your natural gas and/or electric supplier. {D) Your
utility(ies) will continue to deliver your gas and/or electricity and
send you your natural gas and/or electricity bills, which will
contain both your utility’s charges and PALMco’s charges. (E)
PALMco does not guarantee savings or promise rates lower than
your utility{ies). (F) Your incumbent gas and/or electric utility
may charge you switching fees. {G) There are no cancellation
fees under this Agreement. (H} You are not currently approved
for or enrolled in PIPP and/or any other such utility arrearage
crediting program.

CONFIRMATION_NOTICE, YOUR RIGHT OF RESCISSION, YOU
WILL RECEIVE A 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 MATURAL GAS ENROLLMENT WITH
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS
UTILITY {(ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY
{ORALLY, ELECTRONICALLY, OR iN WRITING).

LENGTH OF AGREEMENT AND TERMINATION. This Agreement
will begin when your local utility switches your account to
PALMco s. For Variable Price natural gas and/or electric supply
service, this Agreement will continue on a month-to-month
basis. For Fixed Price natural gas and/or electric supply service,
this Agreement will continue for the period of time set forth in
your Confirmation Letter. If PALMco decides to terminate as
provided in this Agreement, it shall provide advance notice to
you in writing to your Service Address(es). You may terminate
this Agreement at any time by (a) calling PALMco at {877} 726-
5862; (b) sending a letter to PALMco at 8751 18th Avenue,
Brooklyn, NY 11214; or (c} emailing PALMco at

CustomerService@PalmcoEnergy.com. Upon termination as
provided in this Agreement, you will be returned to your utility’s
standard service or you may choose another supplier. In any
case in which your natural gas and/or electric supply service
with PALMco is terminated as provided in this Agreement, you
will remain obligated to pay for the natural gas and/or electric
supply service provided by PALMco prior to the effective date of
the termination. The effective date of termination will be
determined by your utility. Your natural gas and/or electric
supply service from PALMco will terminate 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 Addressies) covered by this Agreement. If you
voluntarily return or switch back to your natural gas and/or
electric utility after choosing PALMco, you may not be served
under the same rates, terms, and conditions as those available
to other customers served by your natural gas and/or electric
utility.

PRICING.

Natural Gas and/or Electric Introductory Price: If you receive
natural gas and/or electric supply service from PALMco, you will
pay an Introductory Price as set forth in your Confirmation
Letter for the time period set forth in your Confirmation Letter,
and thereafter, your price for natural gas and/or electric supply
service will automatically become for the length of this
Agreement either a Variable or Fixed price as described herein
and as stated in your Confirmation Letter.

Natural Gas and/or Electric Fixed Price {when applicable): You
will pay a Fixed Price as set forth in your Confirmation Letter for
the fixed term indicated in your Confirmation Letter. Before the
end of your fixed term, PALMco will send you a notice with your
contract renewal and pricing options.

Natural Gas Variable Price (when applicable}: You will pay a
Variable Price for natural gas supply service that may vary from
month to month as determined by PALMco in its sole discretion,
based on the applicable monthly NYMEX closing price for
natural gas, applicable interstate transportation costs, any
supply and agency functions that PALMco performs for you, and
other prevailing market conditions, plus PALMco’s costs,
expenses and margins.

Electric Variable Price (when applicable): You will pay a
Variable Price for electric supply service that may vary from
month to month as determined by PALMco in its sole discretion
based on a zonal locational marginal price {"LMP”) determined
on a day ahead or real time basis, any supply and agency
functions that PALMco performs for you, line loss, compliance




costs, certain  transmission, capacity, ancillary, and
administrative costs incurred by PALMco, and other prevailing
market conditions, plus PALMco’s costs, expenses and margins.
Natural Gas and/or Eiectric 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/chio/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
Renewa! 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 Chio.

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 utilitylies). 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 hill,
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 vyour gas and/for 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 tc 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 writien or
electronic consent, except in accordance with rules 4501:1-28-
04 andg 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 492852 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 1-877-725-5862 (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@Palmcotnergy.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
1-800-586-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
http://www.pucc.ohio.gov. Hearing or speech impaired
customers may contact the PUCO via 7-1-1 (Ohio relay service).
The Chio Consumers’ Counsel {OCC) represents residential
utility customers in matters before the PUCC. The OCC can be
contacted at 1-877-742-5622 {tcll 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 PALMce with your email address, you agree
that PALMco may transmit to you all notices and other
communications, including those required in this Agreement,
electronically to the email address provided by you. You shall be
responsible for notifying PALMco of any change in email address
and/or any withdrawal of your consent to electronic
communications. Notices transmitted to you via email will be
deemed to have been received if transmitted to you at the email
address provided to PALMco by you.

FORCE MAJEURE. Neither PALMco nor you 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 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 INFCRMALLY,
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
CN AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN
ARBITRATOR SHALL HAVE NO AUTHCRITY TO AWARD CLASS-
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS
PARAGRAPH DOES NOT PREVENT YOU FRCM FILING A
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TC 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/COR NATURAL GAS SUPPLIERS.

NQO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION,
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A
PARTICULAR PURPOSE.

APPLICABLE LAWS, ETC. This Agreement is subject to all
applicable Federal, state, and local laws, and the orders, rules,
and regulations of governmental agencies having jurisdiction
over the subject matter of this Agreement, including, without
iimitation, 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,
MISCELLANEQUS., PALMco assumes no responsibility or
liability for the foliowing 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 mef or
kilowatt-hour as applicable) charged under this Agreement and
no other terms and conditions are changed. You may not assign
this Agreement without PALMco’s prior written consent.
PALMco may sell, transfer, pledge, or assign the accounts,
revenues, or proceeds hereof, in connection with any financial
agreement and may assign this Agreement to another enerpy
supplier, energy services company or other entity in accordance
with the rules and procedures of the PUCQ, if any, governing
such transactions. This Agreement will inure to and be binding
upon the successors and assignees of the parties hereto. No
delay or failure by either you or PALMco to exercise any right or
remedy to which either party may be entitled to herein will
constitute a waiver of that right or remedy.

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

V.E.17-12.19



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

Generation
Resource
Mix -

A comparison
between the

Projected
Natura Other
1
26% 0.5%

Actual

0il 0.5%

Natural Ga
27.5%

sources of
31.5%
generation H:;ro Conal
projected to be ’ 35% Hydro
used to generate ] 1% Biomass
this product and W'rld 0.5%
the actual 2.5% Biomnass .
resources used Nuclear 0.5% Wind
during this periocd. 34.5% 3.5% 35%
Environmental Biomass Power Air Emissions and Solid Waste
Characteristics— Coal Power Air Emissions and Solid Waste
o Hydro Power wildlife Impacts
A descmptlon.of. Natural Gas Power Air Emissions and Solid Waste
the characteristics | Radi -
associated with N‘uc ear Power ? |oa’ct|.ve Waste :
each possible Oil Power Alr Emissions and Solid Waste
generation Other Scurces Unknown Impacts
resource. Solar Power No Significant Impacts
Unknown Purchased Resources Unknown Impacts
Wind Power Wildlife Impacts

Air Emissions —
Product-specific
projected and Carbon dioxide
actual air
emissions for this . . # Actual

. Nitrogen oxides
period compared ® Projected
to the regional
average air Sulfur Dioxide
eImissions.

Regional Average

Radioactive
Waste — Type: Quantity:

o High-Level Radicactive Waste Unknown
Radioactive waste Lbs, /1,000 kWwh
associated with the Low-Level Radioactive Waste Unknown

Ft%/1,000 kw'h

product.

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