
Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Tara Jones <co ntactth epu co@pu c.state.o h. us > 
Friday, March 29, 2019 5:34 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257074 [ ref:_OODtOGzXt._ 
SOOtOFNBdy:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257074 
CUSTOMER:­
ADDRESS: 
SERVICE ADDRESS: ___ _ 
AIQ: Palmco Energy OH LLC 
SE UMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 

This customer contacted our office and filed a complaint regard ing 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? 

Sincerely, 
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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:_ OODtOGzXt._ 500tOFNBdy:ref 
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Sariah Brinker 

From: 

Sent: 
To: 

Cc: 
Subject: 

Attachments: 

Hello Tara and the PUCO, 

William Schaaf 
Wednesday, April 03, 2019 2:40 PM 
Tara Jones 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257074 [ ref:_OODtOGzXt._ 
500tOFNBdy:ref] 
. TPV.mp3; . Agreement.pdf;. Confirmation Pack.pdf; Indra Postcard.pdf 

Regarding Case # 00257074, - : 

- 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 t he confirmation package sent to the 
customer detai ling 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 Md, 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're attaching a copy of the 
postcard mailed to the customer informing him of this brand name change. 

- irst contacted our Customer Service line on 3/5/19 and requested to cancel his account with Indra. The 
customer's account was dropped without pena lty, and his utility (DEO) determ ined a service end date of 3/19/19. 

- contacted our Customer Service line again, most recent ly 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 ca lculations for this adjustment, which amounts to a total of 
$524.70 for the billing period of 1/18/19 - 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 
(Ccf} tax) 

To: Pre Tax Tax Total Customer 

2/18/2019 3/19/2019 157 $232.26 $0.2925 $45.92 $3.10 $49.02 $183.24 

1/18/2019 2/18/2019 223 $413.36 $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. 

Willi am Schaaf - Asst. Compliance Officer 
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indra~ 
ENERGY 

www.IndraE nergy.co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

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

Sent: Friday, March 29, 2019 5:34 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257074 [ ref:_OODtOGzXt._SOOtOFNBdy: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 -
AIQ: 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 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

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? 
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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:_ OODtOG zXt._ SOOtOF N Bdy: ref 
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PALMco Energy OH, LLC / 

PALMco Power OH, LLC 

875111"' Avonu• Brooklyn, NY 11214 
cualom•rMrvlct@..-tmcoen•f9Y·com 

Wtb11to: www. palm coen•l'lfY .com 
Phono: tl77 726-5tl62 

Cl Home 

Third Party Verification II (TPV): 

Account Holder's Name Ol'I fl,.ctridtv Account: 

Elaclrlclly Utlllly AoCOUlll Number. :1:J::1:1::1::::1:::::1:::::1:::1::::::1:::1CJ:oTJ::::~;---Bu-~-el_B_a~-g-:--=CJ~y-~~CJ~No--1 
fixed Electric•tv Rate: 

Product Term. 13 Month~ 

• AEP Columbuo Scu1hom (1 Dfg 11) to Rate cl $ __ nil> y Fl>«ld $ ---- lo he e • mu _ 
DAEP - Ohio Power (\ 7 Digits) - 1n111a1 Rate of$ 0.06100 I l<Wh for ftrot ! monttl foltowed by a Fl:<ea Rate ol S ____ I kWh for Ille rernolnlng tl, montha 

00P"1ol (10 Digit&) - JnlUal Rate or$~ I kWh lor flrsl 1 monl/l rolloW$<! by" Fixed Rate or$ ____ I kW!> for lho romainrno !! momlls 
DOUKE (10 Digits) - tnlli•I R1to ol $ OA>S900 I kWh t... fl'111 month followi<I by a Fb<ed Raia of S _ • _ I kWh f0< the remalni"ll !! monllls 
00hlo Edison (20 Digit&) - lnltial R4t• of $ o,osoo I kWh ror fi'111 monUl roll<>WW by a fixed Rat1> ot $ _ ___ t kWh for t~o romalning j! molllh• 
OT110Alturnlnating Compeny (20 Digits) - lnlUat Raia of$ ~I kWll for nr.i 1 month followed bye Fl<ed R<lto or $ _ _ __ ,kWh lor Ulo ron••inlng ll monlhs 
O n1lado Edison 20 OJ lls - lnillal Raio ol $ o 06400 I kWh for forst 1 monlh lollowod by a 

Arc:ount Holder's Name on Natu 

1. The repl'8S6nla11Ye alaled that he.lshe was 

2. The rapmsenisllve explalnod that by •!Qnino ttM! enrollment lonn I was ent8flog Into an eg.reeme11llconlmct tor PAI.Meo 1111 wpjlly rrrt tlectrtcil)l llrtdi 

or natural gas. 

3. The repre•&!llllUve explalnad to me the ptloe ror elGctrlelty and/or natural gas under ni«i ccnlracl 

4. For varfoblo roto cuatomol! onlv: The "'PresemaUve eo.plalned that the conuact Is for one month and wl!t c:cmUnue one mon1h-kl-monlh baal 

until eltller PALMco or I decides to cancel the conlcact. I can access my M\Jre variable prlclrig lnfonmallon ac hit a·M oor .«llllfohlo/oh 

vf11abl11-rntes. 
5. For fixed roto cuotomoro onlv: T"" reprnent.ative explelned to ma that the ccn!rsol ls ror e total term of 13 months and It Wiii bo automaticall 

renowed at Ill• end of my fixed rate, to tile rate that ia then in el!ect, In accordance wllh my Renewal NoUce and Terms ond Condlllons. 

6. The tepresentatfve explsfnod my righl to cancol. 

Th& repr!>S<!ntatl'la left two complsled right to csooal noUces wllh me. 

Tiie repre.entaUve dlsclosltd that no ea~y termination nabllity fee would apply, ir I cancel lhe conltacl 

INITIAL COOLING OF ob: YOO, T e BUYER, MAY'?!XNCEL Tl-l!S TRANSACTION AT ANY TIME PRIOR TO MIDNIGHT OF THE THIRD BUSINESS DAY 
AFTER THE OAT£ OF YOU RECEIVe COPIES OF THIS AGREEMENT. IEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTION OF THIS 
RIGHT. 
FURTHER RIOHT{S) OF RESCISSION: Thetealter, You, the buyer, have unUI th& Hventh day after the postmark dale on your enn>llment conflrmanon nonce, from 
your uUllty, to resdnd thl• AQreemGnl without paying snytlling. You must contact your uUlily to rescind. 

By olgning bolow, you agree to the term• ~nd condlti0110 al thl• Agrumonl, including lllo T•rm• and CondKlo,.. on 11\o ravaru old&. 

By: 

By: 
t.IOllTH f DAY f Y£AR 
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Dear Valued Customer, 

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

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

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

Thank you, 

PALMco Energy 

PAfnliC"~· 
PALMc;o Energy 8751 18th Avenue Brooklyn, NY 11214 I 1.877.726.5862 I PalmcoEnergy.c.om 



Akron, OH -

Thank you for choosing PALMco as your energy supplier! 

PALM' 0F.11ergy 
8751 l81h Avenue 

Hrooklyn, NY 11214 

w: PahncoFncrgy.com 
c: CustomcrScrvicc@PahncoEncrgy.com 

toll free: I (877) 726 5862 

4/27/2018 

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

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Numbe 
Rate Plan: Introductory Kate or :;>.l • .:suuuu/ MCT ror the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https://palmcoenergy.com/ohio/ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

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

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am 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. 18-0 I. 26 





PAfntico 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC {"PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natura l gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sa les 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 t he 
spouse of the named customer on such accoun t(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 bil ls, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
Will RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THlS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALM CO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEM ENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supp ly 
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 
you r Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) ca lling PALMco at (877) 726-
5862; (b) sending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your utility's 
standard service or you may choose another supplier. In any 
case in which your natural gas and/or electric supply service 
with PALMco is terminated as provided in this Agreement, you 
will remain obligated to pay for the natural gas and/or electric 
supply service provided by PALM co prior to the effective date of 
the termination. The effective date of termination will be 
determined by your utility. Your natural gas and/or electric 
supply service from PALMco will terminate automatica lly 
without 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 w ith 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 you r natural gas and/or elect ric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natura l gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in 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 
w ill pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmat ion Letter. Before the 
end of your fixed term, PALM co will send you a notice with your 
contract renewa l and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natu ra I 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, applicab le Interstate transportation costs, any 
supply and agency functions that PALM co performs for you, and 
other prevailing market conditions, plus PALMco' s costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service t hat 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 rea l t ime basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain t ransmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Nat ural Gas and/or Electric Supply Price Disclosures : There is 
no limit on how much the Va riable Price of your natura l gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your ut ilit y's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for t he 
enti re length of this Agreement. PALMco's current and historica l 
prices are not an indicator offuture prices. You can access fut ure 
variable pricing information, updated mont hly, by visiti ng 
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 natu ral 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 loca l authorit ies. If you are tax exempt, you must 
furnish PALMco an exemption cert ificate before se rvice 
commences. This Agreement does not include utilit y 
t ransportation, delivery, or other charges that your gas or 
electric uti lity ch arges you for those services. 
No Early Termination Fee. If you terminate th is Agreement prior 
to t he expiration of the term, you wi ll not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco wil l 
provide written notice to you of t he Agreement's renewal 
("Renewal Notice"). The Renewa l Not ice 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 PALM co in accordance with the Term ination section 
here in, then your Agreement will automatically renew at t he 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the elect ric supply sold by PALMco Power are 
ava ilable at www.palmcoenergy.com. This informat ion is 
updated periodically fo llowing the requ irements of t he Public 
Uti lities Commission of Ohio. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quant ity"). You will 
receive a single monthly bill from your utility t hat contains both 
PALMco's cha rges and your utility's charges. Your payment for 
natura l gas and/or elect ric supply service is due on the date set 
fort h on t he bi ll . You sha ll pay a late payment charge on all 
unpaid amounts (including arrears and late payment ch arges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collect ing any such payment from you. 
If you fail to pay your bill for natura l gas and/ or electric supply 
service or you fai l to sat isfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with the provisions of it s 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 elect ric supply service to you. You have the right to 
request from PALM co, without charge, up to 24 months of your 
payment histo ry covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Bill ing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Bill ing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bi ll, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
beg in your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical bill ing data and other information about you 
("Customer Information" ) from your gas and/or electric 
ut ility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves t he right to refuse to provide service to 
you under this Agreement if it is unable to obtain t he necessary 
Customer Informat ion or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy wi ll not 
release your social security number, account number(s), or any 
other Customer Informat ion without your express written or 
electronic consent, except in accordance wit h rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns th is Agreement to another third party supplier. 
PALMco Power will not release your social securi ty number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participat ion in programs funded by the 
universal service fund, pu rsuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. ma il 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, resident ial and business customers may contact 
the Public Utilit ies Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http:// www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Oh io re lay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
ut ility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALM co with your email address, you agree 
that PALMco may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall be 
responsible for notifying PALM co of any change in email address 
and/or any withdrawal of your consent to electronic 
communicat ions. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to PALM co by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industria l disturba nce, act of terrorism, government action, 
utility action, storm, hurricane, flood, exp losion, 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 W ILL 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 AGREEM ENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PAlMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/ OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEM ENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
lim itation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
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 
ki lowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection with any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or fai lure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT Of A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17·12.19 



Generation 

Resource 
Mix-
A comparison 
between the 

sources of 
generation 

projected to be 
used to generate 

this product and 

the actual 

resources used 
during this period. 

Environmental 
Characteristics-

A description of 
the characteristics 

associated with 
each possible 

generation 
resource. 

Air Emissions -

Product-specific 
projected and 

actual air 
emissions for this 

period compared 

to the regional 
average air 

emissions. 

Radioactive 
Waste-

Radioactive waste 
associated with the 

product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Natural 
Gas 
25% 

Hydro 
1.5% 

Wind, 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Coal 

33% 
Hydro 

1% 

Other 

Biomass 
0.5% Wind 

2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide ~~~~~ 

Actual 

::::Actual 

Biomass 

0.5% 

Nitrogen oxides 

:~l: 
~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 

costs. For further information, contact PALMco Power OH, LLC at www.palmcoenergy.com or by phone at {877) 726-5862. 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Monday, February 11, 2019 9:14 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252262 [ ref:_OODtOGzXt._500tOFKbk2:ref] 

Ohio Public Utllltfn 
Comm,ssfon 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252262 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Toledo, Ohio -
Toledo, Ohio -

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

DESCRIPTION OF ISSUE: 

Customer disputes ever enrolling with Palmco and is very upset about the 
high rates she's being billed. 

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

Sincerely, 

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

1 



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

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

ref :_OODt0GzXt._500tOFKbk2:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Monday, February 11, 20191:42 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252262 [ ref:_OODtOGzXt._500tOFKbk2:ref) 

Ohio Publlc lltrl 11f N 
CommJrsron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252262 
COMPANY: 
CUSTOMER: 
ADDRESS: . , Toledo, Ohio-
SERVICE ADDRESS: - Toledo, Ohio -
AIQ: Palmco Energy O~ 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTrON 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:_ OODtOGzXt ._SOOtOFKbk2: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Thursday, February 14, 2019 12:22 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252262 
] 

[ ref:_OODt0GzXt._500tOFKbk2:ref 

Attachments: - Signed Contractpdf;- - TPV.mp3; - Confirmation Pack Electric.pdf; 
- Confirmation Pack Gas.pdf 

Categories: PUCO Complaint 

Hello Darita, 

Regarding PUCO Case ID 252262; -

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. Palmco began conducting business under its 
trade name, Indra Energy, in October 2018. Customers were sent a postcard informing t hem 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 - during the time that Palmco/lndra has serviced her account. 

An outbound drop transaction has now been submitted to Columbia gas, who will determine t he customer's service end 
date. Although we feel that proper authorization was obtained by this customer at the time of enrollment, since the 
customer has expressed displeasure over her recent bills, 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 
1515 Market Street, Suite 1200 

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

ENERGY 

w ww.lndraEnergy.co m 
F: 718.851.2427# 

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:_OODtOGzXt._500tOFKbk2:ref] 



Ohio Pub-llo Utrlrtiin 
Comml11ron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Res pond Within 3 Business Days 

CASE lD: 00252262 
COMPANY: 
CUSTOMER: 
ADDRESS:; 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Toledo, Ohio -
Toledo, Ohio -

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

DESCRIPTION OF ISSUE: 

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. 

2 



ref :_OODtOGzXt._500tOFKbk2 :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Monday, February 25, 2019 3:15 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254856 [ ref:_OODt0GzXt._500tOFM81x:ref) 

Ohio Publlo Otfl r1,1n 
CommJsslon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

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

DESCRIPTION OF ISSUE: 

Good afternoon . 

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 documentation associated with this enrollment\account. 

Further, please contact ~egarding 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.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. 

t,.• . .. 
.. . . .... , .... ~~ 

ref:_OODt0GzXt._SOOtOFM81x:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Christina and the PUCO, 

William Schaaf 
Tuesday, March 5, 2019 11 :SO AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254856 [ ref:_OODtOGzXt._ 
500tOFM81x:ref] 

• TPV.MP3; .Welcome Pack-Gas.pdf; .Welcome Pack-Electric.pdf; Indra 
Postcard.pdf 

Regarding Case # 00254856, 1-: 
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 welcome pack~ustomer 
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 enrollment. 

On 2/22/19, 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 enrolled 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 Re Rate Amt Due 
Date Usage (with tax} To: Pre Tax Tax Total Customer 

1/22/2019 2/20/2019 220 $293.70 $0.3584 $78.85 $5.13 $83.97 $209.73 

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

Thank you. 

1 



William Schaaf - Lead Compliance Investigator 

indra4. 
ENERGY 

www.IndraEnergy.com 

From: Orpheus Craigue 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

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:_OOOtOGzXt._SOOtOFMSlx: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 3/21/2019. 

We will follow up when possible. Thanks. 

Orpheus Craigue - Asst. Compliance Officer 
1515 Market Street, Suite 1200 ., nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, February 25, 2019 15:15 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254856 [ ref:_OOOtOGzXt._500tOFM81x:ref] 

~l 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254856 
CUSTOMER:-
ADDRESS: Fairfield, Ohio-
SERVICE ADDRESS: Fairfield, Ohio·-

'* I • _, t .... • AIQ: Palmco Energy OH LLC db 
SER UMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

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 documentation associated with this enrollment\account. 

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) 

3 



www.PUCO.ohio.gov 

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

ref:_OODtOGzXt._500tOFM81x:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Friday, February 15, 2019 2:27 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00253560 [ ref:_OODtOGzXt._SOOtOFLMaN:ref I 

Ohio Publlc Utn r1~~' 
Commlssron 

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

Please Respond Within 3 Business Days 

CASE ID: 00253560 
COMPANY: 
CUSTOMER: 
ADDRESS: Lima, Ohio-
SERVICE ADDRESS: ·iiiiiiiiii••• Lima, Ohio ­
AlQ: Palmco Power OH LLC 
S CCOUNTNUMBE~ 

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

DESCRIPTION OF ISSUE: 
This customer disputes enrolling with 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} 

1 



www.PUCO.ohio.gov 

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

·; 

ref:_ OODtOGzXt._SOOtOFLMa N :ref 
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William Schaaf 

From; 

Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello lee and the PUCO, 

Regarding Case# 00253560, 

William Schaaf 
Friday, February 22, 2019 8:04 AM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253560 [ ref:_OODtOGzXt._ 
500tOFLMaN:ref] 
PUC0-00253560· -TPV.MP3; PUC0-00253560-~greement.pdf; 
PUC0-00253560· -Confirmation Pack-Electric.pdf; PUC0-00253560--
Confirmation Pack-Gas.pdf 

~nrolled her gas and electric accounts in Palmco's service on 7/17/18, 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. Palm co 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 enrollment. 

On 12/24/18, 1- 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, 
respectively. No termination fees were issued for the customer's decision to opt out of our supply. 

Our Customer Service staff spoke with~gain on 2/13/19. The customer expressed concerns over her bills, 
and she was advised that her accounts would be escalated forfurther 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 $49.95 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 enrollment, 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 billed 
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 

1 



indra .. 
ENERGY 

www.IndraEnergy.com 

1515 Market St reet, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 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 OH IO - CASE #: 00253560 [ ref:_ OODtOGzXt._SOOt OFLMaN :ref ] 

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

Please Respond Within 3 Business Days 

CASE ID: 00253560 
COMPANY: 
CUSTOMER· 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 

UMBER: 

, Lima, Ohio ·-
' 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 
O.A.C. 4901 :1 -21-06(0)(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 
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Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_ OODtOGzXt._500tOFLMaN :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, February 13, 2019 4:28 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253212 [ ref:_OODtOGzXt._SOOtOFLSTj:ref] 

Ohio Public lJtlHtin 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253212 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 

Sandusky, Ohio -
Sandusky, Ohio -

AIQ: Palmco Energy OH LLC 
UMBER: 

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

DESCRIPTION OF ISSUE: 

Good afternoon , 

~ontacted 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 ore-

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:_ OODtOG zXt._SOOtO F LSTj: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Tuesday, February 19, 2019 5:02 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: 
Attachments: 

RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 0025321 2 [ ref:_OODtOGzXt._SOOtOFLSTj:ref] 

- - Signed Contracts.pdf; - TPV.mp3; - - Confirmation Packet.pdf 

Categories: PUCO Complaint 

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 t ime on 
2/13/2019. Unfortunately, ou r CSR was unable to locate the customer's account at the time, and this inquiry was 
esca lated 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 
Date 

11s119 I 

Thank you. 

End Date 

216/19 I 

Billed 
Usage 

Supply Charge ReRate 
(with tax) To: 

s3s.02 I o.41soo I 

Orpheus Cra igue - Asst. Compliance Officer 

ReRate 
Pre Tax 

u9.97 I 
ReRate Tax 

s.10 I 

ReRate Amt Due 
Total Customer 

12s.06 I s 406.96 



indra .. 
ENERGY 

1S15 Market Street. Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427# 

www.lndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 19, 2019 11:41 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253212 [ ref:_OODtOGzXt._SOOtOFLSTj:ref) 

Ohio Publlo Utfl f1in 
Commlesron 

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-

SERVICE ADDRESS: Sandusky, Ohio -
AIQ: Palmco Energy OHL C 

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: 

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

Sincerely, 
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Maureen Harbolt 
Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 
Customer Service Investigator 

(800) 686-PUCO (7826) 
www .P UCO .Ohio.gov 

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

---------- Original Message ---------------
From: PUCO Consumer call Center [contactthepuco@puc.state.oh.us] 
Sent: 2/13/2019 4:27 PM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253212 [ ref:_OODtOGzXt._SOOtOFLSTj:ref] 

l 

Ohio Pub-110 Utrlf1~n 
Comml1slon 

3 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253212 
CUSTOMER: 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

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 ore­

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

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

ref:_ OODtOGzXt ._5 OOtO F LSTj: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Alfred Thompson < contactthepuco@puc.state.oh.us > 
Friday, February 15, 2019 8:40 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253253 [ ref:_OODtOGzXt._500tOFL7Tr:ref] 

Ohio Publlc UtJli1fN 
Comm J&'sf on 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00253253 
COMPANY: 
CUSTOMER: 
ADDRESS: Canton, Ohio -
SERVICE ADDRESS: , Canton, Ohio -AIQ: Palmco Power OH LLC 

• .l • • NUMBE 

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

DESCRIPTION OF ISSUE: 

Good morning, 

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? 

1 



2. When and how was customer notified of a change in their rate? 
3. Has customer contacted Ind ra 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 Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref :_ OODtOGzXt. _SOOtO FL 7Tr: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 
Attachments: 

Categories: 

Orpheus Craigue 
Wednesday, February 20. 2019 6:29 PM 
Alfred Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253253 [ ref:_OODt0GzXt._500tOFL7Tr:ref ] 
- -Agreement.pdf; - TPV.mp3; - -Confirmation Pack.pdf 

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. account 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 billed 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 
1515 Market Street. Suite 1200 ., nd rat. Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 # 

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:_OODtOGzXt._500tOFL7Tr:ref] 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good afternoon. 

Indra Energy Compliance 
Thursday, May 30, 2019 2:52 PM 
'Darita Patterson' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO -CASE#: 00508541 I ref:_OODtOGzXt._ 
500t0J 1 Xyi:ref ] 
••ITPV.mp3 

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 

ind rat. 
[NU~GY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

From: Dari ta 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:_OOOtOGzXt._500tOJ1Xyi:ref) 

Ohio Public Utilit ies 
Commission 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

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

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

ref:_OODtOGzXt._SOOtOJlXyi:ref 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good afternoon. 

Indra Energy Compliance 
Wednesday, June 05, 2019 3:01 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00508541 [ ref:_OODtOGzXt._ 
500t0J 1 Xyi:ref ] 

TPV.mp3; -Agreement.pdf; ~onfirmation Package Electric.pdf; 
Confirmation Package Gas.pdf 

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 $0.05400 per kWh for the first month followed by a fixed rate of $0.08200 per kWh 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 enrollment, and the enrollment confirm at ion 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 

indra~ 
ENU1GY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

www. l ndraEnergy.com 

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:_OOOtOGzXt._SOOtOJlXyi:ref] 
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Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00508541 
COMPANY: 
CUSTOME 
ADDRESS:. 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCO T NUMBER: 

, Marion, Ohio-
Marion, Ohio-

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(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 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 Ohio 
Service Monitoring and Enforcement Department 
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Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_OODt0GzXt._500tOJ lXyi:ref 

3 
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Thank you for choosing PALMco as your energy supplier! 

P.'\l...McoEnL-rgy 
8751 18th Avenue 

Orookl}-n, NY I 1214 

w: PalmcoEm:ri:,rv.com 
c-: CL•S tomc::rService@Pa lmco F.nergy .com 

toll fl'l'e: l (877) 726 5862 

8/29/2018 

This letter is confirming your selection of PALMco as your electricity supplier and this package contains a copy of 
t he Terms and Condit ions of your service with PALMco. 

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Num 
Rate Plan: Initial Rate I I • l'I l f 1 by a Fixed Rate of $0.08200/kWh 
for the remaining 16 months. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am to 6:00 pm or email 
us at Customer5ervice@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 

\'.OHL:: 1 !!-01.26 



PAlMCB 
OHIO TERMS AND CONDlTIONS 

INTRODUCTION:Ttiis 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 
natura l gas supply se rvice and/o r 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 th is Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALM co and is not from your utility or 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 t he named customer on such account(s), or you are 
over 18 years old and aut horized 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 you r gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your utility' s charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utility(ies}. (F) Your incumbent gas and/ or electric ut ility 
may charge you switching fees. (G) There are no cancellat ion 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program . 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES} OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU Or YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPl Y 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 PALIVICO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITI NG). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
P.ll.LMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natura l gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALM co decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may term inate 
t his Agreetnent 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 terminat ion as 
provided in t his Agreement, you will be returned t o 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 se rvice provided by PALM co prior to the effect ive date of 
the termination. The effective date of termination w ill be 
determined by your utilit y. Your natura l 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) PALIVlco retu rns you to your 
util ity' s appli cable tariff service pursuant to the te rms of th is 
Agreement. You may also cancel your natural gas supply service 
with PAL.Meo 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 
you r gas utility does not permit you to transfer your PALMco 
Energy cont ract to your new Service Address{es). You also may 
cancel this Agreement with PAU\/lco 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 natura l 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 t he 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. PAI.Meo 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 t o month as determined by PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALIVlco 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 thi~ Agreement. PALMco's current and historical 
prices are not an indicator of tutu re 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 notura1 gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is o change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVJRONMENTAL CHARACTERISTICS0 The 
applicable generi'ltion resource mix and environmental 
characteristics of the electric' supply sold by PALMco Power are 
available at www.palrncoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Oh.10. 
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 frorn 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 urrears and l<Jte 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 PALM co. without charge, up to 2.4 months of your 
payrr1ent history covering services rendered by PALMco, 
wit'1out charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service po1tions 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 reque5t Budget Billing for the electric supply 
service portion ot your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTQMER INFORMATION RELEASE. You authorize PAL Meo to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information" ) from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1 -29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s} without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m, EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint i5 not resolved after you have 
contacted PALMco and/or your utility, or for genero l utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCOj for assistance at 
1-800-686-7826 (toll free) from 8 a,m. to 5 p.m. weekdays, or at 
http://www.p11co.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 rnatters 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 PAL Meo with your email address, you agree 
that PALMco may transmit to you all notices and other 
commu11ications. 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 PALM co 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 
rnajeure 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 rnajeure 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 PALM CO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR I.OST 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 JN 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 PALM CO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC 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, 
WARRANflES 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. PALM co assumes no responsibility or 
liability for the following items that are the responsibi lity of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or 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. PALM co 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due ci change in market 
conditions, PALMco w ishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable} charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection with any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALM co to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
26% 

Other Oil0.5% Other 

Hydro 
1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

l ............ J. .......... ..! ............ ! ............ ! ........ . 
Carbon dioxide 

Nitrogen oxides 
:::: Actual 

Biomass 
0.5% 

-~~~~ ~~~~!~~-~-~~____._, 
~Projected 

Sulfur Dioxide 

Regional Average --

Type: Quantity: 

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

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

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



Thank you for choosing PALMco as your energy supplier! 

PAUvkoErn:rgy 
8751 18th A\CllllC 

l'll-ookly11. l"Y 11214 

n: PahT1coF.n~rgy.coni 
l': (:11sto1ncrScrvice@l'nln1coE11crgy.com 

(Oii fr<•1·: I (877) 726 5862 

8/29/2018 

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

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

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

Below is a summary of your service account with PALMco : 

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

Utility Account Numl 
. . ... Rate Plan: Introductory e first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:// palmcoenergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Columbia Gas. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.01-1" l X-0 l 26 
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PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Lett er, and any and all Renewal Notices (if 
applicab le} (collect ively, the "Agreement"), between PJ\LMco 
Energy OH, LLC ("PALMco Energy" or " PALM co") and you for 
natural gas supply service and/ or PALMco Pow er OH, LLC 
("PALM co Power or ''PALMco" ) and you for electric supply 
serv ice at each of t he account service addresses l isted in your 
Confirmat ion Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric $Upply 
service to PALMco and to purchase all the natural gas and/or 
electricity required t o se rvice each of the accounts listed in your 
Confirmation Letter (or listed in an adr.fendurn) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sa les 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) list ed 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 authori zed to n1ake decisions concerning 
such account(s). (CJ PALMco will not charge you a tee to switch 
to PALM co as your natural gas and/or electric supplier. (D) Your 
uti lity(ies) will continue to del iver your gas and/or electricity and 
send you your natural gas and/ or electricity bills, which w ill 
contain both your utility' s charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates low er than 
your utility(ies). (F) Your incumbent gas and/ or electric ut ility 
may charge you swit ching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A 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 PALM CO. 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 
PALM CO WITHOUT PENAL TY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin w hen your local utility switches your account t o 
PALMco s. For Variable Price natura l gas and/ or electric supply 
service, this Agreement will continue 011 a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of tirne 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) 126-
5862; (b} sending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALl\/lco at 

CustornerService@PalmcoEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your utility' s 
standard service or you may choose another supplier. In any 
case in which your natural gas and/or electric supply service 
with PALMco is t erminated as provided in this Agreement, you 
w ill remain obligated to pay for the natural gas and/or elect ric 
supply service prov ided by PALM co prior to the effect ive date of 
t he termination. The effective date of terminat ion w ill be 
determined by your utility. Your natural gas and/ or electric 
supply service from PALM co will term inate automatically 
without pena lty to you if any of the following occu rs: {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 
t o the Service Address(es) you move from, and not any other 
Serv ice Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/ or 
elect ric utility after choosing PALMco, you may not be served 
under the same rates, terms. 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, PALM co will send you a notice with your 
contract renewal and pricing options . 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price fo r natural gas supply service that may vary from 
month to month as determined by PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate t ransportation costs, any 
supply and agency functions that PALM co performs for you, and 
other prevailing market conditions, pills PALMco's cost s, 
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 011 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 price:>s. 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 
sciles or use taxes imposed on PALMco and/or you by federal, 
state. and/or local authorities. If you are tax exempt, you must 
furnish PAL.Meo 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 rixed Term, PALIVlco 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. 1f 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 l\lotice. PALMco can renew this Agreement without 
your affirmative consent even when t/Jere is a change in tt1e rate 
or otlier 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.palmcoenergv.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 
PAI.Meo receives from vour 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 PALM co by the d1Je date of the bill, 
at a rate of 1.5% per month or the mcixirnum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paving 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 pavment 
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 PALl'v1co, 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 po ti ions of your bill. If you cue 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 PALIVlco 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 lnforrnation'') 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 
Custorner Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928..52 of the 
Revised Code, or if it sells or assigns this Agreernent to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE! Contact PALMco at 1-877-726-5862 (toll free} 
between the hours of 8 a.m. and S p.m. EST or EDT. by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.corn, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved t1fter 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. lie<Hing 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 1-877-742-562.2 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALM co 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 o·f 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 PERMllTED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITTED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANV 
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 1MPL1ED, 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 311 
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, WI TH OUT 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. PALMc:o 
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 c.ompany or other entity in accordance 
with t he rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 

product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
26% 

Other 
0.5% 

Oil0.5% Other 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Natural Ga 
27.5% 

Hydro 
1% 

Wind 
3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide 
::::::::::::;:;::::::::1:::::::::::::::::;:;~:~:;:;:::::;:; : ;:;:; :;:;):;:;:::::::::::::::::::::'=::::;:;:;:;:;:;::: 

Coal 

Biomass 
0.5% 

Nitrogen oxides ;~·~ ~~ 
~Projected 

Sulfur Dioxide 

Regiona l Average 

Type: Quantity: 

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

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

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



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Thursday, May 30, 2019 12:08 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508541 [ ref:_OODtOGzXt._ 
500tOJ 1 X yi: ref ] 

Ohio Public Utilit ies 
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: 

Marion, Ohio- ..­
'Marion, Ohi~ 

AIQ: Palmco Energy OH LLC 
R: 

"""NO o supp 1er: 1 o ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

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: 

1 



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:_OODtOGzXt._500tOJ1Xyi:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good afternoon. 

Indra Energy Compliance 
Thursday, May 30, 2019 2:53 PM 
'Darita Patterson' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00508542 [ ref:_OODtOGzXt._ 
~OO:ref] 
-1PV.mp3 

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 

indra~ 
1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 

l:NERGY 
F: 718.851.2427 

www.IndraEnergy.com 

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:_OODt0GzXt._500tOJ1YOO:ref) 

Ohio Public Utilit ies 
Commission 

1 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00508542 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 

,Marion Ohio- -
, Marion, Ohio 

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

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

2 



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

ref:_OOOtOGzXt._500t0JlYOO:ref 

3 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Indra Energy Compliance 
Wednesday, June 05, 2019 3:10 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00508542 I ref:_OODtOGzXt._ 
500tOJ1 YOO: ref] 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00508541 [ ref:_OODtOGzXt._ 
500tOJ 1 Xyi: ref ] 

Good afternoon. 

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 

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

F: 718.851.2427 
www .Ind raEnergy.com 

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:_OODtOGzXt._SOOtOJlYOO:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00508542 
COMPANY: 
CUSTOME : 
ADDRESS: 
SERVICE ADDRESS: 

Marion, Ohio -
Marion, Ohio -

AIQ: Palmco Power OH LLC 
ER: 

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

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

ref:_OODtOGzXt._SOOtOJl YOO: ref 

2 



Thank you for choosing PALMco as your energy supplier! 

P AL\.kofot.-rgy 
8751 18th A\COUC 

&ooklyn, NY 11214 

11: Palm..:of.nergy.cnm 
r: CustomerS~vice(iiil'aln1coh1crgy.c:o1n 

toll fre~: I (R77) 726 58()2 

8/29/2018 

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

We are currently processing your enrollment 
Your enrollment will be sent to Ohio Edison. You will receive a confi rmation 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 
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 wHI be sure to contact you to resolve the issue. 

Below is a summary of your service account with PALMco: 

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

Utility Account Number 

Rate Plan: Initial Rate of $0.05400/kWh fort e first month followed by a Fixed Rate of $0.08200/kWh 
for the remaining 16 months. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

Thank you aga in for choosing us as your energy supplier! 

Sincerely, 

PAL Meo Customer Service 

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

V.OllC 18-01.26 



PALM CO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC (''PALMco Energy" or "PALMco'') and you for 
natural gas supply service and/or PALMc:o 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 PAI.Meo 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. 
ACl(NQWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sa les representative with whom you have spoken 
represents PALM co 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 custorner on such account(s}, or you are 
over 18 years old and authorized to make decisions concerning 
such account{s}. {C) PALMco will not charge you a fee to switch 
to PALM co as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which w ill 
contain both your util ity' s charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies}. (F) Your incumbent gas and/or elec.tric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL. GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN 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 
WI THOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING), 
LENGTH OF AGREEMENT AND TERMINATION. Th is 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 rnay 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 

CustornerService@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 electrir. 
supply service provided by PALM co prior to the effective date of 
the termination. The effec.tive date of termination will be 
determined by your utility. Your nat ural gas and/or electric 
supply service from PALMco will terminate automat ically 
without penalty to you if any of the following occurs: (a) your 
Serv·1ce 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 PALM co; or (c) PALl\llco 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 PALIVlco Power 
charges a different price for electric supply service. In the case 
of a Service Add ress relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by t hi!> Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
electric utility after choosing PALMco, you may not b€ 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 1ntraductorv Price: If you receive 
natural ga$ 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 
5ervice will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in your Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
w ill pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natura l gas, applicable interstate transportation costs, i:lny 
supply and agency functions that PALM co performs for you, and 
other prevailing rnarket 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 cmy 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-rntes/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PAL.Meo 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 th:s 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) 
d<iys 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 
hy 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 otfler 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.palrncoenergy.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(iesi. 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 r-eceived 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 

pdying 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 natur<1I 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 PALM co, 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 a re interested 
in Bt1dget 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 obt;:iin 
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 PAL.Meo Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and S p.m. EST or EDT, by U.S. mail 
3l 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustornerService@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 utillty 
information, residential and business customers rnay contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1··800-686-7826 (toll free) from 8 a.m. to .5 p.rn. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via l··l-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility custon-iers 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 PALl\llco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force rnajeure 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, gov!:!rnment 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 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 (ANO 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 SUPPL V 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 PALIVICO 
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 utilitv(ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, ;:ind 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. PALM co 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV}, except if due a change in market 
conditions, PALMco wishes lower the price (per ccf or met or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection with any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17·12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
Other 
0.5% 

Oil0.5% Other 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

Low-Level Radioactive Waste 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

35% 

:::: Actual 

Biomass 
0.5% 

~Projected 

Regional Average. -

Quantity: 

Unknown 
Lbs./1,000 kWh 

Unknown 
Ft*/1,000 kWh 

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For further information, contact PALMco Power OH, lLC at www.palmcoenergy.com or by phone at (877} 726-5862. 
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Thank you for choosing PALMco as your energy suppliert 

P AL~icofl'lt:rgy 
1'751 I Rth i\\,COUC 

Onxik lyn, NY I 1214 

11~ Palm~:ofa1crgy.corn 

t•: (\1stom~rServic.:~~Pahnc(•Energy.co1n 

loll frt'l': I i877) 726 51\62 

8/29/2018 

This letter is confirming your select ion of PAL Meo as your natural gas supplier and this package contains a copy 
of the Terms and Conditions of your service wit h PALMco. 

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Numb 
Rate Plan: Introductory Rat e of S0.37000/Ccf for the tirst two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:// pa lmcoen ergy .com/oh io/ ohio-va ria b le-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Columbia Gas. 

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

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

Thank you again for choosing us as your energy supplier! 

Since rely, 

PALMco Customer Service 

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

\'.OHL 18-01.26 



PA1hn''lij~ 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together w ith your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
~"PALMco Power or "PALMco") and you for electric supply 
service at each of the account se rvice addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALM co and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendL1m), or you are the 
spouse of the named cu5torner on such accountls), or you are 
over 18 years o ld 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 ar1d/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric ut ili ty 
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 
credit ing program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALM CO 
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 
PALM cos. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price nat ural 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 term inate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You rnay terminate 
t his Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b} sending u letter to PALM co at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@Palmi:oEnergy.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 PALM co is terminated as provided in this Agreement. you 
will remain obligated to pay for the natural gas and/or electric 
supply service provided by PALM co prior to the effective date of 
t he termination. The effective date of termination will be 
determined by your utility. Your natural gas and/or electric 
supply service from PAI.Meo wi ll terrninate automatically 
without penalty to you if any of the following occurs: (a) your 
Service Address(es) is not se rved 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). Yol1 also may 
cance l this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es} to an area that PALMco 
rower 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 t he 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 muy not be served 
under the same rates, terms, and condi t ions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay un Introductory Price as set fort.h in your Confirmation 
Letter for the time period set forth in your Confirmat ion letter, 
and thereafter, your price for natural gas and/or electric supply 
service will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in your Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable) : You 
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, PALM co 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 dosing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALM co performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determ ined by PALM co in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real t ime basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no l imit 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: Yoti 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 <1nd/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 terrn, 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 
("Henewal Notic:e") . The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information requirerl 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 period ically 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 
PALMrn's charges tor 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 PAI.Meo 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 frorn you. 
If you fail to pay yoiir 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 se1vice 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 !>Upply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payrnent 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 po1tions of your bill. If you are interested 
in Budget Billing, you should contcict 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 PALIVlco 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") trom 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 th;1t 
it con~iders 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. 
PALMc:o Power will not release your social security number 
and/or account nurnber(s) without your written or electronic 
consent, except for PAL.Meo 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 PAL.Meo 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, it you have any 
questions or c.omplaints about your service under th is 
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.rn. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech irnpaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service}. 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in rnatters before the PUCO, The OCC can be 
contacted at 1-877·742-5622 (toll free) from 8 a.rn. 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 requ ired in th is 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 atthe email 
address provided to PALMco by you. 
FORCE MAJEURE. Ne'1ther 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 at:tion, storm, hurricnne, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALM CO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC 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. PALM co 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, PALMco wishes lower the price (per cd 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 PALM co 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 ELECTRICITV­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



Generation 
Resource 
Mix-
A comparison 
between the 
sources of 
generation 

projected to be 
used to generate 
this product and 
the actual 
resources used 
during this period. 

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
Other Oil0.5% Other 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

Low-Level Radioactive Waste 

Coal 
35% 

Biomass 
0.5% 

Hydro 

1% 

Wind 
3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Biomass 
0.5% 

-------

::::Actual 

~Projected 

Quantity: 

Unknown 
Lbs./1,000 kWh 

Unknown 
Ft'/1,000 kWh 

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



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Thursday, May30, 201912:12 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00508542 [ ref:_OODtOGzXt._ 
500tOJ1 YOO: ref ] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00508542 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE T NUMBER: 

Marion Ohio- -
Marion, Ohio 

······1\lore 10 supp11er: 1 o ensur your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

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: 

1 



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:_OODtOGzXt._500tOJ 1 YOO:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Kevin Roman 
Wednesday, June 05, 2019 12:56 PM 
Bellkys Castillo; Billing Operations T earn 
KeeniaJos~ 
RE:PUCO ..... COLOHG 

Did you run it without dashes/hyphens?# should be efore the EOS Macro is run . 

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

ServiceAccountNumber lnvoiceType lnvoiceBillType Service8eginDate ServiceEndDate 

Standard Rate Ready 

Kevin Roman - Operations Analyst 

indra~ 
ENERGY 

www.IndraEnergy.com 

From: Bellkys Castillo 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

Sent: Wednesday, June 5, 2019 12:51 PM 

2018-09-18 
00:00:00 

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

Good afternoon. 

2018-10-17 
00:00:00 

ChargeCategory 

State and Local Sales 
Tax 

Energy Charge 

I 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, I want to confirm that the service start date was in October 2018, and not prior, as charges reflected on 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 



indra~ 
CNrnGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

2 



Orpheus Craigue 

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:_OODtOGzXt._SOOtOFLEZW:ref J 

Ohio rut>no Utrn11.e 
eommJ1sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

Cincinnati, Ohio·­
,Cincinnati, Ohio -

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

1 



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

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

ref:_OODtOGzXt._SOOtOFLEZW:ref 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Tara and the PUCO, 

Regarding Case# 00253476, 

William Schaaf 
Friday, February 22. 2019 2:29 PM 
Tara Jones 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253476 [ ref:_OODtOGzXt._ 
SOOtOFLEZW:ref] 
- TPV.MP3; --Agreement.pdf; - Confirmation Pack-Electric.pdf;­
Confi rmation Pack-Gas.pdf 

- 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 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 Re Rate Amt Due 

Date Usage (with tax} To: Pre Tax Tax Total Customer 

1/8/2019 2/6/2019 135 $253.29 $0.3584 $48.38 $3.39 $51.77 $201.52 

Electric Acljustment 

Begin 
End Date 

Billed Supply ReRate Re Rate 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 . 

1 



William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 ., nd rat. Philadelphia, PA 19102 
P: 888.504.63 72 

ENERGY F: 718.851.2427 

www.IndraEnergy.com 

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:_OODtOGzXt._500tOFLEZW:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253476 
CUSTOMER: 
ADDRESS: Cincinnati, Ohio -

, Cincinnati , Ohio -SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

This customer contacted our office 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 enrollment? 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 Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_ OODtOGzXt._ 500tOFLEZW :ref 
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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 OHIO - CASE#: 00253480 [ ref:_OODtOGzXt._SOOtOFLEhC:ref] 

Ohio Publlo Utfli1fN 
Commilssf on 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE 10: 00253480 
CUSTOME : 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 

Cincinnati, Ohio - -
Cincinnati, Ohio 

UMBE 

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

DESCRIPTION OF ISSUE: 

This customer 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 enrol lment. 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 enrollment? 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:_OODtOGzXt._SOOtOFLEhC:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Tara and the PUCO, 

Regarding Case # 00253480, 

William Schaaf 
Friday, February 22, 2019 11 :22 AM 
Tara Jones 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253480 [ ref:_OODtOGzXt._ 
SOOtOFLEhC:ref] 
- TPV.MP3; - Agreement.pdf; ... Confirmation Pack-Electric.pdf; ... 
Confirmation Pack-Gas.pdf 

~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, Pa lmco 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 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 plann ing 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 servlce, 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: Pre Tax 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. 

1 



William Schaaf - Lead Compliance Investigator 
1S1 S Market Street, Suite 1200 

•
1 
nd rat. Philadelphia, PA 19102 

P: 888.504.6372 
ENERGY F: 718.851.2427 

www.IndraEnergy.com 

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 COMMISSION OF OHIO - CASE#: 00253480 [ ref:_OODtOGzXt._SOOtOFLEhC:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00253480 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: 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: 

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 enrollment? 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 Oh io 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_ OODtOGzXt._ 500tOFLEhC:ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Cindi Mack < contactthepuco@puc.state.oh.us > 
Monday, December 10, 2018 3:44 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00240992 [ ref:_OODtOGzXt._500tODljht:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00240992 
COMPANY: 
CUSTOMER; 
ADDRESS: 
SERVICE ADDRESS: -AIQ; Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER 
NIQ: 

, Euclid, Ohio -
. Euclid, Ohio 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06{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 enrollment, please forward the sales call for review. 
Do you have record of the enrollment being canceled? If so, as of when? 
Please forward a copy of the TPV for review. 
If there is any other information that I 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:_OODtOGzXt._SOOtODljht:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Cindi and the PUCO, 

William Schaaf 
Thursday, December 13, 2018 2:49 PM 
Cindi Mack 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00240992 [ ref:_OODtOGzXt._ 
SOOtODljht:ref] 
-TPV.MP3; --Confirmation Pack.pdf; Indra Post Card.pdf; --Sales 
Call.wav 

Regarding Case# 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~gain 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 enrollment, ~greed 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 
1515 Market Street. Suite 1200 

•1 nd ra~ Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www .Indra Energy.com 

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 OF OHIO - CASE#: 00240992 [ ref:_OODtOGzXt._SOOtODljht:ref] 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00240992 
COMPANY: 
CUSTOMER: 
ADDRESS: Euclid, Ohio -
SERVICE ADDRESS: - , Euclid, Ohio 

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

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

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 enrollment, please forward the sales call for review. 
Do you have record of the enrollment being canceled? If so, as of when? 
Please forward a copy of the TPV for review. 
If there is any other information that I 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) 
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www.PUCO.ohio.gov 

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

ref:_OODtOGzXt._500tODljht:ref 
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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 OHIO - CASE#: 00253039 [ ref:_OODtOGzXt._SOOtOFL 1 xv:ref I 

Ohio Publto UtrlftiN 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00253039 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Columbus, Ohio - -
, Columbus, Ohio 

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

DESCRIPTION OF ISSUE: 

Good 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 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.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:_ 00 DtOGzXt. _ SOOtOFLlxv: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, February 15, 2019 1:19 PM 
Cindi Mack 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253039 [ ref:_OODtOGzXt._SOOtOFL lxv:ref 
] 

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 a phone number 
or account number(s). 

Otherwise, we don't believe this individual is a customer of ours. 

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

Orpheus Craigue - Asst. Compliance Officer 
1S1 S Market Street. Suite 1200 

•1 nd ,8-. Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 

From: Cindi Mack <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 14, 2019 08:28 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253039 [ ref:_OODtOGzXt._SOOtOFLlxv:ref) 

Ohio Pub-llo Utnrti" 
Commlssron 

'l 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00253039 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Columbus, Ohio -
, Columbus, Ohio -

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

DESCRIPTION OF ISSUE: 

Good morning! 

- 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 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.ohio.gov 

2 



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

ref:_ OODtOG zXt. _ SOOtO F Llxv: ref 

3 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Indra Energy Compliance 
Wednesday, May29, 2019 6:15 PM 
'PUCO Consumer Call Center' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO-CASE#: 00507177 [ ref:_OODtOGzXt._ 
500t0J1 Dorn: ref] 
--TPV.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 

indra.._ 
Ef'JERGY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

www.IndraEnergy.co m 

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:_OODtOGzXt._500tOJ1Dom:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 
CASE ID: 00507177 
CUSTOMER: 
ADDRESS: Lorain, Ohio -
AIQ: 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 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901: 1-21-06(0)(1 )(h)(v)**" 

1 



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: 

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

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

so, when? What was the company's response? 
6. 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? 

Please provide copies of the following: 

1 . Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 

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

ref:_OODtOGzXt._SOOtOJlDom:ref 

2 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good morning. 

Indra Energy Compliance 
Wednesday, June 05, 2019 11 :35 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507177 [ ref:_OODtOGzXt._ 
500tOJ1 Dom:ref] 
- - Enrollment Confirmation Gas.pdf; ... TPV.mp3; - Agreement.jpg ; ... 
Enrollment Confirmation Electric.pdf 

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 agreement executed by the customer's spouse, 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 sta rting date of service for each energy account. 

Regards, 

Compliance 

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

[NCRGY 
F: 718.851.2427 

www.lndraEnergy.com 

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:_OODtOGzXt._500tOJ1Dom:ref] 

Ohio Public Utilities 
Commission 

1 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 
CASE ID: 00507177 
CUSTOMER: 
ADDRESS: Lorain, Ohio -
AIQ: Palmco Power 

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

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

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

so, when? What was the company's response? 
6. 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? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 

2 



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

ref:_OODtOGzXt._500tOJ1Dom:ref 
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indra ® 

ENERGY 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia. PA. 19102 

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

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

4/22/2019 

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

We are currently processing your enrollment 
Your enrollment will be sent to Columbia Gas. You 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 
to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

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

Utility Account Nu 
Rate Plan: lntroduc _. , . ·- ___ . ~ _. _____ , __ .. _ the first billing cycle, and a variable rate thereafter. 
To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Columbia Gas. 
Renewable Energy Product Information: One hundred percent (100%) of your natural gas usage 
will be matched with carbon offsets. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Ca re 

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

V.OHE 18-10.01 



indra' 
f.' NI". I~ G Y 

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

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month . Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
histori cal prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https:/ / lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable t axes, and other 
government fees, assessments, and charges, however 
designated, relating to the natura l gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
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 t hose services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENT AL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This Information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
(100%) of your natural gas usage will be matched with carbon 
offsets. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supp ly service based on meter readings and 
consumption information that Indra receives from your utility 
("Bill ing 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 bi ll, 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 th is 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 Bill ing 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 relea se your social security number, account 
number(s), or any other Customer Information without your 
express written or electronic consent, except in accordance 
with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 
Administrative Code, or if it sells or assigns this Agreement to 
another third-party supplier. For your electric supply, Indra 
will not release your social security number, account number(s) 
without your written or electronic consent, except for Indra's 
own collections and/or credit reporting, participation in 
programs funded by the universal service fund, pursuant to 
section 4928.52 of the Revised Code, or if it sells or assigns this 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under this 
Agreement . If your complaint is not resolved after you have 
contacted Indra and/or your util ity, or for general utility 
information, resident ia l and business customers may contact 
the Publ ic Utilit ies Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide 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 llABtLITY. 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 ANO/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 ANO/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 

over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, 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 con sent 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 accorda nee with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 



Green Product Environmental Disclosure Information -Quarterly Comparisons 

Generation 
Resource 
Mix· 
A comparison 
between the 
sources of 
generation 
projected to be 
used to generate 
this product and 

the actual 
resources used 
during this period. 

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Indra Energy 
Projected Data for the 2018 Calendar Year 

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

Wind 
100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

31% 

Hydro 
1.5% 

Wind 
2.5% 

Other 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 
No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

Coal 
29% 

Biomass 
0.5% 

34.5% 

~------------------------------

;i;tt: 
&~~~ 

Carbon dioxide 

Nitrogen oxides 
~Projected 

::: Actual 

Sulfur Dioxide 

- Regional Average 

Type: Quantity: 

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

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

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

VE19·03.01 
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ENERGY 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1 515 Market Street, Suite 1200 

Philadelphia, PA. 19102 

w: lndraEnergy.com 
e: Customercare@lndraEnergy.com 

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

4/22/2019 

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

We are currently processing your enrollment 
Your enrollment will be sent to Columbia Gas. You 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 
to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

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

Utility Account Numb 
Rate Plan: Introductory 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://lndraEnergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Columbia Gas. 
Renewable Energy Product Information: One hundred percent (100%) of your natural gas usage 
will be matched with carbon offsets. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 
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OHIO TERMS ANO 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. (0) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY {IES) OF THE 
TRANSFER OF YOUR NATURAL GAS ANO/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 DU RI NG WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; {b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



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

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



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS ANO DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING OU RING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS· WIDE) 
BASIS ANO AN ARBITRATOR SHALl HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE ANO 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 th is Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a materia I 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 accorda nee with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-12.01 



Green Product Environmental Disclosure Information - Quarterly Comparisons 

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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Indra Energy 
Projected Data for the 2018 Calendar Year 

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

Projected 

31% 

Hydro 
1.5% 

Wind 
2.5% 

Other 
Actual 

Solar 

- -----

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 

Carbon dioxide 

:·:Actual 
Nitrogen o~ides 

Biomass 
O.S% 

;;itt 
~a 

~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
Lbs./l,000 l<:Wh 

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

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

VE19-03.01 
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ENERCiY 

Lorain, OH 44052 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

4/22/2019 

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

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

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

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

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

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy {"Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation Letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (8) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s}. (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (0) Your 
utility {ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and 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 WRIITEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY {IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENAL TY BY 
CONT ACTING 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 ANO TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. for Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



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

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



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you al l notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEM ENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, ClAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/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 SU PPL Y SERVI CE. 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 W ILL 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 responsibil ity or liability 
for the fo llowing 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 th rough third 
party verification (TPV), except it due a change in market 
conditions, Indra w ishes lower the price {per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions a re ch a nged. 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 t hat right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E .18-12.01 



Green Product Environmental Disclosure Information -Quarterly Comparisons 

Generation 

Resource 
Mix-
A comparison 

between the 
sources of 

generation 

projected to be 
used to generate 

this product and 
the actual 

resources used 
during this period . 

Environmental 
Characteristics-

A description of 

the characteristics 
associated with 
each possible 
generation 

resource. 

Air Emissions -

Prod uct-sp ecifi c 
projected and 
actual air 

emissions for this 

period compared 
to the regional 

average air 
emissions. 

Radioactive 
Waste-

Radioactive waste 

associated with the 

product. 

Indra Energy 
Projected Data for the 2018 Calendar Year 

Actual Data for the Period 01/01/18to12/31/18 

Projected 

100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

tow-Level Radioactive Waste 

31% 

Hydro 

1.5% 

Wind 
2.5% 

Other 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Im acts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Quantity: 

Unknown 

Actual 

Biomass 

0.5% 

34.5% 

:::·Actual 

~Projected 

Lbs./1,000 kWh 

Unknown 
Ft'/1.000 kWh 

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

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, May 29, 2019 4:09 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507177 [ ref:_OODtOGzXt._ 
500tOJ1 Dom:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 
CASE ID: 00507177 
CUSTOMER: 
ADDRESS: Lorain, Ohio 44052 
AIQ: Palmco Power OH LLG 
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(0)(1 )(h)(v)*** 
DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms ontacted the PUCO regarding an enrollment issue. 
Sh lellt:~ 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: 

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

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

so, when? What was the company's response? 
6. 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? 

1 



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? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4 . Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 

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

ref:_OODtOGzXt._500tOJ1Dom:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Indra Energy Compliance 
Wednesday, May 29, 2019 6:15 PM 
'PUCO Consumer Call Center' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO· CASE#: 00507180 [ ref:_OODtOGzXt._ 

DsE:ref] 
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, 

Compliance 

indra-. 
1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 

P.JCRGY 
F: 718.851.2427 

www.IndraEne rgy.com 

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 OHIO - CASE#: 00507180 [ ref:_OODtOGzXt._500tOJ1DsE:ref) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

Lorain, Ohio 44052 

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

Ms.-ontacted 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: 

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

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

so, when? What was the company's response? 
6. 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? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 

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

ref:_OODtOGzXt._SOOtOJlDsE:ref 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good morning. 

Indra Energy Compliance 
Wednesday, June 05, 201911 :42 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507180 [ ref:_OODtOGzXt_ 
50otOJ1 DsE:ref] 
-TPV.mp3-reement.jpg; nrollment Confirmation Electric.pdf; 
Enrollment Confir, 11a11v11 ..... s.pdf 

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, Mt he 
Third-Party Verification voluntarily conducted by Mr knowledging 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 

indra 
1515 Market Street. Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, May 29, 2019 4:01 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507180 [ ref:_OODtOGzXt._500tOJ1DsE:ref] 

Ohio Public Utilit ies 
Commission 

1 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 
CASE ID: 00 
CUSTOME 
ADDRESS: 
AIQ: 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 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0.A.C. 4901 :1-29-06(0)(6)(b)(v)*** 
DESCRIPTION OF ISSUE: 
Good Afternoon, 

Ms ontacted 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: 

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

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

so, when? What was the company's response? 
6. 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? 

Please provide copies of the following: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 
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Any additional information that the company can provide would be greatly 
appreciated. 
Sincerely, 
Shanequa Jones 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOJlDsE:ref 
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indra ® 

ENERGY 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia. PA, 19102 

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

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

4/22/2019 

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

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

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

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

Utility Account Numbe 
• II II " t Rate Plan: Introductory fi rst billing cycle, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https:/ /Indra Energy .com/ oh io/ oh io-va ria b le-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 
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OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above {or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (O) 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 DA TE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT ANO YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address {es). You may terminate 
this Agreement at any time by: {a) calling {888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



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

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



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

over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 
ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our" or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and Indra with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of 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 UTIUTY. 

V.E.18-12.01 



Green Product Environmental Disclosure Information - Quarterly Comparisons 

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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Indra Energy 

Projected Data for the 2018 Calendar Year 

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

Projected 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

Low-Level Radioactive Waste 

Hydro 
1.5% 

Wind 
2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

:: Actual 

Biomass 
0.5% 

~Projected 

....--R~e-g-io_n_a_l _A-ve_r_a_g_e~-----J 
Quantity: 

Unknown 
Lbs./l.000 kWh 

Unknown 
Ft'/1,000 kWh 

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

VE19-03.01 
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ENERGY 

Lorain, OH 44052 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

4/22/2019 

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

We are currently processing your enrollment 
Your enrollment will be sent to Columbia Gas. You 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 
to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

Below is a summary of your service account with Indra Energy: -
Utility Account Numbe 
Rate Plan: Introductory e first billing cycle, and a variable rate thereafter. •, • t I 'IJI I 

To access future variable pricing information, updated monthly, visit Indra's website at 
https:/ /lndraEnergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Columbia Gas. 

Renewable Energy Product Information: One hundred percent (100%) of your natural gas usage 
will be matched with carbon offsets. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 
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OHIO TERMS ANO 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. (O) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natura I 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 DA TE 
OF THE POSTMARK Of THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your utility's service area or to an area not 
served by Indra; or (c) Indra returns you to your utility's 
applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas and/or 
electric supply service with Indra without penalty if you 
relocate your Service Address(es): (a) outside of the service 
territory of your gas and/or electric utility(ies); (b) within the 
service territory of your gas and/or electric utility(ies) if your 
utility does not permit you to transfer your Indra contract to 
your new Service Address(es); or (c) to an area where Indra 
charges a different price for natural gas and/or electric supply 
service. If you voluntarily return or switch back to your natural 
gas and/or electric utility after choosing Indra, you may not be 
served under the same rates, terms, and conditions as those 
available to other customers served by your natural gas and/or 
electric utility. 
PRICING. 
Natural Gas and/or Electric Introductory or Initial Price (when 
applicable): You will pay an Introductory/Initial Price as set 
forth in your Confirmation Letter for the time period set forth 
in your Confirmation Letter, and thereafter, your price for 
natural gas and/or electric supply service will automatically 
become for the length of this Agreement either a Variable or 
Fixed price as described herein and as stated in your 
Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter 
for the fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs tor 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://I n d ra Energy .com/ oh io/ oh io-varia b le-rates/ or by 
ca lling (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 terminat ion fees. 
FIXED TERM AUTOMATIC RENEWAL At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
{"Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), includ ing any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terms and conditions. 
RESOURCE MIX, ENVIRONMENT Al CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. If you select a 
natural gas renewable energy product, one hundred percent 
(100%) of your natura l 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 estab lished by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your utility 
("Billing Quantity"). You will receive a single monthly bill from 
your utility that contains both Indra's charges and your utility's 
charges. Your payment for natural gas and/or electric supply 
service is due on the date set forth on the bill. You shall pay a 
late payment charge on all unpaid amounts (including arrears 

and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 
shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/ or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addit ion, 
if your payment for natura l 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 t he 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 aut horize 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 th is 
Agreement to another third-party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact Indra at (888) 504-6372 (toll free), by U.S. 
mail at 1515 Market Street, Suite 1200, Philadelphia, PA 19102, 
or by e-mail at CustomerCare@lndraEnergy.com, if you have 
any questions or complaints about your service under th is 
Agreement. If your complaint is not resolved after you have 
contacted Indra and/or your utility, or for general utility 
informat ion, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance 
at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, 
or at http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 



contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 
ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED ANO WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE All ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC ANO/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE} 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH 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", 11our" 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 met or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any 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 Environmental Disclosure Information - Quarterly Comparisons 

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

Environ mental 
Characteristics-

A descript ion of 
the charact er istics 
associated with 
each possible 
generation 
resou rce. 

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Indra Energy 
Projected Data for the 2018 Calendar Year 

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

Wind 
100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 

Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Hydro 
1.5% 

Wind 
2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

Solar 

::: Actual 

Biomass 
0.5% 

~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

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

VE19-0l.01 
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Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, May 29, 2019 4:01 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507180 [ ref:_OODtOGzXt._ 
500tOJ1 DsE:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 
CASE ID: 00507180 
CUSTOMER· 
ADDRESS: · Lorain, Ohio 44052 
AIQ: Palmco 

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

Ms contacted the PUCO regarding an enrollment 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: 

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

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

so, when? What was the company's response? 
6. 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? 

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: 

1. Copy of the sales script used to market this customer. 
2. Copy of the sales call to the customer. 
3. Copy of the Welcome Letter with the terms and conditions. 
4. Copy of the TPV at the time of enrollment. 
5. Copy of the IP and email address used to enroll if applicable. 
6. Copy of the signed enrollment agreement. 
7. Copy of the Contract Expiration notice 

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

ref:_OODtOGzXt._SOOtOJ 1 DsE:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Attachments: 

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

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258520 [ ref:_OODtOGzXt._ 

Ohio 

.. . . . -
Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258520 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE 
AIQ: Palmco Energy C!I .• --~ 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 44105 
Cleveland, Ohio 44105 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO to dispute enrollment with the 
company. I 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
enrolli ng 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 safes calls, 

1 



copies of any welcome letters, copies of any TPVs, l.P. addresses 
used, e-mail addresses used to enroll, copies of any signed 
enrollment documents, and the terms and conditions of the 
enrollment. 

3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per 0.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.PUCO.ohio.gov 

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

ref: OODtOGzXt. 500t0Fn l dl:ref - -

2 



Public Utilities Commission of Ohio 
180 East Broad Street 
Co,umbus, Ohio 43215 March 8th, 2019 

\ 1 ct • •• • • • ly known as Palmco Energy 

rPJ ~cc ~f.1 '0!?~ lQJ 
FEB 1 3 RCC'J 

Service Monitoring & 
Enforcement Department 

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

On March 6, 2019 I contacted Indra Energy to inquire how they became my supplier and complain about 
their outrageous fluctuating cost . Inadvertently it was revealed they were also the same company as 
Palmco, again demonstrating misleading and deceptive practices. 

I am requesting a investigation into this company's deceptive and misleading practices. Additionally, I 
am requesting the Public Utilities Commission investigate if this company is targeting seniors., more 
specifically disable veterans/ seniors on fixed incomes. I am asking the Public Utilities to investigate if 
this company is specifically targeting low social-economic communities in an attempt to exploit through 
deceptive practices those communities. 

Additionally, I am requestjngthe Public Utilities Commission demand this company to refund or credit 
my accounts tothe lowest rate advertised during the period of May 11, 2018 and March 06, .2019 .•. .r 
also request this refund/credit process be expedited 

Cc/Federal Energy Regulatory Commission 
Dominion Energy 



Sariah Brinker 

From: William Schaaf 
Sent: 
To: 

Thursday, March 21, 2019 2:54 PM 
Michael Coady 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTIUTIES COMMISSION OF OHIO - CASE #: 00258520 [ ref:_OODtOGzXt._ 

500t0Fnldl:ref] 

-

PV.mp 
1...u tion Pack-

Attachments: 

Hello Michael and the PUCO, 

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 
hav ", "'' s audio available, but we've attached the TPV recording for this enrollment, as well as the confirmation 
packages sent to t he customer detailing the terms of service. Palm co began servicing the customer's accounts on 
5/30/18. 

Gas Plan: Variable. This included a two-month introductory rate of $2.30 per Md, after wh ich 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.~ntacted our Customer Service line and requested to cancel her accounts with Indra. Outbound 
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.~ enroll these accounts, and the accounts were billed according to the 
variable rate terms the customer agreed to. 1 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 

indra~ 
(NFRGY 

www .Indra Energy. com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 15, 2019 1:02 PM 
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To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258520 [ ref:_OOOtOGzXt._SOOtOFnldl: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: 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NlQ: 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO to dispute enrollment with the 
company. I 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, 
copies of any welcome letters, copies of any TPVs, l.P. addresses 
used, e-mail addresses used to enroll, copies of any signed 
enrollment documents, and the terms and conditions of the 
enrollment. 
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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.PUCO.ohio.gov 

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

ref:_OODt0GzXt._500t0Fn1dl:ref 
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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:_OODtOGzXt._SOOtOEhL88:ref ] 

Ohio Public '-"11 rtr1s 
Commls.sron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00249655 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE A 
45326 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Below is the email from the customer. 

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



company showed "Indra" as my new supplier not "PalmCo." The 
first 2 months were at the correct rate so I 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 ... RIDICULOUS 
AND SCAM!!!! Now I 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. I 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%!! I 
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 I contracted with--­
contract is with PalmCo) their highest rate is lower than 
$0 .1 O/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.PUCO.ohio.gov 

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

2 



ref :_OODtOG zXt . _SOOtOE h L88: ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Monday, February 4, 2019 5:55 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00249655 [ ref:_OODt0GzXt._500tOEhL88:ref 

Attachments: PV.mp ales Call.mp~ Confirmation Pack.pdf 

Categories: PUCO Complaint 

Hello Shawn and the PUCO, 

Regarding Case# 00249655, 

This customer enrolled her electric account in Palmco'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 Ener . Customers were provided with 
a postcard informing them of the brand name change. As stated above, Ms. ccount 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 th is 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 ce~or the 
first two billing cycles. The customer received our supply service for four months (10/8/18 -1/29/19), and three of her 
btlls 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 bill 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 $0.05630 $89.18 

11/6/2018 12/6/2018 $0.05300 $95.82 

10/8/2018 11/6/2018 $0.05300 $82.20 

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

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

1 



indra-. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia. PA 19102 
P: 888.504.6372 
F: 718.851.2427 # 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Monday, Februa'y 4, 2019 07:48 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00249655 [ ref:_OODtOGzXt._500tOEhl88:ref) 

Ohio Pul>llo ~n 11·F1s 
Comml11ron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00 
CUSTOME · 
ADDRESS 
Fletcher, Ohio 45326 
SERVICE ADDRESS: 
45326 
AIQ: Palmco Power OH LLC 
SER UMBER: .!. • ~ 

NIQ 

Fletcher, Ohio 

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

DESCRIPTION OF ISSUE: 

Good morning, 

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

Sincerely, 

2 



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:_ OODtOGzXt ._SOOtOE h L88:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Tara Jones <contactthepuco@puc.state.oh.us> 
Tuesday, March 5, 2019 2:30 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256413 [ ref:_OODtOGzXt._SOOtOFMtVf:ref] 

Ohio Publlc Utnltfn 
Commls.slon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SER T NUMBER: 
NIQ: 

, Ohio 43062 
Pataskala, Ohio 43062 

***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{0)(6){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 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:_ OODtOGzXt. _ SOOtOF M tVf: ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Tara and the PUCO, 

William Schaaf 
Monday, March 11, 201912:53 PM 
Tara Jones 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256413 [ ref:_OODtOGzXt._ 

~V.MP3;~onfirmation Pack-Gas.pd! 
Confirmation Pack-Electric.pdf; Indra Postcard.pdf 

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 recording. 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 t his brand name change. 

Since this customer has expressed displeasure with the variable products she has enrolled 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 t hat we can determine how to proceed. 

Thank you. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy .com 

1515 Market Street, Suite 1200 

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



From: William Schaaf 
Sent: Friday, March 8, 2019 5:53 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:_OODtOGzXt._SOOtOFMtVf:ref) 

Good afternoon, 

We' re attaching the TPV recording fo r 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 

indrae. 
ENERGY 

www.lnd raEnergy.com 

1515 Market Street. Suite 1200 

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

From: Tara Jones [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 2:30 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256413 [ ref:_OODtOGzXt._SOOtOFMtVf:ref] 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256413 
CUSTOME 
ADDRESS: 
SERVICE AD RESS: 
AIQ: Palmco Energy OH LLC 
SER T NUMBER: 
NIQ: 

kala Ohio 43062 
Pataskala, Ohio 43062 

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

DESCRIPTION OF ISSUE: 

This customer contacted 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. 

3 



ref: OODtOGzXt. SOOtOFMtVf:ref - -
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Tuesday, January 15, 2019 1 :48 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._SOOtOEfQgr:ref J 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00247075 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: 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 
O.A.C. 4901 :1-29-06(D)(6){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 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:_OODtOGzXt._SOOtOEfQgr:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, January 29, 2019 10:29 AM 

Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._SOOtOEfQgr:ref) 

Ohio Publlc Utfl ltfN 
Commlnron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 0 
CUSTOM 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

ta, Ohio 45895 
apakoneta, Ohio 45895 

***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 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:_ 00 DtOGzX t. _ SOOtOEfQgr: ref 

•• 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

Thomas Sheehy 
Wednesday, February 6, 2019 8:01 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._ 
SOOtOEfQgr:ref] 

Shawn, 

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 bills of service. 

Begin Date End Date Usage Indra Rate Indra Charge 

1/4/2019 2/4/2019 224 $0.79810 $178.77 

12/3/2018 1/4/2019 181 $0.83200 $150.59 

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

Thank you . 

Thomas Sheehy - Compliance Officer 
1515 Market Street, Suite 1200 

•
1 
nd ra~ Philadelphia, PA 19102 

P: 718.975.6601 
ENERGY F: 718.851.2427 

www.l ndraEnergy.com 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, January 29, 2019 10:29 AM 
To: Indra Energy Compl iance <Compliance@indraenergy.com> 

Indra Tax Indra Total Util Rate 

$12.96 $191.73 $0.37 

$10.92 $161.51 $0.48 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._SOOtOEfQgr:ref J 

1 

Util Charge 

$83.15 

$86.61 

Util Tax 

$6.03 

$6.28 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 002 
CUSTOM 
ADORES~ 
SERVICE ADDRESS: 
AIQ: Palmco Energy On LLv 

SER~MBER: 
NIQ:-

ta, Ohio 45895 
apakoneta, Ohio 45895 

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

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

ref:_OODtOGzXt._SOOtOEfQgr:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

') 

Hello Shawn and the PUCO, 

Regarding Case# 00247075, 

William Schaaf 
Tuesday, January 22, 2019 1 :01 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._ 

:ref] 
ales Call.wa PV.MP3; onfirmation Pack.pdf 

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 received 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: 
"Palmco will be selling you natural gas at the introductory price of$2.60 per Mcffor your first two bills ." He also 
acknowledged his understanding that "Beginning with your third bill, the price vou pay for gas may vary from month to 
month .... and may be higher or lower than the utility's price In any given month. There are no guaranteed 
savings". However, upon reviewing the sales call between Mr.- nd the sales agent, we found that the 
information the agent provided to the customer was not suffic . the agent did pitch the introductory rate Mr. 

- eceived, 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 rat~il 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 about two weeks and spoke with only a handful of 
customers, but we are present1y conaurnng 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 t~'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/lndra for the 
introductory two months, and we do not plan to adjust those bills. The rerate of the post-introductory 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 ch~hat his utility's standard service would have provided. This 
will ultimately provide the financial effect of Mr~ceiving 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 

1515 Market Street, Suite 1200 

•1 nd raA.. Philadelphia, PA 19102 
P; 888.504.6372 

ENERGY 

www.lndraEnergy.com 

From: William Schaaf 

F: 718.851.2427 

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 OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._SOOtOEfQgr: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 Pend 
account, which was processed without penalty. Per the determination of M 
scheduled to stop receiving our supply service on 2/7 /19. No termination fe 
decision to opt out of our supply. 

I • I I I ~ I cation for the customer's 
til ity (DEO), his account is 
for the customer's apparent 

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

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 

From: Shawn Thompson [mailto :contactthepuco@puc.state.oh.us) 
Sent: Tuesday, January 15, 2019 1:48 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247075 [ ref:_OODtOGzXt._SOOtOEfQgr:ref] 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 0024 7075 
COMPANY: 
CUSTOME · 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy v1 , 1..1..v 

SERVICE ACCOUNT NUMBER: 
I 

a, Ohio 45895 
apakoneta, 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 
O.A.C. 4901 :1-29-06(D)(6)(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 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) 

3 



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:_ 00 DtOGzXt. _ 5 OOtO EfQgr: ref 

4 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Wednesday, March 6, 2019 7:59 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256957 [ ref:_OODtOGzXt._500tOFN7TS:ref) 

Ohio Publlo Utrl rtr n 
Comml1sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

CASE ID: 00, 
CUSTOME 
ADDRESS: 

Please Respond Within 3 Business Days 

AIQ: Palmco nergy OH LLC 
S T NUMBER : ! • 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms. ontacted 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: 

1. When and how was the customer solicited or marketed? 
2. When and how was the customer enrolled? 



3. Was a TPV completed for this customer? 
4. What rate did the customer agree to? Was this rate fixed or 

variable? If fixed, what was the term length? 
5. 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? 
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 : 

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

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

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

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

ref:_OODtOGzXt._SOOtOFN7TS:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, March 12, 2019 5:55 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

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

Attachments: 

Hello Shanequa and he PUCO, 

Regarding Case# 0025695 7, 

500tOFN7TS:ref] 
-PV.MP3-Confirmation Pack.pdf; Indra Postcard.pdf 
Confirmation Pack-Fixed Plan.pdf 

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 customer 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 $4.40 per Mcf one month, fol lowed by a rate of$ 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. 

Begin End 
Date Date 

112s119 I 2125119 I 
Thank you . 

Billed 
Supply Charge 

Usage 
{Ccf) (with tax) 

ReRate 
To: 

155 I s 288.65 I o.44000 I 

William Schaaf - Asst. Compliance Officer 

ReRate 
Pre Tax 

6s.20 I 

ReRateTax 

4.941 

ReRate Total 
Amt Due 
Customer 

73.14 I s 215.51 I 



indra~ 
ENERGY 

www.IndraEnergy .com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us) 
Sent: Wednesday, March 6, 2019 7:59 AM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COM M ISSION OF OHIO - CASE #: 00256957 [ ref:_OODtOGzXt._500tOFN7TS:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

•• . CASE ID: 0 
CUSTOME 
ADDRESS: Rockford, Ohio 45882 
AIQ: Palme 
SER-T NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms .. ontacted the PUCO regarding the terms of her contract and 
a I) . 

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. 
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Please reply to the following questions: 

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

variable? If fixed, what was the term length? 
5. 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? 
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 : 

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

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

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

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref: OODtOGzXt. 500tOFN7TS:ref - -

4 



Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 10:06 AM 

To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256957 [ ref:_OODtOGzXt._ 

SOOtOFN7TS:ref] 

Good Morning, 

Were 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 .oh io.gov 

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

--------------- Original Message ---------------
From: William Schaaf [ wschaaf@indracncrgy.com] 
Sent: 3/ t 2/2019 5:55 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256957 [ 
ref:_OODtOGzXt._500tOFN7TS:ref] 

Hello Shanequa and he PUCO, 

Regarding Case# 0025695 

Ms- nrolled her gas account in Palmco's variable rate plan on 3/28/18, as the result of a telephone sale. We've 
atta~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. Palmco began servicing the 
customer's account on 4/25/18. 
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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 name change. 

On 3/5/19, Ms. ~ontacted 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 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. 

Tn 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 Met) to her most recent bill, by issuing an adjustment to her account, however, we 
were only able lo 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. 

Begin End 
Billed 

Supply Charge ReRate Re Rate Amt Due 
Usage ReRat~Tax Rellate Total 

Date Date 
(Cct) 

(with tax) To: Pre Tax Customer 

1125119 I 2125119 I 155 I$ 288.65 I o.44000 I 6s.20 I 4.94 I 13.14 I $ 21s.s1 I 

Thank you. 

Willi am Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

2 



www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, March 6, 2019 7:59 AM 
To: fudra Energy Compliance <Compliance@indraenergy.com.> 
Subject: PUBLIC UTILlTIES COMMISSION OF OHIO -CASE#: 00256957 [ ref:_OODt0GzXt._500tOFN7TS:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256957 

ADDRESS: Rockford, Ohio 45882 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms ontacted the PUCO regarding the terms of her contract and 
a b 111ng 18~u 
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: 

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

variable? If fixed, what was the term length? 
5. 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? 
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: 

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

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

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 
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Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

WW\N.PUCO.ohio.gov 

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

ref:_ OODtOGzXt. _500tOFN7TS :ref 
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Sariah Brinker 

From: William Schaaf 
Sent: 
To: 
Cc: 

Friday, March 15, 2019 10:12 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256957 [ ref:_OODtOGzXt._ 
500tOFN7TS:ref l 

Attachments: - ales Call.mp3 

Good Morning, 

Yes, I've attached the sales call audio here. 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENER GY 

www.lnd ra Energy.com 

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

F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 10:06 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256957 [ ref:_OODt0GzXt._500tOFN7TS:ref] 

Good Morning, 

Were 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.gov 

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it. 
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------------- Original Message --------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/12/2019 5:55 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256957 [ 
ref:_OODtOGzXt._500tOFN7TS:ref] 

Hello Shanequa and he PUCO, 

Regarding Case# 00256957 

Ms.- nroJled her gas account in Palmco's variable rate plan on 3/28/18, as the result of a telephone sale. We've 
atta~'PV recording for this enrollment, as well as the confirmation package sent to the customer detailing the 
tenns 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 conductiog 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.~ontacted our Customer Service line to discuss her account. The customer did not cancel her 
account at this ~nstead 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 confmnation packet mruled 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 fwther changes to be made to this account, please let us know. 
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Billed 
Begin End Supply Charge ReRate ReRate 

Usage RcRate Tax 
Date Date (with tax) To: PreTax 

(Cct) 

112s119 I 2/25/19 l iss I$ 2ss.6s I o.44000 I 6s.20 I 

Thank you. 

William Schaaf - Asst. Compliance Officer 

1515 Market Street. Suite 1200 

ind rae. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, March 6, 2019 7:59 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

4.941 

Amt Due 
ReRate Total 

Customer 

73.141 $ 215.51 I 

Sub.iect: PUBLIC UTILITIES COMMISSION OF OIIIO - CASE#: 00256957 [ ref:_OODtOGzXt._500tOFN7TS:ref] 
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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 

NIQ: 

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

DESCRIPTION OF ISSUE: 
Good Morning, 

Ms.- contacted the PUCO regarding the terms of her contract and 
ab~e. 
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: 

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

variable? If fixed, what was the term length? 

4 



5. 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? 
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 : 

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

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

Sincerely, 

Shanequa Jones 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref: OODtOGzXt. 500tOFN7TS:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Cindi Mack <contactthepuco@puc.state.oh.us> 
Monday, March 11, 2019 9:53 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256973 [ ref:_OODtOGzXt._ 
500tOFN7fX:ref] 

Ohio Public Ut ilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256973 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC . ' . ' SE J NUMBER 
NI .. 

Ohio-
, 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 
0.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? 

1 



Has the enrollment been canceled? If so, when and what wlll be the final 
billing date for the gas account? 
If there is any other information that I 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: OODtOGzXt. 500tOFN7fX:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Cindi, 

Orpheus Craigue 
Thursday, March 14, 2019 9:25 PM 
Cindi Mack 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256973 [ ref:_OODtOGzXt._ 
500tOFN7fX:ref] 

- - TPV.mp3; .. _ Confirmation Pack Electric.pdf; .... Confirmation Pack 
Gas.pdf, Indra Postcard.pdf 

PUCO Complaint 

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-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 t rade name, Indra Energy, in October 2018. We're attaching a copy of t he 
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 Palm co/Indra's service. 

The customer's variable rate increased during her final billing cycle (1/29/19 - 2/28/19) and I 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. 

Begin Date End Date 

11129;19 I 212s;19 

Billed 
Usage 
(Ccf) 

Supply Charge 
ReRate 
To: 

I s 2s3.51 I o.30200 

1 

ReRate 
Total 

44.09 

Amt Due 
Customer 

$ 209.42 I 



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 

indra~ 
fNERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Cindi M ack <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:_OODtOGzXt._500tOFN7fX:ref] 

Ohio Public Utilit 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: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NI~ 

, Lima, Ohio -
' 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 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901: 1-29-06(0 )(6)(b )(v)*** 

DESCRIPTION OF ISSUE: 

Good morning! 
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-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 Met. 

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 I 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:_OODtOGzXt._500tOFN7fX:ref 
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PAlMCD 

Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnergy 
S751 18th Avenue 

Brooklyn, NY 11214 

n: PalmcoEnergy.com 
e: Custo111erService@PalmcoEncrgy.co1n 

toll free: I ( 877) 726 5 862 

6/22/2018 

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

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

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

Below is a summary of your service account with PALMco: 

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

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

Cancellation Fees: None. 
Budget Billing: Available upon request. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.OHF.18-01.26 



PAtlVico 
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 util ity 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H} You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY( I ES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS OAYS 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 t his 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 you r 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 perm it 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 nat ural 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 va ry from 
month to month as determined by PALM co in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other preva iling 
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 t han 
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 Agreemen t. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALM co' s website at https://pa lmcoenergy.com/oh io/ohio­
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimburs ing PALMco for all applicab le 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 authorit ies. If you are tax exempt, you must 
fu rnish PALMco an exemption certi f icate before service 
commence s. 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 t he expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALM co Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BIUING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at interva ls established by your utility( ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's 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, t his 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 Bi lling 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 t hat PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns t his Agreement to another 
third party supp lier. 
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 Ut ilities Commission of Ohio {PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
cu stomers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counse l {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 requi red in this Agreement, 
electronically to the emai l address provided by you. You shall be 
responsible for notifying PALMco of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to 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 PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO W ILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMI TATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS ANO DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC ANO/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 
PERMITIEO 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 ANO THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTI ES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmen tal 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 
li abi l ity for the following items that are the responsibil ity of 
the utility{ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, termination of service, and deterioration of the 
utility's service. This Agreement is the entire understanding 
between you and 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. PALM co 
will not make a material change to the terms of this Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, PALMco wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) 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 t he parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATEO EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Wind, 
2.5% 

Natural 
Gas 

37% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Coal 
33% 

1% 

Other 

Biomass 
0.5% Wind 

2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide 
.;:::::::::::::::::::::::!:::;:;:::::::::::::::;):;:;:;:::;:;:;:::::::;:::!:::::;:;:;:;:;:;:::::;:::\:::::::;:;:::;:;:;:;:;: 

~~~· 

Actual 

:::: Actual 

33% 

Biomass 
0.5% 

Nitrogen oxides ··:t:t:· ~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
Lbs./1.000 kWh 

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

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





Thank you for choosing PALMco as your energy supplier! 

P /\LMc oEncrgy 
8751 18th Avenue 

Brooklyn, NY 11214 

w: PahncoEnergy.com 
c: CustomerServicc::~~PalmcoEt1ergy.co1n 

toll free: I (877) 726 5862 

6/22/2018 

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

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

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

Below is a summary of your service account with PALMco: 

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

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

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.OHE 18-01.26 





~ ENFAC.1 

PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply se rvice 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 
Confi rmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALMco and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) PALMco will not charge you a fee to switch 
to PALM co as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H} You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEM ENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND 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 t ransfer your PALMco 
Energy contract to your new Service Address(es). You also may 
cancel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocation, the cancellation shal l 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 natura l 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 
natura I 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, anci llary, and 
administrat ive costs incurred by PALMco, and other prevailing 
market cond it ions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Pri ce of your natura l gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
ent ire length of this Agreement. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing informat ion, updated monthly, by visiting 
PALMco's website at ht tps:/ /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 aut horities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric util ity charges you for those se rvices. 
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 t he Agreement's renewal 
("Renewal Notice") . The Renewal Notice will set fort h the 
proposed renewal option(s), including any applicable 
informat ion required by t he Commission. If you do not respond 
to t he Ren ewal Notice or otherwise terminate this Agreement 
by not ifying PALM co in accordance with t he Termination section 
herefn, 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 M IX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generat ion resource mix and environmental 
characteristics of t he elect ric supply sold by PALM co Power are 
available at www.palrncoenergy.com. This information is 
updated periodically fo llowing t he requirements of the Public 
Uti lities Commission of Oh io. 
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 ut ility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter read ings and consumpt ion information t hat 
PALMco receives from your utility ("Billing Quant it y"}. You will 
receive a single monthly bill from your utilit y that contains both 
PALMco's cha rges and your utility's charges. Your payment for 
natura l gas and/or electric supply service is due on the date set 
forth on the bil l. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/ or electric supply 
service or you fail to 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 
not ice to you, terminate th is Agreement and its natu ra l gas 
and/ or electric supply service to you. You have the right to 
request from PALM co, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice with in any 12-month period. Budget 
Bi lling is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric ut ility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obta in 
historica l billing data and other information about you 
("Customer Information" ) from your gas and/or electric 
utility(ies), so that PALMco can start and continue its se rvice 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 Informat ion or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy wi ll 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 Oh io Admin istra tive 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 elect ronic 
consent, except for PALMco Power's own collections and/or 
cred it reporting, participat ion in programs funded by t he 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns t his Agreement to another 
t hird party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and S p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e¥mai l at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your uti lity, or for general ut ility 
information, resident ial and business customers may contact 
the Public Ut ilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Oh io re lay service). 
Th e Ohio Consumers' Counse l (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 al l notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall be 
responsible for notifying PALMco of any change in email address 
and/or any w ithdrawal of your consent to electronic 
communications. Notice~ 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, hurrica ne, 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 
LIM ITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH AR BITRA TIO N. IN CLU OED 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 SU PPL Y SERVI CE WITH PALM CO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AF FIRMATIONS 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 
natu ra l gas and/or electr ical system, any interruption of 
service, termination of service, and deterioration of the 
uti lity's service. This Agreement is the entire understanding 
between you and PALMco w ith respect to the subject matt er 
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 th is 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 PALM co to exercise any right or 
remedy to which eit her party may be entitled to herein wil l 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E .17-12.19 





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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Wind, 
2.5% 

Natural 
Gas 
25% 

37% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 
Other Sources 
Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Coal 
33% 

Hydro 
1% 

Other 

Biomass 
0.5% Wind 

2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide 
~ ........ !. .... ... .. .. ! ..... ....... ! .... ........ ! .......... . 

Actual 

35.5% 

::::Actual 

Biomass 
0.5% 

Nitrogen oxides g;;:· 
~~~~I,..._..._~-~-~---

~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

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

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

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

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

Thank you, 

PALMco Energy 

PAiMc·o· 
PALMco Energy 8751 1 Bth Avenue Brooklyn. NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Categories: 

Orpheus Craigue 
Tuesday, March 26, 2019 5:07 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256973 [ ref:_OODtOGzXt._ 
500tOFN7fX:ref] 

PUCO Complaint 

Hello 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 t he live operator stated 
"business days" instead of "calendar days". I have confirmed that our current TPV script correctly has "seven calendar 
days" applied to electric enrollments in Ohio. As fa r as how t his concern applies to this customer, - had t he 
ability to cancel her service wit hout penalty with in either timeframe, as the terms of her enrollment did not include any 
termination fees, regardless of when she had enrolled. 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra._ 
ENERGY 

www.lndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <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:_OODtOGzXt._500tOFN7fX:ref] 

Good morning, 

Thank you for reimbursing the customer the difference in the MRV that was billed to her. Please provide the MVR that 
w as 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, I have determined that 
the TPV is not in compliance with O.A.C. 4901:1-21-06(D}(2)(a)(viii) for the electric enrollment. 
-The company must allow the customer seven calendar days from the postmark date of the elect ric utility's 

confirmation not ice to cancel the contract 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. 

1 



Regards, 
Cindi 

--------------- Origina I Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 3/14/2019 9:24 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256973 [ ref:_OODtOGzXt._500tOFN7fX:ref] 

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-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 t his 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/lndra's service. 
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The customer's variable rate increased during her final billing cycle (1/29/19 - 2/28/19) and I 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. 

Begin Date End Date 

11129;19 I 212s;19 

Billed 
Usage 
(Ccf) 

I 146 

Supply Charge 
ReRate 
To: 

I s 253.51 I o.30200 

ReRate 
Total 

44.09 

Amt Due 
Customer 

s 209.42 I 

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. 

O rpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

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:_OODt0GzXt._500tOFN7fX:ref] 
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Ohio Public Ut ilit ies 
Commission 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256973 

COMPANY: 

CUSTOMER: 

ADDRESS: , Lima, Ohio -

SERVICE ADDRESS: Lima, Ohio 

AJQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ 

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

DESCRIPTION OF ISSUE: 

Good morning! 
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- 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 I 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. 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Wednesday, February 27, 2019 3:14 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255443 [ ref:_OODtOGzXt._SOOtOFMRCh:ref] 

Ohio Public ucn 11~n 
Commf.s11·on 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255443 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER UMBER: 
NIQ: 

hio .• 
, 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 
O.A.C. 4901 :1-29-08(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 $391. 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? 
*** Is your phone system experiencing 1 hour hold times? 
*** Please provide how you obtained the authorization to enroll the 
customer. 
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***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 :_OODtOGzXt ._SOOtOFM RCh :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Shawn, 

Orpheus Craigue 
Tuesday. March 5, 2019 5:45 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255443 [ ref:_OODtOGzXt._ 

•

FMRCh:ref I 
- TPV.mp3; msales Audio 1.mp3;-Sales Audio 2.mp3;. Sales Audio 3.mp3; •sales 

Audio 4.mp3;-- 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 

PUCO Complaint 

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 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 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: 

Begin Date End Date 
Billed 

Supply Charge 
ReRate ReRate Amt Due 

Usage To: Total Customer 

I 1/24/19 I 2/22/19 11312 Is 260.90 I 0.09600 I 12s.9s I $ 134.9s I 

Gas: 

Begin Date End Date 
Billed Supply Charge ReRate Re Rate 

ReRate Tax 
ReRate Amt Due 

Usage (with tax) To: Pre Tax Total Customer 

I 1/17/19 I 2/14/19 I 267 Is 336.80 I o.n94o I t94.7s I 14.61 I 209.36 I $ 121.44 

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. 
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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: lOOo/o-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 long as suggested in the 
customer's complaint. 

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

Orpheus Craigue - Asst. Compliance Officer 
1515 Market Street, Suite 1200 

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

E N ERGY 

www.IndraEnergy.com 

From: Orpheus Craigue 

F: 718.851.2427# 

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:_OODtOGzXt._SOOtOFMRCh: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. 

Orpheus Craigue - Asst. Compl iance Officer 
1515 Market Street, Suite 1200 

'1 nd rat_ Philadelphia, PA 19 102 
P: 888.504.6372 

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, February 27, 2019 15:14 

2 



To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255443 [ ref:_OODtOGzXt._SOOtOFMRCh:ref) 

Ohio Pub-no Vtn rtfiu 
Commfs$fon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255443 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: · 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

Ohio-
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 
O.AC. 4901 :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 $391. 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? 
***Is 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. 
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*** 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:_OODtOGzXt._SOOtOFMRCh:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Thursday, February 28, 2019 3:20 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255781 [ ref:_OODtOGzXt._SOOtOFMZbc:ref) 

Ohio Publlc Utrt rtin 
Commli$ron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255781 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Da ton Ohio-
' 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 
O.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. I 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. 
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***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:_OODtOGzXt._SOOtOFMZbc:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Shawn, 

Orpheus Craigue 
Tuesday, March 5, 2019 5:45 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255781 t ref:_OODtOGzXt._ 

·- TPV.mp3; ales Audio 4.mp3; •Sales Audio 1.mp3;m,sales Audio 2.mp3;.Sales 
500tOFMZbc:r~e 

Audio 3.mp3; - Confirmation Pack Electric 10-15-18~-- Confirmation Pack Electric 
2-28-19.pdf; ·-Confirmation Pack Gas 10-15-18.pdf;- - Confirmation Pack Gas 2-27-19.pdf 

PUCO Complaint 

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 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 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: 

Begin Date End Date 
Billed 

Supply Charge 
ReRate Re Rate Amt Due 

Usage To: Total Customer 

I 1124/19 I 2122119 I 1312 Is 260.90 I 0.09600 I 125.95 I s 134.95 

Gas: 

Begin Date End Date 
Billed Supply Charge ReRate ReRate 

ReRate Tax 
ReRate Amt Due 

Usage (with tax) To: Pre Tax Total Customer 

I 1/17/19 I 2/14/19 I 267 Is 336.80 I 0.12940 I 194.75 I 14.61 I 209.36 I s 121.44 

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 long as suggested in the 
customer's complaint. 

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

Orpheus Craigue - Asst. Compliance Officer 
151 S Market Street, Suite 1200 

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

ENERGY 

www.lndraEnergy.com 

From: Orpheus Craigue 

F: 718.851.2427# 

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 OHIO - CASE#: 00255781 [ ref:_OODtOGzXt._SOOtOFMZbc:ref] 

Hello Shawn, 

I replied in the other chain, but will also 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 
1515 Market Street, Suite 1200 

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

ENERGY 

www.lndraEnergy.com 

F: 718.851.2427 # 

from: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 28, 2019 15:20 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255781 [ ref:_OODtOGzXt._SOOtOFMZbc:ref) 
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Ohio Pul>llo ucn rfln 
Commls.•fon 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255781 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: · 
AIQ: Palmco Power OH LLC 
SER NUMBE~ 
NIQ: 

, Dayton, Ohio -
, 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 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon, 

This is not a duplicate. This case is for electric. I 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. 
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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:_ OODtOG2Xt ._SOOtOF MZbc: ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, March 12, 2019 3:37 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00258122 [ ref:_OODtOGzXt._ 
SOOtOFNiGn:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00258122 
CUSTOMER: 
ADDRESS: Washington Court House, Ohio -
SERVICE ADDRESS: 
Ohio-

Washington Court House, 

AIQ: Palmco Power OH LLC 
UMBE 

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

DESCRIPTION OF ISSUE: 

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 I proceed further 

***Do you show a contact from the customer to dispute the enrollment? 
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*** 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: OODtOGzXt. 500tOFNiGn:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Shawn and the PUCO, 

Regarding Case# 00258122, 

Orpheus Craigue 
Tuesday, March 19, 2019 6:34 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258122 [ ref:_OODtOGzXt._ 
SOOtOFNiGn:ref ] 
-TPV.mp3; --Sales Call.mp3; Confirmation Pack.pdf;-
Confirmation Pack-Fixed Plan.pdf; Indra Postcard.pdf 

PUCO Complaint 

~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. Palrnco 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,-eached 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. 

Begin Date End Date 
Billed Supply ReRate Re Rate Amt Due 
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 
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indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 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:_OODtOGzXt._SOOtOFNiGn:ref) 

Ohio Public Utilitie.s 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00258122 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
Ohio-
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 

ton Court House, Ohio -
Washington Court House, 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-21 M06(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 I proceed further 
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*** 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:_OODtOGzXt._SOOtOFNiGn:ref 
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ind ra ® 

ENERGY 

Washington Court House, OH -

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street. Suite 1200 

Philadelphia, PA, 19102 

w: lndr<JEnergy.com 
e: CustomerCare@I ndra Energy.com 

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

12/26/2018 

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

We are currently processing your enrollment 
Your enrollment will be sent to DP&L. You will receive 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 
enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

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

Utility Account Num 
Rate Plan: Initial Rate of $0.05300/kWh for the first month followed by a fixed Rate of $0.07700/kWh 
for the remaining 24 months. 

Cancellation Fees: None. 
Budget Billing: Available upon request. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 



ind ra._ 
ENF.ll GY 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement''), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each ofthe account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natu ra I 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) 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 
CO NT ACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the terminat ion. 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 requi rements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



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

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



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/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 
MERCHANTABILI TY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rul es, 
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 ANO 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 
util ity (ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interruption of 
service, terminat ion 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 
ki lowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
th is 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 o ther entity in accordance with the 
ru les and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY~ 

RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 
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Resource 
Mix-
A comparison 
between t he 

sources of 
generation 

projected to be 
used to generate 

this product and 
the actual 

resources used 
during this period. 

Environ mental 
Characteristics-

A description of 
the characteristics 

associated with 
each possible 

generation 
resource. 

Air Emissions -

Product-specific 

projected and 
actual air 

emissions for this 

period compared 
to the regional 

average air 
emissions. 

Radioactive 

Waste-

Radioactive waste 

associated with the 
product . 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

Projected Data for the 2018 Calendar Year 

Actual Data for the Period 01/01/18 to 6/30/18 

Nat ural 
Gas 
26% 

Hydro 

1% 

Wind 
2.5% 

Nuclear 
34.5% 

Biomass Power 

Coa l Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oll Power 

Other Sources 

Solar Power 

Projected 

Other 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Hydro 
1.5% 

Biomass 

0.5% Wind 
3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Actual 

35% 

Solar 

0.5% 

Biomass 
0.5% 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

::::Actual ~~:~I:t. 
~...-!~:_:_: __ _..., ._~_Pro_je_cte__,d 

Regional Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 
costs. For furt her information, contact Indra Energy at www.lndraEnergy.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. Today we 
want to announce that our company name will be 
changing as of October 1, 2018 to Indra Energy. 

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

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

Thank you, 

PALMco Energy 

PAiNIC~· 
PALMco Energy 8751 18th Avenue Brooklyn. NY 11214 I 1.877.72.6.5862 I PalmcoEnergy.com 



Washington Court House, OH-
Thank you for choosing PALMco as your energy supplier! 

P ALMcoEncrgy 
8751 18th Avenue 

Brooklyn, NY 11214 

n~ PalmcoEnergy.com 
c: CustomerServke(d)Pahm:oEnergy.co1n 

toll free: l (877) 726 5862 

8/16/2018 

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

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

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

Below is a summary of your service account with PAL Meo: 

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

Utility Account Numb-
Rate Pian: Introductory Rate of $0.05300/kWh for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https ://pa Im co energy. com/oh io/ oh io-varia b le-rates/. 

Cancellation Fees: None. 

Budget Bil ling; Available upon request. 

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

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



PAlNic'" 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together w ith your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"). between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts 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 yea rs old and authorized to make decisions concerning 
such account(s). (C) PALMco will not charge you a fee to switch 
to PALMco as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver you r gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your 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 enro lled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH Of AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement w ill 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 sha ll 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 w ith PALMco Power w ithout 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 you r 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 PALM co, 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 Confirmat ion Letter. Before the 
end of your fixed term, PALM co wi ll 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. PALM co' 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 th is Agreement prior 
to the ex pi ration of the term, you wi 11 not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

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



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALM co with your email address, you agree 
that PALMco may t ransmit to you all notices and other 
communications, including those required in this Agreement, 
electroni ca lly to the ema il address provided by you. You shall be 
responsible for notifying PALM co of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to PALMco by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A " force majeure event" means a material, 
unavoidable occurrence beyond a party' s control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of t errorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission faci li t ies, and other events that 
cannot be prevented or overcome by o rdinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO W ILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCI DENTAL, 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 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTI ES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, 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 responsibil ity or 
liability for the following items that are the responsib ility 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 w riting or t hrough third 
party verification (TPV), except if due a change in market 
conditions, PALMco wishes lower the price (per ccf or mcf or 
kilowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection with any financia l 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement wi ll inure to and be binding 
upon the successors and assignees of the parties hereto. No 
de lay or failure by either you or PALM co to exercise any r ight or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ElECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 

Natural 
Gas 

Other 
0.5% 

Oil0.5% Other 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 
3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

35% 

:::: Actual 

Biomass 
0.5% 

~Projected 

Sulfur Dioxide 
~~r--~"-~-~-~---___., 

Regional Average 

Type: Quantity: 

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

Low-Level Radioactive Waste Unknown 
ftl/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: 
To: 

Thursday, March 28, 2019 3:18 PM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258122 [ ref:_OODtOGzXt._ 

SOOtOFNiGn:ref J 

Categories: PUCO Complaint 

Hello Shawn, 

Regarding Case# 00258122,-

We are rerating the bill to the 4.7 cents as you mentioned, which results in an additional $19.91 due to the customer, for 
a total credit of $359.29. 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 

indrae. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia. PA 19102 
P: 888.504.6372 
F: 718.851.2427 

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

Sent: Tuesday, March 26, 2019 10:29 
To: Orpheus Craigue <ocraigue@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258122 [ ref:_OODtOGzXt._SOOtOFNiGn: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: ocraigue@indraenergy.com 
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Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258122 [ ref:_OODtOGzXt._SOOtOFNiGn:ref] 

Good morning Orpheus, 

I am confirming the customer's price to compare for the re-rate calculation. I should have a response to you soon. 

Thanks, 

Shawn Thompson 

--------------- Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com) 
Sent: 3/19/2019 6:34 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258122 [ ref:_OODtOGzXt._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, -reached 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. 
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In t he Interest of customer satisfaction and to provide the customer w it h t he 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 fi le for her electric utilit y, 
resulting in an adjustment of $339.35 for the billing cycle of 12/12/18 - 1/15/19. We've included a chart below detail ing 
our calculations for t his adjustment. 

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

12/12/2018 1/ 15/ 2019 2144 $460.06 $0.0563 $120.71 $339.35 

Upon receiving this complaint, t he 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 

indra-. Philadelphia, PA 19102 
! '< f R G '( 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

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:_OODtOGzXt ._SOOtOFNiGn:ref] 
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Ohio Public Ut ilit ies 
Commission 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00258122 

CUSTOMER: 

ADDRESS: Washington Court House, Ohio -

SERVICE ADDRESS: Washington Court House, Ohio -AIQ: 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(0)(1 )(h)(v)""" 

DESCRIPTION OF ISSUE: 

Good afternoon, 

Below is the email from the customer. 
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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 I 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. 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 28. 2019 9:25 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255737 ( ref:_OODtOGzXt._SOOtOFMYiR:ref] 

Ohio Publlc ucn rtfle' 
Comm1ls.1ron 

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

Please Respond Within 3 Business Days 

rongsville, Ohio 
~ville, Ohio 

and Seven Hills, Ohio--
AIQ: Palmco Power OH LLC 
ELECTRIC SERVICE ACCOUNT NUMBERS: 
AND 
GAS SERVICE ACCOUNT NUMBER: 
NlQ: 

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

DESCRIPTION OF ISSUE: 

Good morning. 

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. 

~tates the natural gas agreement is also for a variable rate and 
~~ccount the rate increased from $5.86 per MCF to $8.32. 

~ants to know why the variable rate pricing for each of the 
three plans has increased and if adjustments will be issued to all three 
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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 
so, 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: 

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.PUCO.ohio.gov 

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

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Wednesday, March 6, 2019 5:19 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00255737 [ ref:_OODtOGzXt._ 

Confirmation Pac~df; --Confirmation Pack­
df;--Confirmation Pack-Electric Acct# 

df; --Sales Call.mp3; Indra Postcard.pdf 

Hello Christina and the PUCO, 

Regarding Case# 00255737, 

-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-month 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. 

I AccountNumber I Commodity Start Date End Date 

Electric 6/27/2018 2/22/2019 

I I Electric 6/13/2018 3/12/2019 

I - - -
I 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 Date 

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

1/9/2019 2/7/2019 123 $98.17 $0.3712 $45.66 $52.51 

Electric Acct# 



Begin 
Date 

1/25/2019 

Begin 
Date 

End Date 

2/22/2019 

End Date 

Billed Supply 
Usage Charge 

137 $27.82 

Billed Supply 
Usage Charge 

1/11/2019 2/12/2019 4061 $933.96 

ReRate ReRate Amt Due 
To: Total Customer 

$0.0555 $7.60 $20.22 

ReRate ReRate Amt Due 
To: Total Customer 

$0.0555 $225.39 $708.57 

Indra' s Variable Gas and Electric 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 
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: "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." 

The following Price Disclosure ls also included in Indra's Terms & Conditions: 

"There is no limit on how much the Variable Price of your natural gas and/or electric supply service may change from one 
billing cycle to the next and your Variable Price may be higher or lower than your utility's standard offer service rate in 
any given month. Indra does not guarantee savings in any month or for the entire length of this Agreement. Indra's 
current and historical prices are not an indicator of future prices. You can access future variable pricing information, 
updated monthly, by visiting Indra's website at https://lndraEnerqv.com/ohio/ohio-variable-rates/ or by calling (888) 
504-6372." 

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

Will iam Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 

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

Sent: Thursday, February 28, 2019 9:25 AM 

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

Subject: PUBLIC UTILITIES COMMISSION Of OHIO - CASE#: 00255737 [ ref:_OODtOGzXt._SOOtOFMYiR:ref] 
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Initial Submission of a Consumer Complaint 
Provider of Natural Gas and Electric 

Please Respond Within 3 Business Days 

Strongsville, Ohio 
, -ville, Ohic 

and. Seven Hills, Ohio 
AIQ: Palmco Power OH LLC 
ELE CCOUNT NUMBERS: 
AND 
GAS NT 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: 

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 
so, 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: 

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.PUCO.ohio.gov 

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

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Tuesday, March S, 2019 3:36 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256671 ! ref:_OODtOGzXt._SOOtOFMzqV:ref] 

Ohio Publle Utn r1~n 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256671 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SE NUMBER: 
NIQ 

Cleveland, Ohio -
, Cleveland, Ohio 

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

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Shawn, 

Orpheus Craigue 
Tuesday, March 12, 2019 7:09 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256671 [ ref:_OODtOGzXt._ 
SOOtOFMzqV:ref] 

- -T~ - Sales Audio.wav; Confirmation Pack 
Electric.pdf; --- Confirmation Pack Gas.pdf; Indra Postcard.pdf; - ­
Confirmation Pack Gas 3-5-19.pdf 

PUCO Complaint 

Regarding PUCO Case 256671; 

This customer enrolled his electric and gas accounts on 8/28/2018, as a result of a telephone sale. We're attaching the 
sales audio 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 months; 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 

indra~ 
EN E RG Y 

www.Ind raEnergy.com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 
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From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 12, 2019 07:32 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256671 [ ref:_OODtOGzXt._SOOtOFMzqV:ref) 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 Days 

CASE ID: 00256671 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Cleveland, Ohio -
Cleveland, Ohio -

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 1 O business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(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 
(800) 686·PUCO (7826) 
www.PUCO.Ohio.gov 
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This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ OODtOG zXt. _ SOOtOFMzqV: ref 
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PALMCO 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY I 1214 

n~ PalmcoEnergy.com 
e: C11slom..:rService@Pah11col-!nergy.co1n 

toll free: I (877) 726 5862 

8/30/2018 

This letter is confirming your selection of PAL Meo as your electricity supplier and this package contains a copy of 

the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to Cleveland Illuminating. 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 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 PAUVlco: 

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

Utility Account Number: 
Rate Plan: Initial Rate of $0.05400/kWh for the first month followed by a Fixed Rate of $0.08200/kWh 
for the remaining 16 months. 

Cancellation Fees: None. 
Budget Billing: Available upon request. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V.OllE 18-01.26 
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PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement" ), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
(" PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum} at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALM co and is not from your utility or 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 
util ity(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) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARI< 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 PALM CO 
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 natura l 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 PALM co 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 
cha rges a different price for electric supply service. In the case 
of a Service Address relocation, t he 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 tlme 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, PALM co will send you a notice with your 
contract renewa l and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
mont h to month as determined by PALMco in its sole discretion, 
based on the applicable month ly 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 offuture prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio­
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate th is Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENT Al CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palrncoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts {including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

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



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALMco with your email address, you agree 
that PALMco may transmit to you al l notices and other 
communications, including those required in this Agreement, 
electron ically to the emai l address provided by you. You shall be 
responsible for notifying PALMco of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to PALM co by you. 
FORCE MAJEURE. Neither PALMco nor you wil l 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 th at 
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 Agreemen t. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEM ENT, INCLUDING, WITHOUT 
LIMITATI ON, 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 ANO WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER M AKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDlNG, WITHOUT LIMITATION, 
WARRANTIES OF M ERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisd iction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEM ENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assum es no responsibility or 
liability for the following items that are the responsi bility 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 
w ithout first obtaining your consent in writing or through third 
party verificat ion (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 th is Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without PALMco's prior written consent. 
PALMco may sell, transfer, pledge, or assign the accounts, 
revenues, or proceeds hereof, in connection with any financial 
agreement and may assign this Agreement to another energy 
supplier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



Generation 

Resource 
Mix-
A comparison 

between the 
sources of 

generation 
projected to be 

used to generate 
this product and 

the actual 

resources used 
during this period . 

Environmental 
Characteristics-

A description of 
the characteristics 

associated with 
each possible 

generation 
resource. 

Air Emissions -

Product-specific 
projected and 

actual air 
emissions for this 

period compared 

to the regional 
average air 

emissions. 

Radioactive 
Waste-

Radioactive waste 
associated with the 

product. 

Environmental Disclosure Information -Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Other 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Coal 
35% 

Biomass 
0.5% 

Natural Ga 

27.5% 

Hydro 

1% 

Wind 

3.5% 

Oil 0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Coal 

35% 

::::Actual 

Biomass 
0.5% 

~~~~ 
-~~I~:_:_: ___ .__~_Pro_je_cte__.d Nitrogen oxides 

Sulfur Dioxide 

Regiona l Average 

Type: Quantity: 

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

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

With in-depth analysis, the environmental characteristics of any form of electric generation will reveal benefits as well as 

costs. For further information, contact PALMco Power OH, LLC at www.palmcoenergy.com or by phone at (877) 726-5862. 



Cleveland, OH -

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 I ~th Avenue 

Brooklyn, NY I l214 

w: PahncoEnergy.com 
c: Custom1::rServic1::@1'<1h11coEnergy.com 

toll free: I (877) 726 5862 

8/30/2018 

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

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Number 
,flfl T Rate Plan: Introductory R or the first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https://palmcoenergy .com/ ohio/ ohio-variable-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Dominion East Ohio. 

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

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am 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.OI!E 18-01.26 



PALMCO 
OHIO TERMS AND CONDITIONS 

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 yea rs old and authorized to make decisions concerning 
such account{s). (C} PALMco will not charge you a fee to switch 
to PALMco as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which wil l 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. (G) Th ere are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY(IES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WITHOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to PAlMco at 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 natura l 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 PALM co 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 term inate automatica lly 
without penalty to you if any of the following occurs: (a) your 
Service Address(es) is not served or no longer served by your 
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 t hat 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 availab le 
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 PALM co, 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 te rm, PALM co 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 locationa l marginal price ("LMP"} determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancilla ry, 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 cert ificate before service 
commences. This Agreement does not include utility 
t ransportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the ex pi ration of the term, you wi II 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 wlll 
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 PALM co in accordance with the Termination section 
herein, then your Agreement will au tomatically 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 ENVIRONMENT AL 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 natura l 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 sha ll also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fa il to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance wfth the provisions of its tariff. If your 
utility disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a timely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natura l gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without cha rge, 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 bi 11. If you a re interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bi ll, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation letter (or in any addendum) and to obtain 
historica l 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 
cred it reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay se rvice). 
The Ohio Consumers' Counse l (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 t he emai l address provided by you. You shall be 
responsible for notifying PALMco of any change in email address 
and/or any w ithdrawal of your consent to electronic 
communications. Notices t ransmitted to you via email will be 
deemed to have been received if transmitted to you at the email 
address provided to PALMco by you. 
FORCE MAJEURE. Neither PALMco nor you will be liable for a 
breach of th is Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a fire, 
act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS­
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFF IRMATIONS 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 governmenta l 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 responsibil ity of 
the uti lity(ies): operation and maintenance of the utility's 
natural gas and/or electrica l 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 PALMco to exercise any right or 
remedy to which either party may be entitled to herein wil l 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 
Other Oil0.5% Other 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Coal 
35% 

Biomass 
0.5% 

Hydro 
1% 

Wind 

3.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

35% 

::::Actual 

Biomass 
0.5% 

~ Projei::ted 

Sulfur Dioxide 
·~~~~~-~-~--

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
lbs,/1,000 kWh 

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

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



s @ 

~<0 0 w '-- a:: -· w Z l!J -0 ~ 
l!J Z c 

• 
z~ 
::I: Q ® b= 1- u ~u 
w vi w:E 
~ ~- I 

0 ~ vi 



Dear Valued Customer, 

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

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

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

Thank you, 

PALMco Energy 

PAfnllCii· 
PALMco Energy 875l 18th Avenue Brooklyn. NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



indra ® 

ENERGY 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA. 19102 

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

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

3/5/2019 

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

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

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

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

Utility Account Numbe1 
Rate Plan: Initial Rate of 4.40000 Md for the first month followed by a Fixed Rate of $7 .20600/Mcf 
for the remaining 12 months. 

Cancellation Fees: None. 
Budget Billing: Please contact Dominion East Ohio. 

Renewable Energy Product Information: One hundred percent (100%) of your natural gas usage 
will be matched with carbon offsets. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 



ind raft. 
F NE' R G Y 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy {"Indra") and you for natural gas supply service and/or 
electric supply service at each of t he 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 
CONTACT! NG YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/ or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

CustomerCare@lndraEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your 
utility's standard service or you may choose another supplier. 
In any case in which your natural gas and/or electric supply 
service with Indra is terminated as provided in this Agreement, 
you will remain obligated to pay for the natural gas and/or 
electric supply service provided by Indra prior to the effective 
date of the termination. The effective date of termination will 
be determined by your utility. Your natural gas and/or electric 
supply service from Indra will terminate automatically without 
penalty to you if any of the following occurs: (a) your Service 
Address( es) is not served or no longer served by your utility; (b) 
you move outside your ut ility'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 
forthe fixed term indicated in your Confirmation Letter. Before 
the end of your fixed term, Indra will send you a notice with 
your contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by Indra in its sole discretion, 
based on the wholesale cost of natural gas to the Delivery 
Point, administrative and regulatory compliance costs, supply 
and agency functions that Indra performs for you, and other 
prevailing business considerations and market conditions, plus 
Indra's costs, expenses and margins. This list of factors is not 
exhaustive and no single factor will determine the rate. 
Electric Variable Price (when applicable): You will pay a 
variable rate for electric supply service that may vary from 
month to month as determined by Indra based on the 
wholesale market prices acquired for energy, any supply and 
agency functions that Indra performs for you, line loss, certain 
transmission, capacity, ancillary, administrative and regulatory 
compliance costs incurred by Indra, alternative and renewable 
energy requirements, market conditions, expenses and 
margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 



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

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



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

over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED ANO 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 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 ofthe 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 IMMEDlATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18·12.01 



Generation 
Resource 
Mix· 
A comparison 
between the 
sources of 
generation 

used to 
produce this 
product and the 
historic regional 
average supply 
mix. 

Environmental 
Characteristics-

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

Air Emissions -

A comparison 
between the air 
emissions 
related to this 
product and the 
regional 
average air 
emissions. 

Radioactive 
Waste-

Radioactive 
waste 
associated with 
the product. 

GREEN PRODUCT OlSCLOSURE LABEL 
INDRA ENERGY 

PROJECTED DATA FOR THE 2019 CALENDAR YEAR 

Supplier's Product Solar Regional 

Wind 
100.0% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Unknown Purchased Resources 

Wind Power 

Carb.on dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

High-Level Radioactive Waste 

Low-Level Radioactive Waste 

Natural 

Gas 

Hydro 
1.0% 

Wind 
2.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

0.5% Other 

Regional Average 

Quantity: 
Lbs./1,000 kWh 

Ft3/1,000 kWh 

Coal 

Biomass 
0.5% 

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

VE19-01.01 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Wednesday, February 20, 2019 5:07 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254414 [ ref:_OODtOGzXt._SOOtOFLriR:ref] 

Ohio Publlo Utrlitin 
CommlBslon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254414 
COMPANY: 
CUSTOMER: 
ADDRESS: North Ridgeville, Ohio -
SERVICE ADDRESS: - , North Ridgeville, Ohio 

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

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

DESCRIPTION OF ISSUE: 

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) 

1 



www.PUCO.ohio.gov 

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

ref:_OODtOGzXt._SOOtOFLriR:ref 

2 



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:_OODtOGzXt._ 

SOOtOFLriR:ref] 
- -Web Enrollment Confirmation.pdf; Gonzales-Confirmation Pack.pdf 

Regarding Case# 00254414, 

- enrolled 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,- ontacted 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 

1515 Market Street, Suite 1200 

'1 nd rat. Philadelphia, PA 19102 

ENERGY 

www.IndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.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:_OODtOGzXt._SOOtOFLriR:ref] 

1 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254414 
COMPANY: 
CUSTOMER: 
ADDRESS: , North Ridgeville, Ohio -
SERVICE ADDRESS: . - North Ridgeville, Ohio 

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

***Note to supplier: To ensu re 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: 

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

2 



ref: OODtOGzXt. 500tOFLriR:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Alfred Thompson <contactthepuco@puc.state.oh.us> 
Wednesday, March 6, 2019 10:07 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256929 [ ref:_OODtOGzXt._500tOFN6rR:ref ] 

Ohio Put>llc Utflf'ff•s 
CommJssJon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256929 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SE~UMBER: 

NI-

Cleveland, Ohio-
' Cleveland, Ohio -

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days . If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(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. - claims 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 rev iew 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 Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_ OODtOGzXt ._SOOtO F N 6 rR: ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good afternoon, 

William Schaaf 
Tuesday, March 12, 2019 1 :5 1 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256929 [ ref:_OODtOGzXt._ 
500tOFN6rR:ref] 
... TPV.MP3; 1111-Agreement.pdf; - -Confirmation Pack-Gas .pdf;~ 
Confirmation Pack-Electric.pdf; Indra Postcard.pdf 

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. 

Our Customer Service department is available by email, at customercare@lndraenergy.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 included a chart below detailing our 
calculations for this adjustment, which amounts to $354.30 for the billing cycle of 1/30/19 - 2/28/19. 

Begin 
Billed 

Supply ReRate ReRate Amt Due 
End Date Usage 

Date 
(ccf) 

Charge To: Total Customer 

1/30/2019 2/28/2019 247 $428.89 $0.3020 $74.59 $354.30 
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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 

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

ENERGY F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [rnailto: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 OHIO - CASE#: 00256929 [ ref:_OODtOGzXt._500tOFN6rR: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 
--------------- Original Message ---------------
From: Alfred Thompson [contactthepuco@puc.state.oh.us] 
Sent: 3/6/2019 10:07 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTlUTIES COMMISSION OF OHIO - CASE#: 00256929 f 
ref:_ OODtOGzXt._ 500tOFN6rR:ref] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256929 

COMPANY: 

CUSTOMER: 

ADDRESS: , Cleveland, Ohio­

SERVICE ADDRESS: Cleveland, Ohio -

AIQ: 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 
O.A.C. 4901 :1-29-06(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. ~laims 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. 
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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 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 appre.ciated. 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 
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This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref:_OODtOGzXt._500tOFN6rR:rei., _____ ___, 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Alfred, 

William Schaaf 
Friday, April 12, 2019 3:01 PM 

PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256929 [ ref:_OODtOGzXt._ 

500tOFN6rR:ref) 

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 

End Date 
Billed Charge ReRate 

Date Usage (with To: 
tax) 

2/28/2019 3/29/2019 223 $309.03 $0.2925 

William Schaaf - Asst. Compliance Officer 

indra.,. 
ENERGY 

www .IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

AmtOue 
Customer 

$263.31 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.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:_OODtOGzXt._500tOFN6rR: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 
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-------------- 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:_OODt0GzXt._500tOFN6rR:ref J 

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. Pa lmco 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 Md, 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. 

Our 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. 
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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 - 2/28/19. 

Begin 
Billed 

Supply ReRate ReRate Amt Due 
End Date Usage 

Date 
(ccf) 

Charge To: Total Customer 

1/30/2019 2/28/2019 247 $428.89 $0.3020 $74.59 $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 

indra-. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

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 OHIO - CASE#: 00256929 [ ref:_OODtOGzXt._500tOFN6rR:ref] 
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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 

--------------- Original Message ---------------
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:_OODtOGzXt._500tOFN6rR:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256929 

COMPANY: 

ADDRESS: , Cleveland, Ohio-

SERVICE ADDRESS: Cleveland, Ohio -

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 
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needs to be provided within 10 business days. If a copy of the TPV is requested, 
this must be provided within 3 business days, per O.A.C. 4901 :1-29-
06(0)(6)(b )(v)*** 

DESCRIPTION OF ISSUE: 

Good morning. 

Customer has had Indra for about a year but noticed a current rate being charged 
of $7.98 per MCF. ~!aims 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 
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, 

5 



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:_OODt0GzXt._500tOFN6rR:rel ,__ ____ __, 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 21, 2019 3:29 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254222 [ ref:_OODtOGzXt._SOOtOFLnhy:ref] 

Ohio Pub-lie Utrlfti&8 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

Marion, Ohio - -
, Marion, Ohio 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(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 var iable? If applicable, when was the 
reminder sent to address regarding the contract end date? Please provide a copy 
of the contract, call script, recorded call with the customer and marketer and 
TPV. 

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

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

ref:_ OODtOGzXt. _ SOOtOF Ln hy: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Kelly and the PUCO, 

Regarding Case # 00254222, 

William Schaaf 
Wednesday, February 27, 2019 7:59 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254222 [ ref:_OODtOGzXt._ 
SOOtOFLnhy:ref] 

TPV.MP3;- Agreement.pdf; - Confirmation Pack-Gas.pdf; 
Confirmation Pack-Electric.pdf; PalmCo D2D Master Sales Script Jun 2018.pdf 

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 
het 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 customer's accounts in line with the terms of her enrollment. 

On 2/20/19, - ontacted 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 schedu led 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 $94.25 for the billing cycle of 1/16/19 - 2/14/19, which was 
sent to the customer's utility In the form of a check. Our Customer Service staff spoke with~gain on 2/22/19 
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 
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indra~ 
ENERGY 

www .Indra Energy.com 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center [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 OF OHIO - CASE#: 00254222 [ ref:_OODtOGzXt._SOOtOFLnhy: ref J 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254222 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

Marion, Ohio . 
Marion, Ohio -

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(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? If applicable, when was the 
reminder sent to address regarding the contract end date? Please provide a copy 
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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:_ OODtOGzX t._ 5 OOtOFLnhy: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, February 26, 2019 2:53 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255227 [ ref:_OODtOGzXt._SOOtOFMKzj:ref] 

Ohio ru1>nc ucn run 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255227 
CUSTOMER: 
ADDRESS: Centerville, Ohio-
SERVICE ADDRESS: Centerville, Ohio -
AIQ: Vectren Energy Delivery of 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

~ontacted 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 ore­
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:_OODtOGzXt._SOOtOFMKzj:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 

Friday. March 1, 2019 9:06 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255227 [ ref:_OODtOGzXt._SOOtOFMKzj:ref 

Attachments: ..... TPV.mp3; --Sales Audio.wav; .--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 
1515 Market Street, Suite 1200 

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

ENERGY F: 718.851.2427# 

www .Indra Energy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 26, 2019 14:53 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255227 [ ref:_OODtOGzXt._SOOtOFMKzj:ref] 

Ohio Publlo Utrl ftln 
Comm Iser on 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASEIO:OO~ 
CUSTOMER:-
ADDRESS: , Centerville, Ohio -
SERVICE ADDRESS: Centerville, Ohio -
AIQ: Vectren Energy Delivery of 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

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

ref:_ OODtOGzXt. _SOOtOFM Kzj :ref 
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Lake Milton, OH -

Thank you for choosing PALMco as your energy supplier! 

P ALMcoEnert,'Y 
8751 lllth Avenue 

Brooklyn, NY 11214 

\\~ Pal1m.:0Energy.com 
e: Cus tomerServic e@PahncoEncrgy.com 

toll free: I (877) 726 5862 

9/24/2018 

This letter is confirming your selection of PALMco as your electricity supplier and this package contains a copy of 

the Terms and Conditions of your service with PAL Meo. 

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Numb1 
Rate Plan: Introductory Rate of 0.05100 kWh for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https:// palmcoenergy .com/ ohio/ ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

PALMco Customer Service 

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

V. OHF. I R-0 I. 26 



PALMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natura l 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 t his 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) PALM co will not charge you a fee to switch 
to PALMco as your natural gas and/or electric supplier. (D) Your 
utility(ies) will continue to deliver your gas and/or electricity and 
send you your natura l gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise rates lower than 
your uti lity(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 
cred iting 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 POSTMARI< 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, ELECTRON ICALLY, OR IN WRITING) . 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your loca l util ity switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement 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 t o 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 rema in ob ligated to pay for the natural gas and/or electric 
supply service provided by PALMco prior to the effective date of 
the termination. The effective date of termination will be 
determined by your utility. Your natura l gas and/or electric 
supply service from PALMco will terminate 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 terri tory 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 cu stomers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natura l gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in 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 renewa l and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALMco performs for you, and 
other prevailing market cond itions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALMco in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator offuture prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ ohio/ohio­
variable-rates/ or by ca lling (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 authorit ies. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
No Early Termination Fee. If you terminate this Agreement prior 
to the expiration of the term, you will not be subject to any early 
termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five {45) 
days before the expiration of your Fixed Term, PALMco will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALM co Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity"). You will 
receive a single monthly bill from your util ity 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 PALM co, 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 a re 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 shou ld contact PALM co 
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 writt en or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, residentia l and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pfckocc.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 inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITIED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO WILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC ANO/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS· 
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC ANO/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE ANO THE REGULATIONS OF ANY 
AGENCY lN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC ANO/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and 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 PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY. SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAi<. YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 





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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 
Natural 

Gas 

Hydro 
1% 

Wind 
2.5% 

Nuclear 
34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Coal 
35% 

Biomass 

0.5% 

Natural Ga 
27.5% 

Hydro 
1% 

Wind 
3.5% 

Oil 0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

35% 

Coal 

Biomass 
0.5% 

~~~I=&~ 
:::t~!\'~~I~ 

:::: Actual 
Nitrogen oxides 

~ Projected 

Sulfur Dioxide ~~~~"-~-~-~----_..., 
Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
Lbs./1.000 kWh 

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

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



PAlMCO 

lake Milton, OH -

Thank you for choosing PALMco as your energy supplier! 

PAL.Meo Energy 
8751 18th Avenue 

Hrooklyn, NY 11214 

\\: l'ahncoEncrgy.com 
c: Custo111crScrvicc@PabucoErn:rb'Y·Com 

toll free: I ( 377) 72'1 5 862 

9/24/2018 

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

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

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

Below is a summary of your service account with PAL Meo: 

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

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

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

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

Questions? 
If you have any questions, please feel free to contact us at 877-726-5862 weekdays 8:00 am 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 



PALM CO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"}, between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or ''PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to pu rchase all the natural gas and/or 
electricity required to service each of the accounts listed in you r 
Confi rmation 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 th e 
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 t o 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 en rolled in PIPP and/or any other such utility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY( I ES) OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGR EEMENT AND YOUR NATURAL GAS ENROLLMENT WI TH 
PALM CO 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 PALM CO 
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 natura l gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
ba sis. For Fixed Price natural gas and/or electric supply service, 
t his Agreement will continue for the period of time set forth in 
your Confirmation Lette r. 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 you r natura l 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 occu rs: (a) your 
Service Address(es) is not served or no longer served by your 
utility; (b) you move outside your utility's service area or to an 
area not served by PALMco; or (c} PALMco returns you t o your 
utility's applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natural gas supply service 
with PALMco Energy without penalty if you relocate your 
Service Address( es) (a) outside of the service territory of your 

gas utility or (b) within th e service territory of your gas utility if 
your gas utility does not permit you to transfer your PALMco 
Energy contract to your new Service Address(es). You also may 
cancel t his Agreement with PALMco Power without penalty if 
you relocate your Service 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 se rved by your natura l gas and/or electric 
uti lity . 
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 
t he fixed term indicated in you r Confirmation Letter. Before t he 
end of your fixed term, PALM co 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 t hat PALM co performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You wilt 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 call ing (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on PALMco and/or you by federal, 
state, and/or loca l authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include util ity 
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 ex pi ration of the term, you wi 11 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 wlll 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Ren ewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewa l 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. Th is 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 sha ll 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 delfvery and natural gas and/or 
electric supply service portions of your bill. If you a re interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utillty is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1-28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party supplier. 
PALMco Power will not release your social security number 
and/or account number(s) without your written or electronic 
consent, except for PALMco Power's own collections and/or 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free} 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free} from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC} represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALMco with your email address, you agree 
that PALMco may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall be 
responsible for notifying PAlMco of any change in email address 
and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if 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 RE SOL VE 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
WIOE 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 PUCO, if any, governing 
such transactions. This Agreement will inure to and be binding 
upon the successors and assignees of the parties hereto. No 
delay or failure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY­
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 
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Environmental Disclosure Information -Quarterly Comparisons 
PALMco Power OH, LLC 

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

Projected Actual 

Natural 

1% 

Wind 

2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Coal 
35% 

Biomass 

0.5% 

Hydro 

1% 

Wind 

3.5% 

Oil 0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildl ife Impacts 

:;::Actual 

Biomass 

0.5% 

~~l~I-
-~-I~:_:_: ___ .__~_Pro_ie_cte__.d Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type : Quantity: 

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

Low-Level Radioactive Waste Unknown 
Ft3/l,OOO kWh 

Wit h 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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