
Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, January 11, 2019 11 :40 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._SOOtOEf9U:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio

Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Good morning, 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
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I would greatly appreciate any additional information you can provide 
regarding this situation. 

Sincerely, 

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

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

ref:_ OODtOGzXt._500tOEf9U :ref 
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William Schaaf 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, January 22, 2019 12:51 PM 

To: William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._ 

500t0Ef9U:ref I 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 

Newcomerstown, Ohio- -
.Newcomerstown, Ohio 

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

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

DESCRIPTION OF ISSUE: 

During the sales call - was informed she would only receive a two month rate of $0.052 due 
to the low rates for electric during the time. Due to this your company will want to adjust the rate so it 
will be at a competitive rate. 

Can you please advise how she received a competitive rate when the account went variable? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
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-------- -- -- Original Message--------------
From: William Schaaf [wschaaf@ indraenergy.com] 
Sent: 1/17 /2019 11:57 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@ind raenergy .com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500t0Ef9LJ:ref J 

Hello Samantha and the PUCO, 

Regarding Case # 00246835, 

- enrolled her two electric accounts in Palmco's service on 8/15/18, 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 packages sent to the 
customer detailing the terms of service. Palmco began servicing t he customer's accounts on 9/10/18. 

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 12/28/18,- contacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending ~and her 
utility (AEP) established a service end date of 1/9/19. Th e customer's other account number ending in .. was not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with ~gain, most recently on 1/ 7 / 19. The customer expressed concerns 
regarding her bill for the account number ending i and our Customer Care rep advised her t hat the account 
would be submitted for internal review. Upon review, it was determined that was billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment,~greed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling you electricity at the introductory price o[S.2 cents per kWh for your first two bills." She also 
acknowledged her understanding that "Beginning with your third bill, the price you pav for electric may vary from month 
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to month .... and may be higher or lower than the utility's price in any given month. There ore no guaranteed 
savings". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 

William Schaaf - lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra Philadelphia, PA 19102 

'I,(,"' 
P: 888.504.6372 

F: 718.851.2427 

www.JndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, January 11, 2019 11:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500tOEf9U:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

CUSTOMER: 

ADDRESS: Newcomerstown, Ohio -

SERVICE ADDRESS: Newcomerstown, Ohio-

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

DESCRIPTION OF ISSUE: 

Good morning , 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_ 00Dt0GzXt._500tOEf9U: ref 
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William Schaaf 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, January 28, 2019 10:59 AM 
William Schaaf 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._ 
SOOtOEf9LJ:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio -
SERVICE ADDRESS : 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Newcomerstown, Ohio 

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

DESCRIPTION OF ISSUE: 
When the adjustment has been determined can you please provide me that amount with the 
breakdown? 

Sincerely, 

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

--------------- Original Message --------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/28/2019 9:49 AM 
To: contactthepuco@puco.ohio.gov 



Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ref: OODtOGzXt. 500t0Ef9U:ref] - -

Hello Samantha and the PUCO, 

Regarding Case# 00246835, - : 

We offer a market based variable product according to the following PU CO-approved terms: 

"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:l/lndroEnergy.com/ohio/ohio-varioble-rates/ or by colling (BBB) 504-6372." 

The URL stated in the terms above (lndraEnergy.com/ohio/ohio-variable-rates/) is also provided to customers in their 
Welcome Letter. Additionally, we post our monthly variable rates on the Ohio Apples to Apples website. 

It is our goal to provide great service and a rate t hat our customers find suitable and competitive, but because the 
variable product is subject to market and ci rcumstantial volatility, t here is never a termination fee if the customer 
decides the service is not for them and chooses to cancel. 

William Schaaf - Lead Complia nce Investigator 
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1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
\ i ,,, .. 

P: 888.504.6372 

F: 718.851.2427 

www .Indra Energy.c o m 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, January 28, 2019 9:14 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref J 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the lnitiar Submission of a Consumer Complaint 
CASE ID: 00246835 
COMPANY: 
CUSTOMER;_ ......... 
ADDRESS: -
Newcomerstown, Ohio 
SERVICE ADDRESS: Newcomerstown, Ohio -
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 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: 

A follow up was sent to you on January 22. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

Samantha Boerstler 
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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 

--------------- 0 rigina I Message ---------------

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

Sent: 1/22/2019 12:50 PM 

To: wschaaf@ indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOME · 
ADDRESS: Newcomerstown, Ohio
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

,Newcomerstown, Ohio -

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

subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 

During the sales call was informed she would only receive a two month rate of $0.052 due 
to the low rates fore ectnc during the time. Due to this your company will want to adjust the rate so it 
will be at a competitive rate. 

Can you please advise how she received a competitive rate when the account went variable? 

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com) 

Sent: 1/17/2019 11:57 AM 

To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500t0Ef9U:ref] 

Hello Samantha and the PUCO, 

Regarding Case # 00246835, -

- enrolled her two electric accounts in Palmco's service on 8/15/18, 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 packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 

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

On 12/28/18, - ontacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending in ] and her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending in-..Vas not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with - again, most recently on 1/7 /19. The customer expressed concerns 
regarding her bill for the account number ending in - and our Customer Care rep advised her that the account 
would be submitted for internal review. Upon review, it was determined that- was bil led according to the 
terms she agreed to at the t ime of enrollment, and that an adj ustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
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standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment~greed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling you electricity at the introductory price o{S.2 cents per kWh for your first two bills." She also 
acknowledged her understanding that "Beginning with your third bill, the price you pay for electric 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 
savinqs". - has been billed according to the terms she agreed to at the t ime of enrollment. 

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

Thank you. 

William Schaaf - lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra Philadelphia, PA 19102 
'- i , (, ... 

P: 888.504.63 72 

F: 718.851 .2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, January 11, 2019 11:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO · CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

CUSTOMER: 

ADDRESS : , Newcomerstown, Ohio -

SERVICE ADDRESS: Newcomerstown, Ohio -

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 morning, 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variab le 
rate she is being charged her bill is now over $600 with AEP. 
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Please provide the following : 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

8 



ref:_OODt0GzXt._500tOEf9U:ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Monday, February 4, 2019 2:39 PM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._ 

500t0Ef9LJ:ref J 

Hello Samantha, 

At this point, we are still waiting for the customer's final bill. Our Billing & Operations team was planning to hold the 
customer's final invoice; however, according to the information we have, the end date for the customer's account -
is still a few days away (2/10/19). When we receive the customer's final bill information, we plan to adjust the February 
bill to the rate of 0.0553, which we have on record as the estimated utility price-to-compare. If the customer would have 
received a different rate with his standard supply from AEP, we remain willing to bill the customer at that rate instead. 

If you were looking for any other information, please let us know. Otherwise, we will adjust the customer's final bill as 
mentioned here, when it is issued next week. 

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

I. nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, February 4, 2019 8:43 AM 

To: William Schaaf <wschaaf@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

--------------- Original Message --------
PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 

Newcomerstown, Ohio -
Newcomerstown, Ohio -

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

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

DESCRIPTION OF ISSUE: 
Can you please provide me with an update on this case? 

Sincerely, 

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

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us) 
Sent: 1/28/2019 10:59 AM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 ( ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADORE 
AIQ: Palmco Power 

rstown , Ohio 43832 
Newcomerstown, Ohio 43832 

SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
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When the adjustment has been determined can you please provide me that amount with the 
breakdown? 

Sincerely, 

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

--------------- Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/28/2019 9:49 AM 

To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, 

We offer a market based variable product according to the following PUCO-approved terms: 

"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, anciffary, 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://lndraEnerqv.com/ohio/ohio-variable-rates/ or by calling (888) 504-6372." 
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The URL stated in t he terms above (JndraEnergy.com/ohio/ohio-variable-rates/) is also provided to customers in their 
Welcome l etter. Additionally, we post our mont hly variable rates on the Ohio Apples to Apples website. 

It is our goal to provide great service and a rate that our customers find suitable and competitive, but because the 
variable product is subject to market and circumstantial volatility, there is never a termination fee if the customer 
decides the service is not for them and chooses to cancel. 

Will iam Schaaf - Lead Co mp liance Investigator 

1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 

'•; ~'". 
P: 888.504.6372 

F: 718.85 1.2427 

www.Ind raEnergy .com 

From: PUCO Consumer Ca ll Center [mai lto:contactthepuco@puc.state.oh.us] 
Sent: Monday, January 28, 2019 9: 14 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: 
Newcomerstown, Ohio 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

A follow up was sent to you on January 22. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

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

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 1/22/2019 12:50 PM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE #: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio -

,Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

During the sales call - was informed she would only receive a two month rate of $0.052 due 
to the low rates for e1ectnc aunng the time. Due to this your company will want to adjust the rate so it 
will be at a competitive rate. 

Can you please advise how she received a competitive rate when the account went variable? 

Sincerely, 

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.coml 
Sent: 1/17/2019 11:57 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CAS E#: 00246835 [ ref:_OODtOGzXt._500tOEf9U :ref] 

Hello Samantha and the PUCO, 

Regarding Case # 00246835, -

- moiled her two electric accounts in Palmco's service on 8/15/18, 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 packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 

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. 
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On 12/28/18, ontacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending in nd her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending in - was not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer care staff spoke with- again, most recently on 1/7 /19. The customer expressed concerns 
regarding her bill for the account number ending in - and our Customer Care rep advised her that the account 
would be submitted for internal review. Upon review, it was determined that ~as billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the t ime of enrollment,- agreed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling you electricity at the introductory price of 5.2 cents per kWh for your first two bills." She also 
acknowledged her understanding that "Beginning with your third bf/I, the price you pay for electric 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". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indr Philadelphia, PA 19102 
\I,(, .. 

P: 888.504.6372 

F: 718.851.2427 

WV:fW .Indra Energy.com 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, January 11, 2019 11:40 AM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 ( ref:_OODtOGzXt._500tOEf9U:ref] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

CUSTOMER: 

ADDRESS: , Newcomerstown, Ohio-

SERVICE ADDRESS: Newcomerstown, Ohio-

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

DESCRIPTION OF ISSUE: 

Good morning, 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 
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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._500tOEf9U:ref 
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William Schaaf 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, February 11, 2019 9:20 AM 

To: William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 ( ref:_OODtOGzXt._ 

500t0Ef9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio 

Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Can you provide me on an update with this case? 

Sincerely, 

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

---------------Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 2/4/2019 2:39 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

Hello Samantha, 

At this point, we are still waiting for the customer's final bill. Our Billing & Operations team was planning to hold the 

customer's fina l invoice; however, according to the information we have, the end date for the customer's account -
is still a few days away (2/10/19). When we receive the customer's final bil l information, we plan to adjust the February 
bill to the rate of 0.0553, which we have on record as the estimated utility price-to-compare. If the customer would have 
received a different rate with his standard supply from AEP, we remain wil ling to bill the customer at that rate instead. 

ff you were looking for any other information, please Jet us know. Otherwise, we will adjust the customer's final bill as 
mentioned here, when it is issued next week. 

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
\ i ,,, ' 

P: 888.504.6372 

F: 718.851.2427 

www .IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, February 4, 2019 8:43 AM 

To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref :_OODtOGzXt._500tOEf9U:ref ] 

----------- Original Message ---------------
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 

Newcomerstown, Ohio .• 
Newcomerstown, Ohio-

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

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

DESCRIPTION OF ISSUE: 
Can you please provide me with an update on this case? 

Sincerely, 

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

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 1/28/2019 10:59 AM 
To: wschaaf@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref J 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Divis ion 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 

3 



ADDRESS: Newcomerstown, Ohio -
Newcomerstown, Ohio -SERVICE ADDRESS: 

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

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

DESCRIPTION OF ISSUE: 
When the adjustment has been determined can you please provide me that amount with the 
breakdown? 

Sincerely, 

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

------------- Original Message --------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/28/2019 9:49 AM 

To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref) 

Hello Samant ha and the PUCO, 

Regarding Case # 00246835, 

We offer a market based variable product according to the following PUCO-approved terms: 

"Electric Variable Price (when applicable): You will pay a variable rate for electric supply service that may vary from 
month to month as determin ed by Indra based on the wholesale market prices acquired for energy, any supply and 
agency function s that Indra performs for you, line loss, certain transmission, capacity, ancillary, administrative and 
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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:/llndraEnergv.com/ohio/ohio-variable-rates/ or by calling (888) 504-6372." 

The URL stated in the terms above (lndraEnergy.com/ohio/ohio-variable-rates/) is also provided to customers in their 
Welcome Letter. Additionally, we post our monthly variable rates on the Ohio Apples to Apples website. 

It is our goal to provide great service and a rate that our customers find suitable and competitive, but because the 
variable product is subject to market and circumstantial volatil ity, there is never a termination fee if the customer 
decides the service is not for them and chooses to cancel. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
\,, i "1( .... 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, January 28, 2019 9:14 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500tOEf9U:ref J 

5 



PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
CASE ID: 00246835 
COMPANY: 

CUSTOMERl::==== 
ADDRESS: I 
Newcomerstown, Ohio 
SERVICE ADDRESS: , Newcomerstown, Ohio -
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 0.A.C. 4901:1-21-
06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

A follow up was sent to you on January 22. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

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

--------------- 0 rig i na I Mes sage ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 

Sent: 1/22/2019 12:50 PM 
To: wschaaf@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500tOEf9LJ:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 
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CASE ID: 00246835 
COMPANY: 
CUSTOME 
ADDRESS: Newcomerstown, Ohio ••I 

Newcomerstown, Ohio-SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRlPTION OF ISSUE: 

During the sales call - was informed she would only receive a two month rate of $0. 052 due 
to the low rates for electric during the time. Due to this your company will want to adjust the rate so it 
wi ll be at a competitive rate. 

Can you please advise how she received a competitive rate when the account went variable? 

Sincerely, 

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

--------------- Original Message ---------------

From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/17 /2019 11:57 AM 

To : contactthepuco@puco.ohlo.gov 
Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00246835 [ ref:_OODtOGzXt._500tOEf9U :ref ] 

He llo Samantha and the PUCO, 

Regarding Case # 00246835,- : 

7 



~nrolled her two electric accounts in Palmco's service on 8/15/18, as the result of a telephone sale. We've 
attached the sa les call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 

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 12/28/18, - contacted our Customer Care line regard ing her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending in- nd her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending in~s not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with again, most recently on 1/7 /19. The customer expressed concerns 
regarding her bil l for the account number ending in .. , and our Customer Care rep advised her that the account 
would be submitted for internal review. Upon review, it was determined that~as billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment, greed to enrol l her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling vou electricity at the introductory price of 5.2 cents per kWh for your first two bills." She also 
acknowledged her understanding that "Beginning with your third bill, the price you pay for electric 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". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 
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William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
\I,,,.., 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, January 11, 2019 11:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

CUSTOMER: 

ADDRESS: Newcomerstown, Ohio -

SERVICE ADDRESS: . , Newcomerstown, Ohio-

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 morning, 

ontacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_ 00Dt0GzXt._500tOEf9U :ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Tuesday, February 12, 2019 12:18 PM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00246835 [ ref:_OODtOGzXt._ 

500t0Ef9LJ:ref] 

Samantha, 

Regarding Case# 00246835, 

Following up on yesterday's email, the customer's final invoice has now been processed. The customer was billed at 
$0.0553 per kwh, at 5819 kwh, resulting in a supply charge of $321. 79 for the final billing cycle (1/10/19 - 2/11/19). 

Let us know if you need anything further. Thanks. 

William Schaaf - Lead Compliance Investigator 
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 : William Schaaf 

Sent: Monday, February 11, 2019 11:35 AM 
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#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref) 

Hello Samantha, 

Regarding Case# 00246835, 

We are still going to bill the customer's final invoice at the rate of 0.0553. Although th e end date was 2/10/19, we are 
still awaiting the customer's final bill information from AEP. We can keep you updated once this information does come 
in. 

Will iam Schaaf - Lead Compliance Investigator 

indra~ 
ENERGY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 
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www .Indra Energy.com 

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

Sent: Monday, February 11, 2019 9:20 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio -

,Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTJON OF ISSUE: 
Can you provide me on an update with this case? 

Sincerely, 

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 2/4/2019 2:39 PM 

To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500t0Ef9U:ref] 
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Hello Samantha, 

At this point, we are still waiting for the customer's final bill. Our Billing & Operations team was planning to hold the 
customer's final invoice; however, according to the information we have, the end date for the customer's account 
is still a few days away (2/10/19). When we receive the customer's final bill information, we plan to adjust the February 
bill to the rate of 0.0553, which we have on record as the estimated utility price-to-compare. If the customer would have 
received a different rate with his standard supply from AEP, we remain willing to bill the customer at that rate instead. 

If you were looking for any other information, please let us know. Otherwise, we will adjust the customer's final bill as 
mentioned here, when it is issued next week. 

Thank you . 

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

ind rt Philadelphia, PA 19102 

\I 1(1~ 

P: 888.504.6372 

F: 718.851.2427 

www.Ind raEnergy.com 

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

Sent: Monday, February 4, 2019 8:43 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

- ---------- Original Message ---------------

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
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Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio••I 
SERVICE ADDRESS: ,Newcomerstown, Ohio 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Can you please provide me with an update on this case? 

Sincerely, 

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

From: PUCO Consumer Ca ll Center [contactthepuco@puc.state.oh.us] 
Sent: 1/28/2019 10:59 AM 

To: wschaaf@indraenergy.com 
Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOME · 
ADDRESS: Newcomerstown , Ohio 

,Newcomerstown, Ohio -SERVICE ADDRESS: 
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AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
When the adjustment has been determined can you please provide me that amount with the 
breakdown? 

Sincerely, 

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

--------------- Original Message ------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/ 28/ 2019 9:49 AM 

To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U :ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, 

We offer a market based variable product according to the following PUCO-approved terms: 

"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. 
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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 
con 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." 

The URL stated in the terms above (lndraEnergy.com/ohio/ohio-variable-rates/} is also provided to customers in their 

Welcome letter. Additionally, we post our monthly variable rates on the Ohio Apples to Apples website. 

It is our goal to provide great service and a rate that our customers find suitable and competitive, but because the 
variable product is subject to market and circumstantial volatility, there is never a termination fee if the customer 
decides the service is not for them and chooses to cancel. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra"" Philadelphia, PA 19102 

\ i 1{.'\o 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEn ergy .com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us) 
Sent: Monday, January 28, 2019 9:14 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OOOtOGzXt._500tOEf9U:ref J 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
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CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: 
Newcomerstown , 
SERVICE ADDRESS: , Newcomerstown, Ohio -
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 
emai l without changing the subject line. A status update must be provided within 3 business days of 
the initial request and a fina l response needs to be provided within 10 business days. If a copy of the 
TPV is requested , this must be provided within 3 business days, per 0.A.C. 4901 :1-21-
06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

A follow up was sent to you on January 22. Please review the customer's concerns and respond 
within th ree business days. 

Sincerely, 

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

----- ---------- Origina I M essage ---------------
From : PUCO Consumer Ca ll Center [contactthepuco@puc.state.oh.us] 

Se nt: 1/22/2019 12:50 PM 
To: wschaaf@indraenergy.com 
Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500t0Ef9U:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Divis ion 
Memorandum 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
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ADDRESS: , Newcomerstown, Ohio
Newcomerstown , Ohio -SERVICE ADDRESS: 

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

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

DESCRIPTION OF ISSUE: 

During the sales call - was informed she would only receive a two month rate of $0.052 due 
to the low rates for electric during the time. Due to this your company will want to adjust the rate so it 
will be at a competitive rate. 

Can you please advise how she received a competit ive rate when the account went variab le? 

Sincerely, 

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/17/201911:57 AM 
To: contactthepuco@puco.oh io.gov 
Cc; compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500tOEf9U :ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, •••• 
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- enrolled her two electric accounts in Palmco's service on 8/15/18, 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 packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 

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 12/28/18, -=ontacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending ir- and her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending i~ was not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with again most recently on 1/7 /19. The customer expressed concerns 
regarding her bill for the account number ending in iliiii and our Customer Care rep advised her that the account 
would be submitted for internal review. Upon review, it was determined that as billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment,- agreed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling you electricity at the introductory price of 5.2 cents per kWh for your first two bills." She also 
acknowledged her understanding that "Beginning with yoµr third bill, the price you pav for electric may varv from month 
to month .... and may be higher or lower than the utility's price in anv given month. There are no guaranteed 
savings". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 
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William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
'\I 'Ua" 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, January 11, 2019 11:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODt0GzXt._500tOEf9U:ref ] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

ADDRESS: Newcomerstown, Ohio

SERVICE ADDRESS: Newcomerstown, Ohio-

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 morning, 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

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

I would greatly appreciate any additional information you can provide 
regard ing th is situation. 

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODt0GzXt._500tOEf9U:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

William Schaaf 
Monday, January 28, 2019 9:50 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._ 
500t0Ef9LJ:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, 

We offer a market based variable product according to the following PUCO-approved terms: 

"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:/llndraEnergv.com/ohio/ohio-variable-rates/ or by calling (BBB) 504-63 72." 

The URL stated in the terms above (lndraEnergy.com/ohio/ohio-variable-rates/) is also provided to customers in their 
Welcome Lett er. Additionally, we post our monthly variable rates on the Ohio Apples to Apples website. 

It is our goal to provide great se rvice and a rate that our customers find suitable and competitive, but because the 
variable product is subject to market and circumstantial volatility, there is never a termination fee if the customer 
decides the service is not for them and chooses to cancel. 

William Schaaf - Lead Compliance Investigator 

indra~ 
ENERGY 

www.lndraEnergy.com 

1S1 S Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.63 72 
F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, January 28, 2019 9:14 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 
Regarding the Initial Submission of a Consumer Complaint 
CASE ID: 00246835 
COMPANY: 
CUSTOME · 
ADDRESS: 
Newcomerstown, Ohio 
SERVICE ADDRESS: , Newcomerstown, Ohio·-
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 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: 

A follow up was sent to you on January 22. Please review the customer's concerns and respond 
within three business days. 

Sincerely, 

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

--------------- 0 rig in a I Message ------------

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

Sent: 1/ 22/2019 12:50 PM 

To: wschaaf@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9LJ:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00246835 
COMPANY: 
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CUSTOMER: 
ADDRESS: Newcomerstown, Ohio -

Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

During the sales call - was informed she would only receive a two month rate of $0.052 due 
to the low rates for electric during the time. Due to this your company will want to adjust the rate so it 
will be at a competitive rate. 

Can you please advise how she received a competitive rate when the account went variable? 

Sincerely, 

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

----------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/17/2019 11:57 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTlllTJES COMMISSION OF OHIO- CASE#: 00246835 [ ref:_OODtOGzXt._500t0Ef9U:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, - : 

- enrolled her two electric accounts in Palmco' s service on 8/15/18, as the result of a telephone sale. We've 
~e sales call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 
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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 12/28/18,- contacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending i- nd her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending in as not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with - again, most recently on 1/7 /19. The customer expressed concerns 
regarding her bill for the account number ending in - and our Customer C~vised her that the account 
would be submitted for internal review. Upon review, it was determined that --was billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment, - agreed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
" Palmco will be selling you electricity at the introductory price of 5.2 cents per kWh for vour first two bills." She also 
acknowledged her understanding that "Beginning with vour third bi/f, the price vou pay for electric 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". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 
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1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
\ j '1t ... 

P: 888.504.6372 

F: 718.851 .2427 

www.lndraEnergy.com 

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

Sent: Friday, January 11, 2019 11:40 AM 

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOGzXt._500tOEf9U:ref] 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 

COMPANY: 

ADDRESS: Newcomerstown, Ohio -

SERVICE ADDRESS: Newcomerstown , Ohi-

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 
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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 :1-21-06(0}(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning, 

~ontacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP . 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 
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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:_OODt0GzXt._500tOEf9U:ref 
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WiUiam Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Samantha and the PUCO, 

Regarding Case# 00246835, 

William Schaaf 
Thursday, January 17, 2019 11:58 AM 
PUCO Consumer Call Center 

• e I •.. ~ !. 

I 

[ ref:_OODtOGzXt._ 

df 

- enrolled her two electric accounts in Palmco's service on 8/15/18, 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 packages sent to the 
customer detailing the terms of service. Palmco began servicing the customer's accounts on 9/10/18. 

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 12/28/18, - contacted our Customer Care line regarding her accounts. The customer declined an offer to 
switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her service with Indra. Per 
her request, an outbound drop transaction was submitted for the customer's account number ending in .. and her 
utility (AEP) established a service end date of 1/9/19. The customer's other account number ending in ~as not 
submitted for cancellation at this time; we later received an inbound drop transaction for this account on 12/31/18, and 
AEP established a service end date of 2/10/19. No termination fees were issued for the customer's decision to opt out of 
our supply service. 

Our Customer Care staff spoke with - again most recently on 1/7 /19. The customer expressed concerns 
regarding her bill for the account number ending in- and our Customer Care rep advised her that the account 
would be submitted for internal review. Upon review, it was determined that was billed according to the 
terms she agreed to at the time of enrollment, and that an adjustment to her bill was not warranted. However, as a 
courtesy to ensure customer satisfaction, we are going to proceed with adjusting the customer's final bill to the utility's 
standard offer, which will provide the financial effect of expediting the customer's return to the utility. Upon receiving 
the customer's final invoice, her bill will be adjusted accordingly. 

At the time of enrollment,- agreed to enroll her electric accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. During the attached TPV recording, she agreed to the following terms: 
"Palmco will be selling vou electricity at the introductorv price of 5.2 cents per kWh for vour first two bills." She also 
acknowledged her understanding that " Beginning with yow third bill, the price you pay for electric may vary (rom month 
to month .... and mav be higher or lower than the utility's price in anv given month. There are no guaranteed 
savings". - has been billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 
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William Schaaf - Lead Compliance Investigator 
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 [mailto:contactthepuco@puc.state.oh.us] 
Sent : Friday, January 11, 2019 11:40 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246835 [ ref:_OODtOG zXt._500tOEf9U:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246835 
COMPANY: 
CUSTOMER: 
ADDRESS: Newcomerstown, Ohio -

' Newcomerstown, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Good morning, 

- contacted the PUCO regarding the rate she is being billed. She 
stated when she agreed to switching to your company she did not agree to 
a variable rate like she is being informed by your reps. Due to the variable 
rate she is being charged her bill is now over $600 with AEP. 

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

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

Sincerely, 

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

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

ref:_ 00DtOGzXt._ 500tOEf9LJ :ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Cindi Mack < contactthepuco@puc.state.oh.us > 
Thursday, December 27, 2018 1 :16 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._SOOtOECEh9:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243756 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

ontacted our office regarding a high bill she received. She 
said her bill is normally $30.00, and her recent bill increased to 
$320.00. She said that she's tried contacting the company about her 
enrollment and four times, she was hung up on. 

When and how was the account enrolled? 
Was this a telephonic enrollment? If so, please forward a copy of the 
sales call for review. 
When and how was the welcome packet sent to the customer? Please 
forward a copy for review. 



Please forward a copy of the TPV for review. 
Please forward copies of any signed documents that the company might 
have for review. 
If there is any other relevant 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._SOOtOECEh9:ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Orpheus Craigue 
Thursday, January 10, 2019 3:57 PM 
Indra Energy Compliance 
FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._ 
500tOECEh9:ref] 

Not sure if they sent this to Compliance too. 

Orpheus Craigue - Asst. Compliance Officer 
1515 Market Street, Suite 1200 ., nd rat.. Philadelphia, PA 19102 
P: 888.504.63 72 

ENERGY 

www.lndraEnergy.com 

F: 718.851.2427# 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, January 10, 2019 14:08 
To: Orpheus Craigue <ocraigue@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._500tOECEh9:ref] 

Good afternoon, 

Please be advised that the TPV you provided is not for this customer and it is not complete. The customer on this call 

provided the name of-. 

Please forward the correct and complete TPV for this customers account. 

Thank you! 
Cindi Mack 

---------------Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 

Sent: 1/4/2019 11:50 AM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 ( ref:_OODtOGzXt._500tOECEh9:ref] 

Hello Cindi, 

Regarding PUCO Case ID 00243756; -: 



This electric account was enrolled in Palmco's supply service on 8/13/2018 as the result of a door-to-door visit. We've 
attached the signed agreement and TPV recording responsible for this enrollment, as well as the confirmation packet 
sent shortly thereafter. Palmco began servicing the account 9/21/2018. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service line on 12/17 /2018 and requested to cancel her service with 
Indra. A drop transaction was submitted to Ohio Edison, who established a service end date of 1/18/2019. 

Upon receiving this complaint, we reviewed our records in an attempt to understand the customer's complaint of "tried 
contacting the company ... four times, she was hung up on". We did find record of one brief inbound call on 12/26/2018; 
Indra's CSR indicated they pid:ed up the line but could not hear anyone on the other end, so ultimately ended the 
call. We have not had similar complaints of connection issues, so it was assumed this was an unfortunate one-off issue, 
and a re sorry if the customer had difficulties in reaching our staff. The customer shou Id feel free to reach out to our 
Customer Service line if we can assist with her concerns. 

The customer enrolled her electric account in our service at a variable rate with no guarantee of savings. On the TPV she 
completed in August 2018, the customer agreed to pricing prnmpts which included "Palmco will be selling you electricity 
at the introductory price of 5.1 cents per kWh for two bills" and "Beginning with your third bill, the price you pay for 
electricity 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." The customer was billed in accordance to the terms of her enrollment. We 
also note that Indra Energy also has fixed product offers available for Ohio residents who are not interested in variable 
product offers. 

Thank you . 

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

ENE.RGV 

P: 888.504.6372 

F: 718.851.2427 
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www .Indra Energy.com 

From: Cindi Mack <contactthepuco@puc.state.oh.us> 
Sent: Thursday, January 3, 2019 13:11 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OOOt0GzXt._500tOECEh9:ref] 

Ohio Pul>llo Utfl ftil~& 
Commltsfon 

PUBLIC UTILITIES COMMISSION OF OHIO 

Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 

Please Respond Within 3 Days 

CASE ID: 00243756 

COMPANY: 

CUSTOMER: 

ADDRESS:' 

Lorain, Ohio -

SERVICE ADDRESS: Lorain, 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 

3 



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: 

An initial complaint was sent to you on December 27. Please review the 
customer's concerns and respond within three business days. 

**********11********<1*********'****** 

Good afternoon, 

-contacted our office regarding a high bill she received. She said her 
bill is normally $30.00, and her recent bill increased to $320.00. She said that 
she's tried contacting the company about her enrollment and four times, she was 
hung up on. 

When and how was the account enrolled? 

Was this a telephonic enrollment? If so, please forward a copy of the sales call for 
review. 

When and how was the welcome packet sent to the customer? Please forward a 
copy for review. 

Please forward a copy of the TPV for review. 

Please forward copies of any signed documents that the company might have for 
review. 

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

Sincerely, 

4 



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:_OODt0GzXt._500tOECEh9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Monday, January 14, 2019 11:50 AM 
PUCO Consumer Call Center 

Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODt0GzXt._500tOECEh9:ref 

J 
Attachments: TPV RIVERA.MP3 

Categories: PUCO Complaint 

Good morning Cindi, 

I'm back in the office today- I apologize for the error with the audio file. The correct TPV for this customer is attached 
here. 

Sorry for any confusion, and feel free to reach out if you need anything else. Thanks. 

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

•
1 
nd ra~ Philadelphia, PA 19102 

P: 888.504.6372 
E.NERGV 

www.IndraEnergy.com 

F: 718.851.2427# 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, January 10, 2019 14:08 
To: Orpheus Craigue <ocraigue@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODt0GzXt._500tOECEh9:ref] 

Good afternoon, 

Please be advised that the TPV you provided is not for this customer and it is not complete. The customer on this call 
provided the name of-

Please forward the correct and complete TPV for this customers account. 

Thank you! 
Cindi Mack 

--------------- Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 1/4/2019 11:50 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._500tOECEh9:ref] 

Hello Cindi, 

Regarding PUCO Case ID 00243756; - : 

This electric account was enrolled in Palmco's supply service on 8/13/2018 as the result of a door-to-door visit. We've 
attached the signed agreement and TPV recording responsible for this enrollment, as well as the confirmation packet 
sent shortly thereafter. Palmco began servicing the account 9/21/2018. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service line on 12/17 /2018 and requested to cancel her service with 
Indra. A drop transaction was submitted to Ohio Edison, who established a service end date of 1/18/2019. 

Upon receiving this complaint, we reviewed our records in an attempt to understand the customer's complaint of "tried 
contacting the company ... four times, she was hung up on". We did find record of one brief inbound call on 12/26/2018; 
Indra's CSR indicated they picked up the line but could not hear anyone on the other end, so ultimately ended the 
call. We have not had similar complaints of connection issues, so it was assumed this was an unfortunate one-off issue, 
and are sorry if the customer had difficulties in reaching our staff. The customer should feel free to reach out to our 
Customer Service line if we can assist with her concerns. 

The customer enrolled her electric account in our service at a variable rate with no guarantee of savings. On the TPV she 
completed in August 2018, the customer agreed to pricing prompts which included "Palmco will be selling you electricity 
at the introductory price of 5.1 cents per kWh for two bills" and "Beginning with your third bill, the price you pay for 
electricity 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." The customer was billed in accordance to the terms of her enrollment. We 
also note that Indra Energy also has fixed product offers available for Ohio residents who are not interested in variable 
product offers. 

Thank you. 
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Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra4. Philadelphia, PA 19102 
ENE.RGV 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 

from: Cindi Mack <contactthepuco@puc.state.oh .us> 
Sent: Thursday, January 3, 201913:11 
To: Indra Energy Compliance <Compliance@indraenergy.corn> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODt0GzXt._500tOECEh9:ref] 

Ohio Publlo Utrtfties 
Comml11lon 

PUBLIC UTILITIES COMMISSION OF OHIO 

Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 

Please Respond Within 3 Days 

CASE ID: 00243756 

COMPANY: 

ADDRESS: 

Lorain, Ohio -

SERVICE ADDRESS: , Lorain, Ohio-

3 



AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

NI 

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

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on December 27. Please review the customer's 
concerns and respond within three business days. 

********·*****'********************** 

Good afternoon, 

-contacted our office regarding a high bill she received. She said her bill 
is normally $30.00, and her recent bill increased to $320.00. She said that she's 
tried contacting the company about her enrollment and four times, she was hung 
up on. 

When and how was the account enrolled? 

Was this a telephonic enrollment? If so, please forward a copy of the sales call for 
review. 

When and how was the welcome packet sent to the customer? Please forward a 
copy for review. 

Please forward a copy of the TPV for review. 

Please forward copies of any signed documents that the company might have for 
review. 

If there is any other relevant information that I should know, it would be greatly 
appreciated. Thank you! 
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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._500tOECEh9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Cindi, 

Orpheus Craigue 
Friday, January 4, 2019 11 :SO AM 
Cindi Mack 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._SOOtOECEh9:ref 

-Signed Contract.pdf; -TPV.MP3;-- Confirmation Pack.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00243756; - : 

This electric account was enrolled in Palmco's supply service on 8/13/2018 as the result of a door-to-door visit. We've 
attached the signed agreement and TPV recording responsible for this enrollment, as well as the confirmation packet 
sent shortly thereafter. Palmco began servicing the account 9/21/2018. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service line on 12/17 /2018 and requested to cancel her service with 
Indra. A drop transaction was submitted to Ohio Edison, who established a service end date of 1/18/2019. 

Upon receiving this complaint, we reviewed our records in an attempt to understand the customer's complaint of "tried 
contacting the company ... four times, she was hung up on". We did find record of one brief inbound call on 12/26/2018; 
Indra's CSR indicated they picked up the line but could not hear anyone on the other end, so ultimately ended the 
call. We have not had similar complaints of connection issues, so it was assumed this was an unfortunate one-off issue, 
and are sorry if the customer had difficulties in reaching our staff. The customer shou Id feel free to reach out to our 
Customer Service line if we can assist with her concerns. 

The customer enrolled her electric account in our service at a variable rate with no guarantee of savings. On the TPV she 
completed in August 2018, the customer agreed to pricing prompts which included "Palmco will be selling you electricity 
at the introductory price of 5.1 cents per kWh for two bills" and "Beginning with your third bill, the price you pay for 
electricity 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." The customer was billed in accordance to the terms of her enrollment. We 
also note that Indra Energy also has fixed product offers available for Ohio residents who are not interested in variable 
product offers. 

Thank you. 

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

•1 nd ra~ 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, January 3, 2019 13:11 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION Of OHIO - CASE#: 00243756 [ ref:_OODtOGzXt._500tOECEh9:ref) 

Ohio l>Qbllo ucrn11n 
eomml1eron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

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

CASE lD: 00243756 
COMPANY: 
CUSTOMER: 
ADDRESS: ____ ···-··-·-.·--·--·-• 
Lorain, Ohio -
SERVICE ADDRESS: 
AIQ: Palmco Power Oi , .._.._'-' 
SERVICE ACCOUNT NUMBE 
N 

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

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on December 27. Please review the 
customer's concerns and respond within three business days. 

*********************************** 

Good afternoon, 

ontacted our office regarding a high bill she received. She said 
er 1 1s normally $30.00, and her recent bill increased to $320.00. She 

said that she's tried contacting the company about her enrollment and four 
times, she was hung up on. 

When and how was the account enrolled? 
Was this a telephonic enrollment? If so, please forward a copy of the sales 
call for review. 
When and how was the welcome packet sent to the customer? Please 
forward a copy for review. 
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Please forward a copy of the TPV for review. 
Please forward copies of any signed documents that the company might 
have for review. 
If there is any other relevant 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._500tOECEh9:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady < contactthepuco@puc.state.oh.us > 

Tuesday, January 1 S, 2019 8:46 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 { ref:_OODtOGzXt._500tOEN3S:ref) 

Ohio Fub.Jlo UtrtftiN 
Comml11ron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00247345 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute he has with the company. He said that the company 
recently charged him a rate of $.17 per kWh. He stated that his 
contract was supposed to have been at a fixed price, though he was 
unable to remember the actual details of the agreement. 

1. What was the method of enrollment? 

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



enrollment documents, and the terms and conditions of the 
enrollment. 

3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per O.A.C. 4901 :1-21-11 (G). 

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._SOOtOEN35:ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Michael Coady < contactthepuco@puc.state.oh.us> 
Tuesday, January 22, 2019 12:56 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._500tOEN35:ref I 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 0024 7345 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Dayton, Ohio - -
Dayton, Ohio 

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

DESCRIPTION OF ISSUE: 

1. Please be advised that Staff considers that O.A.C. 4901: 1-21-
06(0)(2)(a)(vi)(e) requires that if there is no early termination fee for 
early cancellation, it shall be so stated in the TPV. 

2. How was this TPV in compliance with O.A.C. 4901 :1-21-
06(0)(2)(a)(x)? 

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 
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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:_OODt0GzXt._500tOEN3S:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady < contactthepuco@puc.state.oh.us > 
Tuesday, February 5, 2019 2:02 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._500tOEN35:ref) 

Ohio Publlo Utrtl1fn 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 0024 7345 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Dayton, Ohio·- -
,Dayton, Ohio 

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

DESCRIPTION OF ISSUE: 
1. Please provide a month by month listing of the rates charged to 
this customer. 

2. Would the company be willing to re-rate this customer? 

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 
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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._500tOEN35:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Michael, 

Thomas Sheehy 
Wednesday, February 6, 2019 9:48 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._ 
500t0EN35:ref] 

Regarding Case# 00247345, 

- received our servlce beginning in December 2017 and didn't indicate any dissatisfaction with service untll 
January 2019. He was seemingly a happy customer for a more than a year before requesting the cancellation of 
service. He also received a series of Gift Cards in line with a promotion offered when he enrolled. Considering his 
apparent satisfaction with service until recently, my inclination would be to provide a rerate for services sta rting with 
the billing cycle beginning 11/19/2018, as well as past due interest accrued. Issuing a rerate from that point forward 
would cover the 2 most recent billing cycles (additionally any upcoming final bill not yet rendered) and would provide a 
refund for the difference between our services and the utility's standard offer well before-=alled to express 
dissatisfaction and request cancellation. 

That's my personal inclination and what I believe would be fair. However, if you feel strongly about providing a rerate 
for the life of the account, I will defer to you. I've included the billing history for the account below. Please let us know 
your thoughts. Thanks. 

Begin Date End Date Usage Rate Total 

12/18/2018 1/21/2019 1942 0.22291 $432.90 

11/19/2018 12/18/2018 1623 0.17360 $281.76 

10/22/2018 11/19/2018 1270 0.13880 $176.27 

9/20/2018 10/22/2018 1087 0.11352 $123.40 

8/22/2018 9/20/2018 995 0.10514 $104.61 

7/20/2018 8/22/2018 1183 0.10523 $124.49 

6/20/2018 7/ 20/2018 1101 0.10583 $116.52 

5/21/2018 6/20/2018 1117 0.10376 $115.90 

4/19/2018 5/ 21/2018 1113 0.10955 $121.93 

3/21/2018 4/19/2018 1367 0.11815 $161.51 

2/19/2018 3/21/2018 1475 0.05490 $80.98 

1/18/2018 2/19/2018 1868 0.05490 $102.55 

12/16/2017 1/18/2018 2843 0.05490 $156.08 

Past Due Interest 1/17/2019 $4.23 

Past Due Interest 12/19/2018 $2.64 

Past Due Interest 11/ 21/2018 $1.85 

Thomas Sheehy - Compliance Officer 
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indra .. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street Suite 1200 

Philadelphia, PA 19102 
P: 718.975.6601 
F: 718.851 .2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 

Sent: Tuesday, February 5, 2019 2:02 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODt0GzXt._500tOEN35:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00247345 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Da ton Ohio -
Dayton, Ohio -

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

DESCRIPTION OF ISSUE: 
1. Please provide a month by month listing of the rates charged to 
this customer. 

2. Would the company be willing to re-rate this customer? 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOEN35:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Categories: 

Orpheus Craigue 
Friday, January 25, 2019 5:33 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._500tOEN35:ref 

1 

PUCO Complaint 

Hello Michael and the PUCO, 

Regarding Case# 00247345, 

You are correct on both points here. There seems to have been a scripting failure that omitted these points. However, 
despite this omission, we stil l provided service as summarized on TPV and detailed in terms and conditions of service, 
and there is never a termination fee for the decision to opt out of service. 

Orpheus Craigue - Asst. Compliance Officer 

1S1 5 Market Street Suite 1200 

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

ENERGY 

www.IndraEnergy.co m 

F: 718.851.2427 # 

From : Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, January 22, 2019 12:56 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._500tOEN3S:ref] 

Ohio Publ1o Utrlltfn 
Comml1sron 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE JD: 00247345 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power Ofi LL\.,; 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Da ton, Ohio -
,Dayton, Ohio-

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

DESCRIPTION OF ISSUE: 

1. Please be advised that Staff considers that O.A.C. 4901 :1-21-
06(0)(2)(a)(vi)(e) requires that if there is no early termination fee for 
early cancellation, it shall be so stated in the TPV. 

2. How was this TPV in compliance with O.A.C. 4901 :1-21-
06(0)(2)(a)(x)? 

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._500t0EfV3S:ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Friday, January 18, 2019 5:04 PM 
Michael Coady 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._ 

500tOEN3S:ref I 
- -Sales Call.mp3; · -TPV.MP3; - -Confirmation Pack.pdf Attachments: 

Hello Michael and the PUCO, 

Regarding Case# 00247345, 

~nrolled his electric account in Palmco's service on 11/27/17, 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 12/16/17. 

As part of a promotion selected at the time of enrollment, the customer was sent $25 Restaurant.com Gift cards on 
3/2/18, 4/24/18, 9/4/18, and 10/23/18, for a total value of $100 in Gift Cards. 

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 1/14/19,- contacted our Customer Care line and requested the cancellation of his account. Per his request, 
an outbound drop transaction was submitted, and the customer's utility (DPL} established a service end date of 2/19/19. 
No termination fees were issued for the customer's decision to opt out of our supply service. 

At the time of enrollment,- did not enroll in a fixed contract as claimed in his complaint and so would not 
have received a notice of a fixed rate expiring; rather, he authorized the enrollment of his electric account in a variable 
rate product which contained a three-month introductory rate. During the attached TPV recording, he agreed to the 
following terms: "Pa/mco will be selling you electricity at the introductory price of 5.49 cents per kWh for your first three 
bills." He also acknowledged his understanding that "Beginning with vour fourth bill, the price you pav for electridtv mav 
var ram month to month .... Palmco cannot uarantee our su I rice will be lower than our utilit in an iven 

as been billed according to the terms he agreed to at the time of enrollment. 

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 f: 718.851.2427 

www .Indra Energy.com 

1 



From: Michael Coady [mailt o:contactt hepuco@puc.state.oh .us] 
Sent : Tuesday, January 15, 2019 8:46 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES CO MMISS ION OF OHIO - CASE#: 00247345 [ ref:_OODtOGzXt._500tOEN35:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00247345 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Da ton,Ohi~ 
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 with in 3 business days, per 
O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute he has with the company. He said that the company 
recently charged him a rate of $.17 per kWh. He stated that his 
contract was supposed to have been at a fixed price, though he was 
unable to remember the actual details of the agreement. 

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 :1-21-11(G). 

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._500tOEN35 :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Wednesday, January 23, 20191:40 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246972 [ ref:_OODtOGzXt._SOOtOEfDSw:ref] 

Ohio Pul>llc Utflftrn 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00246972 
COMPANY: 
CUSTOMER: 
ADDRESS:: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

y,Ohio 
Willoughby, 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: 

Customer is disputing his enrollment. Please provide enrollment TPV, 
sales portion of the call and the contract terms and conditions. 

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._SOOtOEfDSw:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Orpheus Craigue 
Friday, January 25, 2019 4:15 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246972 [ ref:_OODtOGzXt._SOOtOEfDSw:ref 
] 

.. _ TPV.mp3; - - Confirmat ion Pack Electric.pdf;- - Confirmation Pack Gas.pdf 

PUCO Complaint 

Good afternoon Oarita, 

Regarding PUCO Case ID 246972; -

This enrollment was the result of a door-to-door visit on 1/11/2019; we're attaching the TPV recording from that day, 
completed around 2:45pm. Less than an hour later, the customer reached out to our Customer Service line, and was 
advised that we would cancel the customer's pending enrollment; ~Jectric and gas accounts will not receive 
Indra's supply. 

Confirmation packages {attached here) were mailed to this customer on Monday, 1/14/2019. Although we successfully 
halted the customer's pending enrollment, we were unable to intercept and halt the confirmation packages before our 
automated processes h~red the generation and mailing of these letters. We're sorry if this contributed to any 
confusion on behalf of--. 

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

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

•
1 
nd rat.. Philadelphia, PA 19102 

P: 888.504.6372 
ENERGY 

www.IndraEnergy.com 
F: 71 8.851 .2427# 

From: Darita Patterson <contactthepuco@puc.state.oh .us> 
Sent: Wednesday, January 23, 2019 13:40 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246972 [ ref:_OODtOGzXt._SOOtOEfDSw:ref] 

Ohio Pub-llo Utrllt~n 
Commlasron 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00246972 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

Customer is disputing his enrollment. Please provide enrollment TPV, 
sales portion of the call and the contract terms and conditions. 

Sincerely, 

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

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

ref:_OODt0GzXt._500tOEfD5w:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 21, 2019 4:23 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref] 

Ohio Publle Utlrlrti~s 
Commilssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 0 
CUSTOMER 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 

Ohio•• 
Mansfield, 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. 

According to this customer, she began to notice charges from Indra 
starting with her December 2018 Columbia Gas billing statement. She 
states she called Indra and was told that - enrolled over the phone 
in August 2018 and played her a tape of the enrollment call that was 
garbled. When she disputed this she was told the enrollment was 
completed via a door to door sales call. Columbia Gas has now sent her 
a disconnection notice for a past due amount of $335 which she states is 
for supply provided by Indra. Ms. Knipp believes the Indra enrollment was 
slamming. 

Please review this account and advise: 

1. When, how, and who completed the enrollment of this customer's 



account. Please include a copy of the enrollment confirmation tape Ms. 
Knipp states she was told exists. 

2. When Indra began billing this customer for service. 

3. If a drop order has been requested and processed for this account. If 
so, what is the service end date provided by Columbia Gas. 

4. If there is an ETF associated with this enrollment. Is so, will the ETF be 
waived and if not, why not. 

Additionally, please provide: 

1. A copy of the billing and payment history Indra has for this account. 
2. A copy of the rate per CCF billed to this customer each billing period. 
3. A copy of the signed agreement for service as the customer was told 
this was a door to door enrollment. 
4. A copy of the Welcome Letter, including the terms and conditions for 
service, issued to the customer. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFLuwR:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Cra igue 
Wednesday, February 27, 2019 6:10 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref 

l 
Attachments: - Signed Contract.pdf; - - TPV.mp3; - - Confirmation Pack.pdf 

Categories: PUCO Complaint 

Hello Christina, 

Regarding PUCO Case ID 00254446; 

This gas account was enrolled in Palmco's service on 8/22/2018, as a result of a door-to-door sale. 
completed a signed contract and TPV recording. We've reattached those items here, along with the confirmation packet 
mailed to the customer fol lowing enrollment. 

Gas Plan: Variable. This included a two-month introductory rate of $0.37, after which the rate would vary month-to
month. 

Beginning in October 2018, Palmco began conducting business under its trade name Indra Energy. 

The customer began receiving our gas supply on 9/14/2018. The customer reached out to our Customer Service line to 
cancel her account on 2/20/2019. Columbia Gas established a retroactive end date of 2/15/2019. No ETF was issued for 
cancellation. 

At this point, we're unable to substantiate - llegation that this account was slammed. The customer has 
been sent a copy of the TPV recording, where the authorizer identified himself as The customer was 
then billed at a variable rate, and was not issued any ETFs for opting out of our supply. However, considering that the 
customer expressed financial hardship after the issuance of their final bill with Indra as their supplier, we'd be willing to 
rerate the customer's final bill to that of her standard supply, if that would help resolve the customer's 
complaint. Otherwise, we'll wait for the PUCO to finish reviewing the customer's account and complaint. 

See below for the Bi !ling and payment history for this customer. 

Begin End Read 
Read Date Date 

1/17/19 2/15/19 

12/14/18 1/17/19 

11/13/18 12/14/18 

10/15/18 11/13/18 

9/14/18 10/15/18 

Paid Date Amount 

2/1/19 113.03 

1/1/19 109.39 

Billed 
Usage 

155 

133 

129 
75 

16 

Unit Price Usage 

1.74632 270.68 

0.79429 105.64 

0.79248 102.23 

0.37000 27.75 

0.37000 5.92 

Tax Total 
18.95 289.63 
7.39 113.03 
7.16 109.39 
1.94 29.69 

0.41 6.33 



12/1/18 29.69 

11/1/18 6.33 

If we can be of any further assistance, please let us know. Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

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

ENERGY F: 718.851.2427# 

www Ind raEnergy .com 

From: Orpheus Craigue 
Sent: Wednesday, February 27, 2019 07:52 
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#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref] 

Hello Christina, 

We're still working on putting together a comprehensive response to the questions you've raised regarding the gas 
account here. In the meantime, please find the signed agreement and TPV recording responsible for this 
enrollment. Additionally, I do see that the customer's account was previously dropped, and has an end date of 
2/15/2019. 

We'll get a more detailed response out to you as soon as we're able. Thank you. 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 21, 2019 16:23 
To: Indra Energy Compliance <Compliance@indraenergv.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref J 

Ohio PUl111o Utrlltf$S 
Comml11ro11 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254446 
CUSTOMER: 
ADDRESS: Ohio -
SERVICE ADDRESS: Mansfield, Ohio -
AIQ: Palmco Energy OH LLC 

:: .!. •• ~ jj ! ER: 

***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 customer, she began to notice charges from Indra 
starting with her December 2018 Columbia Gas billing statement. She 
states she called Indra and was told that Thomas enrolled over the phone 
in August 2018 and played her a tape of the enrollment call that was 
garbled. When she disputed this she was told the enrollment was 
completed via a door to door sales call. Columbia Gas has now sent her 
a disconnection notice for a past due amount of $335 which she states is 
for supply provided by Indra. elieves the Indra enrollment was 
slamming. 

Please review this account and advise: 

1. When, how, and who completed the enrollment of this customer's 
account. Please include a copy of the enrollment confirmation tape II 
.,tates she was told exists. 

2. When Indra began billing this customer for service. 

3. If a drop order has been requested and processed for this account. If 
so, what is the service end date provided by Columbia Gas. 

4. If there is an ETF associated with this enrollment. Is so, will the ETF be 
waived and if not, why not. 

Additionally , please provide: 

1. A copy of the billing and payment history Indra has for this account. 
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2. A copy of the rate per CCF billed to this customer each billing period. 
3. A copy of the signed agreement for service as the customer was told 
this was a door to door enrollment. 
4. A copy of the Welcome Letter, including the terms and conditions for 
service, issued to the customer. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFLuwR:ref 
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Orpheus Craigue 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 28, 2019 1:48 PM 

To: Orpheus Craigue 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref 

l 

Good afternoon Mr. Craigue. 

Thank you for the response dated February 27, 2019. Upon review of the documentation, I found that although the TPV 
and Welcome letter state the two month introductory rate, the signed agreement for service did not. Therefore, please 
advise why the third and fourth billings issued will not be rerated to the SCO. This is in addition to the rerate to the SCO 
to be performed to the fifth billing. 

Additionally, what is the amount to be credit to the customer, including taxes, and when\how will the credit be 
issued? (FYI - I'm showing the Columbia Gas SCO as follows: 
11-13 to 12-14-18: $0.595 
12-14 to 1-17-19: $0.487 
1-17 to 2-15-19: $0.418 

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. 

--------------- Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 
Sent: 2/27 /2019 6:09 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOG:zXt._500tOFLuwR:ref ) 

Hello Christina, 
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Regarding PUCO Case ID 00254446; 

Th ls gas account was enrolled in Palmco's service on 8/22/2018, as a result of a door-to-door sale. 
completed a signed contract and TPV recording. We've reattached those items here, along with the confirmation packet 
mailed to the customer following enrollment. 

Gas Plan: Variable. This included a two-month introductory rate of $0.37, after which the rate would vary month-to
month. 

Beginning in October 2018, Palmco began conducting business under its trade name Indra Energy. 

The customer began receiving our gas supply on 9/14/2018. The customer reached out to our Customer Service line to 
cance l her account on 2/20/2019. Columbia Gas establ ished a retroactive end date of 2/15/2019. No ETF was issued for 
cancellation. 

At this point, we're unable to substantiate- allegation that this account was slammed. The customer has 
been sent a copy of the TPV recording, where the authorizer identified himself as The customer was 
then billed at a variable rate, and was not issued any ETFs for opting out of our supply. However, considering that the 
customer expressed financial hardship after the issuance of their final bill with Indra as their supplier, we'd be willing to 
rerate the customer's final bill to that of her standard supply, if that would help resolve the customer's 
complaint. Otherwise, we'll wait for the PUCO to finish reviewing the customer's account and complaint. 

See below for the Billing and payment history for this customer. 

Begin End Read 
Read Date Date 

1/17/19 2/15/19 

12/14/18 1/17/19 

11/13/18 12/14/18 

10/15/18 11/13/18 

9/14/18 10/15/18 

Paid Date Amount 

2/1/19 113.03 

1/1/19 109.39 

Billed 
Usage 

155 

133 

129 

75 

16 

Unit Price Usage 

1.74632 270.68 

0.79429 105.64 

0.79248 102.23 

0.37000 27.75 

0.37000 5.92 

2 

Tax Total 
18.95 289.63 
7.39 113.03 
7.16 109.39 
1.94 29.69 
0.41 6.33 



12/1/18 29.69 

11/1/18 6.33 

If we can be of any further assistance, please let us know. Thank you . 

Orpheus Craigue - Asst. Compliance Officer 

1S1 S Market Street, Suite 1200 

indr Philadelphia, PA 19102 

'I '1f1' 
P: 888.504.6372 

F: 718.851.2427 

www .lndraEnergy.com 

From: Orpheus Craigue 
Sent: Wednesday, February 27, 2019 07:52 
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#: 00254446 [ ref:_OODtOG zXt._SOOtOFluwR;ref] 

Hello Christina, 

We're still working on putting together a comprehensive response to the questions you've raised regarding the gas 
account here. In the meantime, please find the signed agreement and TPV recording responsible for this 
enrollment. Additionally, I do see that the customer's account was previously dropped, and has an end date of 

2/15/2019. 

We'll get a more detailed response out to you as soon as we're able. Thank you. 

Orpheus Craigue - Asst. Compliance Officer 
3 



1S15 Market Street. Suite 1200 

Philadelphia, PA 19102 

'\I ''U'a" 

P: 888.504.6372 

F: 718.851 .2427 

www.lndraEnergy.com 

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

Sent: Thursday, February 21, 2019 16:23 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref] 

Ohio Publlo Utfllfln 
Corrrmlesron 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254446 

ADDRESS: Mansfield, Ohio _ 

SERVICE ADDRESS: Mansfield, Ohio-

AIQ: Palmco Energy OH LLC 

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

DESCRIPTION OF ISSUE: 

Good afternoon. 

According to this customer, she began to notice charges from Indra starting with 
her December 2018 Columbia Gas billing statement. She states she called Indra 
and was told that~nrolled over the phone in August 2018 and played her 
a tape of the enro~ll that was garbled. When she disputed this she was 
told the enrollment was completed via a door to door sales call. Columbia Gas 
has now sent her a disconnection noti~st due amount of $335 which she 
states is for supply provided by Indra. --believes the Indra enrollment 
was slamming. 

Please review this account and advise: 

1. When, how, and who completed the enrollment of this customer' 
account. Please include a copy of the enrollment confirmation tape 
states she was told exists. 

2. When Indra began billing this customer for service. 

3. If a drop order has been requested and processed for this account. If so, what 
is the service end date provided by Columbia Gas. 

4. If there is an ETF associated with this enrollment. Is so, will the ETF be 
waived and if not, why not. 

Additionally, please provide: 

1. A copy of the billing and payment history Indra has for this account. 
2. A copy of the rate per CCF billed to this customer each billing period. 
3. A copy of the signed agreement for service as the customer was told this was 
a door to door enrollment. 
4. A copy of the Welcome Letter, including the terms and conditions for service, 
issued to the customer. 

Sincerely, 

s 



Christina Cassady 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Lead Customer Service Investigator 

(800) 686-PUCO (7826) 

WWW. PUCO. ohio .gov 

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

ref:_OODtOGzXt._SOOtOfluwR:ref 
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Orpheus Craigue 

From: Orpheus Craigue 
Sent: 
To: 
Cc: 

Monday, March 4, 2019 1 :07 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref 

l 

Categories: PUCO Complaint 

Good Afternoon Christina, 

You are correct, I don't see the rate entered onto the signed agreement. However, we are not aware of any regulation 
that would invalidate the enrollment based on that information not being included. With this gas enrollment being a 
variable agreement, we're unsure of why this information not being included would necessitate a rerate. 

Is there some requirement I'm not aware of that would require the customer's introductory rate to be disclosed on the 
signed agreement? If so, we would appreciate if you could point it out, so that we can be better prepared for this type 
of concern going forward. 

If you wish to discuss further, please feel free to reach out. Thank you. 

Orpheus Craigue - 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 <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 28, 2019 13:48 
To: Orpheus Craigue <ocraigue@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODtOGzXt._SOOtOFLuwR:ref] 

Good afternoon Mr. Craigue. 

Thank you for the response dated February 27, 2019. Upon review of the documentation, I found that although the TPV 
and Welcome letter state the two month introductory rate, the signed agreement for service did not. Therefore, please 
advise why the third and fourth billings issued will not be rerated to the SCO. This is in addition to the rerate to the SCO 
to be performed to the fifth billing. 

Additionally, what is the amount to be credit to the customer, including taxes, and when\how will the credit be 
issued? (FYI - I'm showing the Columbia Gas SCO as follows: 
11-13 to 12-14-18: $0.595 
12-14to 1-17-19: $0.487 
1-17 to 2-15-19: $0.418 



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. 

-------- Original Message ---------------
From: Orpheus Craigue [ocraigue@indraenergy.com] 

Sent: 2/27 /2019 6:09 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 ( ref:_OODtOGzXt._SOOtOFLuwR:ref] 

Hello Christina, 

Regarding PUCO Case ID 00254446; 

This gas account was enrolled in Palmco's service on 8/22/2018, as a result of a door-to-door sale. 
completed a signed contract and TPV recording. We've reattached those items here, along with the confirmation packet 
mailed to the customer following enrollment. 

Gas Plan: Variable. This included a two-month introductory rate of $0.37, after which the rate would vary month-to
month. 

Beginning in October 2018, Palmco began conducting business under its trade name Indra Energy. 

The customer began receiving our gas supply on 9/14/2018. The customer reached out to our Customer Service line to 
cancel her account on 2/20/2019. Columbia Gas established a retroactive end date of 2/15/2019. No ETF was issued for 
can cellat ion. 
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At this point, we're unable to substantiate - !legation that this account was slammed. The customer has 
been sent a copy of the TPV recording, where the authorizer identified himself as The customer was 
then billed at a variable rate, and was not issued any ETFs for opting out of our supply. However, considering that the 
customer expressed financial hardship after the issuance of their final bill with Indra as their supplier, we'd be willing to 
rerate the customer's final bill to that of her standard supply, if that would help resolve the customer's 
complaint. Otherwise, we'll wait for the PUCO to finish reviewing the customer's account and complaint. 

See below for the Billing and payment history for this customer. 

Begin End Read 
Read Date Date 

1/ 17/19 2/15/19 
12/14/18 1/17/19 
11/ 13/ 18 12/ 14/ 18 
10/15/18 11/13/ 18 

9/14/18 10/15/18 

Paid Date Amount 

2/1/19 113.03 

1/ 1/19 109.39 

12/ 1/18 29.69 

11/1/18 6.33 

Billed 
Usage 

155 
133 
129 
75 
16 

Unit Price Usage 

1.74632 270.68 
0.79429 105.64 
0.79248 102.23 
0.37000 27 .75 
0.37000 5.92 

Tax 

18.95 
7.39 
7.16 
1.94 
0.41 

If we can be of any further assistance, please let us know. Thank you. 

Orpheus Craigue - Asst . Compliance Officer 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 
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Total 

289.63 
113.03 
109.39 
29.69 
6.33 



From: Orpheus Craigue 

Sent: Wednesday, February 27, 2019 07:52 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@lndraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 [ ref:_OODt0GzXt._500tOFLuwR:ref) 

Hello Christina, 

We're still working on putting together a comprehensive response to the questions you've raised regarding the gas 
account here. In the meantime, please find the signed agreement and TPV recording responsible for this 
enrollment. Additionally, I do see that the customer's account was previously dropped, and has an end date of 
2/ 15/2019. 

We'll get a more detailed response out to you as soon as we' re able. Thank you. 

O rpheus Craigue - Asst . Compliance Officer 

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: Thursday, February 21, 2019 16:23 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254446 ( ref:_OODtOGzXt._SOOtOFluwR:ref] 
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Ohio Publlo Utrtrtin 
Commls•fon 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254446 

ADDRESS: , Mansfield, Ohio-

SERVICE ADDRESS: Mansfield, Ohiam 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

Good afternoon . 

According to this customer, she began to notice charges from Indra starting with 
her December 2018 Columbia Gas billing statement. She states she called Indra 
and was told that ~nrolled over the phone in August 2018 and played her 
a tape of the enrollment call that was garbled. When she disputed this she was 
told the enrollment was completed via a door to door sales call. Columbia Gas 
has now sent her a disconnection noti~t due amount of $335 which she 
states is for supply provided by Indra. ~elieves the Indra enrollment 
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was slamming. 

Please review this account and advise: 

1. When, how, and who completed the enrollment of this customer's 
account. Please include a copy of the enrollment confirmation tape -
states she was told exists. 

2. When Indra began billing this customer for service. 

3. If a drop order has been requested and processed for this account. If so, what 
is the service end date provided by Columbia Gas. 

4. If there is an ETF associated with this enrollment. Is so, will the ETF be 
waived and if not, why not. 

Additionally, please provide: 

1. A copy of the billing and payment history Indra has for this account. 
2. A copy of the rate per CCF billed to this customer each billing period. 
3. A copy of the signed agreement for service as the customer was told this was 
a door to door enrollment. 
4. A copy of the Welcome Letter, including the terms and conditions for service, 
issued to the customer. 

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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ref:_OODtOG zXt._SOOtOFLuwR:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 11:12 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256613 [ ref:_OODtOGzXt._ 
SOOtOFMymw:ref I 

Ohio Public Ut ilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256613 
CUSTOMER; 
ADDRESS: , Lima, Ohio -
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ; 

Lima, Ohio-

n/a 

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

contacted the PUCO regarding Palmco. The customer was 
concerned regarding her rate. The customer believed to be enrolled for a 
lower rate. 

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 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Maureen and the PUCO, 

William Schaaf 
Wednesday, March 20, 2019 5:49 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256613 [ ref:_OODtOGzXt._ 
500tOFMymw:ref] 

-TPV.mp3; -Agreement.pdf; --Gas Confirmation Package.pdf; 
-Electric Confirmation Package.pdf; Indra Postcard.pdf 

Regarding Case tt 00256613, - : 

~nrolled her gas and electric accounts in Palmco's variable plans on 9/27/17, 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 
10/26/17 and 10/19/17, respectively. 

Gas Plan: Variable. This included a three-month introductory rate of $2. 75 per Mcf, after which the rate would vary 
month-to-month. No ETFs. 
Electric Plan: Variable. This included a three-month introductory rate of $0.0520 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 1/16/19, 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 2/21/19. 

Upon receiving this complaint, since the customer expressed concerns with the variable rate product she was enrolled 
in, we submitted an outbound drop for the customer's gas account. A service end date will be determined by the 
customer's gas utility. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard service, we are willing to rerate the customer's most recent variable gas bill to the rate we have on file for her 
gas utility, and will also adjust the customer's final bill(s), once rendered. We've included a chart below detailing our 
calculations for this adjustment, which amounts to $139.34 for the billing cycle of 1/29/19- 2/27/19. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Oate 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax} 

1/29/2019 2/27/2019 91 $168.68 $0.3020 $27.48 $1.86 $29.34 $139.34 

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

William Schaaf - Asst. Compliance Officer 
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ind rati.. 
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.st ate.oh.us> 

Sent: Friday, March 15, 2019 11:12 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256613 [ ref:_OODtOGzXt._SOOtOFMymw:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 002 6613 
CUSTOMER: 
ADDRESS: , Lima, Ohio-

, Lima, Ohio -SERVICE ADDRESS: 
AIQ: Palmco Energy 0 
SE NUMBER: • .!. • ~ n/a 
NIQ 

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

DESCRIPTION OF ISSUE: 

Good morning, 

contacted the PUCO regarding Palmco. The customer was 
concerned regarding her rate. The customer believed to be enrolled for a 
lower rate. 

When was th is account enrolled , and how? 

Please provide copies of: 
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*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._ SOOtOF My mw: ref 
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PALM
ENERGY

1 
' PALMco Energy OH, LLC / PALMco Power OH, LLC 

875118'" Avenue Brooklyn, NY 11214 
customeraervlce@palmcoenergy.com 

www.palmcoenergy.com 
Phone (877)726·5862 

NATURAl GAS & ELECTRIC POWER SUPPLY AGREEMENT (OHIO) V.E.17 01.27 

Customer Name: 

• J 'J Date of Birth (mandatoiy) 

E-mail Address: 

Service Address: 
~---

State: Zip Code: 

State: ------- ___ Zip Code: ___ _ 

Electricity Utility Account Number: Budget Billing: D Yes No 

Per 
Duke Energy kWh OP&L Per kWh 

Per 
AEP 0 ,<?Q~e'.) kWh 

Introductory 
Electricity Variable 
Rate Supply: 

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

(Customer Number 20 digits) (Customer Number 20 digits) (Customer Number 20 digits) 
You wilt pay Iha Introductory rate steted above for the lirst three billing cycle&. Thereafter, you will receive a variable rate that may vary month to month. This rate does 
not Include utility ttansportation, delivery, or other charges that our electricit utilit ma im ose. For full details see the Pricing section In the Terms and Conditions. 

Natural Gas Utility Account Numb DODD Budget Billing: 

Introductory Natural I Duke Per I / 
Per 

Gas Variable Rate Enorgy Ccf Ccf Vectren Ccf 
Supply: (Account Number 10 dlgl~s) (Accounc Number 10 digits) (Service Delivery 17 digit) (Account Number 17 dlglt.S) 
You will pay lhe Introductory ra.te slated above for the first three billing cycles. Thereafter, you will receive a variable rate that may 11ary month to month. This rate does 
not Include utility transportation, delivery, or other charges that your natural gas utility may impose. For full details see the Pricing section in the Terms and Conditions. 

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

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

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

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

PAtMco or I decides to cancel the contract. 
s. The representative explained my right to cancel. 
6. The representative left two completed right to cancel notices with me. 
7. The representative disclosed that no early termination liability fee would apply If I cancel the contract. 

Init ials x 

*= / 

This is an agreement, together with the Terms and Conditions, Confirmation Letter, and any and all Renewal Notices (if applicable) (collectively, 
the "Agreement"), between PALMco Energy OH, LLC ("PALMco Energy" or "PALMco") and you for natural gas supply service and/or PALMco 
Power OH, LLC ("PALMco Power or "PALMco") and you for electric supply service at eai;h of the account service addresses listed above (or in 
any 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 above (or in any addendum) at a price as d.escribed in this Agreement. You 
acknowled~e 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 utllity(les) wlll 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. {F) Your incumbent gas and/or electric utili ty may 
charge you switching fees. (G) There are no cancellation fees under this Agreement. 
YOU, THE BUYER, MAY CANCEL THIS TRANSACTION AT ANY TfME PRIOR TO MIDNIGHT OF THE THIRD BUSINESS DAY AFTER 
THE DATE OF THIS TRANSACTION. SEE ATTACHED NOTICE OF CA IGHT. 

By signing below, you agree to the terms and conditions or lhis Agree 

For: PALMco Power OH, LLC and/or PALMco Energy OH. l.LC (Seller) By 

By: -.!....::..:PJ~~t.:!._rf-~a~. ~_...L_( 41i~b~ 
10 NUMBER 



Lima, OH -

Thank you for choosing PALMco as your energy supplier! 

PALMcoF.nergy 
8751 18th Avenue 

Brooklyn, NY 11214 

\Y. PahncoEncrgy.com 
e: CustomcrSctvice(<9f>ahm:oEnergy.com 

toll free: I (R77) 726 5862 

9/29/2017 

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

We are currently processing your enrollment 
Your enrollment will be sent to 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 f irst 
meter read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide 
to rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

Below is a summary of your service account with PALMco: 

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

Utility Account Number: 
Rate Plan: Introductory Rate of $2.75000 for the first three billing cycles, and a variable rate 
thereafter. 

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. 17-08.21 



PAfnriCD' 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

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

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

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

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 

PALMco sales representative with whom you have spoken 

represents PALMco and is not from your utility or affiliated with 

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

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

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

18 years old and authorized to make decisions concerning such 

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

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

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

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

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

not guarantee savings or promise rates lower than your utility(ies). 

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

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

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

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

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR GAS 

AND/OR ELECTRIC UTILITY(lES) 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 TH IS 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 AGRE.EM 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 supply service, this 

Agreement will continue on a month-to-month basis. For Fixed 

Price natural gas and/or electric supply service, this Agreement wil I 

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 Custom er Servi ce@Pa I mcoE n ergy .com. Upon 

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

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

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

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

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

service provided by PALMco prior to the effective date of the 

termination. The effective date of termination will be determined 

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

PALMco will terminate automatically without penalty to you if any 

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

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

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

PALMco returns you to your utility's applicable tariff service 

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

natural gas supply service with PALMco Energy without penalty if 

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

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

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

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

may cancel this Agreement with PALMco Power without penalty if 

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

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

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

Address relocation, the cancellation shall apply only to the Service 

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

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

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

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

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

Natural Gas and/or Electric Introductory Price: lf 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. Your service will automatically 

continue under the specified renewal terms unless you contact 

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

Renewal Notice. If you terminate this Agreement prior to the 

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

termination fees. 



Natural Gas Variable Price (when applicable}: You will pay a 

Variable Price for natural gas supply service that may vary from 

month to month as determined by PALMco in its sole discretion, 

based on the applicable monthly NYMEX closing price for natural 

gas, applicable interstate transportation costs, any supply and 

agency functions that PALMco performs for you, and other 

prevailing market conditions, plus PALMco's costs, expenses and 

margins. 

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

Price for electric supply service that may vary from month to month 

as determined by PALMco in its sole discretion based on a zonal 

locat ional 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 transmissi on, 

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 bill ing cycle to the nei<t 

and your Var iable Price may be higher or lower than your utility's 

standard offer service rate in any given mont h. PALMco does not 

guarantee savings in any month or for the entire length of this 

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

indicator of future prices. 

Other Charges: You are also responsible for paying and 

reimbursing PALMco for all applicable taxes, and other government 

fees, assessments, and charges, however designated, relating to 

the natural gas and/or electric supply service provided under t his 

Agreement. This may include, but shall not be limited to, ut ility 

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 expirat ion 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 

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

Notice"}. The Renewal Notice will set forth the proposed renewal 

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

Commission. If you do not respond to the Renewal Notice or 

otherwise terminate this Agreement by notifying PALMco in 

accordance with the Termination sect ion herein, then your 

Agreement will automatically renew at the rate then in effect in 

accordance with the terms set fort h 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 utillty(ies} at 

intervals established by your utility(ies). You will pay PALMco's 

charges for natural gas and/or electric supply service based on 

meter readings and consumption informat ion that PALMco 

receives from your utility ("Billing Quantity"). You will receive a 

single monthly bill from your 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 shalt 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 elect ric supply 

service to you. You have t he 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. PALM co reserves 

the right to refuse to provide service to you under this Agreement 

if it is unable to obt ain t he necessary Customer Informat ion or it 

obtains Customer Information that it considers to be 

unsatisfactory. PALMco Energy will not release your social security 

number, account number(s), or any other Customer Information 

without your express written or electronic consent, except in 

accordance with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 

Administrative Code, or if it sells or assigns this Agreement to 

another third party supplier. PALMco Power will not release your 



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

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

collections and/or credit reporting, participation in programs 

funded by the universal service fund, pursuant to section 4928.52 

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

another third party supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 

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

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

Avenue, Brooklyn, NY 11214, or by e-mail at 

CustomerService@PalmcoEnergy.com, if you have any questions 

or complaints about your service under this Agreement. If your 

complaint is not resolved after you have contacted PALMco and/or 

your utility, or for general utility information, residential and 

business customers may contact the Public Utilities Commission of 

Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 

a.m. to S 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.0rg. 

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 RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE ALL ISSUES, CLAIMS 

AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC 

AND/OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

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

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

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

AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 

GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS SUPPLIERS 

IN YOUR STATE AND THE REGULATIONS OF ANY AGENCY IN YOUR 

STATE WITH JURISDICTION OVER RETAIL ELECTRIC AND/OR 

NATURAL GAS SUPPLIERS. 

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 

POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 

PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE FACE 

OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 

WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 

PARTICULAR PURPOSE. 

APPLICABLE LAWS, ETC. This Agreement is subject to all applicable 

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

of governmental agencies having jurisdiction over the subject 

matter of this Agreement, including, without limitation, 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 utilty's service. 

This Agreement is the entire understanding between you and 

PALM co 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.17-09.06 



Lima, OH -

Thank you for choosing PALMco as your energy supplier! 

P /\LMcol::ncrgy 
875 1 J 8U1 Avenue 

13rooklyn, NY 11 214 

"~ PahncoEncrgy.com 
c: CustomerServi<; e(ajPalrn(:oE11ergy.1.:om 

toll frel': I (877) 726 5862 

9/29/2017 

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

We are currently processing your enrollment 
Your enro llment w ill be sent t o AEP . You will receive a confirmation notice from AEP confirming your selection 
of PALMco as your electricit y supplier. Your service will begin wit h your fi rst meter read by your utilit y 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 w ill be sure to contact you to reso lve 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 Pian: Introductory Rate of $0.05200 for the first three billing cycles, and a variable rate 
thereafter. 

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 rega rdlng 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 fo r choosing us as your energy supplier ! 

Sincerely, 

PALMco Customer Service 

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

V.OHE 17-08.21 





PAf Niira· 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

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

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

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

accounts listed in your Confirmation Letter (or listed in an 

addendum) at a price as described in this Agreement. 

ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 

PALMco sales representative with whom you have spoken 

represents PALMco and is not from your utility or affiliated with 

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

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

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

18 years old and authorized to make decisions concerning such 

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

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

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

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

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

not guarantee savings or promise rates lower than your utility(ies). 

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

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

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

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

CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU WILL 

RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR GAS 

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

AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND ADVISING 

YOU OF YOUR RIGHT TO RESCIND YOUR ENROLLMENT WITH 

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

FROM THE DATE OF THE POSTMARK OF THAT NOTICE DURING 

WHICH YOU MAY RESCIND THIS AGREEMENT AND YOUR NATURAL 

GAS ENROLLMENT WITH PALMCO WITHOUT PENALTY BY 

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

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

THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 

RESCIND THIS AGREEMENT AND YOUR ELECTRIC ENROLLMENT 

WITH PALMCO WITHOUT PENALTY BY CONTACTING YOUR 

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

LENGTH OF AGREEMENT AND TERMINATION. This Agreement will 

begin when your local utility switches your account to PALMco s. 

For Variable Price natural gas and/or electric supply service, this 

Agreement will continue on a month-to-month basis. For Fixed 

Price natural gas and/or electric supply service, this Agreement will 

continue for the period of time set forth in your Confirmation 

Letter. If PALMco decides to terminate as provided in this 

Agreement, it shall provide advance notice to you in writing to your 

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

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

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

PALMco at Custom er Se rvice@Pa I mcoE n ergy. com. Upon 

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

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

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

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

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

service provided by PALMco prior to the effective date of the 

termination. The effective date of termination will be determined 

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

PALMco will terminate automatically without penalty to you if any 

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

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

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

PALMco returns you to your utility's applicable tariff service 

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

natural gas supply service with PALMco Energy without penalty if 

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

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

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

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

may cancel this Agreement with PALMco Power without penalty if 

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

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

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

Address relocation, the cancellation shall apply only to the Service 

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

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

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

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

as those available to other customers served by your natural gas 

and/or electric utility. 

PRICING. 

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

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

pay an Introductory Price as set forth in your Confirmation Letter 

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

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

will automatically become for the length of this Agreement either 

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

Confirmation Letter. 

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

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

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

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

renewal and pricing options. Your service will automatically 

continue under the specified renewal terms unless you contact 

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

Renewal Notice. If you terminate this Agreement prior to the 

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

termination fees. 



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

month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYM EX closing price for natural 
gas, applica ble 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 t hat may vary from month to month 

as determined by PALMco in its sole discretion based on a zonal 
locational marginal price (HLMP") determined on a day ahead or 

rea l time basis, any supply and agency functions that PALMco 
performs for you, line loss, compliance costs, certain transmission, 

capacity, anci llary, 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 

elect ric supply service may change from one bill ing cycle to the next 
and your Variable Price may be higher or lower than your ut ility's 

standard of fer service rate in any given month. PALMco does not 
guarantee savings in any month or for t he entire length of this 

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

Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable t axes, 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 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 t he term, you will not be subject to any early 
termination fees. 

FIXED TERM AUTOMATIC RENEWAL At least forty-five (45) days 

before the expiration of your Fixed Term, PALMco 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, t hen your 

Agreement will automatically renew at the rate then in effect in 
accordance wit h 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 t he electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is updated 

periodically fol lowing th e 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 Quant ity"). 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 
coll ecting 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, 

t erminat e this Agreement and its natural gas and/ or electric supply 
service to you. You have the right to request from PALMco, wi thout 

charge, up to 24 months of you r payment history covering services 
rendered by PALMco, without charge, twice within any 12-month 

period. Budget Billing is avail able 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 t he electric 
supply service portion of your electric bill, you should contact 

PALMco and request to be placed on a Budget Bill ing 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 

t he right to refuse to provide service to you under this Agreement 

if it is unable to obtain the necessary Cust omer 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 S p.m. EST or EDT, by U.S. mail at 875118th 

Avenue, Brooklyn, NY 11214, or by e-mail at 

CustomerService@PalmcoEnergy.com, if you have any questions 

or complaints about your service under this Agreement. If your 

complaint is not resolved after you have contacted PALMco and/or 

your utility, or for general utility information, residential and 

business customers may contact the Public Utilities Commission of 

Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 

a.m. to S 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 agreethat 

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 wilt 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 SUPPL V 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 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 utilty's service. 

This Agreement is the entire understanding between you and 

PALM co 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.17-09.06 
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Dear Valued Customer, 

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

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

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

Thank you. 

PALMco Energy 

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



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

lee Garry < contactthepuco@puc.state.oh.us > 
Wednesday, February 27, 2019 11:20 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255555 [ ref:_OODtOGzXt._SOOtOFMTPb:ref) 

Ohio Publlc Utrn11e1 
Commlssr·on 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255555 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AfQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Painesville, Ohio - -
Painesville, 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 disputes the high rate charged. They state the sales rep 
said to call him in a few months to get another low rate, but that rep's 
phone# is disconnected. The customer was unable to speak with the 
company when he attempted to call. Now the customer is being charged a 
high rate they did not agree to accept. 
************************ 

Please provide contact notes, TPV, and T&Cs. Are you willing to rerate 
the customer variable rate charges? 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 

1 



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

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

ref:_OODtOGzXt._SOOtOFMTPb:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Lee, 

Orpheus Craigue 
Monday, March 4, 2019 6:35 PM 

Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255555 [ ref:_OODtOGzXt._ 
SOOtOFMTPb:ref] 

pdf; - - TPV.mp3;- - Confirmation Pack.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00255555; 

The customer's gas account was enrolled in Indra's variable plan on 10/18/2018. We've attached the signed agreement 
and TPV recording, as well as the confirmation packet mailed following enrollment. 

We have no record of any contact with the customer at our Customer Service line, however, we are dropping the 
customer's account due to the concerns raised in their PUCO complaint, and Dominion will establish the customer's end 
date. No ETFs will be issued for cancellation. 

The customer has received two months at the contracted introductory rate of $2.60 per Mcf, and thus far one variable 
bill. We will honor your request here and rerate the customer's one variable bill, as well as any future bills once they are 
rendered. These adjustments are detailed below, and we hope this will help ensure customer satisfaction to his 
complaint. 

Begin Date End Date 

I 1/23/19 I 2120;19 

Billed 
Usage 

I 1so 

Supply Charge 
(with tax) 

Is 218.69 

Re Rate 
To: 

I o.30200 

If you need anything further, please feel free to reach out. 

Thank you . 

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

·1 nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.lnd raEnergy .corn 
F: 718.851.2427# 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, February 27, 2019 11:20 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate 
Pre Tax 

I 4s.3o 

Re Rate 
ReRate Tax 

Total 

3.11 I 48.47 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255555 [ ref:_OODtOGzXt._SOOtOFMTPb:ref) 

Amt Due 
Customer 

I s 230.22 



Ohio Pul>llo Utflf1tee 
Commlesron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255555 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

,Ohio
Painesville, 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: 
This customer disputes the high rate charged. They state the sales rep 
said to call him in a few months to get another low rate, but that rep's 
phone# is disconnected. The customer was unable to speak with the 
company when he attempted to call. Now the customer is being charged a 
high rate they did not agree to accept. 
******~***************** 

Please provide contact notes, TPV, and T&Cs. Are you willing to rerate 
the customer variable rate charges? 

Sincerely, 

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

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

2 



ref:_OODtOGzXt._SOOtOFMTPb:ref 

3 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Friday, May 31 , 2019 8:16 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507055 [ ref:_OODtOGzXt._ 
500tOJ1Apx:ref] 

Ohio Public Ut ilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00507055 
COMPANY: 
CUSTOMER: 
ADDRESS: ,, 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 

;; .!. • ~ NUMBER: 

Columbus, Ohio-

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

DESCRIPTION OF ISSUE: 

Please be advised that neither the sales call, the TPV, the enrollment 
confirmation packet, nor the terms and conditions sent to 
the customer were attached to your most recent e-mail. 

Please re-send them. 

Sincerely, 

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

1 



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

ref:_OODtOGzXt._500tOJ 1 Apx: ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Wednesday, June 12, 2019 8:03 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507055 [ ref:_OODtOGzXt._ 
500t0J 1 Apx:ref ] 

Follow Up Flag: Follow up 
Flagged Flag Status: 

Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

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

DESCRIPTION OF ISSUE: 

This customer's PTC was $.054 per kWh for the entire period of her 
enrollment with the company. 

1. Please re-rate this customer for the period of her enrollment andf 
provide the calculations. 

2. Please send the customer's refund in care of her sister and P.O.A., 
Columbus, Ohio-

3. Please advise when she can expect to receive her refund 

1 



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._500tOJ 1 Apx:ref 

2 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 

Indra Energy Compliance 
Friday, May 24, 2019 4:06 PM 
'Michael Coady' 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507055 [ ref:_OODtOGzXt._ 
SOOtOJ 1 Apx:ref ] 

Good afternoon. 

Upon receipt of this complaint, we have confirmed the customer enrolled her electric account with our company 
on December 6, 2018, via a telephone solicitation, into our variable rate plan at an introductory rate of $0.05200 
per kWh for the first two billing cycles, then a variable rate thereafter. Attached is the sales call, Third-Party 
Verification conducted by the customer, and the enrollment confirmation packet, inclusive of the terms and 
conditions of service sent to the customer. 

As requested, the customer's telephone numb 
List. 

Regards, 

Compliance 

indra" 
ENERGY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

www.IndraEnergy.com 

From: Michael Coady <contactthepuco@puc.state .oh. us> 
Sent: Friday, May 24, 2019 10:11 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

s been added to our internal Do Not Call 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507055 [ ref:_OODtOGzXt._500tOJ1Apx:ref] 

Ohio Public Utilit ies 
Commission 

1 



Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00507055 
COMPANY: 
CUSTOMER: 
ADDRESS: I' 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

This customer's sister, who is her Power-of-attorney, contacted 
the PUCO to dispute enrollment with the company. The enrollment took place 
on or about December 12, 2018. 

1. What was the method of enrollment? 

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

3. Please place this customer on the company's Do Not Solicit lists and advise 
when this will take effect. 
Sincerely, 
Michael Coady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may constitute a public record and 
thus may be publicly available to anyone who requests it. 

2 



ref:_ OODtOGzXt. _ 500tOJ lApx: ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady < contactthepuco@puc.state.oh.us> 
Monday, February 25, 2019 10:07 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253666 [ ref:_OODtOGzXt._SOOtOFLQOy:ref I 

Ohio Pul)llo Utrl rtJes 
CommlBsron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

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

DESCRIPTION OF ISSUE: 

I have discussed he company's proposed resolution with .. 
She also spoke with the customer, who is satisfied. The 

customer wishes to have her phone number, referenced above, 
placed on the company's Do Not call list and wished to also be 
placed on the company's Do Not Knock list. Please assure that all 
company vendors do the same and advise the effective date of this 
change. 

Sincerely, 

Michael Coady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead 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._SOOtOFLQOy:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Subject: 

Categories: 

Orpheus Craigue 
Wednesday, February 27, 2019 5:13 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253666 ( ref:_OODtOGzXt._SOOtOFLQOy:ref 
] 

PUCO Complaint 

Good afternoon Michael, 

This customer has been added to both our DNC and ONK list, effective today. Thank you. 

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

•1 nd ra~ Philadelphia, PA 19102 
P: 888.504.63 72 

ENERGY 

www.lndraEnergy.com 
F: 718.851.2427# 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Monday, February 25, 2019 10:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253666 [ ref:_OODtOGzXt._SOOtOFLQOy:ref J 

Ohio ru1>110 Utflrtr~ 
Commlssron 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00253666 
COMPANY: 
CUSTOMER: 
ADDRESS: Parma, Ohio ·-
SERVICE ADDRESS: Parma, Ohio -
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMB 

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

DESCRIPTION OF ISSUE: 

I have discussed he company's proposed resolution with -
- She also spoke with the customer, who is satisfied. The 
customer wishes to have her phone number, referenced above, 
placed on the company's Do Not call list and wished to also be 
placed on the company's Do Not Knock list. Please assure that all 
company vendors do the same and advise the effective date of this 
change. 

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:_ OODtOG zXt. _ SOOtOF LQOy: ref 

2 



Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Thursday, December 20, 2018 10:32 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243078 [ ref:_OODtOGzXt._500tOEBQiK:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243078 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NI 

Toledo, Ohio- -
, Toledo, OH. 

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

DESCRIPTION OF ISSUE: 
This customer states a woman was soliciting in her neighborhood. The 

sales person told the customer she was completing a survey, but after 
completing she found out she enrolled for service and now cannot get 
through to anyone to cancel. 
******************************************* 
Please provide all details of enrollment including TPV and T&Cs. 
Please contact the customer to cancel the enrollment. 

Sincerely, 

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

1 



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

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

ref:_OODtOGzXt._SOOtOEBQiK:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Orpheus Craigue 
Wednesday, December 26, 2018 6:44 PM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00243078 [ ref:_OODtOGzXt._SOOtOEBQiK:ref 
) 

.. _ TPV.MP3; ·-Signed Contract.pdf 

PUCO Complaint 

Hello Lee and the PUCO, 

Regarding Case ID: 00243078; -: 

We received an enrollment request for this customer's gas and electric accounts, including a signed contract and TPV 
recording (both attached). These were completed by John Beck on 12/19/2018, who was indicated as the account 

holder on the enrollment form. 

Indra's Customer Service lines are open from Sam to 7pm at 1-888-50-INDRA. However, because the customer 
indicated she was having difficulty in reaching someone regarding her accounts, Indra's staff reached out to the 
customer upon receiving her PUCO complaint. Unfortunately we were only able to leave a voicemail. At this point, we 
have still not had any direct contact with the customer. We successfully intercepted the customer's pending 
enrollment; no enrollment transaction will be submitted to the customer's utilities, and they will not receive Indra's 
supply. The customer will not be issued any termination fees for her decision to opt out of Indra's supply. As it 
happens, the enrollment documentation we received did not meet our quality standards, and we would have reached 
out to the consumer to express our inability to enroll based on documentation received had M ot decided to 

cancel. 

The conduct alleged here is against company policy and training and fails to meet the standards we require of our 
agents. Upon receiving this complaint, we reached out to the third party sales vendor who employs the sales agent 
responsible for this enrollment. The sales vendor indicated they were unable to obtain a statement from the agent 
regarding the customer's allegations, and as a result the agent has been removed from Indra's campaign. Though we 
haven't received other complaints alleging the agent conducted herself in this manner, we will not tolerate any failure to 
provide a timely response to customer concerns such as these, and have cut ties with this individual. Going forward, the 
agent will not be permitted to represent Indra in any capacity, and we are in the process of reaching out to the handful 
of other customers this agent met with during the brief time she represented Indra. 

Let us know if you need anything else. Thank you. 

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

•1 n d ra~ Philadelphia. PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427# 

www .Indra Energy.com 



From: lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Thursday, December 20, 2018 10:32 

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243078 [ ref:_OODtOGzXt._SOOtOEBQiK:ref] 

Ohio PutJ.llo Utn rtEH 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243078 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE A 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NI 

Toledo, Ohio
, Toledo, OH 

***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 states a woman was soliciting in her neighborhood. The 
sales person told the customer she was completing a survey, but after 
completing she found out she enrolled for service and now cannot get 
through to anyone to cancel. 
******************************************* 

Please provide all details of enrollment including TPV and T&Cs. 
Please contact the customer to cancel the enrollment. 

Sincerely, 

Lee Garry 
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:_OODtOGzXt,_SOOtOEBQiK:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Tara Jones < contactthepuco@puc.state.oh.us> 
Thursday, January 3, 2019 4:56 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00243102 [ ref:_OODtOGzXt._SOOtOEBTDQ:ref] 

Ohio Publlc ucn Ffl•• 
Commlssron 

CASE ID: 00 
CUSTOMER: 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

SERVICE ADDRESS: 
-Willoughby, OH 44094 
AIQ: Palmco Power OH LLC 
S BER 
N 

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

DESCRIPTION OF ISSUE: 

This customer contacted our office regarding a switch of service to 
Palmco. The customer stated that the sales rep did not advise her that her 
service would be switching to a different company. 
Please investigate. When was the customer contacted by this 
company? Please provide a copy of the sales call, TPV, contract, and any 
other documents mailed to the customer. Was the customer properly 
advised that she was switching to an energy provider? Was the 
enrollment cancelled? If so, what date was it cancelled? 

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._SOOtOEBTDQ:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Tuesday, January 8, 2019 1 :57 PM 
Tara Jones 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243102 [ ref:_OODtOGzXt._ 

Attachments: 

Categories: 

Hello Tara, 

~Q:ref] 
---PV.MP3-Sales Audio.mp3 

Confirmation Pack Electric.pdf 

PUCO Complaint 

Regarding PUCO ID 00243102; 

onfirmation Pack Gas.pdf; 

This customer completed a TPV recording as a result of a telephone sale on 12/15/2018 in order to enroll her gas and 
electric accounts in Indra's supply service. We've attached the TPV recording and sales audio from the enrollment, as 
well as the confirmation packets that were mailed to the customer shortly thereafter. We received an inbound drop 
transaction on 12/20/2018 which rescinded the customer's electric enrollment, and an outbound drop transaction was 
submitted to Dominion East Ohio which we expect will rescind the customer's gas enrollment. 

This customer did confirm her acceptance of Indra's terms on the TPV recording she completed to authorize enrollment 
in our supply, during which the custom-I rl expressed her understanding of services. At the opening of the 
verification, the operator stated to Ms hat she would "be asked a few questions to begin the enrollment 
process and confirm your decision to switch your natural gos and electricity supply service to Indra." Ms.-lso 
answered in the affirmative when asked if she gave her "conse~tarily enroll with Indra for natural gas and 
electricity supply." The verification recording makes it dear M-nderstood that she was enrolling in Indra's 
supply service, and that her utilities would continue to deliver energy anCI bill her for services. However, on the 
accompanying sales audio, the customer expresses some hesitation, and it appears that following the verification the 
customer changed her mind about pursuing enrollment. This is perfectly fine - as stated previously, the accounts have 
been processed for cancellation and the customer did not incur any cancellation fees for the decision not to continue 
with Indra supply services. This sales audio was not previously reviewed as part of the random sampling selected for 
internal review by our QA staff, but upon review, we are using this as an example and training opportunity to improve 
the agent's ability to clarify services and assess whether a customer is ready to pursue enrollment with Indra. 

We apologize for any inconvenience or confusion the customer may have experienced. We've added the customer to 
our internal Do Not Call and Do Not Knock lists to ensure the customer does not continue to be solicited by any of 
Indra's marketing partners. 

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

Orpheus Craigue - Asst. Compliance Officer 
1S15 Market Street. Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 
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From: Tara Jones <contactthepuco@puc.state.oh.us> 
Sent: Thursday, January 3, 2019 16:56 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243102 ( ref:_OODtOGzXt._SOOtOEBTDQ:ref] 

Ohio Pul>llo Utrl ru•t 
eomm1l1.sron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243102 
CUSTOMER: 
~CE ADDRESS: 
~illoughby, 01-.--.--.vv--. 

AIQ: Palmco Power OH LLC 
SE MBER: • .!. • 

NIQ 

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

DESCRIPTION OF ISSUE: 

This customer contacted our office regarding a switch of service to 
Palmco. The customer stated that the sales rep did not advise her that her 
service·would be switching to a different company. 
Please investigate. When was the customer contacted by this 
company? Please provide a copy of the sales call, TPV, contract, and any 
other documents mailed to the customer. Was the customer properly 
advised that she was switching to an energy provider? Was the enrollment 
cancelled? If so, what date was it cancelled? 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOEBTDQ:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, January 23, 2019 4:28 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._500tOEgo8j:ref] 

Ohio ru1>11c Utfl rtrn 
Commlssro" 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00248858 
COMPANY: 
CUSTOMER: 
ADDRESS: io 45005 
SERVICE ADDRESS arlisle, Ohio 45005 
AIQ: Palmco Power vn LL\J 

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 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, 

Customer is upset that he continues getting solicitation calls from Indra 
Energy, even after requesting that they discontinue contact. 

Is there a record of Indra or Palmco Energy soliciting customer for energy supply 
service? 
Can you add customer to your do not contact list? 

Thank you. 

Sincerely, 



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

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

ref:_ 00Dt0GzXt._500tOEgo8j :ref 
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William Schaaf 

From: 
Sent: 
To: 
Subject: 

Good Morning William, 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, January 29, 2019 9:47 AM 
William Schaaf 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248858 [ ref:_OODtOGzXt._ 
500t0Ego8j:ref] 

Just confirming that this customer's enrollment has been cance lled, correct? 

Thanks, 

Alfred 

---------- ---Original Message -------------
From: Wi lliam Schaaf [wschaaf@indraenergy.com] 
Sent: 1/25/2019 4:54 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ 
ref:_ OODt0GzXt._ 500tOEgo8j :ref ] 

Hello Alfred and the PUCO, 

Regarding Case# 00248858 

Mr- nrolled his electric account in Indra's service on 114/19, as the result ofa telephone sale. We've attached the 
TP~ing for this enrollment, as well as the confirmation package sent to the customer detailing the terms of service. 
The customer's account is scheduled to begin receiving Indra's supply service on 2/22/19. 

Upon receiving this complaint, Mr. as added to our DNC list to prevent any future solicitation calls from Indra's 
telemarketing partners. We also in ith our telemarketing partners to determine whether or not this customer was 
called recently, but none of our partners indicated that the customer was called after his enrollment. 

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



Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra~ Philadelphia, PA 19102 
'; "It .... 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@pt1c.state.oh.us] 
Sent: Wednesday, January 23, 2019 4:28 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._500t0Ego8j:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00248858 

COMPANY: 

ADDRESS arlisle, Ohio 45005 

arlisle, Ohio 45005 

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, 

Customer is upset that he continues getting solicitation calls from Indra 
Energy, even after requesting that they discontinue contact. 

ls there a record of Indra or Palmco Energy soliciting customer for energy supply 
service? 
Can you add customer to your do not contact list? 
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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._ 500t0Ego8j :ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good Morning Alfred, 

William Schaaf 
Tuesday, January 29, 2019 10:06 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._ 
500t0Ego8j:ref] 

Yes, we received an inbound drop for this customer's account, which effectively rescinded the enrollment. The 
customer's account will not be serviced by Indra. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

·1 nd raL Philadelphia, PA 19102 

ENERGY 

www.IndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, January 29, 2019 9:47 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._500t0Ego8j:ref) 

Good Morning William, 

Just confirming that this customer's enrollment has been cancelled, correct? 

Thanks, 

Alfred 

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 1/25/2019 4:54 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ 
ref:_ 00Dt0GzXt._500t0£go8j:ref] 

Hello Alfred and the PUCO, 



Regarding Case # 0024885 

M nrolled his electric account in Indra's service on 1/4/19, as the result of a telephone sale. We've attached the 
T v recor ing for this enrollment, as well as the confirmation package sent to the customer detailing the terms of service. 
The customer's account is scheduled to begin receiving Indra's supply service on 2/22/19. 

Upon receiving this complaint, Mi- as added to our DNC list to prevent any future solicitation calls from Indra's 
telemarketing partners. We also inquired with our telemarketing partners to determine whether or not this customer was 
called recently, but none of our partners indicated that the customer was called after his enrollment. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra" Philadelphia, PA 19102 

\ i 1(1" 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, January 23, 2019 4:28 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00248858 [ ref:_OODtOGzXt._500t0Ego8j:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00248858 

COMPANY: 

CUSTOME 

ADDRESS: arlisle, Ohio 45005 

SERVICE ADDRESS: arlisle, Ohio 45005 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Customer is upset that he continues getting solicitation calls from Indra 
Energy, even after requesting that they discontinue contact. 

3 



Is there a record of Indra or Palmco Energy soliciting customer for energy supply 
service? 
Can you add customer to your do not contact list? 

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. 
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ref:_ 00DtOGzXt._ 500tOEgo8j :ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Alfred and the PUCO, 

Regarding Case# 00248858 

William Schaaf 
Friday, January 25, 2019 4:54 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._ 
500t0Ego8j:ref] 

- PV.MP3- Confirmation Pack.pdf 

Mr. nrolled his electric account in Indra's service on 1/4/19, as the result of a telephone sale. We've attached the 
TP ng for this enrollment, as well as the confirmation package sent to the customer detailing the terms of 
service. The customer's account is scheduled to begin receiving Indra's supply service on 2/22/19. 

Upon receiving this complaint, Mr. - as added to our DNC list to prevent any future solicitation calls from Indra's 
telemarketing partners. We also inquired with our telemarketing partners to determine whether or not this customer 
was called recently, but none of our partners indicated that the customer was called after his enrollment. 

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

Thank you . 

William Schaaf - Lead Compliance Investigator 
151 S Market Street, Suite 1200 ., nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www. Indra Energy.com 

F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, January 23, 2019 4:28 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248858 [ ref:_OODtOGzXt._500tOEgo8j:ref] 
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lnitial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE JD: 00248858 
COMPANY: 
CUSTOME · 
ADDRESS: hio 45005 
SERVICE ADDRESS: Carlisle, Ohio 45005 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NI 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Customer is upset that he continues getting solicitation calls from Indra 
Energy, even after requesting that they discontinue contact. 

Is there a record of Indra or Palmco Energy soliciting customer for energy supply 
service? 
Can you add customer to your do not contact list? 

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. 
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ref:_ OODtOGzXt._500tOEgo8j :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Andrea Smith < contactth epu co@pu c.state.oh. us> 
Thursday, March 14, 2019 8:33 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00258420 [ ref:_OODtOGzXt._ 
SOOtOFmzOe:ref] 

Follow Up Flag: Follow up 
Flagged Flag Status: 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258420 
CUSTOME 
ADDRESS: Garfield Heights, Ohio 44125 
SERVICE ADDRESS: 
44125 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER 

Garfield Heights, 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: Ms. tates that she signed up with 
the company in September 20· rate has went from $2.60 per 
mcf to $17.36 per mcf. On February 14, 2019, she called and 
cancelled the contract. She was told by Dominion Energy that they 
have not received a cancellation from the company as of yet. 

1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. Did the customer rate go from $2.60 per mcf to $17.36 mcf? 
5. If so, why? 

1 



6. Do you have record of the customer calling on 2/14/19 to cancel 
service? 
7. If so, when did the company notify the utility of the cancellation? 
8. Will this customer be re-rated or given credits? 
9. If so, please provide break down of charges and credits. 
10. Any additional information you could provide would be greatly 
appreciated. 

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

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

ref: OODtOGzXt. 500t0Fmz0e:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Wi 11 ia m Schaaf 
Wednesday, March 20, 2019 5:46 PM 
Andrea Smith 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258420 [ ref:_OODtOGzXt._ 

Attachments: 
SOOtOFmzOe:ref l 

-V.mp3;-Agreement.pdf;-Gas Confirmation Package.pdf; 
l:lectnc <..onfirmat1on f-'ackage.pdf; Indra Postcard.pdf 

Hello Andrea and the PUCO, 

Regarding Case# 0025842 

Ms.-nrolled her gas and electric accounts in Palmco's variable rate plans on 7 /19/18, 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 8/3/18 and 8/21/18, respectively. 

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

Due to an outstanding balance on the customer's electric account, an outbound drop transaction was submitted on 
1/4/19, and the customer's electric utility established a service end date of 1/16/19. No termination fees were issued for 
cancellation. 

On 2/14/19, Ms.ontacted our Customer Service line to cancel her gas account. An outbound drop was 
processed, and ne cusromer's gas account stopped receiving our supply on 3/6/19. No termination fees were issued for 
cancellation. 

The customer's final bill was charged at the rate of $17.3641 per Mcf. 

Ms. ontacted our Customer Service line again on 3/13/19. The customer expressed unhappiness with her gas bill, 
and was a vised that her account would be escalated for further review. Upon review, in the interest of customer 
satisfaction and to provide the customer with the effect of an expedited service end date, we determined that we will 
rerate the customer's final gas bill to the rate we have on file for her gas utility. This results in an adjustment of $243.80 
for the billing cycle of 2/5/19 - 3/6/19, which will be sent to the customer's utility in order to be applied to her account. 
We followed up with M n 3/20/19, and she confirmed her acceptance of this offer. We've included a chart 
below detailing our calculations for this adjustment. 

Begin 
Billed Supply 

Re Rate ReRate ReRate ReRate Amt Due 

Date 
End Date Usage Charge (with 

To: Pre Tax Tax Total Customer 
(ccf) tax) 

2/5/2019 3/6/2019 170 $318.81 $0.4085 $69.45 $5.55 $75.00 $243.80 



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

William Schaaf - Asst. Compliance Officer 

ind rati. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Andrea Smith <contactthepuco@puc.state.oh.us> 

Sent: Thursday, March 14, 2019 8:33 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00258420 [ ref:_OODtOGzXt._SOOtOFmzOe:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00258420 
CUSTOMER: 
ADORES 
SERVICE ADDRESS: 
44125 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

arfield Heights, Ohio 44125 
Garfield Heights, 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: Ms.-tates that she signed up with 
the company in September 2018. Her rate has went from $2.60 per 
mcf to $17.36 per mcf. On February 14t 2019, she called and 
cancelled the contract. She was told by Dominion Energy that they 
have not received a cancellation from the company as of yet. 
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1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 
3. Please provide copy of signed contract , TPV and sales call. 
4. Did the customer rate go from $2.60 per mcf to $17.36 mcf? 
5. If so, why? 
6. Do you have record of the customer calling on 2/14/19 to cancel 
service? 
7. If so, when did the company notify the utility of the cancellation? 
8. Will this customer be re-rated or given credits? 
9. If so, please provide break down of charges and credits. 
10. Any additional information you could provide would be greatly 
appreciated. 

Sincerely, 
Andrea Smith 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
WWW. PUCO .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. 

ref:_ 00 DtOGzXt ._SOOtO FmzOe: ref 
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PAlM~GRCV, PALMco Energy OH, LLC / 
PALMco Power OH, LLC 

8751181
" Avonue Brooklyn, NY 11214 

Telephone: (8771 72&..~862 
custome~enrlce@palmcoenergy.com 

www.p1tmcoenergy.com 

LMco doP.-S l'IOl seu. provicle. or sh.lilr~ your e-rooif inronnation wilh third parlfss 

city: e;D.r.t'.)etl ~~~~: __Qj_ Zip code: 

State: ___ Zip Code: 

··- p~r ~Wh lor lha Iii • l mon'h rC>llrtwcd by a Fl•ed Role ol S _ .. 

. _ .,_ ... p?.r l<\IVh for --·· _ ..... monlhft 

PerkW11 Kw 

PerCc.llMcf V\!\ ::.:<.>------_, 
Unlts 

1. The representative sleled Iha' he/• he was roprosen1in9 PALMeo and was not rrom lhe Eleolric and/or Nal<iral G~• OiS(JilJuijon Company 

2. The teprose1 olsllve explained lhal by sigoiug lhe ANoltmenl klrm I was "'1lerfn9 ii>lo an agre..,l11"1l/conltacl lor PAI.Meo to slJ!Jllly my ele 
~Ml 0< natural 9as 

3. The r.presenlalive explained to me lhe price lof eteclrlci!y and/of natural Q85 undef this contract. 

4. For varloblo 1'1114 cus.!l!!!!.!t~-onl;I( The represenlAlive explained lhat lhe contracl i$ lot ooe nlMlh alld wlll conhnuo on a monlh-lo-mon 
oolil eilho< PALMc:o or I ded<le lo cancel !he conlfect. I can 9Cl;e$S my fvt<Jre variilble pricing information at: htlpsJ/palmcoenergy.ci:>mloh' 
varlablo-rntes. 

5. Fer fixed ralo cu~I'!!!!.!!!!! ~:Tile repre!iOlllOlive e>.plained to me thal lhe conlr3c:I is lor a total term ol __ monlhs &lld it wm be aulomi 
f&nowed al lhe end or my fixed rate. IQ lhe rate lhal Is lhen lrl effect, In eceo<d..ince with my Renewal Nolfoe and Terms and Condittons. 

6. The ~esenta,ve ~xpl8inad my rtghl lo ca~ 

7. The represen\alive left lwo completed righl lo cancel notices wilh me. 

I undersland my eloclrlc: and/Q( nnlural gas utilily(les1 will remain 11upooslbl11 1.,. II 
to respond to eny seMcti calls and eme<gencles. 

2. I und~land llial my LJIMily{ies) wiD ser>d me a slngto 01n covering my 1tlectrlc and/or Mtural gas dsllvary service, and PALMco's supply servlO!t, 
3. I unde lDlld lhal PALMoo does nol uarao100 savln s under lhls rcemenVConlract. 

~Jt~kf~e06~ri WNJ~~e°riliV~·J6'~~~~~~H"ltX8~~i?~~J~.'~l~~:g~giJ',M8 J~~IN~~fil'?1~~~lfir.J ~gir~ 1~~&~~f6~eg~ f.:~ 
RIGHT. 
FURTiiER RIGHT(S) OF RESCISSION: There~ftCI, You, the btJyer. have until Iha seventh day after the l>O$lmark dal& on your enrollment coor.rm&tion nolice. 
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For: 

By: 

By: 



PAlMCti 

Garfield Heights, OH ~4125 

Thank you for choosing PALMco as your energy supplier! 

P ALMcoF.nergy 
8751 18th Avenue 

Brooklyn, NY 11214 

n: PalmcoEncrgy.com 
c: CustomerService<{~PalmcoEnergy.com 

toll th~e: I (X77) 726 5X62 

7/23/2018 

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 Number 
Rate Plan: Introductory Rate or ;>l..bUUUU/Mct tor tne 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.OIIE 18-01.26 





PALMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between PALMco 
Energy OH, LLC ("PALMco Energy" or "PALMco"} and you for 
natural gas supply service and/or PALMco Power OH, LLC 
("PALMco Power or "PALMco") and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PAlMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum} at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as fol lows: (A) Any 
PALMco sales representative with whom you have spoken 
represents PALMco and is not from your utility or affiliated with 
your utility. (B) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) PALMco 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 util ity(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 WRllTEN 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 YO UR 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 
wil l 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 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 natural gas and/or electric 
supply service from PALM co wil I 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 t he 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 ransfe r your PALMco 
Energy contract to your new Service Address(es). You also may 
cancel this Agreement with PALMco Power without penalty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address{es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
electric utility after choosing PALMco, you may not be served 
under the same rates, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
utility. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALMco, you will 
pay an Introductory Price as set forth in your Confirmation 
Letter for the time period set forth in your Confirmation Letter, 
and thereafter, your price for natural gas and/or electric supply 
service will automatically become for the length of this 
Agreement either a Variable or Fixed price as described herein 
and as stated in your Confirmation Letter. 
Natural Gas and/or Electric Fixed Price (when applicable): You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as 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 PALM co performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You w ill pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALM co in its sole discretion 
based on a zonal locational marginal price ("LMP") determined 
on a day ahead or real time basis, any supply and agency 
functions that PALMco performs for you, line loss, compliance 



costs, certain transmission, capacity, ancillary, and 
administrative costs incurred by PALMco, and other prevailing 
market conditions, plus PALMco's costs, expenses and margins. 
Natural Gas and/or Electric Supply Price Disclosures: There is 
no limit on how much the Variable Price of your natural gas 
and/or electric supply service may change from one billing cycle 
to the next and your Variable Price may be higher or lower than 
your utility's standard offer service rate in any given month. 
PALMco does not guarantee savings in any month or for the 
entire length of this Agreement. PALMco's current and historical 
prices are not an indicator of future prices. You can access future 
variable pricing information, updated monthly, by visiting 
PALMco's website at https://palmcoenergy.com/ohio/ohio
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes Imposed on PALMco and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish PALMco an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric util ity charges you for those services. 
No Early Termination Fee. lfyou 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 ren ewal 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 periodica lly 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 ta riff. If you r 
util ity disconnects your service, this Agreement may be 
automatically terminated. In addition, if your payment for 
natural gas and/or electric supply service is not received from 
you on a t imely basis or does not meet any agreed-upon 
payment plan, PALMco may, after 14 calendar days' written 
notice to you, terminate this Agreement and its natural gas 
and/or electric supply service to you. You have the right to 
request from 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 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 
historica l billing data and other information about you 
("Customer Information") from your gas and/or electric 
util ity(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 tha t 
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 uti lity 
information, residential and business customers may contact 
the Publ ic 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 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.plckocc.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 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 
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 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. 
M ISCELLANEOUS. 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 



Generation 
Resource 
Mix-
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betweenthe 
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resources used 
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projected and 
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period compared 
to the regional 
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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 
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1% 
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Coal 
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Air Emissions and Solid Waste 
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Radioactive Waste 
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Regional Average 
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High-Level Radioactive Waste Unknown 
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0.5% 

Biomass 
0.5% 

:::: Actual 

~Projected 

lbs./1,000 kWh 

Low-level Radioactive Wast e Unknown 
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With in-depth analysis, t he environmental characterist ics 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. 





Garfield Heights1 OH 44125 

Thank you for choosing PALMco as your energy supplier! 

l'ALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

n: PalmcoEm:rgy.corn 
e: CustomerService@Paln1coE11crgy.co1n 

toll free: I (877) 726 5862 

7/23/2018 

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 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 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 PALMco1s 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.OHE 18-01.26 





PAlMCU 
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 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 the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account(s). (C) PALMco will not charge you a fee to switch 
to PALMco as your natural gas and/or electric supplier. (D) Your 
utility(ies) wi ll continue to deliver your gas and/or electricity and 
send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and PALMco's charges. (E) 
PALMco does not guarantee savings or promise 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 uti lity 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 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, th is Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in 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 (cl 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 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 natura l gas and/or electric 
utility. 
PR IC, NG. 
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 wil l 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 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 
fu nctions 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 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 appl icable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying PALMco in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by your utility(ies). You will pay 
PALMco's charges for natural gas and/or electric supply service 
based on meter readings and consumption information that 
PALMco receives from your utility ("Billing Quantity''). You will 
receive a single monthly bill from your utility that contains both 
PALMco's charges and your utility's charges. Your payment for 
natural gas and/or electric supply service is due on the date set 
forth on the bill. You shall pay a late payment charge on all 
unpaid amounts (including arrears and late payment charges) 
owing and not received by PALMco by the due date of the bill, 
at a rate of 1.5% per month or the maximum amount permitted 
by law, whichever is lower. You shall also be responsible for 

paying PALMco's reasonable attorneys' fees, costs, and 
expenses incurred by it in collecting any such payment from you. 
If you fail to pay your bill for natural gas and/or electric supply 
service or you fai l to satisfy any agreed upon payment 
arrangement you may have, your utility may disconnect your 
service in accordance with t he 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 avai lable 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 PALM co to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obta in 
historical billing data and other information about you 
("Customer Information" ) from your gas and/or electric 
utility(ies), so t hat PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under t his Agreement if it is unable to obtain the necessary 
Customer Information or it obta ins 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 uti lity 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents 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 
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 
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 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 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% 

Oil 0.5% 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% 

Hydro 
1% 

Biomass 
0.5% 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% 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

:::: Actual ~~ 
~~~~..._:_:_:_..__ _ __., ._~_Pro_Je_cte__,d 

Regional Average 

Type: Quantity: 

High-Level Radioactive Waste Unknown 
Lbs./1.000 kWh 

Low-Level Radioactive Waste Unknown 
fti/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 

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



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Lee Garry < contactthepuco@puc.state.oh.us> 
Thursday, March 7, 2019 12:25 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257255 [ ref:_OODtOGzXt._500tOFNF12:ref) 

Ohio Publ1c Utn l'tJes 
eommJssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257255 
COMPANY: 
CUSTOM 
ADDRESS North Olmsted, Ohio 44070 
SERVICE orth Olmsted, Ohio 44070 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
This customer states the door to door sales rep that visited her home in 
December told her that he was there because she had not responded to 
notices on her LDC bill and if the customer did not agree to the switch then 
the service would get shut off. She contacted local officials who stated the 
city has rules against door to door solicitation. 
********************* 
Please provide all details of enrollment including TPV, and T&Cs. 

Sincerely, 

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



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

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

ref:_ OODtOG zXt. _SOOtOF NF 12: ref 
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Sariah Brinker 

From: Orpheus Craigue 
Sent: Friday, March 08, 2019 11:04 AM 
To: 

Cc: 
Deantoine Nelson; Operations at M.l.C. Marketing Inc. 
Indra Energy Compliance 

Subject: RE: Market ing Complaint - MIC1356 Donta Scott 

Thank you, Deantoine. We'll let you know if we need anything else here. 

Orpheus Craigue - Compl iance Officer 

indra~ 
ENERGY 

www.In d ra Energy.com 

From: Deantoine Nelson 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

Sent: Friday, March 8, 2019 09:13 
To: Orpheus Craigue; Operations at M .l.C. Marketing Inc. 
Cc: Indra Energy Compliance 
Subject : Re: Marketing Complaint - MIC1356 Donta Scott 

Good morning, 

In speaking with Donta about this unfortunately he couldn't even recall the interaction primarily because it's a 
few months back. 

I asked Donta to give me his presentation as if he was at a door then I read him the complaint and the two 
didn't match at all. Donta stated who was was Indra Energy, why he was there (to offer price protection to 
customers that qualify for it via the Customer's Choice program) and what he needed them to do for him to see 
if they qualify for services (grab a recent copy of the bill). 

He never mentioned anything was mandatory or that if the customer didn't enroll with Indra services that 
anything would adversely affect them or their services. 

We are very sorry that the customer wishes to leave and more importantly wanted to complain to officials or 
Indra Energy in any way. 

Lastly, Donta may not have known about the solicitation act because this customer never mentioned or to his 
recollection had anything displayed stating no solicitation so he wouldn't have directly been aware without 
something or someone informing him. 

Kind Regards, 

Deantoine Nelson 
Chief Executive Officer 
M.l.C. Marketing Inc. 
17325 Euclid Avenue Suite 4060 
Cleveland, Ohio 44112 
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216 333-0107 
www.micmarketinqinc.com 

From: Orpheus Craigue <ocraigue@indraenergy.com> 
Sent: Thursday, March 7, 2019 7:22:56 PM 
To: Oeantoine Nelson; Operations at M.l.C. Marketing Inc. 
Cc: Indra Energy Compliance 
Subject: Marketing Complaint - MIC1356 Donta Scott 

Hello TopMic, 

Can you review this complaint and get a response from the agent please? Sale is a few months old, but would like to 
know whether anything the agent pitched could have been interpreted this way by the customer. 

Nunn VIHl~lt:U, VM 

Signed up by Donta Scott MIC1356 on 11/13/18 

From customer's PUCO complaint: 
"This customer states the door to door sales rep that visited her home in December told her that he 
was there because she had not responded to notices on her LDC bill and if the customer did not agree 
to the switch then the service would get shut off. She contacted local officials who stated the city has 
rules against door to door solicitation." 

Orpheus Craigue - Compliance Officer 

r::i =-···--- ----
~ 

w ww.IndraE nergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

This message contains confidential information intended only for the addressee(s) named above. If you are not the named addressee, you should not 
disseminate or copy this e-mail. Please notify the sender immediately by e-mail if you have received this email by mistake, and please delete this e-mail from 
your system. Please note that the views and opinions expressed herein are solely those of the author and do not necessarily reflect those of the company. 
While Antivirus protection tools have been employed, you should check this email and attachments for the presence of viruses. No liability is accepted for 
any consequences arising from this email. 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Lee, 

Orpheus Craigue 
Wednesday, March 13, 2019 6:39 PM 
Lee Garry 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257255 [ ref:_OODtOGzXt._ 
500tOFNF12:ref] 

Signed Contract.p~TPV.mp3;-Confirmation Pack Electric.pdf; 
Confirmation Pack Gas.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00257255; 

We're attaching the signed contract and TPV recording from this customer's enrollment in Indra's variable rate plans on 
11/13/2018. We're also attaching the confirmation packets mailed to the customer following enrollment. Both plans 
carried two-month introductory rates, after which rates would vary month-to-month. 

The customer spoke with us on 3/13/2019 and confirmed her intent to cancel her accounts with Indra. The customer's 
utilities will establish end dates for the customer's accounts. 

We launched an investigation into the allegations raised by this customer upon receiving this complaint, as well as 
forwarded this concern on to the marketing vendor who employs the agent responsible for this enrollment. The sales 
manager indicated that the agent was unable to recall this specific encounter due to the amount of time elapsed, but 
has denied that he conducts himself at the door in the manner described here. We have reviewed the agent's recent 
history, and have not found any similar allegations raised by other customers enrolled by this agent. 

In her conversation with our staff, the customer raised concerns over her recent gas bill. In the interest of satisfying the 
customer's concerns, we are going to rerate the customer's bill, as well as any upcoming gas bills she receives before she 
is returned to her default supply with Dominion. We've detailed our calculations here: 

Billed 
Supply Charge ReRate Re Rate 

Begin Date End Date Usage 
(CCF) 

(with tax) To: Pre Tax 

1/29/19 I 21n119 I 147 I$ 275.67 o.30200 I 44.39 

If you need any further information, please feel free to reach out. Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
ENEKGY 

www.lndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

Re Rate Amt Due 
ReRate Tax 

Total Customer 

3.55 47.95 $ 227.72 



From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Thursday, March 7, 2019 12:25 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257255 [ ref:_OODt0GzXt._500tOFNF12:ref) 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257255 
COMPANY: 
CUSTOM 
ADORES . North Olmsted, Ohio 44070 
SERVICE ADORES 
AlQ: Palmco Energy un LLv 
SERVICE ACCOUNT NUMBER: 
NIQ: 

North Olmsted, Ohio 44070 

***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: 
This customer states the door to door sales rep that visited her home in 
December told her that he was there because she had not responded to 
notices on her LDC bill and if the customer did not agree to the switch then 
the service would get shut off. She contacted local officials who stated the 
city has rules against door to door solicitation. 
********************* 
Please provide all details of enrollment including TPV, and T&Cs. 

Sincerely, 

Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
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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._500tOFNF12:ref 
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11115 M•rt<•I Slr•al. Suite 1~00 
Phlfodalphla, PA 10102 

Customer<:are@lndraEnoroy.com 
Webslto: www.lndraEnorgy,com 

Phono: (888 504·6372 

C., , _ _L _ J.J;;_ J _Pe_rk_W_h --------i 
/ns~11Utllityllame _L_ --·~e!:!!'.'.l!'!~EE.l,O'Y_ Pri;e _ J Units __________ ~ ____ _, 

You w1ll pay tho Introductory Rate $\at•d 111bove for lho nr,t two bllling c.yclu. Thoto.lttor. yon wlll roc~lo/e a vilriilblo r~to fhilt may vory 01onth~to·month. This rate doqs 
no\ lnc1udo utlllt. trans odaUon, dcllvc • or olho-r char os lholt our oloctrlt utlll~y..!!?!Y: lmeoH. For Cull da1a11s aoo tho Ptlcin aDGtlon ln the Torma and Condltfont. 

A~count Holder's Name on atural Gas Account: 

1----_...""-'L..J""'--'-.:::;'-----------lf------/n-s-crl-tn-l-rod;;;;"tury~!~~---==-=-:l~~:cl~~c-iJ ____________ ~ 
You wlU pay the fnlroductory Rite otat.iid above for fhd flrst two bining cyolos. Thereafter, you wlll totc=l"'o .l v;ul0tblo rato that m.t!f vary month·1o·monlh. Thlo rato doos 
not fncludo utJU ·t01ns ortatlon. dollvo , or olhcr c.h3r ns that out natur:>I . a.s u1ifit tna ' Im so. For tull do1011ls sec: tho P1kln section In tho Torma and Condldons . 

1. 

2. 

3. 
4. 

5. 

6. 

1. 

• 
The reptesentalive slaled that he/sM was representing Indra and was nol lrom the Ele<:tric and/ot Natural Gas Olstribwion Company. 

The repte$enlalive explalne<l lhal by signing the enrollment form I wu entering into an a9reemont/con1raet for Indra to supply my electri 
or natural gas. 

lhe <eprenntaUve explalMd to me lhe prietl for eleelnclty and/or oalur.il gas under this con"acl. 
For vart•ble rate cu•tom•rs only: The represenlaUve explained !hat lhe contract Is lo< one month an<! will continue on a monlh-1<>-mo 
unbl c1ihot Indra or I deddo 10 cancel the conlract. I c~n 30C4SS my future variable pricing Information .at: hllps:lilndraenergy.com/o 
variable-rates. 
For 11xod ratll cuslomors onlY: The representative explained to me lhal IM oonlraet Is for a lol.11 term O!~ mOl'l!hs and ll Will beaut 
ronewnd al 1 10 end ol my lnccd fale. to the rate thal Is then In elfocl, In auordance v.1lh my Renewal NOUco and Terms eno Condlllons. 

The repre•enlallve explalnod my rigllt lo cancol. 

1'he lllP<ennla~ve !QI\ 11110 complele<l rlghl to cancel nolloes wllh me. 

1 understand my electric and/or natural gas utility(los) wlll remain responsible for the delivery of eleclriclty and/or nalural gas lo my 

rremise and wm conlinue lo respond lo any service calls and emergencies. 
2. un<lorsland that my ulililyQes) vAll send me a single bill ~vi>rlng my electric and/or natural gas delivery service. and Jndra·s supply 

service. 
3. I undersland that Indra does not guarantee savings under lhis AgreemonVContracl. 
IN1 IAL C ·ING ERIOD: YO , THE BUYER, A A I .A A ION AT A Y TIM PR 0 TO IONIGHT OF THE THIRD IN • A 
~~THE DATE; OF YOU RECEIVE COPIES OF THIS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTION OF THIS 

FURTHER R,!GHT(S) OF RESCISSION: Thorealler. You. tho buyer, hev~ unU1 lhe seventh day aflar lho postmark date on rour enrolln1on1 confirmAllon notice. 
from your oUl!(y. to rescind thi s Aoroemonl without p<>ylng enyllllng. You must ccnt•ct y 
By slg!llng l>elow, you agr~ to lhe tenns and condiUons ol this A91eement, lnGluding th 

By: 

By: 

OH- E 40008766 

Scanned with CamScanner 
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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@IndraEnergy.com 

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

11/15/2018 

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 Cleveland Illuminating. You will receive a confirmation notice from Cleveland 
Illuminating 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 Numb 
Rate Plan: lntroducto irst two billing cycles, and a variab le 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 ble-rates/. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

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

sha ll 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 
ut ility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, 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 shou ld 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 socia l 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 AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES Of 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 

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

V.E.18-10.01 



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

Environmental 
Characteristics-

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

Air Emissions -

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

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

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

Natural 
Gas 

1% 

Wind 
2.5% 

34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 
Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Type: 

Oil0.5% 

Coal 
35% 

Hydro 
1.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Regional Average 

Quantity: 

Unknown 

Actual 

35% 

:::: Actual 

~Projected 

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

Low-level Radioactive Waste Unknown 
ft'/1.000 kWh 

Solar 
0.5% 

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



indra ® 

ENERG Y 

~ I o I • ' 4070 

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@I ndr a Energy.com 

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

11/15/2018 

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

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

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

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

Utility Account Number 
Rate Pian: Introductory Rate of $2.80000/Mcf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://I n d ra Energy. r.om/ oh io I oh io-v aria b le-rates/. 
Cancellation Fees: None. 
Budget Billing: Please contact Dominion East Ohio. 

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 ema il 
us at CustomerCare@lndraEnergy.com. 

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Lea rn how to refe r friends fo r rewards! Visit lndraEnergyRew ards.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 wi ll 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 INORA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENALTY BY 
CONTACTING YOUR GAS UTILITY {ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCI ND 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 afte r 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 wilt 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 
t ransmission, 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 
I owe r than your uti I ity' s stand a rd 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 1888) 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 EARLYTERMINATION 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 wi ll 
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, ENVIRONMENTAL CHARACTERISTICS, & 
RENEWABLE ENERGY INFORMATION. The applicable 
generation resource mix and environmental characteristics of 
the electric supply sold by Indra are available at 
www.lndraEnergy.com. This information is updated 
periodically following the requirements of the Public Utilities 
Commission of Ohio. If you select an electric renewable energy 
product, one hundred percent (100%) of your electricity usage 
will be matched with renewable energy credits (RECs), 
generated from renewable or alternative energy sources in the 
United States which have been qualified as such. 
Bill PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
You will be billed by your utility(ies) at intervals established by 
your utility(ies). You will pay Indra's charges for natural gas 
and/or electric supply service based on meter readings and 
consumption information that Indra receives from your util ity 
("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 automat ically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a t imely basis or does not meet any 
agreed-upon payment plan, 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 COMM UNICATION. Unless ot herwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for not ifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices t ransmitted 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, 
ut ility act ion, storm, hurricane, flood, explosion, shortage or 
unavailability of t ransmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability t o pay any 
amount owing under this Agreement. 
LIM ITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITTED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTH ER 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 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 INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEM ENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and th e orders, rules, 
and regulations of governmental agencies having jurisdict ion 
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 CONF LI CTS OF LAW. 
AGREEMENT DETAILS. Our full, legal name is Palmco Power 
OH, LLC dba Indra Energy for electric supply service and Palmco 
Energy OH, LLC dba Indra Energy for natural gas supply service, 
but we have used "we", "us", "our'' or "Indra Energy" to refer 
to ourselves for the purposes of this Agreement. We use "you" 
or "your" to refer to you, the customer. 
MISCELLANEOUS. Indra assumes no responsibili t y or li abilit y 
for the follow ing items that are the responsibility of the 
utility (ies): operation and maintenance of the utility's 
natural gas and/o r electrica l system, any interruption of 
service, termination of service, and deteriorat ion of t he 
uti lity's service. This Agreement is the entire understanding 
between you and Indra with respect t o the subject matter 
hereof and there are no promises, covenants, or undert akings 
other than those expressly set forth in this Agreement. Indra 
will not make a material change to the terms of this Agreement 
without first obt aining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, Indra wishes lower t he price (per ccf or mcf or 
ki lowatt-hour as applicable) charged under this Agreement and 
no other terms and conditions are changed. You may not assign 
this Agreement without Indra's prior written consent. Indra 
may sell, transfer, pledge, or assign the accounts, revenues, or 
proceeds hereof, in connection with any financial agreement 
and may assign this Agreement to another energy supplier, 
energy services company or other entity in accordance with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.18-10.01 



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

Environ mental 
Characteristics-

A description of 
t he characteristics 
associated w ith 
each possible 
generation 
resource. 

Air Emissions -

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

Radioactive 
Waste-

Radioact ive waste 
associated with the 
product. 

Environmental Disclosure Information -Quarterly Comparisons 
Indra Energy 

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

Natural 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Projected 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Hydro 
1.5% 

Oil 0.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Ai r 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% 

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

::::Actual ~1T 
~~~~~=-~-=--~- ~~-Pro_jec_te~d 

Regional Average 

Type: Quantity: 

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

low-Level Radioactive Waste Unknown 
Ft'/1.000 kWh 

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



nitial Submission of a Consumer Complaint 
Provider of Natural Gas or Electric Supply 
Please Respond Within 3 Business Days 

CASE ID: 00507148 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
43008 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBE 

~~~Note to supp11er: 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 
0.A.C. 4901: 1-29-06(D)(6)(b)(v) or O.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

This customer has contacted the PUCO regarding their enrollment with 
your company. The sales representative, Jason, told the customer that the 
rate would become variable but he would still save money every month. 
The rates charged were higher than the PTC so the customer did not save 
money as he was mislead to believe. Since this is why he agreed to enroll, 
please rerate the charges to the PTC from AEP for all months billed by 
lndra/Palmco. When did the customer call to cancel? When is the last 
billing date? 

Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 
2. If the enrollment was for a fixed, variable, or variable with an 

introductory rate product. 
3. What was the customer billed per CCF/MCF/kWh for all service 

periods during which the customer was enrolled? 
4. The date the enrollment was forwarded to the distribution utility and 

the service effective date provided by the distribution utility. 
5. Has a request to cancel or drop the enrollment been received? If so, 

please provide the service end date provided by the distribution 
utility. 

6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 



1. The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4 . The signed Acknowledgement form. 
5. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

Sincerely, 
Lee Garry 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
This message and any response to it may const itute a publ ic record and 
thus may be publ icly available to anyone who requests it. 

ref:_OODtOGzXt._SOOtOJlDGs: ref 

3 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good morn ing. 

Indra Energy Compliance 
Tuesday, June 04, 2019 11 :57 AM 
'Lee Garry' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507148 [ ref:_OODtOGzXt._ 

1 DGs:ref] 
TPV.mp~greement.pdf; Enrollment Confirmation Electric.pdf 

The customer's electric account was enrolled on September 26, 2018, via a door-to-door sale, into our variable 
rate plan at an introductory rate of $0.05200 per kWh for the first two billing cycles, then a variable rate 
thereafter. Attached is the enrollment agreement executed by the customer's tenant and son, Mr.
the Third-Party Verification voluntarily conducted by the tenant acknowledging the terms of the enrollment, 
and the enrollment confirmation packet, inclusive of the terms and conditions of service, sent to Mr._ 

- the account holder, for his electric account, that states: 

"Variable Price may be higher or lower than your utility's standard offer service rate in any given month." 

The enrollment was submitted to the customer's utility company on October l, 2018, with a service start date 
received from the utility for October 16, 2018, for the electric account. On February 26, 2019, the company 
received a cancellation request from the utility for the electric account with a service end date of March 21, 
2019. There is no early termination fee assessed to the customer's electric account. 

Below are the rates assessed to the customer's energy account by billing cycle: 

ELECTRIC ACCOUNT 

Begin Read End Read Billed Unit Price 

Date Date Usage (kWh) 

2/18/2019 3/21/2019 2,957 $ 0.17350 
1/21/2019 2/18/2019 2,347 $ 0.20610 

12/18/2018 1/21/2019 4,445 $ 0.22211 
11/19/2018 12/18/2018 2,615 $ 0.05200 
10/16/2018 11/ 19/2018 2,307 $ 0.05200 

Additionally, on May 24 and 31, 2019, as a good-will gesture, the customer's electric account was credited a 
total of $1,041.47. 

Regards, 

Compliance 

indra~ 
ENF~GY 

1515 Market Street Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 

l 



From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, May 28, 2019 9:17 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507148 [ ref:_OODt0GzXt._500tOJ10Gs:ref) 

Ohio Public Utilities 
Commission 

nitial Submission of a Consumer Complaint 
Provider of Natural Gas or Electric Supply 
Please Respond Within 3 Business Days 

CASE ID: 00507148 
COMPANY: 
CUSTOM 
ADORES 
SERVICE ADDRESS 
43008 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 

43008 
, Buckeye Lake, Ohio 

~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(0)(6)(b)(v) or O.A.C. 4901 :1-21-06(0)(1 )(h)(v)**" 

DESCRIPTION OF ISSUE: 

This customer has contacted the PUCO regarding their enrollment with 
your company. The sales representative, Jason, told the customer that the 
rate would become variable but he would still save money every month. 
The rates charged were higher than the PTC so the customer did not save 
money as he was mislead to believe. Since this is why he agreed to enroll, 
please rerate the charges to the PTC from AEP for all months billed by 
lndra/Palmco. When did the customer call to cancel? When is the last 
billing date? 

Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 
2. If the enrollment was for a fixed, variable, or variable with an 

introductory rate product. 

2 



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

4. The date the enrollment was foiwarded to the distribution utility and 
the service effective date provided by the distribution utility. 

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

6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 

1. The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4. The signed Acknowledgement form. 
5. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

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

ref:_OODtOGzXt._SOOtOJlDGs:ref 
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----- --
PALMco Energy OH, LLC / 
PALMco Power OH, LlC 

8751 18'' Avonue Brooklyn, NY 11214 
Telephone: (&77) 726-5862 

cuatomersar111ce@palmcoer>ergy.com 
www.pafmcoet1orgy.com 

loili;ll RatP. of $ ___ . 11er kVVl1 for lhe firsl month lollow~d by « Fi,u<i Rme of$ ....•.. 

Nnme 

ttb<>Ve for lhe ftrst two t>llUng <;ycles. Thsre3fteor, yoo w:tl re<ehte a ..,~,i~blo r~t~ th•t may v~ry IY'IOl\UH.o·rnon'(h, Tf\fs rate dOCC 
1--'=====:L..:=======""'--=o._r ""0101>,-"or'-c"'h'-'•""ru"'o~•~l~h•~t~y~o~u~r ~·•~C>C_trfa tttllity mA 1111 oGO. For full do\nft• HO lha Prfdn ~oclloo ln th'1 Ttrm!l and Condition• 

Ar.count Holder's Name on Natural Gas Account: 

Natural Gas utility Account Number: DDDDDDDDDDDnDDDDC1DDDDD 

Initial Rnto of s ____ µar Ccf/Mcffor lhe iir!::l mofllh folJow,;<.t l>y 11 f-ixm:J Ht1it:: or S __ f .. R~1 C~f.'~·1d ror the ren1ainin9 

~ . . 
'1er Cct I Mel 

Uulls 

The rcpr~~entative stared lha1 he/~hf::l was representing PALMco (tnd was oot ffoni lhe Elec(Tit rinr!''JI Na1ura1 Gas Disl,jtlulion Compa 

Tll~ mpres€1r1tafore cxplainect lhat by signing lhe enrolbnen1 Corm I wa& entering mto ~n ayrr._:.menucori11~1ct 101 PAlM..;G 10 s11pnly 111y 
w1d/ or na.lural gas 

l . Tht> repmsentative ~;c:pteined to me lhe price for eleclricity and/or natural 9A~ oncJe1 this c.;nntrn(..'l 

4 For variublo rnto ous1omar:a only: The 1epresentative explained that th~ coolrnct is for O!H·: month and wlll con>fnu~ 011 a tf1on1h .. fn·mo 
lmtil i::t\har PALMco or I (10cide ro ctt11cet the oontract. I can ac~ss my lu1ure vari'1b•c pric;ns1 inforr11;:,~if1t1 at. htlps:J/rmlfl~ounoruy.C\)m/ 
"'a1lt1ble-:mlos. 

[) For fJl!ed rnlG-:customers only: The rttpr .. !ientalive explained to me th al thP. conlracl b for u 'l'lal t1•:-· ... or __ .nr,nlhl'I nod II wYl tic oul 
renewed al the eod ol my ~xed rate. lo the ri•le lhat ls lhen In effer.I. in ae<:o1tJance wilh my Ronewul NolicP. Mfl Ternit. aruJ Condilio11 

f.i Th~ repros:eotatlve! expl~ined my righl to cencef 

rh~~ rep1·~~~'datlve 161t t'w'o compteted r;ghl to cancel noltces wi1h roe, 

8 . The rcpre:sent.atlvu disclosfld lh11t oo early tenniuaOon liabilily fee would apply. ii I cancer 'h~ oon1r~ct 

l!lOr"l\h~ 

1. I underslund my e!o<ltnc ancl/or nalural gas ulilllyQes) wm remain responsible 101 Ille den11P.1y or olectrlchy and/or naluml o•s ~· my r.remiso an~ wi!I oonllnu· 
to respond lo ~ny serviCff c;lH$ aOO emerge.nr.ir:;:s.~ 
I u11de1"slurn.J lhttt my ulilily(iFtS) wlll send me a slngltl hlU covering my electric and/or uatur~I gas d~liw~ry r.1~rvi:;e4 nnd PJ\LMr;o'r, &1.1pply ~~uvict+. 
I ulllJOl51and l.hal PAI.Meo does not unran1ee savln s under lhls A rcemenl/Contr3Cl. 

~p~~ ~~~05)tlg, W,F :~1?e°dlaeM·J~ti:J16~~H~:x~~~~~J~~J~~~~g~\?0NtJ~t'J Ji!'ftr~~~r~~1~W~~~tl" ?U~t ~~tfi''4~~f61;~c(~? .p,~~ 
ffiG~~ . 
FURHllR RIGHT(S) OF RESCISSION: Thi>roefter, You, the buyer have unlll lho sevenll> da eOor lhe O<im·' I· " -' '" nolico. 
tm111 yo11r utllil)•. lo rescind lhis Agro w\1ho111 paying anything. You m"sl con111e1 Y'" 
l'iy si9nfn9 b«low. you agree e 1orms and oondil · tllis Agreemenl. inr,ucting 1he 

Fo~ By: 

By: By: 

By: Date: 



PALIVICO 

Buckeye Lake, OH 43008 

Thank you for choosing PALMco as your energy supplier! 

I' ALMcol:ilcfJ:l.}' 
8?5 1 18th A \'.t' O\IC 

Fln)<~klyn, NY 112 14 

I\: l'al1ucot.::11crgy.cnm 
c: (:u~to1ncrS.:.rvicc{{ii,l'almco[ncrgy.co1n 

loll rrc·t·: I (877) 726 5~62 

9/28/2018 

This letter is confirming your selection of PALM co as your electricity supplier and this pa ckage contains a copy of 
t he Terms and Conditions of your service w ith PALMco. 

We are currently processing your enrollment 
Your enrollment w ill be sent to AEP. You wil l 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 PAL Meo: 

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 R t two billing cycles, and a variable rate .. . . . . . . . . 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https :/I palm co energy .com/ oh io/ oh io-va ria ble-rates/. 

Cancellation Fees: None. 

Budget Billing: Activated. Your monthly budget installment amount will be evaluated on a quarterly 
basis. 

Your feedback is important to us! 
You may receive a phone ca ll 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@polmcoenergv. com. 

Thank you again for choosing us as your energy supplier I 

Sincerely, 

PALMco Customer Service 

PS. Learn how to refer friends for discounts! Visit palmcoenergy.com/rewards 
V.OHE l !S-01.26 
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PAlMt 0 
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 list ed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PAL.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 Agreernent. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales repre.sentative 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 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 natu ral gas and/or electric supplier. (D) Your 
utility(ies) wi ll continue to deliver your gas and/or electricity and 
send you your natural gas ~nd/or electricity bills, which wi ll 
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). (Fl Your incumbent gas and/ or electric utility 
may cha rge 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 ut ility arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRIHEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELF.CTRIC 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 ANO YOUR NATURAL GAS ENROLLMENT WITH 
PALMCO WI THOUT PENALTY BY CONTACTING YOUR GAS 
UTILITY (ORALLY OR IN WRITING). FOR ELECTRIC SUPPLY 
SERVICE, YOU HAVE 7 DAYS FROM THE DATE OF THE POSTMARK 
OF THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
AGREEMENT AND YOUR ELECTRIC ENROLLMENT WITH PALMCO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your loca l utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement w ill continue for the period of time set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es}. You may terminate 
this Agreement at any t ime by (a) calling PALMco at (877) 726-
5862; (b) 5ending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@Palmco£nergy.com. Upon term ination as 
provided in this Agreement, you will be returned to your utility's 
standard se rvice or you rnay choose another supplier. In any 
case in which your natura l gas and/or electric supply service 
with PALMco is term inated as provided in this Agreement, you 
will remain obligated to pay for the natura l gas and/or electric 
supply service provided by PALM co prior to the effective date of 
the termination. The effect ive date of termination will be 
determined by your utility. Your nat ural gas and/or electric 
supply se rvice from PALMco will terminate automatically 
without penalty to you if any of t he following occurs: (a) your 
Service Address(es) is not served or no longer served by your 
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 thls 
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 
ca ncel this Agreernent 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 cance llation sha ll apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by t his 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 automatica lly 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 fixP.d term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALM co will send you a notice with your 
cont ract re newal and pricing opt ions. 
Natural Gas Variable Price (when applicable) : You will pay a 
Variable Price for natural gas supply service that may va ry frorn 
month to month as determined by PALM co in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALl\llco perfo rms for you, and 
other prevailing market conditions.. plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as determined by PALM co in its sole discretion 
ba sed on a zonal locational marginal price ("LMP") determined 
on a day ahead or rea l time basis, any supply and agency 
functions that PALMco performs for you. line loss, compliance 



costs, certain transm1ss1011, capdcity, ancillary, and 
administrative costs incurred by PALIV1co, and other prevailing 
market conditions, plus PALMcds 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:/ /palmcoerwrgy.com/ohio/ohio
variable-rates/ or by calling (877) 726-5862. 
Other Charges: You are also responsible for paying and 
reimbursing PALMco fur 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 PALl\i1co and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you rnust 
furnish PALIVico an exemption certificate before service 
commences. This Agreernel)t 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 fo1tll 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 environrnental 
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 inte1vals established by your utility(ies). You will pov 
PAL.Mco's chargP.s 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 
PAl.Mco's charges and your utility's charges. Your payment for 
natlJral 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 p<:iyment 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 
expf'nses incurred by it in collecting any such poyment 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' writtE>n 
notice to you, terminate this Agreement and its natural gas 
and/or electric supply se1\lice to you. You have the right to 
request from PALIVlco, 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 PAUVlco 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'') frorn 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 lt 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 
~ERVIC~ Contact PALMco tit 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@Palmcotnergy.com, if you have any 
questions or complaints about vour service under this 
Agreement. If your complaint is not resolved dher 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 
1-800-686-78L'.6 (toll free) from 8 a.rn. to S 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 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 iftransmitted 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, 
PUl\IJTIVE, 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 SHAU 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 ST ATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC ANO/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALl\llCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUI 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 RELArlNG TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liability for the following items that are the responsibility of 
the utility(les): 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 Agreernent 
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 





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

Projected Actual 
Natural 

Gas 
26% 

Hydro 
1% 

Wind 
2.5% 

Nuclear 
34.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 
Oil Power 

Other Sources 

Solar Power 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Biomass 
0.5% 

Natural G 
27.5% 

Hydro 

1% 

Wind 
3.5% 

Oil0.5% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 
Air Emissions and Solid Waste 

Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

Carbon dioxide 
;:;:;:;:::::::;:;:;:;):;:::::::;:::::::::::::::l:::::::;:;:;:;:;:;:;:;:::\:;:::;:::::::::;:;:;::d:::;:;:;:;:;:;:;:;: 

~~I-~ 
.:~~~,-I~ 

Nitrogen oxides 

Sulfur Dioxide 

Regiona I Average 

Type: Quantity: 

High-level Radioactive Waste Unknown 

Other 

Coal 

:::: Actual 

Biomass 
0.5% 

~Projected 

Lbs./1,000 kWh 

tow-Level Radioactive Waste Unknown 
Ft3/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 information, contact PALMco Power OH, LlC at www.palmcoenergy.com or by phone at (877) 726-5862. 



Cheryl Smith 

From: 
Sent: 
To: 
Cc: 

Indra Energy Compliance 
Tuesday, June 04, 2019 5:38 PM 
'Lee Garry' 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507148 [ ref:_OODtOGzXt._ 
500tOJ 1 DGs:ref ] 

Good afternoon. 

Pursuant to your email correspondence, a final credit in the amount of $387.23 will be issued to this customer 
for the total difference in rates between what we charged and what the customer would have paid with the 
utility company during the tenure of his energy account with our company. Please note, the calculations 
provided by PUCO does not reconcile with the rates charged by Indra. The amount that PUCO calculated was 
$67.91 above what the company charged. Following a secondary review, the adjusted re-rate using the Indra 
rate of $0.05530 is outlined below. 

Company Utility Utility 
Credit to 

Begin Date End Date Usage Supply Rate Supply 
Customer 

Charge {kWh) Charge 

2/18/2019 3/21/2019 2,957 $513.05 $0.05530 $163.52 $ 349.53 
1/21/2019 2/18/2019 2,347 $483.72 $0.05530 $129.79 $ 353.93 

12/18/2018 1/21/2019 4,445 $987.30 $0.05530 $245.81 $ 741.49 
11/19/2018 12/18/2018 2,615 $135.98 $0.05530 $144.61 $ (8.63) 

10/16/2018 11/19/2018 2,307 $119.96 $0.05530 $127.58 $ (7.62) 

Difference: $1,428.70 
Creditl: ($741.47) 

Credit2: ($300.00) 

Credit3: ($387.23) 

The credit will be sent directly to the customer's utility company within the next four to six weeks. 

Regards, 

Compliance 

indra\. 
1515 Market Street. Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
FNFRGY 

F: 718.851.2427 
www.IndraEnergy.com 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, June 4, 2019 12:56 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507148 [ ref:_OODt0GzXt._500tOJ1DGs:ref] 

1 



Ohio Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00 
CUSTOM 
ADORES 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER 

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

DESCRIPTION OF ISSUE: 
You charged the customer a total of $1,496.61 above the EDU $0.05/kwh 
rate. You issued a good will credit of $1,041.47 leaving a balance of 
$455.14 still due to be adjusted. 
********************* 

Please update PUCO when additional adjustment is made. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOJ1DGs:ref 
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Cheryl Smith 

From: 
Sent: 
To: 
Subject: 

Lee Garry <contactthepuco@puc.state.oh.us> 
Tuesday, May 28, 2019 9:17 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507148 [ ref:_OODtoGzXt._ 
500tOJ1 DGs:ref] 

Ohio Public Utilities 
Commission 

nitial Submission of a Consumer Complaint 
Provider of Natural Gas or Electric Supply 
Please Respond Within 3 Business Days 

43008 
Buckeye Lake, Ohio 

o o supp 1er: 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 
0.A.C. 4901 :1-29-06(D}(6)(b)(v) or 0.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

This customer has contacted the PUCO regarding their enrollment with 
your company. The sales representative, Jason, told the customer that the 
rate would become variable but he would still save money every month. 
The rates charged were higher than the PTC so the customer did not save 
money as he was mislead to believe. Since this is why he agreed to enroll, 
please rerate the charges to the PTC from AEP for all months billed by 
lndra/Palmco. When did the customer call to cancel? When is the last 
billing date? 

Please review the account and advise: 

1. When, how, and by whom the enrollment was completed? 

1 



2. If the enrollment was for a fixed, variable, or variable with an 
introductory rate product. 

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

4. The date the enrollment was forwarded to the distribution utility and 
the service effective date provided by the distribution utility. 

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

6. Are there any early termination fees associated with this 
enrollment? If so, will the fees be waived and if not, why? 

Please also provide copies of all enrollment materials to include (as 
applicable): 

1 . The sales script and/or sales call used to market this 
customer. 

2. The signed agreement for service. 
3. The Terms and Conditions of Service. 
4. The signed Acknowledgement form. 
s. The Welcome Letter mailed to the customer. 
6. The Third Party Verification recording for this enrollment. 
7. The contract expiration notices mailed to the customer. 

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

ref:_OODtOGzXt._500tOJ 1 DGs:ref 

2 



indra._ 
l:NE~GY 

www. Indra Energy.com 

From: Bellkys Castillo 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Sent: Tuesday, June 4, 2019 10:44 AM 
To: Jacqueline Maldonado 
Cc: Keenia Joseph 

Subject: PUCO - Electric A 

Good morning. 

Please kindly provide the calculations for this customer. Attached is the charges from P2C. Also, this customer was 
credited $300 and $741.47; total of $1,041.47. 

Thank you. 

Bellkys Castillo - Compliance Supervisor 

indra 
ENERGY 

www.IndraEnergy.co m 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

2 
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Cheryl Smith 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Good morning. 

Indra Energy Compliance 
Wednesday, May 29, 2019 9:29 AM 
'Lee Garry' 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00507148 [ ref:_OODtOGzXt._ 

1 DGs:ref] 
TPV.mp3 

Pursuant to the above-captioned complaint, attached is the TPV conducted for the enrollment of the customer's electric 
account. 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 

ENER<iY 
F: 718.851.2427 

www.lndraEnergy.com 

From: Lee Garry <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, May 28, 2019 9:17 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00507148 [ ref:_OOOt0GzXt._500t0JlDGs:ref] 

Ohio Public Utilities 
Commission 

1 



Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Andrea Smith <contactthepuco@puc.state.oh.us> 

Friday, December 21, 2018 9:42 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243159 ( ref:_OODtOGzXt._SOOtOEBVUq:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
45383 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER 
NI 

, Ohio 45383 
est Milton, 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: Mr. we permission for Ms-
to call about his account. Ms. tates that in August or 
September she received a phone call from Palmco. She was advised 
she could get a cheaper rate. The rate would be 6.0 but she is now 
paying 15.0 t~lier portion of the bill went from $79.00 to 
$549.82. Ms.-called the company and was advised she signed 
up for a variable rate and she states that she was not told about a 
variable rate but that the rate would be cheaper. She would like to 
know why the representative mislead her? 

1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. Do you have record of customer calling about the rates? 
5. If so, when and what was explained to the customer? 

1 



[~J 

6. Any additional information you could provide would be greatly 
appreciated. 

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

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

ref:_OODt0GzXt._500tOEBVUq:ref 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Andrea Smith <contactthepuco@puc.state.oh.us> 
Wednesday, January 23, 2019 10:04 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243159 [ ref:_OODtOG.zXt._SOOtOEBVUq:ref] 

Ohio 

CASE ID: 002 
CUSTOME • 
ADDRESS: 

Publlc Utnrtf.•s 
Commls.sron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

SERVICE ADDRESS: 
45383 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIC 

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

DESCRIPTION OF ISSUE: Thanks for the previous 
response. However, I have a few issues with the sales call. The 
representative tells the customer she can lower her rate to 5.3 cents 
per kWh but does not mention anything about a variable rate until the 
end of the call. The representative tells the customer her bills will not 
increase with Palcmo. When the customer voices her concern about 
being charged for cancelling with her current supplier, Titan, the 
representative states that customers always have the option to take 
the better rate and it will not take her out of the program? What 
program, the Choice program? The representative also states she 
does not believe that Titan has fee? The representative does not 
know the contract terms the customer agreed to with Titan, so why 
would she state this? She also states that no supplier can put a Cost 
Recovery Rate on the bill? What is this supposed to mean? What 
does this have to do with cancellation issues? Why does the 
representative tell the customer she always has the right to choose 
the better rate? Is the representative or company aware of the exact 
contract terms a customer has agreed to with their current supplier if 
they have one? I am confused as to why the representative did not 
states that she is offering a variable at the beginning of the call, and 



why she would tell the customer that there are not fees with if she 
cancels with current supplier? Why did the representative tell the 
customer that during the TPV they will mention , Not a guaranteed 
savings and this is because the company does not know her usage 
habits? With a variable rate the rate changes and can be higher or 
lower than price to compare, why was this not explained? Please 
explain. Thank you. 

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

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

ref:_OODtOGzXt._SOOtOEBVUq:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Categories: 

Orpheus Craigue 
Friday, January 25, 2019 5:32 PM 
Andrea Smith 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00243159 [ ref:_OODtOGzXt._SOOtOEBVUq:ref 
] 

PUCO Complaint 

Hello Andrea and the PUCO, 

Regarding Case ID 00243159; 

We agree with you that this call had issues, and that the agent handled some items poorly. As a result and in the 
interest of providing the customer a good experience, we rerated the account. We also launched an audit of the agent 
in question. Our Quality Assurance process reviews a percentage of each sales agent's production at random. This 
enrollment was not selected as part of this random review, and unfortunately, these issues were not picked up on at the 
time of enrollment. This agent has not solicited on our behalf for some time, but we are in the process of going back to 
review sales submissions not previously reviewed as part of our Qualit y Assurance processes to ensure that the issues 
presented here w ere not present elsewhere. 

We do make efforts to have a positive enrollment and overall experience for all consumers, and also take measures to 
fully disclose product information to customers. We make our variable rate hi.story available on our website 
(indraenergy.com/ohio/ohio-variable-rates/) and provide the URL to customers in their confirmation documentation, 
and also post our monthly variable rate on the Ohio Apples to Apples website. We also train agents not to make any 
suggestions or speculations as to whether a potential customer has an ETF with an existing supplier. Ms- verall 
experience was not up to our quality standards, and as a result, we gave a refund to make it as though she never 
received our service. 

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

•1 nd ra.. Philadelphia. PA 19102 
P: 888.504.6372 

ENERGY 

www.IndraEnergy.com 

F: 718.851 .2427 # 

From: Andrea Smith <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, January 23, 2019 10:04 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243159 [ ref:_OODtOGzXt._SOOtOEBVUq:ref ] 



Ohio Pub-lie Utll Ffl•' 
eomm•1sron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
45383 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER 
NI 

, Ohio 45383 
est Milton, Ohio 

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

DESCRIPTION OF ISSUE: Thanks for the previous 
response. However, I have a few issues with the sales call. The 
representative tells the customer she can lower her rate to 5.3 cents 
per kWh but does not mention anything about a variable rate until the 
end of the can. The representative tells the customer her bills will not 
increase with Palcmo. When the customer voices her concern about 
being charged for cancelling with her current supplier, Titan, the 
representative states that customers always have the option to take 
the better rate and it will not take her out of the program? What 
program, the Choice program? The representative also states she 
does not believe that Titan has fee? The representative does not 
know the contract terms the customer agreed to with Titan, so why 
would she state this? She also states that no supplier can put a Cost 
Recovery Rate on the bill? What is this supposed to mean? What 
does this have to do with cancellation issues? Why does the 
representative tell the customer she always has the right to choose 
the better rate? Is the representative or company aware of the exact 
contract terms a customer has agreed to with their current supplier if 
they have one? I am confused as to why the representative did not 
states that she is offering a variable at the beginning of the call, and 
why she would tell the customer that there are not fees with if she 
cancels with current supplier? Why did the representative tell the 
customer that during the TPV they will mention, Not a guaranteed 
savings and this is because the company does not know her usage 
habits? With a variable rate the rate changes and can be higher or 
lower than price to compare, why was this not explained? Please 
explain. Thank you. 

2 



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

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

ref:_OODtOGzXt._SOOtOEBVUq:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Wednesday, December 26, 2018 7:40 PM 
Andrea Smith 

Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243159 [ ref:_OODtOGzXt._SOOtOEBVUq:ref 

Attachments: TPV.MP3; onfirmation Packet.pdf; Sales Call.mp3 

Categories: PUCO Complaint 

Hello Andrea and the PUCO, 

Regarding Case ID 00243159; 

Ms. completed the attached TPV recording on 8/6/2018, authorizing the enrollment of this electric account in 
Pal rvice. We've also attached the confirmation packet detailing the terms of enrollment which was mailed 
following the customer's enrollment. Additionally, we've attached the sales audio as requested by the PUCO. 

Of note: Beginning October 2018, Palmco began conducting business under its trade name "Indra Energy". 

M reached out to our Custom~ line on 12/17 /2018 and expressed dissatisfaction with Indra's supply 
se . her request, we advised Ms~e would drop the account. We also reviewed the customer's account; 
the customer was dissatisfied with the service sne received from Indra, and in the interest of adequately resolving her 
concerns and providing an excellent customer experience, we made the determination to provide a goodwill rerate of 
the customer's DP&l account for the life Indra's supply. This refund of the difference between Indra charges and what 
the incumbent utility would have charged will provide the customer with the financial effect of having never received 
Indra's supply service. The adjustment amounts to $338.17 for the billing period of 9/12/18 -12/10/18, which will be 
sent to the electric utilit~ also adjust the customer's final bill when we receive the final invoice. No termination 
fees were issued for Ms.-ecision to opt out of Indra's supply, and DP&L established a service end date of 

1/11/2019. 

At the time she enrolled in our service, Ms.-greed to receive a variabl.roduct with no guarantee of 
savings. During the verification she conductea to commence enrollment, Ms. cknowledged her understanding 
that our variable rate "may be higher or lower than the utility's price· · en month," and that "there are no 
guaranteed savings." We provided service according to the terms Ms greed to, but as a result of her 
dissatisfaction, we provided refund as a measure of goodwill. 

If you need anything further, please feel free to reach out. Thank you. 

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

•
1 
nd ra~ Philadelphia, PA 19102 

P: 888.504.6372 
ENERGY 

www.lndraEnergy.com 

F: 718.851.2427# 



From: Andrea Smith <contactthepuco@puc.state.oh.us> 
Sent: Friday, December 21, 2018 09:42 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE I#: 00243159 [ ref:_OODtOGzXt._SOOtOEBVUq:ref] 

Ohio P'ul>llo Utrl f ties 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
45383 
AIQ: Palmco Power OH LLC 
SE NUMBE 
NIC 

est Milton, Ohio 45383 
West Milton, 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: gave permission for Ms o 
call about his account. Ms. states that in August or er 
she received a phone call from Palmco. She was advised she could 
get a cheaper rate. The rate would be 6.0 but she is now paying 15.0 
the supplier portion of the bill went from $79.00 to $549.82. Ms
called the company and was advised she signed up for a variable rate 
and she states that she was not told about a variable rate but that the 
rate would be cheaper. She would like to know why the representative 
mislead her? 

1. Do you have record of customer? 
2. If so, when and how was the customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. Do you have record of customer calling about the rates? 
5. If so, when and what was explained to the customer? 
6. Any additional information you could provide would be greatly 
appreciated. 

Sincerely, 
Andrea Smith 
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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._SOOtOEBVUq:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Dari ta Patterson <contactthepuco@puc.state.oh.us > 

Tuesday, February 5, 2019 1:44 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248905 [ ref:_OODtOGzXt _SOOtOEgp3S:ref] 

Ohio PutJ.llc Utrl itfN 
Comml$.Slon 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 
Please Respond Within 3 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: 1-21 ~06(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 

Customer was offered 0.59 ccf for 12 months by Indra. Customer's 
contract was fulfilled and he went to a variable rate of. 0.79430 in Dec. 
Customer then signed a plan of .39 and customer never got this rate . 
Customer called Indra and they gave her the .39 rate from Dec to Jan 
billing cycle but her bill did not reflect this. 

-Please confirm new fixed rate contract and provide contract terms and 
conditions. 
-Please provide resolution including credit to correct the rate. 
-Please provide any additional information which may be useful. 



Sincerely, 

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

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

ref:_OODt0GzXt._500t0Egp3S:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Darita and the PUCO, 

Regarding Case# 0024890! 

William Schaaf 
Monday, February 11, 2019 5:21 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00248905 [ ref:_OODtOGzXt._ 

Ms.-initially enrolled her gas and electric accounts in Palmco's service on 5/3/17, as the result of a door-to-door 
sale. We've attached the signed agreement and TPV recording for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Palmco began servicing the customer's gas and electric accounts on 
5/16/17 and 6/2/17, respectively. 

On 10/4/17, we received an inbound drop transaction for the customer's gas account, and her utility (Columbia Gas) 
established a service end date of 10/13/17. No termination fees were issued for cancellation. 

On 10/14/17, M!-ompleted a new TPV recording to re-enroll her gas account in Palmco's service. We've 
attached the TPV recording and confirmation package for this enrollment as well. Palmco resumed servicing the 
customer's gas account on 11/13/17. 

Due to an outstanding balance on the customer's electric account, the customer was sent a notice informing her that 
her electric account would be dropped. An outbound drop transaction was submitted on 2/26/18, and the customer's 
utility (Toledo Edison) established an end date of 4/3/18. No termination fees were issued for cancellation. 

On 12/19/18, M~ontacted our Customer Service line regarding her gas account. The customer was offered to 
switch her existing variable rate plan to a fixed rate product, but she instead chose to enroll in a 100% renewable energy 
variable product, which included an introductory rate of 39 cents per Ccf for two billing cycles, and a variable rate 
thereafter. The confirmation package for this enrollment is also attached. 

ontacted our Customer Service line again on 1/23/19, and requested to cancel her gas account. No 
es were issued, and Columbia Gas established a retroactive end date of 1/17 /19. 

After the customer's December enrollment was processed, the customer's end date came before her new rate plan had 
taken effect. Nonetheless, since the customer did complete this verification prior to receiving her January bill, we are 
going to send an adjustment of $126.18 to Columbia Gas to provide the customer with the financial effect of having 
received the rate of $0.39 for her final billing cycle (12/19/18 - 1/17 /19). 

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

1 



William Schaaf - Lead Compliance Investigator 
1S1 S Market Street, Suite 1200 ., nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851 .2427 

www .Indra Energy.com 

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, February 5, 2019 1:44 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248905 [ ref:_OODtOGzXt._500t0Egp3S:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

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

CASE ID: 00248905 
COMPANY: 
CUSTOME · 
ADDRESS: 
Toledo, Ohio 43606 
SERVICE ADDRESS: 
AIQ: Palmco Energy 
SE 
NIQ 

Toledo, Ohio 43606 

***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: 

Customer was offered 0.59 ccf for 12 months by Indra. Customer's 
contract was fulfilled and he went to a variable rate of. 0.79430 in Dec. 
Customer then signed a plan of .39 and customer never got this rate. 
Customer called Indra and they gave her the .39 rate from Dec to Jan 
billing cycle but her bill did not reflect this. 
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-Please confirm new fixed rate contract and provide contract terms and 
conditions. 
-Please provide resolution including credit to correct the rate. 
-Please provide any additional information which may be useful. 

Sincerely, 

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

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

ref:_OODt0GzXt._500tOEgp3S:ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Friday, February 1, 2019 1 :58 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref J 

[@]' 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SE BER: 
NIQ 

Ohio 43512 
Defiance, Ohio 43512 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Caller states that she just received a bill for almost $400. She states that 
she has never heard of, or signed up with a company called Indra. She 
called on 1/31/19 to cancel the service. 

***Do you show a contact from the customer to dispute the enrollment and 
to cancel the account? 
*** Please advise how you obtained the authorization to enroll the 
customer. 
*** Please provide the sales call or signed contract, TPV, welcome packet 
and terms. 

1 



*** 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._SOOtOEhtgE:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Wednesday, February 13, 2019 10:43 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref] 

Ohio P'ublle UtrlftJe8 
Commls.sron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

Ohio 43512 
Defiance, Ohio 43512 

***To en::>we your re~p nse attaches to the appropriate case, please reply 
to this email without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 

Good morning, 

Please provide the detailed calculation on how you determined 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. 

L 



ref:_ OODtOG zXt._SOOtOEhtgE: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 28, 2019 9:07 AM 
William Schaaf 

Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._ 

SOOtOEhtgE:ref I 

Good morning William, 

Have you received the customer's final invoice? lf yes, please provide the detailed calculation to determine the 
re-rate amount. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(614) 752-0666 
PUCO.ohio.gov 

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

--------------- Original Message ---------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 2/14/2019 5 :04 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ 00DtOGzXt._500tOEhtgE:ref] 

Shawn, 

Here are our calculations for the customer's most recent bill. We have not received the customer's final invoice yel, bul 
also intend on rerating at the same rate of 0.0552. If you have any forther concerns, let us know. Thank you. 

Begin 
End Date Billed Usage Supply Charge ReRate To: 

ReRate 
Amt Due Customer 

Date Total 

12/12/2018 1/11/2019 1360 $ 289.75 0.05520 $ 75.07 $ 214.68 
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William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indr Philadelphia. PA 19102 
'\I ·u •. 

P: 888.504.6372 

F: 718.851.2427 

www. I nd raEn ergy .com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, February 13, 2019 10:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO -CASE#: 00250573 [ ref:_OODtOGzXt._500tOEhtgE:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 

Consumer Services Division 

Memorandum 

CASE ID: 00250573 

ADORES efiance, Ohio 43512 

Defiance, Ohio 43512 

AIQ: Palmco Power OH LLC 

NIQ 

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

DESCRIPTION OF lSSUE: 

Good morning, 

Please provide the detailed calculation on how you determined the amount 
of the re-rate. 

Sincerely, 

Shawn Thompson 
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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. _ 500t0 EhtgE:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Shawn, 

Regarding Case# 00250573. 

William Schaaf 
Monday, March 4, 2019 11 :28 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._ 
SOOtOEhtgE:ref I 

I've included a chart below detailing the supply charges for the customer's final invoice. The final invoice was billed at 
the rate of 0.0552, which is the estimated rate we have on file for the customer's utility. As a result, there was no 
additional adjustment needed. Let us know if you need anything further. Thanks. 

Begin Read End Read Billed Rate Supply 
Date Date Usage Charged Charge 

1/12/2019 2/12/2019 1470 $0.0552 $81.14 

William Schaaf - Lead Compliance Investigator 

1S1 S Market Street, Suite 1200 

•1 nd rat. Philadelphia, PA 19102 

ENERGY 

www.lndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 

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

Sent: Thursday, February 28, 2019 9:07 AM 

To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref) 

Good morning William, 

Have you received the customer's final invoice? If yes, please provide the detailed calculation to determine the 
re-rate amount. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(614) 752-0666 
PUCO.ohio.gov 



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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 2/14/2019 5:04 PM 
To: contactthepuco@puco.ohio.gov 
Cc: comp I iance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMJSSION OF OHIO - CASE#: 00250573 [ 
ref:_ 00DtOGzXt._ 500tOEhtgE:rcf] 

Shawn, 

Here are our calculations for the customer's most recent bill. We have not received the customer's final invoice yet, but 
also intend on rerating at the same rate of 0.0552. lfyou have any further concerns, let us know. Thank you. 

Begin 
End Date Billed Usage Supply Charge ReRate To: 

Re Rate 
Amt Due Customer 

Date Total 

12/12/2018 1/11/2019 1360 $ 289.75 0.05520 $ 75.07 $ 214.68 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra" Philadelphia. PA 19102 

P: 888.504.6372 

F: 718.851.2427 

www .Indra Energy.com 
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From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, Febrnary 13, 2019 10:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 

Consumer Services Division 

Memorandum 

CASE ID: 00250573 

ADDRESS Defiance, Ohio 43512 

SERVICE ADDRESS: efiance, Ohio 43512 

AIQ: Palmco Power OH LLC 

***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, 

3 



Please provide the detailed calculation on how you determined 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._ 500tOEhtgE:ref 

4 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good momitlg William, 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 8, 2019 8:39 AM 
William Schaaf 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._ 
SOOtOEhtgE:ref] 

Please adjust the billing period to reflect the price to compare. 

12/12/18-1/l 1/19 
I /12/ 19-2/l 2/19 

Thanks, 

Shawn Thompson 

PTC 5.30 cents 
PTC 5.22 cents 

Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 

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 f contacUhepuco@puc.state.oh.us J 
Sent: 3/6/2019 7:33 AM 
To: wschaaf@indraenergy.com 

Cc: compliance@indracncrgy.com 
Subject: RE: PlJBUC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ OODtOGzXt. _ 500t0 EhtgE :ref] 

Good morning William, 

Thank you for your response. I will confirm the rate for the re-rate and send you a follow up email. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 

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



--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/4/2019 11 :27 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ OODtOGzXt._ 500tOEhtgE:ref] 

Hello Shawn, 

Regarding Case# 002505 7: 

I've included a chart below detailing the supply charges for the customer's final invoice. The final invoice was billed at 
the rate of 0.0552, which is the estimated rate we have on file for the customer's utility. As a result, there was no 
additional adjustment needed. Let us know if you need anything further. Thanks. 

Begin Read End Read Billed Rate Supply 
Date Date Usage Charged Charge 

1/12/2019 2/12/2019 1470 $0.0552 $81.14 

William Schaaf - Lead Compliance Investigator 

1515 Market St reet Suite 1200 

indr Philadelphia, PA 19102 

\I 1C•" 
P: 888.504.63 72 

F: 718.851.2427 

www.IndraEnergy.com 
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from: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, February 28, 2019 9:07 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE ft: 00250573 [ ref:_OODtOGzXt._500tOEhtgE:ref] 

Good morning William, 

Have you received the customer's final invoice? If yes, please provide the detailed calculation to determine the 
re-rate amount. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(614) 752-0666 
PUCO.ohio.gov 

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

--------------- Original Message ---------------
From: William Schaaf [wschaat@indracncrgy.comJ 
Sent: 2114/2019 5:04 PM 
To: contactthepuco@puco.ohio.gov 
Cc: corn pl iance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ 00DtOGzXt._500tOEhtgE:ref] 

Shawn, 

Here are our calculations for the customer's most recent bill. We have not received the customer's final invoice yet, but 
also intend on rerating at the same rate of0.0552. If you have any further concerns, let us know. Thank you. 

Begin 
End Date Billed Usage Supply Charge ReRate To: 

Re Rate 
Amt Due Customer 

Date Total 

12/12/2018 1/11/2019 1360 $ 289.75 0.05520 $ 75.07 $ 214.68 
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William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indr Philadelphia, PA 19102 
\ i 'Ha .. 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, February 13, 2019 10:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTfLITrES COMMISSION OF OHIO- CASE#: 00250573 [ ref:_OODtOGzXt._500tOEhtgE:ref J 
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PUBLIC UTILITIES COMMISSION OF OHIO 

Consumer Services Division 

Memorandum 

CASE ID: 00250573 

ADDRESS: efiance, Ohio 43512 

efiance, Ohio 43512 

AIQ: Palmco Power OH LLC 

***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, 

Please provide the detailed calculation on how you determined the amount 
of the re-rate. 

Sincerely, 

Shawn Thompson 
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Public Utilities Commission of Ohio 

Service Mon itoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

ref:_ 00Dt0GzXt._ 500tOEhtgE:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 8, 2019 10:09 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._ 
500t0EhtgE:ref] 

Good morning Shawn, 

We will proceed with adjusting the customer's bills using the PTC you provided. I've included a chart below detailing 

these adjustments. Thanks. 

Begin Date End Date 
Billed Supply Re Rate 
Usage Charge To: 

1/12/2019 2/12/2019 1470 $81.14 $0.0522 

12/12/2018 1/11/2019 1360 $289.75 $0.0530 

Wi ll iam Schaaf - Asst. Compliance Offi ce r 

1515 Market Street Suite 1200 

·1 nd raL Philadelphia, PA 19102 

ENERGY 

www.IndraEne rgy.com 

P: 888.504.6372 
F: 718.851.2427 

ReRate Amt Due 
Total Customer 

$76.73 $4.41 

$72.08 $217.67 

$222.08 

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

Sent: Friday, March 8, 2019 8:39 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref] 

Good morning William, 

Please adjust the billing period to reflect the price to compare. 

12/ 12/ 18-1 / 11/ 19 
1 /12/19-2/ 12/19 

Thanks, 

Shawn Thompson 

PTC 5.30 cents 
PTC 5.22 cents 

Public Utilities Commission of Ohio 
Investigation and Audit Division 

1 



Compliance Investigator 

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: 3/6/2019 7:33 AM 
To: wschaaf@indraenergy.com 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ OODtOGzXt._SOOtOEhtgE:ref] 

Good morning William, 

Thank you for your response. l will confirm the rate for the re-rate and send you a follow up email. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 

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

--------------- Original Message ---------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3/4/2019 11 :27 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITrES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ OODtOGzXt._500tOEhtgE:ref] 

Hello Shawn, 

Regarding Case# 00250573 

I've included a chart below detailing the supply charges for the customer's final invoice. The final invoice was billed at 
the rate of 0.0552, which is the estimated rate we have on file for the customer's utility. As a result, there was no 
additional adjustment needed. Let us know if you need anything further. Thanks. 
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Begin Read End Read Billed Rate Supply 
Date Date Usage Charged Charge 

1/12/2019 2/12/2019 1470 $0.0552 $81.14 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra'- Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

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

Sent: Thursday, February 28, 2019 9:07 AM 
To: Will iam Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref J 

Good morning William, 

Have you received the customer's final invoice? If yes, please provide the detailed calculation to determine the 
re-rate amount. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
( 614) 7 52-0666 
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: 2/ 14/2019 5 :04 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILlTIES COMMISSION OF OHIO - CASE#: 00250573 [ 
ref:_ OODt0GzXt._ 500t0EhtgE:ref] 

Shawn, 

Here are our calculations for the customer's most recent bill. We have not received the customer's final invoice yet, but 
also intend on rerating at the same rate of 0.0552. If you have any further concerns, Jet us know. Thank you. 

Begin 
End Date Billed Usage Supply Charge ReRate To: 

Date 

12/12/2018 1/11/2019 1360 $ 289.75 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indrt Philadelphia, PA 19102 

\ i 1C•" 
P: 888.504.6372 

F: 718.851.2427 

www .Ind raEn e rgy .com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, February 13, 2019 10:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

0.05520 

ReRate 
Amt Due Customer 

Total 

$ 75.07 $ 214.68 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00250573 [ ref:_OODtOGzXt._500t0EhtgE:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 

Consumer Services Division 

Memorandum 

CASE ID: 00250573 

ADDRESS: efiance, Ohio 43512 

efiance, Ohio 43512 

AIQ: Palmco Power OH LLC 

NI 

***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, 

Please provide the detailed calculation on how you determined the amount 
of the re-rate. 

Sincerely, 

s 



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._500tOEhtgE:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Thursday, February 14, 2019 5:05 PM 
Shawn Thompson 
Indra Energy Compliance 

Subj ect : RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250573 [ ref:_OODtOGzXt._ 
500t0Ehtg E:ref ] 

Attachments: alculations.xlsx 

Shawn, 

Here are our calculations for the customer's most recent bill. We have not received the customer's final invoice yet, but 
also intend on reratlng at the same rate of 0.0552. If you have any further concerns, let us know. Thank you. 

Begin Date End Date Billed Usage Supply Charge ReRate To: 

12/12/2018 1/11/2019 1360 $ 289.75 

Wil l iam Schaaf - Lead Complia nce Invest iga tor 

indra4. 
E NE RGY 

www .Indra Energy.com 

151 S Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, February 13, 2019 10:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

0.05520 

ReRate Total Amt Due Customer 

$ 75.07 $ 214.68 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._500t0EhtgE:ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

hio 43512 
efiance, Ohio 43512 

***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, 

Please provide the detailed calculation on how you determined 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:_OODt0GzXt._500tOEhtgE:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, February 5, 2019 5:12 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 { ref:_OODtOGzXt._ 
E:ref I 

Attachments: V.MP-m:onfirmation Pack.pd· ales Audio.mp3 

Hello Shawn and the PUCO, 

Regarding Case # 002505 73, 

This customer enrolled her electric account in Palmco's service on 9/12/18, 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 on 10/10/18. 

In October 2018, Palmco began conducting business under its trade name, Indra Energy, and customers were provided 
with a postcard informing them of the brand name change. Ms .• ompleted her enrollment prior to this, so her 
account did not begin receiving our supply until after the name w<111t:;t? took place. As a result, Indra began servicing the 
customer's account in line with the terms of her enrollment. 

Ms-irst contacted our Customer Service line on 1/28/19. The customer declined an offer to switch her existing 
variable rate plan to a fixed rate product, and instead requested to cancel her account. Per her request, an outbound 
drop transaction was submitted, and her utility (Toledo Edison) determined a service end date of 2/11/19. No 
termination fees were issued for the customer's decision to opt out of our supply. 

As stated above, M ompleted a TPV recording in which she authorized her enrollment in Palmco's service, but 
her account did not eiving our supply service until after Palmco began operating as Indra Energy. The customer 
has billed according to the terms she agreed to at the time of enrollment. However, considering the customer's 
dissatisfaction, we are planning to rerate the customer's most recent bill, as well as the upcoming final bill, to the match 
the estimated rate we have on file for the customer's electric utility. This will provide the customer with the financial 
effect of expediting the return to the utility's standard 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 rat. Philadelphia. PA 19102 

ENERGY 

www.lndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 
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From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us) 
Sent: Friday, February 1, 2019 1:58 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250573 [ ref:_OODtOGzXt._SOOtOEhtgE:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00250573 
CUSTOM 
ADORES 
SERVICE ADDRESS 
AIQ: Palmco Power 

- .!. • ~ ~ SE 
NIC 

hio 43512 
efiance, Ohio 43512 

MBER: 

***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, 

Caller states that she just received a bill for almost $400. She states that 
she has never heard of, or signed up with a company called Indra. She 
called on 1/31/19 to cancel the service. 

*** Do you show a contact from the customer to dispute the enrollment and 
to cancel the account? 
*** 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. 
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Sincerely, 

Shawn Thompson 
Public Utilities Commission of Oh io 
SeNice 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. _ 500tOEhtgE :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, March 12, 2019 7:10 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256294 [ ref:_OODtOGzXt._ 

SOOtOFM mQB:ref] 

Follow Up Flag: Follow up 

Flagged Flag Status: 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Provider of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256294 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE 
44138 

msted Township, Ohio 44138 
Olmsted Township, Ohio 

AIQ: Palmco Energy OH LLC 
SERVICE UNT 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: 
Mr. ontacted the PUCO regarding the rate he was being 

cha1 d his rate went from $0.39 to $1.74 in one month. He 
was withing your company for about 10 months at which time eight of 
those were at a variable rate and never experienced such a dramatic 
increase in his rate. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 
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A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 
Can you advise how the variable rate was determined for this customer? 
Would your company be willing to re-rate the customer? 

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

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

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

ref:_ 00Dt0GzXt._500tOFMmQB:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Samantha and the PUCO, 

Regarding Case # 00256294, 

William Schaaf 
Monday, March 18, 2019 4:02 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._ 
•• I ~l II.: ef l 

onfirmation Pack.pdf; Indra Postcard.pdf 

Mr nrolled his gas account in Palmco's variable rate plan on 2/14/18, as the result of an inbound ca ll to 
our ustomer ervice line. We've attached the verification 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 2/26/18. 

Gas Plan: Variable. This included a two-month introductory rate of 39 cents per Ccf, after which t he rate would va ry 
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 him of this brand name change. 

On 3/1/19, Mr- ontacted our Customer Service line to cancel his service with Indra. An outbound drop was 
processed, an~'s utility (Columbia Gas) determined a service end date of 2/26/19. No termination fees 
were issued for the customer's decision to opt out of our supply. The customer also requested an adjustment to his last 
bill, and was advised that his account would be escalated for further review. 

Upon review, in the interest of customer satisfaction and to provide the customer with the effect of an expedited return 
to the gas utility's standard offer, we determined that we will rerate the customer's final gas bill to the rate we have on 
file for his gas utility (41.8 cents), which results in an adjustment of $364.38 for the billing cycle of 1/28/19 - 2/26/19. 
We've included a chart below deta iling our calculations f- r this ad'ustment, which will be sent to the customer's utility 
in order to be applied to his account. We spoke with Ms n 3/14/19, and he confirmed his acceptance of 
this offer. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
End Date Charge (with 

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/28/2019 2/26/2019 254 $479.04 $0.4180 $106.17 $8.49 $114.66 $364.38 

This 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. 

Indra's Variable Natural Gas rate is determined according to the following criteria, taken from Indra's Terms & 
Conditions: 
"You will pay a Variable Price for natural gas supply service that may vary from month to month as determined by Indra 
in its sole discretion, based on the wholesale cost of natural gas to the Delivery Point, administrative and regulatory 
compliance costs, supply and agency functions that Indra performs for you, and other prevailing business considerations 
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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." 

The following Price Disclosure is also included in Indra's Terms & Conditions: 
"There is no limit on how much the Variable Price of your natural gas and/or electric supply service may change from one 
billing cycle to the next and your Variable Price may be higher or lower than your utility's standard offer service rate in 
any given month. Indra does not guarantee savings in any month or for the entire length of this Agreement. Indra's 
current and historical prices are not an indicator of future prices. You can access future variable pricing information, 
updated monthly, by visiting Indra's website at https://lndraEnerqv.com/ohio/ohio-variabfe-rates/ or by calling (888) 
504~63 72, II 

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

William Schaaf - Asst. Compliance Officer 

indra~ 
ENER G Y 

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: Monday, March 18, 2019 3:06 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref] 

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

CASE ID: 00256294 
COMPANY: 
CUSTOME 
ADDRESS 
omsted Township, Ohi 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SER 
NIQ: 

lmsted Township, Ohio 44138 

***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(0)(1 )(h)(v)*** 
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DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 12. Please review the customer's concerns and 
respond within three business days. 

Sincerely, 

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

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us) 
Sent: 3/12/2019 7:09 AM 

To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref] 

Initial Submission of a Consumer Complaint 

Provider of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256294 

COMPANY: 

ADDRESS: 

SERVICE ADDRESS 
44138 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

Olmsted Township, Ohio 
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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: 

Mr ontacted the PUCO regarding the rate he was being 
charge es a ed his rate went from $0.39 to $1.74 in one month. He was 
withing your company for about 10 months at which time eight of those 
were at a variable rate and never experienced such a dramatic increase in 
his rate. 

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

Can you advise how the variable rate was determined for this customer? 
Would your company be willing to re-rate the customer? 

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 
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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._SOOtOFMmQB:ref .__ ___ ____, 
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Olmsted Twp, OH 44138 

Thank you for choosing PALMco as your energy supplier! 

P AIMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

\Y. PalmcoF.nergy.com 
e: Cu~t.omerService@Pah11coEncrgy.com 

toU free: I (877) 726 5862 

2/15/2018 

Thls letter is confirming your selection of PALMco as your natural gas supplier and this package contains a copy 
of the Terms and Condit ions of your service with PAL Meo. 

We are currently processing your enrollment 
Your enro llment will be sent to Columbia Gas. You will receive a confirmation not ice from Columbia Gas 
confirming your selection of PALMco as your natural gas supplier. Your service will begin with your first meter 
read by your utility after your enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to 
rescind your enrollment request, per Ohio state regulations, you must contact your utility to do so. 

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

Below is a summary of your service account with PALMco: 

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

Utility Account Number 
Rate Plan: Introductory Rate of $0.39000/Ccf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 
https://palmcoenergy .com/ohio/ 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.OIJE I &-01.26 



PALMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
appli cab le) {collective ly, 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 se rvice 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) PALMco w ill 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 elect ric 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 arrea rage 
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 TH IS 
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 Va riable 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 obl igated 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 w il l 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 
util ity's applicable tariff service pursuant to the terms of this 
Agreement. You may also cancel your natu ral gas supply service 
with PALMco Energy without pena lty if you relocate your 
Service Address( es} (a) outside of the service territory of your 

gas utility or (b) within the se rvice 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 pena lty if 
you relocate your Service Address(es) to an area that PALMco 
Power does not serve or to an area where PALMco Power 
charges a different price for electric supply service. In the case 
of a Service Ad dress 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 Lette r. 
Natural Gas and/or Electric Fixed Price (when applicable}: You 
will pay a Fixed Price as set forth in your Confirmation Letter for 
the fixed term indicated in your Confirmation Letter. Before the 
end of your fixed term, PALMco will send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when applicable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natural gas, applicable interstate transportation costs, any 
supply and agency functions that PALMco performs for you, and 
other preva iling 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. 
PALM co 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 ind icator of future prices. You can access future 
variable pricing information, updated month ly, by visit ing 
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. Th is Agreement does not include utility 
transportation, de livery, 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 
Ren ewal Notice. PALMco con renew this Agreement without 
your affirmative consent even when there is a change in the rate 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmenta l 
characteristics of the electric supply sold by PALMco Power are 
ava ilable at www.palmcoenergy.com. This information is 
updated periodically following the requirements of the Public 
Util ities 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 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 uti lity ("Billing Quantity"). You wil l 
receive a single monthly bill from your utility t hat contains both 
PALMco' s ch arges 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 natura l gas 
and/or electric supply service to you. You have the right to 
request from PALM co, w ithout 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 Bil ling plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enro llment, 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 th ird party supp lier. 
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 fu nd, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns t his 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 transmit to you all notices and other 
communications, including those required in this Agreement, 
electronica lly to the email address provided by you. You shal l be 
responsible for not ifying 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, W ITHOUT 
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 AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having 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 
t he utility(ies): operation and maintenance of the util ity's 
natural gas and/or electrical system, any interruption of 
service, t erminat ion 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 
condition s, 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 r ight or 
remedy to wh ich 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 
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 
emission s. 

Radioactive 
Waste-

Radioactive 
waste 
associated with 
the product . 

Natural 

Environmental Disclosure Information 
PALMco Power OH, LLC 

Projected Data for the 2018 Calendar Year 

Supplier's Product 

Other 

Coal 
35% 

Regional 

Other 

Coal 
35% 

Wind 
2.5% 

!SC---- Biomass 
Wind 
2.5% 

1¥---- Biomass 

0.5% 0.5% 

Biomass Power Air Emissions and Solid Waste 

Coal Power Air Emissions and Solid Waste 

Hydro Power Wildlife Im acts 

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 

Nitrogen oxides 

Sulfur Dioxide 

Type: Quantity: 

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

Low-Level Radioactive Waste 
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. 

VElB-01.01 
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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~· 
PALMco Energy 8751 18ch Avenue Brooklyn, NY 11214 J 1.877.726.5862 I PalmcoEnergy.wm 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good morning, 

William Schaaf 
Tuesday, March 26, 2019 8:28 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._ 
SOOtOFMmQB:ref] 

Columbia Gas contacted us regarding this customer as well, and also asked that we send the check directly to the 
customer. We were able to intercept the utility check before it was sent to Columbia Gas, and a check will be sent to the 
customer this week. 

Will iam Schaaf - Asst. Compliance Officer 

indra._ 
ENERGY 

www.lndraEnergy.com 

1515 Market Street, Suite 1200 

Phi ladelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Sat urday, March 23, 2019 12:14 PM 
To: William Schaaf <wschaaf@ indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOG zXt._SOOtOFMmQB:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256294 
COMPANY: 
CUSTOME 
ADDRESS: wnship, Ohio 44138 
SERVICE ADDRESS: Olmsted Township, Ohio 44138 
AIQ: Palmco Energy H LL\.... 

SERVICE ACCOUNT NUMBER: 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line . Thank you!* ** 
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DESCRIPTION OF ISSUE: 
Per Columbia gas (GOH): Indra mailed a check to COH on 03/20/19 an the total amount was in fact 
$364.38. The Choice team advised them that because the matter is between Indra & Mr he 
check should be issued directly to him and the one sent to COH voided. 

Can you company please have the re-rate sent to the customer? 
How long will it take for the customer to receive this? 

Sincerely, 

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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/18/2019 4:01 PM 
To: contactthepuco@puco.ohio.gov 
Cc: comp1iance@i ndraenergy .com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref 
] 

Hello Samantha and the PUCO, 

Regarding Case# 00256294 

Mr. nrolled his gas account in Palmco's variable rate plan on 2/14/18, as the result of an 
inbound call to our Customer Service line. We've attached the verification recording for this enrollment, as 
well as the confirmation package sent to the customer detailing the terms of service. Palmco began servicing 
t he customer's account on 2/26/18. 

Gas Plan: Variable. This included a two-month introductory rate of 39 cents per Cd, after which the rate 
would vary month-to-month. 
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Palmco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching a 
copy of the postcard mailed to the customer informing him of this brand name change. 

On 3/1/19, M ontacted our Customer Service line to cancel his service with Indra. An outbound 
drop w as processed, and the customer's utility (Columbia Gas) determined a service end date of 2/26/19. No 
termination fees were issued for the customer's decision to opt out of our supply. The customer also 
requested an adjustment to his last bill, and was advised that his account would be escalated for further 
review. 

Upon review, in the interest of customer satisfaction and to provide the customer with the effect of an 
expedited return to the gas ut ility's standard offer, we determined that we will rerate the customer's final gas 
bill to the rate we have on file for his gas utility (41.8 cents), which results in an adjustment of $364.38 for the 
billing cycle of 1/28/19 - 2/26/19. We've included a chart below detailing our calculations for this adjustment, 
which w ill be sent to the customer's utility In order to be applied to his account. We spoke with Ms. 

n 3/14/19, and he confirmed his acceptance of this offer. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
End Date Charge 

Date Usage 
(with tax) 

To: Pre Tax Tax Total Customer 

1/28/2019 2/26/2019 254 $479.04 $0.4180 $106.17 $8.49 $114.66 $364.38 

This 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. 

Indra's Variable Natural Gas rate is determined according to the following criteria, taken from Indra's Terms & 
Conditions: 

"You will pay a Variable Price for natural gas supply service that may vary from month to month as determined 
by Indra in its sole discretion, based on the wholesale cost of natural gas to the Delivery Point, administrative 
and regulatory compliance costs, supply and agency functions that Indra performs for you1 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 wifl determine the rate." 

The fo llowing Price Disclosure is also included in Indra's Terms & Conditions: 
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"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 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 <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 18, 2019 3:06 PM 

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

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref ] 

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

CASE ID: 00256294 
COMPANY: 
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CUSTOMER: 
ADDRESS: 
omsted Township, 0 
SERVICE ADORES~ 
AIQ: Palmco Energy 

Olmsted Township , Ohio 44138 

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: 
An initial complaint was sent to you on March 12. Please review the customer's concerns and 
respond within three business days. 

Sincerely, 

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

--------------- Original Message ---------------

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

Sent: 3/12/2019 7:09 AM 
To: compliance@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256294 

COMPANY: 

ADORES~ 

SERVICE ADORES 
44138 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

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

DESCRIPTION OF ISSUE: 

Mr. ontacted the PUCO regarding the rate he was being 
cha d his rate went from $0.39 to $1.74 in one month. He was . . . - . .. -
withing your company for about 10 months at which time eight of those 
were at a variable rate and never experienced such a dramatic increase in 
his rate. 

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

Can you advise how the variable rate was determined for this customer? 
Would your company be willing to re-rate the customer? 

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio .gov 

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

From: 
Sent: 
To: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Saturday, March 23, 2019 12:14 PM 

William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._ 

SOOtOFMmQB:ref I 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00256294 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLL; 

SERVICE ACCOUNT NUMBER 
NIQ: 

wnship, Ohio 44138 
lmsted Township, Ohio 44138 

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

DESCRIPTION OF ISSUE: 
Per Columbia gas (COH): Indra mailed a check to COH on 03/20/19 an the total amou 
$364.38. The Choice team advised them that because the matter is between Indra & Mr. 
check should be issued directly to him and the one sent to COH voided. 

Can you company please have the re-rate sent to the customer? 
How long will it take for the customer to receive this? 

Sincerely, 

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

l 
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--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 

Sent: 3/18/2019 4:01 PM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref 

] 

Hello Samantha and the PUCO, 

Regarding Case# 00256294 

Mr nrolled his gas account in Palmco's variable rate plan on 2/14/18, as the result of an inbound call to 
our us omer ervice line. We've attached the verification 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 2/26/18. 

Gas Plan: Variable. This included a two-month introductory rate of 39 cents per Ccf, 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 him of this brand name change. 

On 3/1/19, Mr ontacted our Customer Service line to cancel his service with Indra. An outbound drop was 
processed, and the customer's utility (Columbia Gas) determined a service end date of 2/26/19. No termination fees 
were issued for the customer's decision to opt out of our supply. The customer also requested an adjustment to his last 
bill, and was advised that his account would be escalated for further review. 

Upon review, in the interest of customer satisfaction and to provide the customer with the effect of an expedited return 
to the gas utility's standard offer, we determined that we will rerate the customer's final gas bill to the rate we have on 
file for his gas utility (41.8 cents), which results in an adjustment of $364.38 for the billing cycle of 1/28/19 - 2/26/19. 
We've included a chart below detailing our calculations ~ent, which will be sent to the customer's utility 
in order to be applied to his account. We spoke with Ms-on 3/14/19, and he confirmed his acceptance of 
this offer. 
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Begin Billed 
Supply 

Re Rate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

1/28/2019 2/26/2019 254 $479.04 $0.4180 $106.17 $8.49 $114.66 $364.38 

This 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. 

Indra's Variable Natural Gas rate is determined according to the following criteria, taken from Indra's Terms & 
Conditions: 

"You will pay a Variable Price for natural gas supply service that may vary from month to month as determined by Indra 
in its sole discretion, based on the wholesale cost of natural gas to the Delivery Point, administrative and regulatory 
compliance costs, supply and agency functions that Indra performs for you, and other prevailing business considerations 
and market conditions, plus Indra's costs, expenses and margins. This list of factors is not exhaustive and no single factor 
will determine the rate. " 

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

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

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 
E NERGY 

P: 888.504.6372 

F: 718.851.2427 

3 



www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 18, 2019 3:06 PM 
To: Indra Energy Compliance <Compl iance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref] 

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

CASE ID: 00256294 
COMPANY: 
CUSTOME · 
ADDRESS: 
omsted Township, 0 
SERVICE ADDRESS Olmsted Township, Ohio 44138 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 12. Please review the customer's concerns and 
respond within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
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--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/12/2019 7:09 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256294 [ ref:_OODtOGzXt._SOOtOFMmQB:ref] 

Initial Submission of a Consumer Complaint 

Provider of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256294 

COMPANY: 

ADDRESS 

SERVICE ADDRESS: 
44138 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

msted Township, Ohio 44138 

Olmsted Township, 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 
0.A.C. 4901 :1-21-06(0)(1 )(h)(v)*** 
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DESCRIPTION OF ISSUE: 

Mr. ontacted the PUCO regarding the rate he was being 
cha d his rate went from $0.39 to $1.74 in one month. He was . ... . - .. . ... 

withing your company for about 1 O months at which time eight of those 
were at a variable rate and never experienced such a dramatic increase in 
his rate. 

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

Can you advise how the variable rate was determined for this customer? 
Would your company be willing to re-rate the customer? 

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

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

ref:_OODtOGzXt._SOOtOFMmQB:ref 1...--___ __, 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, February 21, 2019 10:35 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248902 [ ref:_OODt0GzXt._500t0Egoyz:ref] 

Ohio Publlo Utnr1~., 
Commissron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00248902 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

Ohio 44202 
urora, Ohio 44202 

***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)*** 

DE ON OF ISSUE: 
Mr. tates that he has been charged $17 per MCF for the past 

estates previously he was charged $7 per MCF. 

1. When was the service start date? 
2. Has the customer requested service be cancelled? If so, when is the 
service stop date? 
3. Why has the customer been charged a rate more than triple the 
utility company's standard Choice Offer Rate? 
4. Please provide copies of the Sales Call, TPV, Welcome Letter with 
terms and conditions, renewal notification, and any other documentation 
regarding the case. 

Sincerely, 



Leah Lehman 
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._SOOtOEgoyz:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Tuesday, February 26, 2019 1:30 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248902 [ ref:_OODtOGzXt._SOOtOEgoyz:ref 

-TPV 8-27-18.mp ... TPV 9-17-18.mp3- Sales Audio 8-27-18.WAV; 
- Sales Audio 9-17~- Confirmation Pack Electric.pdf; 

Attachments: 

Confirmation Pack Gas.pdf 

Categories: PUCO Complaint 

Hello Leah, 

Regarding Case ID 00248902; 

This customer's electric and gas accounts were enrolled in Palmco's supply as a result of a telephone solicitation. We're 
attaching the sales audio and TPVs from 8/27/2018 and 9/17/2018. We're also including the confirmation packets sent 
out to the customer following enrollment. To elaborate on the reason for so many attachments here, we should explain 
that an issue was found with the customer's first enrollment, specifically covering the enrollment of the gas account. As 
a result, the sales vendor followed up with the customer, in order to re-explain the services and conduct a new TPV. 

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. 
Gas Plan: Variable. This included a two-month introductory rate, after which rate would vary month-to-month 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service to cancel his accounts on 1/22/2019. Ohio Edison established a 
service end date of 2/12/2019, and Dominion East Ohio provided an estimated end date of 2/19/2019. No ETFs were 
issued for the cancellation of either of the customer's accounts. 

The customer was billed for gas according to the terms of his variable rate agreement from September 2018. In addition 
to the TPV he completed, he was mailed terms and conditions, which further detailed the terms of our fixed electric and 
variable gas plans. With that said, we understand the customer's concerns, and since he has expressed dissatisfaction 
with the variable gas service he received with Indra, we'd be willing to rerate the customer's gas account for the 
duration it received our supply. This would provide the customer with the financial effect of having never received our 
gas supply at all. We're reaching out to the customer to inform him of this rerate, and are detailing our calculations 
below. If you have any questions or concerns over this adjustment, please let us know; otherwise we will plan to 
proceed with applying the credit to the customer's account. 

Begin Date End Date 

1/16/19 2/14/19 

12/13/18 1/16/19 

11/12/18 12/13/18 

10/12/18 11/12/18 

Billed 
Usage 

231 

205 

201 

131 

Supply Charge 
(with tax) 

$ 430.19 

$ 175.47 

$ 52.26 

$ 34.06 

ReRate 
To: 

0.30200 

0.37120 
0.47850 

0.32550 

1 

Re Rate 
Pre Tax 

69.76 
76.10 

96.18 
42.64 

ReRateTax 

5.06 
5.52 

-
-

ReRate 
Total 

74.82 

81.61 

96.18 

42.64 

Amt Due 
Customer 

$ 355.37 

$ 93.86 

$ (43.92) 

$ (8.58) 

$ 396.73 



Of note: The utility did not include tax with the customer's November and December bills. As a result, we also left that 
out of our rerate calculation. 

If you need anything else, please reach out. Thank you . 

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

•1 nd rat. Philadelphia, PA 19102 
P: 888.504.63 72 

ENERGY F: 718.851.2427 # 

www.IndraEnergy.com 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 21, 2019 10:35 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248902 [ ref:_OODtOGzXt._SOOtOEgoyz:ref] 

Ohio P'ul>llo ~rll'1JN 
Commls.sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00248902 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy On LLv 

SE UMBER: 
NIQ 

io 44202 
urora, Ohio 44202 

***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)*** 

D ON OF ISSUE: 
M tates that he has been charged $17 per MCF for the past 
month. He states previously he was charged $7 per MCF. 
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1. When was the service start date? 
2. Has the customer requested service be cancelled? If so, when is the 
service stop date? 
3. Why has the customer been charged a rate more than triple the 
utility company's standard Choice Offer Rate? 
4. Please provide copies of the Sales Call, TPV, Welcome Letter with 
terms and conditions, renewal notification, and any other documentation 
regarding the case. 

Sincerely, 

Leah Lehman 
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._500t0Egoyz:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Friday, March 1, 2019 9:25 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref) 

Ohio Pul>llo Utfl i1fi•~ 
Comml11ron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE 
AIQ: Palmco Power OH LLC 
SER ICE ACCOUNT NUMBER: 
NIQ: 

· ntown, Ohio 44685 
Uniontown, Ohio 44685 

***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, 

Mr ontacted the PUCO regarding a rep that came to his home in 
October,· 018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 



A copy of the TPV. 
A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

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

Sincerely, 

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

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

ref :_00 DtOGzXt._SOOtO FM M VI: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Samantha and the PUCO, 

Regarding Case# 00255300 

William Schaaf 
Wednesday, March 6, 2019 5:35 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._ 

MYl:ref 
.MP3; nfirmation Pack-Electric.pd - onfirmation Pack-Gas.pdf 

Mr. nrolled his gas and electric accounts in Indra's variable rate plans on 10/11/18, as the result of a door-to-door 
sale. eve attached the TPV recording for this enrollment, as well as the confirmation packages sent to the customer 
detailing the terms of service. Shortly after receiving his enrollment , we contacted the customer to gauge the quality of 
his sales experience; the customer confirmed his enrollment and did not express any concerns with his sales experience. 
Indra began servicing the customer's gas and electric accounts on 11/14/18 and 11/15/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. 

We received inbound drop transactions for the customer's gas and electric accounts on 2/26/19 and 2/25/19, 
respectively. No termination fees were issued for cancellation. The customer's gas and electric accounts are scheduled 
to stop receiving our supply on 3/22/19 and 3/15/19, respectively. 

These accounts were 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. 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 gas 
and electric bills to the rate we have on file for his gas and electric utilities, and will also adjust the customer's final bills, 
once they are rendered. This will provide the customer with the effect of having received Indra's introductory rates for 
his first two billing cycles, and then have returned to the utility's standard service. We've included charts below detailing 
our calculations for the adjustments for the customer's most recent bills. 

Electric Acct 

Begin 
End Date 

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

1/16/2019 2/15/2019 1085 $240.23 $0.0544 $59.02 $181.21 

Gas Acct 

Begin Billed 
Supply 

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

Date Usage 
tax} 

To: Pre Tax Tax Total Customer 

1/18/2019 2/18/2019 112 $207.12 $0.3020 $33.82 $2.20 $36.02 $171.10 

Let us know if we can be of any further assistance. Thank you . 
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William Schaaf - Asst. Compliance Officer 

indra-. 
ENERGY 

www.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: Friday, March 1, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYl:ref) 
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Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 
COMPANY: 
CUSTOM 
ADORES 
SERVICE ADDRESS 

ntown, Ohio 44685 
niontown, Ohio 44685 

***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 :1-21-08(0)(1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
Good morning, 

Mr.~ontacted the PUCO regarding a rep that came to his home in 
oc=-'2018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

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

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

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 
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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._ 500tOFMMYl:ref 
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Sariah Brinker 

From: 

Sent: 
PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 15, 2019 8:35 AM 

To: William Schaaf 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._ 

SOOtOFMMYI:ref ] 

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

CASE ID: 00255300 
COMPANY: 
CUSTOMEF 
ADD RES 
SERVICE ADDRESS: 
AIQ: Palmco Power .. __ _ 

SERVICE ACCOUNT NUMBER: 
NIQ 

niontown, Ohio 44685 
niontown, Ohio 44685 

*** f : 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)*** 

DESCRlPTION OF ISSUE: 
An initial complaint was sent to you on March 7. Please review the customer's concerns and respond 

within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 

--------------- Ori gin al Message ---------------
F rom: PUCO Consumer Call Center [contactthepuco@puc.statc.oh.us] 
Sent: 31712019 8:55 AM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMM ISSION OF OHIO - CASE # : 00255300 [ 
ref:_ 00Dt0GzXt. _ 500tOFMMY I :ref] 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00255300 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE 

niontown, Ohio 44685 
Uniontown, Ohio 44685 

AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER 
NIQ: 

***To ensure your response attaches to the appropriate case, please reply to thi s emai l without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Can you provide me with the total re-rate when after the final bills have been issued? 

Sincerely, 

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

--------------- Original Message ------------
From: William Schaaf [ wschaaf@indraenergy.com] 
Sent: 3/6/2019 5:35 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraencrgy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 ( 
ref:_ 00DtOGzXt._ 500tOFMMYI:ref ] 

Hello Samantha and the PUCO, 

Regarding Case# 00255300, 
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Mr. nrolled his gas and electric accounts in Indra's variable rate plans on 10/ 11/18, as the result of a door-to-door 
sale. w ve attached the TPV recording for this enrollment, as weU as the confirmation packages sent to the customer 
detailing the terms of service. Shortly after receiving his enrollment, we contacted the customer to gauge the quality of his 
sales experience; the customer confirmed his enrollment and did not express any concerns with his sales experience. Indra 
began servicing the customer's gas and electric accounts on l 1/ 14/18 and 1111511 8, respectively. 

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

Electric Plan: I 00%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. 

We received inbound drop transactions for the customer's gas and electric accounts on 2/26/19 and 2/25/19, respectively. 
No tennination fees were issued for cancellation. The customer's gas and electric accounts are scheduled to stop receiving 
our supply on 3/22119 and 3/15/19, respectively. 

These accounts were 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. 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 arc willing to rerate the customer's most recent gas and electric 
bills to the rate we have on file for his gas and electric utilities, and will also adjust the customer's final bills, once they 
are rendered. This will provide the customer with the effect of having received Indra's introductory rates for his first two 
billing cycles, and then have returned to the utility's standard service. We've included charts below detailing our 
calculations for the adjustments for the customer's most recent bills. 

Electric Acct 

Begin 
End Date 

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

1116/2019 2/15/2019 1085 $240.23 $0.0544 $59.02 $181.21 

Gas Acct 

Begin Billed 
Supply 

ReRate ReRate Re Rate ReRate Amt Due 
Date 

End Date 
Usage 

Charge 
To: Pre Tax Tax Total Customer 

(with tax) 

1118/2019 2/18/2019 1t 2 $207.12 $0.3020 $33.82 $2.20 $36.02 $171.10 

Let us know if we can be of any further assistance. Thank you. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra-. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 

From: PUCO Consumer CaU Center [mailto:contactthcpuco@puc.state.ob.us] 
Sent: l'riday, March 1, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYI:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 

COMPANY: 

CUSTOMER: 

ADDRESS: Uniontown, Ohio 44685 

SERVICE ADDRESS: Uniontown, Ohio 44685 

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 morning, 

Mr ontacted the PUCO regarding a rep that came to his home in 
Oc o er, 018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

Please provide the following: 
If a sales call, the recording. 
If a door to door sale, a signed contract. 
A copy of the TPV. 

5 



A copy of the contract and terms and conditions. 
A copy of the renewal letter sent. 

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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ref:_OODtOGzXt._500tOFMMYI:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Thursday, March 21, 2019 10;29 AM 

To: William Schaaf 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._ 

SOOtOFMMYI:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID:._. 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE 

Uniontown, Ohio 44685 
Uniontown, Ohio 44685 

AIQ: Palmco Power un LL 

SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 
Can you please provide me with an update? 

Sincerely, 

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

--------------- Origin al Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/15/2019 9:04 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
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Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref] 

Hello Samantha, 

The customer's gas account is scheduled to stop receiving our supply on 3/22/19. We will provide the rerate details after 
the fin a I bill is rendered. 

The customer's electric account is scheduled to stop receiving our supply today, 3/15/19. We will provide the rerate 
details after the final bill is rendered. 

Willi am 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: Friday, March 15, 2019 8:35 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref] 

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

CASE ID: 00255300 
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COMPANY: 
CUSTOMER: 
ADDRESS : 
SERVICE ADDRESS: 

·ontown, Ohio 44685 
Uniontown, Ohio 44685 

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

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 7. Please review the customer's concerns and respond 

within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 

Sent: 3/7 /2019 8:55 AM 
To: wschaaf@indraenergy.com 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYl:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00255300 
COMPANY: 
CUSTOM 
ADD RES 
SERVICE ADDRESS: 
AIQ: Palmco Power O LLC 

SERVICE ACCOUNT NUMBER: 
NIQ: ___ _ 

ntown, Ohio 44685 
niontown, Ohio 44685 
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***To ensure your response attaches to the appropriate case, please reply to this email without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Can you provide me with the total re-rate when after the final bills have been issued? 

Sincerely, 

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

--------------- Origina I Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/6/2019 5:35 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 ( ref:_OODtOGzXt._SOOtOFM MYl:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00255300 

Mr nrolled his gas and electric accounts in Indra's variable rate plans on 10/11/18, as the result of a door-to-door 
sale. We've attached the TPV recording for this enrollment, as well as the confirmation packages sent to the customer 
detailing the terms of service. Shortly after receiving his enrollment, we contacted the customer to gauge the quality of 
his sales experience; the customer confirmed his enrollment and did not express any concerns with his sales experience. 
Indra began servicing the customer's gas and electric accounts on 11/14/18 and 11/15/18, respectively. 

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

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after which rate 
would vary month-to-month. 
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We received inbound drop transactions for the customer's gas and electric accounts on 2/26/19 and 2/25/19, 
respectively. No termination fees were issued for cancellation. The customer's gas and electric accounts are scheduled 
to stop receiving our supply on 3/22/19 and 3/15/19, respectively. 

These accounts were 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. In the interest of customer satisfaction and to provide the customer with 
the effect of an expedited ret urn to his utility's standard offer, we are willing to rerate the customer's most recent gas 
and elect ric bills to the rate we have on file for his gas and electric utilities, and will also adjust the customer's final bills, 
once they are rendered. This will provide the customer with the effect of having received Indra's introductory rates for 
his first two billing cycles, and then have returned to the utility's standard service. We've included charts below detailing 
our calculations for the adjustments for the customer's most recent bills. 

Electric Acct 

Begin 
End Date 

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

1/16/2019 2/15/2019 1085 $240.23 $0.0544 $59.02 $181.21 

Gas Acct 

Begin Billed 
Supply 

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

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/18/2019 2/18/2019 112 $207.12 $0.3020 $33.82 $2.20 $36.02 $171.10 

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

William Schaaf - Asst. Compliance Officer 

indra~ 1515 Market Street, Suite 1200 

; \ I .'\Cr Y 
Philadelphia, PA 19102 
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P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 1, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 

COMPANY: 

ADDRESS Uniontown, Ohio 44685 

SERVICE ADDRESS: Uniontown, Ohio 44685 

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 morning, 

Mr. ~ontacted the PUCO regarding a rep that came to his home in 
Oct~018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

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

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

Sincerely, 

Samantha Boerst1er 

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._SOOtOFM MYI :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Thursday, March 21, 2019 11:08 AM 

PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._ 

500t0FMMYI:ref] 

Hello Samantha, 

I've included charts below detailing the rerate adjustments for the customer's final gas and electric bills. These 

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

Gas Acct 

Begin Billed 
Supply 

ReRate 
Date 

End Date 
Usage 

Charge (with 
To: 

tax) 

2/18/2019 3/19/2019 89 $131.36 $0.2925 

Electric Acct 

Begin 
End Date 

Billed Supply ReRate 
Date Usage Charge To: 

2/16/2019 3/15/2019 880 $157.82 $0.0544 

William Schaaf - Asst. Compliance Officer 

indra~ 
FNF.RGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

ReRate 
Pre Tax 

$26.03 

ReRate 
Total 

$47.87 

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

Sent: Thursday, March 21, 2019 10:29 AM 

To: William Schaaf <wschaaf@indraenergy.com> 

ReRate ReRate Amt Due 
Tax Total Customer 

$1.69 $27.73 $103.63 

Amt Due 
Customer 

$109.95 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref) 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID; 00255300 
COMPANY: 
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CUSTOME 
ADDRESS: 
SERVICE ADDRESS 

Uniontown, Ohio 44685 
niontown, Ohio 44685 

AIQ: Palmco Power OH LLC 
SERV. T NUMBER: 
NIQ 

***To ensure your response attaches to the appropriat e case, p lease reply to th is emai l without changing the 
subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Can you please provide me with an update? 

Sincerely, 

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

--------------- Original Message ---------------
From: Wi ll iam Schaaf [wschaaf@indraenergy.com] 

Sent: 3/15/2019 9:04 AM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255300 [ ref :_OODtOGzXt._500tOFMMYl :ref ] 

Hello Samantha, 

The customer's gas account is scheduled t o stop receiving our supply on 3/22/19. We w ill provide the rerate 

det ails after the final b ill is rendered. 

The customer's electric account is scheduled t o sto p receiving our supply today, 3/15/19. We will provide the 

rerate details aft er the fi nal b ill is rendered. 
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William Schaaf - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 8:35 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYl:ref] 

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

CASE ID: 00255300 
COMPANY: 
CUSTOMER 
ADDRESS: 
SERVICE Ii.. 
AIQ: Palmco Power 0 
SE~UNT NUMBER: 

Uniontown, Ohio 44685 
Uniontown, Ohio 44685 

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: 
An initial complaint was sent to you on March 7. Please review the customer's concerns and respond 

within three business days. 
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Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 

--------------- Origi na I Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/7 /2019 8:55 AM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYl:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00255300 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE AUUKt:::S 
AIQ: Palmco Power OH LLC 
SE T NUMBER: 
NIQ 

·ontown, Ohio 44685 
Uniontown, Ohio 44685 

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

subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 
Can you provide me with the total re-rate when after the final bills have been issued? 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 

4 



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

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/6/2019 5:35 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OOOtOGzXt._SOOtOFMMYl:ref] 

Hello Samantha and the PUCO, 

Regarding Case# 00255300, 

Mr-enrolled his gas and electric accounts in Indra's variable rate plans on 10/11/18, as the result of a 
door-to-door sale. We've attached the TPV recording for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Shortly after receiving his enrollment, we contacted the 
customer to gauge the quality of his sales experience; the customer confirmed his enrollment and did not 
express any concerns with his sales experience. Indra began servicing the customer's gas and electric accounts 
on 11/14/18 and 11/15/18, respectively. 

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

Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.0510 per kWh, after 
which rate would vary month-to-month. 

We received inbound drop transactions for the customer's gas and electric accounts on 2/26/19 and 2/25/19, 
respectively. No termination fees were issued for cancellation. The customer's gas and electric accounts are 
scheduled to stop receiving our supply on 3/22/19 and 3/15/19, respectively. 

These accounts were 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. 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 gas and electric bills to the rate we have on file for his gas and electric utilities, and 
will also adjust the customer's final bills, once they are rendered. This will provide the customer with the 
effect of having received Indra's introductory rates for his first two billing cycles, and then have returned to 
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the utility's standard service. We've included charts below detailing our calculations for the adjustments for 
the customer's most recent bills. 

Electric Acct 

Begin 
End Date 

Billed Supply Re Rate Re Rate Amt Due 
Date Usage Charge To: Total Customer 

1/16/2019 2/15/2019 1085 $240.23 $0.0544 $59.02 $181.21 

Gas Acct 

Begin Billed 
Supply 

Re Rate ReRate Re Rate 
Date 

End Date 
Usage 

Charge 
To: Pre Tax Tax 

(with tax) 

1/18/2019 2/18/2019 112 $207.12 $0.3020 $33.82 $2.20 

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.Ind ra Energy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 1, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Re Rate Amt Due 
Total Customer 

$36.02 $171.10 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._500tOFMMYl:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 

COMPANY: 

ADDRESS: Uniontown, Ohio 44685 

SERVICE ADDRESS: niontown, Ohio 44685 

AlQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Mr ontacted the PUCO regarding a rep that came to his home in 
0 , 018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 
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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:_ 00 DtOGzXt. _ SOOtOFM MYI : ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Samantha, 

William Schaaf 
Friday, March 15, 2019 9:04 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._ 
SOOtOFMMYI:ref] 

The customer's gas account is scheduled to stop receiving our supply on 3/22/19. We will provide the rerate details after 
the final bill is rendered. 

The customer's electric account is scheduled to stop receiving our supply today, 3/15/19. We will provide the rerate 
details after the final bill is rendered. 

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: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 15, 2019 8:35 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYl:ref] 

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

CASE ID: 00255300 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE 
AIQ: Palmco Power OH LLl; 

SERVrCE ACCOUNT NUMBER: 
NIQ: 

·ontown, Ohio 44685 
Uniontown, Ohio 44685 

***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-
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06(D)( 1 )(h)(v)*** 

DESCRIPTION OF ISSUE: 
An initial complaint was sent to you on March 7. Please review the customer's concerns and respond 

within three business days. 

Sincerely, 

Samantha Boerstler 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 

-- ------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/7/2019 8:55 AM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ 
ref:_ OODtOGzXt._500tOFMMYI:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 
Memorandum 

CASE ID: 00255300 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE A 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ 

· ntown, Ohio 44685 
Uniontown, Ohio 44685 

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

DESCRIPTION OF ISSUE: 
Can you provide me with the total re-rate when after the final bills have been issued? 

Sincerely, 

Samantha Boerstler 
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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 

--------------- Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/6/2019 5:35 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ 
ref:_ OODtOGzXt. _ 500tOFMMY I :ref] 

Hello Samantha and the PUCO, 

Regarding Case # 00255300, 

M oiled his gas and electric accounts in Indra's variable rate plans on 10111118, as the result of a door-to-door 
sale. We've attached the TPV recording for this enrollment, as well as the confirmation packages sent to the customer 
dclailing the terms of service. Shottly after receiving his enrollment, we contacted tbe customer to gauge the quality of his 
sales experience; the customer confinned his enrollment ctnd did nol express any concerns with his sales experience. Indra 
began servicing the customer's gas and electric accounts on 11114/18 and l 1 /15/18, respectively. 

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

Electric Plan: 100%-Grccn Variable. This included a two-month introductory rate of $0.05 l 0 per kWh, after which rate 
would vary month-to-month. 

We received inbound drop transactions for the customer's gas and electric accounts on 2/26/ l 9 and 2/25/ l 9, respectively. 
No termination fees were issued for cancellation. The customer's gas and electric accounts are scheduled to stop receiving 
our supply on 3/22/19 an<l 3115/19, respectively. 

These accounts were 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. In the interest of customer satisfaction and to provide the customer with the effect 
of an expedited return to his utility's standard offer, wc are willing to rerate the customer's most recent gas and electric 
bHls to the rate we have on file for his gas and electric utilities, and will also adjust the customer's final bills, once they 
are rendered. This will provide the customer with the effect of having received Indra's introductory rates for his first two 
billing cycles, and then have returned to the utility's standard service. We've included charts below detailing our 
calculations for the adjustments for the customer's most recent bills. 
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Electric Acct 

Begin 
End Date 

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

1/ 16/2019 2/15/2019 1085 $240.23 $0.0544 $59.02 $181.21 

Gas Acct 

Begin Billed 
Supply 

Re Rate Re Rate ReRate 
End Date Charge 

Date Usage 
(with tax) 

To: Pre Tax Tax 

1/18/2019 2/18/2019 112 $207.12 $0.3020 $33.82 $2.20 

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

W ill iam Schaaf - Asst. Compl iance 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: l'riday, March 1, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate Amt Due 
Total Customer 

$36.02 $171.10 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255300 [ ref:_OODtOGzXt._SOOtOFMMYI:ref ] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255300 

COMPANY: 

ADDRESS Uniontown, Ohio 44685 

niontown, Ohio 44685 

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)*** 
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DESCRIPTION OF ISSUE: 

Good morning, 

Mr. ontacted the PUCO regarding a rep that came to his home in 
Oc~vu • , 018. He stated the rep was very pushy. He advised the rep 
many times that he was not interested but continued to push him and 
would not leave. He was informed it would be a great rate for 2 months 
then going to a variable rate. When he received his bills for his gas and 
electric this month and the rate increased dramatically. 

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

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

Sincerely, 

Samantha Boerstler 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

This message and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 
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rcf:_ OODtOGzXt._500tOFMMYI:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, February 26, 2019 3:42 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255055 [ ref:_OODtOGzXt _SOOtOFMIKm:ref ] 

Ohio Pul>llC Utll f tiN 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Etectric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOM 
ADDRESS 
SERVICE ADORES 
AIQ: Palmco Power 

- .!. • ~ SE 
NIQ 

Fairborn, Ohio 45324 
Fairborn, Ohio 45324 

***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, 

Caller states that she cancelled with Indra at the end of January or the 
beginning of February. She states that they billed her for 5 cents on the 
first bill and now they are billing her 21 cents. Caller states that her bill is 
$710, which is 3/4 of her social security check. Caller states that she will 
tell everyone not to use them. 

***Please provide how you obtained the authorization to enroll the 
customer. 
***Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 
*"* What date do you show that the customer cancelled? 



***Are you willing to re-rate the customer for the period of the variable 
rate? 
*** If yes, please provide the detailed calculation to 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._SOOtOFMIKm:ref 
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William Schaaf 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 12, 2019 8:32 AM 

To: William Schaaf 

Cc: Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._ 

SOOtOFMIKm:ref] 

Good morning William, 

Please adjust the billing period to renect the price to compare. 

1117/19-2/l 5/19 
12/14/18-1117/19 

Thanks, 

Shawn Thompson 

PTC 4.8 cents 
PTC 5 .1 cents 

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/J/2019 5:26 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHJO - CASE#: 00255055 [ 
ref:_ OODtOGzXt._ 500tOFMJKm :ref] 

Hello Shawn and the PUCO, 

Regarding Case # 00255055, 

Ms. nrolled her electric account in Palmco's variable rate plan on 9/5/18, as the result of a telephone sale. We've 
attacneo me sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Shortly after the customer's enrollment, Palmco began doing business as Indra 
Energy. The customer was sent a postcard explaining the brand name change, and Indra began servicing the customer's 
account on I 0/ 18/I 8. 

Electric Plan: Variable. This included a two-month introductory rate of 5.3 cents, after which the rate would vary month
to-month. 
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On 1 /28119, Ms. ontacted our Customer Service line to cancel her service with Indra. As a result, an outbound drop 
transaction was processed, and the customer's utility (DPL) determined a service end date of 2115119. No termination fees 
were issued for the customer's decision to opt out of our supply. 

Considering the customer has expressed financial hardship, we will honor the PUCO's request to rerate the customer's 
variable rate bills to the rate we have on file for her utility. This results in a total adjustment of$487.77 for the billing 
period of 12/14/18 -2115/19. We've included a chart below detailing our calculations for the rerate amount. This will 
provide the customer with the financial effect of having received our introductory rate of 5.3 cents for her first two billing 
cycles, and then have returned to the utility's standard service. 

Begin 
End Date 

Billed Supply ReRatc ReRate 
Date Usage Charge To: Total 

1/17/2019 2/15/2019 1764 $378.38 $0.0563 $99.31 

12/14/2018 1/17/2019 L302 $283.01 $0.0563 $73.30 

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

William Schaaf - Lead Compliance Investigator 

151 S Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 
\ i 1(~" 

P: 888.504.6372 

F: 718.851.2427 

www.lndra Energy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, February 26, 2019 3:42 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Amt Due 
Customer 

$279.07 

$209.71 

$488.77 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._SOOtOFMIKm:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255055 

ADDRESS airborn, Ohio 45324 

Fairborn, Ohio 45324 

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, 

Caller states that she cancelled with Indra at the end of January or the 
beginning of February. She states that they billed her for 5 cents on the 
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first bill and now they are billing her 21 cents. Caller states that her bill is 
$710, which is 3/4 of her social security check. Caller states that she will 
tell everyone not to use them. 

***Please provide how you obtained the authorization to enroll the 
customer. 

***Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 

*** What date do you show that the customer cancelled? 

*** Are you willing to re-rate the customer for the period of the variable 
rate? 

*** If yes, please provide the detailed calculation to 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. 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, March 12, 2019 9:20 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._ 
500tOFMIKm:ref] 

Good morning Shawn, 

We will proceed with adjusting the customer's bills using the rates you provided. I've included a chart below detailing 

these calculations. Thanks. 

Begin Date End Date 
Billed Supply Re Rate 
Usage Charge To: 

1/17/2019 2/15/2019 1764 $378.38 $0.048 

12/14/2018 1/17/2019 1302 $283.01 $0.051 

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

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

EN ERG V 

www.IndraEnergy.com 

F: 718.851.2427 

ReRate Amt Due 
Total Customer 

$84.67 $293.71 

$66.40 $216.61 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 12, 2019 8:32 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION Of OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._SOOtOFMIKm:ref] 

Good morning William, 

Please adjust the billing period to reflect the price to compare. 

1117/19-2/15119 
12/14/18-1/17/19 

Thanks, 

Shawn Thompson 

PTC 4.8 cents 
PTC 5. 1 cents 

--------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com] 
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Sent: 3/1/2019 5:26 PM 
To: contactthepuco@puco.ohio.gov 
Cc: comp I iance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ 
ref:_OODt0GzXt._500tOFMIKm:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00255055, 

Ms nrolled her electric account in Palmco's variable rate plan on 9/5/18, as the result of a telephone sale. We've 
atta:~m.;u m sales call audio and TPY recording for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Shortly after the customer's enrollment, Palm co began doing business as Indra 
Energy. The customer was sent a postcard explaining the brand name change, and Indra began servicing the customer's 
account on l0/18/18. 

Electric Plan: Variable. This included a two-month introductory rate of 5.3 cents, after which the rate would vary month· 
to-month. 

On 1/28119, Ms- ontacted our Customer Service line to cancel her service with Indra. As a result, an outbound drop 
transaction was processed, and the customer's utility (DPL) determined a service end date of2/l5/19. No termination fees 
were issued for the customer's decision to opt out of our supply. 

Considering the customer has expressed financial hardship, we will honor the PUCO's request to rerate the customer's 
variable rate bills to the rate we have on file for her utility. This results in a total adjustment of $487. 77 for the billing 
period of I 2/14/18 - 2/15/19. We've included a chart below detailing our calculations for the rerate amount. This will 
provide the customer with the financial effect of having received our introductory rate of 5.3 cents for her first two billing 
cycles, and then have returned to the utility's standard service. 

Begin 
End Date 

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

1/17/2019 2/15/2019 1764 $378.38 $0.0563 $99.31 $279.07 

12/14/2018 1/17/20 l9 1302 $283.01 $0.0563 $73.30 $209.71 

$488.77 

Let us know if we can be of any further assistance. Thank you. 
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William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indr Philadelphia, PA 19102 
'\I '1'1 • 

P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday. February 26, 2019 3:42 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._SOOtOFMIKm:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255055 

ADDRESS: 

Fairborn, Ohio 45324 

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 
0.A.C. 4901 :1-21-06(0)(1 )(h)(v)**"' 

DESCRIPTION OF ISSUE: 

Good afternoon, 

Caller states that she cancelled with Indra at the end of January or the 
beginning of February. She states that they billed her for 5 cents on the 
first bill and now they are billing her 21 cents. Caller states that her bill is 
$710, which is 3/4 of her social security check. Caller states that she will 
tell everyone not to use them. 
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*** Please provide how you obtained the authorization to enroll the 
customer. 

***Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 

*** What date do you show that the customer cancelled? 

*** Are you willing to re-rate the customer for the period of the variable 
rate? 

*** If yes, please provide the detailed calculation to 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. 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 1, 2019 5:27 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._ 

Attachments: 
SOOtOFMI Km:reLJ.... ~ 

~V.MP3~onfirmation Pack.pd Sales Call.mp3 

Hello Shawn and the PUCO, 

Regarding Case# 00255055, 

M~nrolled her electric account in Palmco's variable rate plan on 9/5/18, 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. Shortly after the customer's enrollment, Palmco began doing business as Indra 
Energy. The customer was sent a postcard explaining the brand name change, and Indra began servicing the customer's 
account on 10/18/18. 

Electric Plan: Variable. This included a two-month introductory rate of 5.3 cents, after which the rate would vary month
to-month. 

On 1/28/19, Ms ontacted our Customer Service line to cancel her service with Indra. As a result, an outbound 
drop transactio cessed, and the customer's utility (DPL) determined a service end date of 2/15/19. No 
termination fees were issued for the customer's decision to opt out of our supply. 

Considering the customer has expressed financial hardship, we will honor the PUCO's request to rerate the customer's 
variable rate bills to the rate we have on file for her utility. This results in a total adjustment of $487.77 for the billing 
period of 12/14/18- 2/15/19. We've included a chart below detailing our calculations for the rerate amount. This will 
provide the customer with the financial effect of having received our introductory rate of 5.3 cents for her first two 
billing cycles, and then have returned to the utility's standard service. 

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

1/17/2019 2/15/2019 1764 $378.38 $0.0563 $99.31 $279.07 

12/14/2018 1/17/2019 1302 $283.01 $0.0563 $73.30 $209.71 

$488.77 

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

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

•
1 
nd ra~ Philadelphia, PA 19102 

P: 888.504.6372 
ENERGY F: 718.851.2427 

www .Indra Energy.com 
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From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us) 
Sent: Tuesday, February 26, 2019 3:42 PM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255055 [ ref:_OODtOGzXt._SOOtOFMIKm:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255055 
CUSTOM 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 45324 
Fairborn, Ohio 45324 

***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, 

Caller states that she cancelled with Indra at the end of January or the 
beginning of February. She states that they billed her for 5 cents on the 
first bill and now they are billing her 21 cents. Caller states that her bill is 
$710, which is 3/4 of her social security check. Caller states that she will 
tell everyone not to use them. 

***Please provide how you obtained the authorization to enroll the 
customer. 
*** Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 
*** What date do you show that the customer cancelled? 
*** Are you willing to re-rate the customer for the period of the variable 
rate? 
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*** If yes, please provide the detailed calculation to determine the re~rate 
amount. 
*** Please provide all of the details regarding th is 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. 500tOFMIKm:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, January 29, 2019 4:37 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00249893 [ ref:_OODtOGzXt._SOOtOEhWOY:ref] 

Ohio Put>llo Utfl r1J1~9 
CommJssfon 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME 
ADDRESS 
SERVICE -L,ILJn> 

44710 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 44710 
anton, Ohio 

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

Please review the following e-mail complaint received from Ms 

Please advise: 

1. When, how, and by whom the enrollment of this customer's account 
was completed. Please include with the response copies of the TPV, 
signed agreement for service, Welcome Letter, Terms and Conditions of 
supply, and Renewal letters (if applicable). 



2. If and how this customer was notified of the name change from Palmco 
to Indra Energy. 

3. If this customer has been billed a rate of $0.22 per kwh for electric 
generation provided by Indra. If so, please explain how the rate is being 
calculated. This would include any market based conditions, etc. If not, 
please provide a copy of the billing history for this customer's account. 

Additionally, please contact Ms o discuss this issue, including 
whether or not she wishes to cancel the enrollment. 

Thank you. 
****·***"********************************************·************** 

Somehow I ended up with Indra who was charging me 10 times what AEP 
charges for supplying me with electricity. I was never given an option. I just 
had a bill for one month for over $318. I am a senior living on Social 
Security. Now I have the choice of eating or paying this bill. lsn 't there 
someone who looks out for people like me??? Indra charges 0.222 per 
kilowatt hour 
compared to the .0182 charged by AEP. HOW DID THIS HAPPEN??? 
****************************************************************** 
Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOEhWOY:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Christina and the PUCO, 

Regarding Case # 00249893, 

William Schaaf 
Tuesday, February 5, 2019 10:34 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00249893 [ ref:_OODtOGzXt._ 
SOOtOEhWOY:ref ] 

V.MP3 Confirmat ion Pack-Electric.pd·-=onfirmation 

Ms.- enrolled her gas and electric accounts in Palmco's service on 10/6/17, as the result of a telephone sale. 
We've attached the TPV recording for this enrollment, as well the confirmation packages sent to the customer detailing 
the terms of service. Palmco began servicing the customer's gas and electric accounts on 11/3/17 and 11/20/17, 
respectively. 

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 1/28/19, Ms.- contacted our Customer Service line and requested the cancellation of her accounts. Per the 
customer's request, outbound drop transactions were submitted, and her gas and electric utilities (DEO and AEP) 
established service end dates. The customer's gas and electric accounts are scheduled to stop receiving our supply 
service on 2/12/19 and 2/20/19, respectively. No termination fees were issued for the customer's decision to opt out of 
our supply. 

Ms greed to enroll her gas and electric accounts in a variable rate product, which included an introductory 
rate or t e irst three billing cycles. On the TPV she completed, the customer confirmed her understanding that her rate 
could vary from month-to-month, and that savings were not guaranteed. The customer enrolled in a month-to-month 
varlable rate plan for electricity, and as a result was never provided renewal letters. Her most recent bill was issued at 
the rate of $0.22288; taken from our terms and conditions, Indra's variable rate is "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." 

Ms eceived our service for more than a year before calling to cancel, so it seems she was satisfied with the 
ser red until recently. We hate to see the consumer leave fee~sfied with service, so in the interest 
of trying to provide an agreeable cus erience, we'll provide Ms~ rerate of her final two bills for gas 
and electricity. This will provide Ms. the financial effect of having returned to her utility's standard service in 
December, prior to her request for cance a ion. This will result in a total adjustment of $178.14 for electricity and 
$57.22 for gas for her January bills, and the upcoming final bills will also be charged at utility rates. 

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

Thank you. 
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William Schaaf - Lead Compliance Investigator 
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 [mailto:contactthepuco@puc.state.oh.us) 
Sent: Tuesday, January 29, 2019 4:37 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00249893 [ ref:_OODtOGzXt._SOOtOEhWOY:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

Ohio 44710 
Canton, Ohio 

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

DESCRIPTION OF ISSUE: 

Good afternoon. 

Please review the following e-mail complaint received fro 

Please advise: 
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1. When, how, and by whom the enrollment of this customer's account 
was completed. Please include with the response copies of the TPV, 
signed agreement for service, Welcome Letter, Terms and Conditions of 
supply, and Renewal letters (if applicable}. 

2. If and how this customer was notified of the name change from Palmco 
to Indra Energy. 

3. If this customer has been billed a rate of $0.22 per kwh for electric 
generation provided by Indra. If so, please explain how the rate is being 
calculated. This would include any market based conditions, etc. If not, 
please provide a copy of the billing history for this customer's account. 

Additionally, please contact Ms-o discuss this issue, including 
whether or not she wishes to ca~nrollment. 

Thank you. 
****************************************************************** 

Somehow I ended up with Indra who was charging me 1 O times what AEP 
charges for supplying me with electricity. I was never given an option. I just 
had a bill for one month for over $318. I am a senior living on Social 
Security. Now I have the choice of eating or paying this bill. Isn't there 
someone who looks out for people like me??? Indra charges 0.222 per 
kilowatt hour 
compared to the .0182 charged by AEP. HOW DIDTHIS HAPPEN??? 
*******************************************~********************** 

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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ref:_OODtOGzXt._SOOtOEh WOY:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Friday, March 1, 2019 3:07 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODt0GzXt._500tOFMfng:ref] 

Ohio Fubille Utflfti1e1 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255998 

... . . . . . CUSTOMER 
ADORES 
SERVICE • • t -

AIQ: Palm gy • 
SER T NUMBER: 
NIQ: 

hio 45638 
Ironton, Ohio 45638 

***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 she is not sure the rate that she signed up for with 
Indra. Caller states that her bill went from $69.26 last month to $252.45. 

***Please provide how you obtained the authorization to enroll the 
customer. 
***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:_ OOOtOGzXt. _SOOtOF Mfng: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Wednesday, March 6, 2019 6:02 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject : RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODtOGzXt._SOOtOFMfng:ref 

Attachments: 
Postcard.pdf 

TPV.mp3; -Confirmation Pack.pdf; Indra 

Categories: PUCO Complaint 

Hello Shawn, 

Regarding PUCO Case ID 00255998; 

We're attaching the signed agreement and TPV recording from this customer's enrollment in Palmco's variable rate plan 
on 3/12/2018. We're also attaching the confirmation packet sent to the customer. Additionally, we're attaching the 
postcard mailed to the customer, explaining that Palmco would be conducting business under its trade name, Indra 
Energy, in October 2018. 

Gas Plan: Variable. This included a two-month introductory rate of 47 cents, after which rate would vary month-to
month. 

Reviewing the account now, I don't see any record of the customer reaching out to our Customer Service line, and she is 
still currently enrolled under our variable supply; can you confirm if the customer is looking to cancel with Indra? If the 
customer is looking for an adjustment of her recent bill, I believe we could issue the customer an adjustment to help 
assist in resolving her concerns. 

Please let us know, so we can confirm how to proceed with this account. Thank you. 

Orpheus Craigue - Compliance Officer 
1S15 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 1, 2019 15:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODt0GzXt._500tOFMfng:ref] 
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Ohio Pul>llo Utl'lffln 
Comm•selon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 0 
CUSTOME 
ADDRESS: 
SERVICE ADORES 
AIQ: Palmco Energ 
SER T NUMBER: ! • ~ 

NIQ: 

hio 45638 
Ironton, Ohio 45638 

***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 she is not sure the rate that she signed up for with 
Indra. Caller states that her bill went from $69.26 last month to $252.45. 

***Please provide how you obtained the authorization to enroll the 
customer. 
***Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 
*** Please provide all of the details regarding this issue to our office for 
review. 

Sincerely, 

Shawn Thompson 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(800) 686-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 ._SOOtOF Mfng: ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 22, 2019 5:58 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSlON OF OHlO - CASE#: 00255998 [ ref:_OODtOGzXt._ 
500tOFMfng:ref ] 

Categories: PUCO Complaint 

Hello Shawn, 

Regarding Ms. gas account: 

In addition to returning customer to their utility, we can rerate the customer's most recent disputed bill to the utility's 
standard offer, in order to help resolve this complaint. I'm detailing the calculation below, and we'll get this processed 
unless we hear otherwise from you. Please feel free to reach out if you need anything further, and have a great 

weekend. Thanks! 

Begin Date End Date 
Billed 
Usage 

Supply Charge 
(with tax) 

1;25;19 I 212s;19 I 114 I s 213.51 

Orpheus Craigue - Compliance Officer 

indra._ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate 
To: 

o.41soo I 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 22, 2019 10:01 
To: Orpheus Craigue <ocraigue@indraenergy.com> 

ReRate 
Pre Tax 

47.65 

ReRate Tax 

3.45 

ReRate Amt Due 
Total Customer 

si.11 I s 162.40 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODtOGzXt._SOOtOFMfng:ref] 

Good morning Orpheus, 

Are you willing to re-rate the customer? 

Shawn Thompson 

-------------- Original Message ----------
From: Orpheus Craigue [ocraigue@indraenergy.com) 

Sent: 3/6/2019 6:01 PM 
To: contactthepuco@puco.ohio.gov 
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Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODtOGzXt._SOOtOFMfng:ref) 

Hello Shawn, 

Regarding PUCO Case ID 00255998 

We're attaching the signed agreement and TPV recording from this customer's enrollment in Palmco's variable rate plan 
on 3/12/2018. We're also attaching the confirmation packet sent to the customer. Additionally, we're attaching the 
postcard mailed to the customer, explaining that Palmco would be conducting business under its trade name, Indra 
Energy, in October 2018. 

Gas Plan: Variable. This included a two-month introductory rate of 47 cents, after which rate would vary month-to
month. 

Reviewing the account now, I don't see any record of the customer reaching out to our Customer Service line, and she is 
still currently enrol led under our variable supply; can you confirm if the customer is looking to cancel with Indra? If the 
customer is looking for an adjustment of her recent bill, I believe we could issue the customer an adjustment to help 
assist in resolving her concerns. 

Please let us know, so we can confirm how to proceed with this account. Thank you. 

Orpheus Craigue - Compliance Officer 

1515 Market Street, Suite 1200 

indra .. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 
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From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Friday, March l, 2019 15:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255998 [ ref:_OODt0GzXt._500tOFMfng:ref J 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255998 

ADDRESS 

SERVICE ADDRESS Ironton, Ohio 45638 

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: 

3 



Good afternoon, 

Caller states that she is not sure the rate that she signed up for with Indra. Caller 
states that her bill went from $69.26 last month to $252.45. 

*** Please provide how you obtained the authorization to enroll the 
customer. 

**"' Please provide the sales call or signed contract, tpv, welcome letter and 
terms. 

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

Sincerely, 

Shawn Thompson 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-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:_ 00 DtOG zXt ._ SOOtO F Mfng: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, February 11, 20191:50 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252437 [ ref:_OODt0GzXt._500tOFKl8U:ref] 

Ohio Publlc UtJI f tin 
Commle.sron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252437 
COMPANY: 
CUSTOME · 
ADDRESS: , Ohio 43609 
SERVICE ADDRESS: Toledo, Ohio 43609 
AIQ: Palmco Power OH LLL; 

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 morning, 

Customer was approached by.nergy representative while she was 
shopping in Sam's Club. Mrs. id sign up for a 5 cents/kwh rate. As 
a budget billing customer with her utility she has expectations of what her 
bill would be each month. Her most recent bill was more than double of 
her typical bill due to the incredible rate she is being charged per kwh. 

Please review and advise: 

1. Can you provide a copy of customer enrollment confirmation? 
2. What are the terms and conditions, including rate per kwh for the plan 
in which customer was enrolled? 
3. Has customer contacted Indra Energy to discuss her concerns? 



4. Why is customer being charged at the current rate? 
5. How was the current rate determined? 
6. How and when was customer notified of the possibility of her rate 
changing? 

Any add itional information would be greatly appreciated . 

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._SOOtOFKl8U:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Alfred and the PUCO, 

Regarding Case# 00252437. 

William Schaaf 
Thursday, February 14, 2019 8:55 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252437 [ ref:_OODtOGzXt._ 

onfirmation Pack-Electric.pdf; 
nfirmation Pack-Gas.pdf 

This customer enrolled her gas and electric accounts in Pal mco' s service on 9/7 /18, upon completion of the attached 
TPV recording. We've also attached the confirmation packages sent to the customer detailing the terms of service. The 
customer's gas and electric accounts began receiving our supply on 9/24/18 and 10/3/18, respectively. 

Jn October 2018, Palmco began doing business as Indra Energy, and customers were provided with a postcard informing 
them of the brand name change. 

On 12/31/18, Ms. contacted our Customer Service line. The customer declined an offer to switch her 
existing variable rate plan to a tixed rate product, and instead requested to cancel her accounts with Indra. Per her 
request, outbound drop transactions were submitted, and her gas and electric accounts stopped receiving our supply on 
1/25/19 and 2/4/19, respectively. No termination fees were issued for the customer's decision to opt out of our supply. 

Ms. ontacted our Customer Service line again on 2/8/19 with concerns over her electric bill. Our CSR 
adv1::.~u trie 1,;u::.lo111~1 that her account would be escalated for further review. After reviewing her account, because the 
customer expressed dissatisfaction, we proceeded with adjusting the customer's final electric bill to match the rate we 
had on file for her utility. This resulted in an adjustment of $184.06 for the billing cycle of 1/5/19 - 2/4/19, which was 
sent to the customer's utility in the form of a check. This ultimately provided the financial effect of expediting the 
customer's return to the utility for her electric account. 

At the time of enrollment, Ms. greed to enroll in a variable rate product for her gas and electric 
accounts, which included an introauctory rate ror he first two billing cycles. During the TPV recording, she agreed to the 
following terms: "Palm co will be selling vou natwal gas at the introductory price of 37 cents per Ccf[or your first two 
bills" and "Palmco will be selling you electricity at the introductory price ofS.2 cents per kWh for your fir.st two bills." The 
customer also acknowledged that "Beginning with your third bill, the price you pay 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." The customer's 
accounts were billed according to the terms she agreed to at the time of enrollment. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 
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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: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, February 11, 2019 1:50 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252437 [ ref:_OODtOGzXt._500tOFKl8U:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252437 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADORES~ 
AIQ: Palmco Power H LLL 

SERVICE ACCOUNT NUMBER: 

io 43609 
oledo, Ohio 43609 

***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, 

Customer was approached b~ nergy representative while she was 
shopping in Sam's Club. Mrs id sign up for a 5 cents/kwh rate. As 
a budget billing customer with er u 1 ity she has expectations of what her 
bill would be each month. Her most recent bill was more than double of 
her typical bill due to the incredible rate she is being charged per kwh . 

Please review and advise: 

2 



1. Can you provide a copy of customer enrollment confirmation? 
2. What are the terms and conditions, including rate per kwh for the plan 
in which customer was enrolled? 
3. Has customer contacted Indra Energy to discuss her concerns? 
4. Why is customer being charged at the current rate? 
5. How was the current rate determined? 
6. How and when was customer notified of the possibility of her rate 
changing? 

Any additional information would be greatly appreciated . 

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._500tOFK18U :ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Monday, February 25, 2019 9:05 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254864 [ ref:_OODt0GzXt._SOOtOFM8AC:ref] 

Ohio Pubillc ucn '1i1s 
Co111mfssfon 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00254864 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 43812 
oshocton, Ohio 43812 

***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: 
The customer states receiving their current gas bill that the bill would have 
been $227 less if the customer was with Columbia Gas for their 
supply. The bill showed the customer being billed $1.70 per ccf and the 
customer stated agreeing to switch to Indra over the phone, being given a 
low introductory rate for the first couple of months and then the rate 
increasing. 
The customer doesn't remember when they were contacted and agreed to 
switch. Please provide the tpv, sales call and welcome letter with terms 
and conditions of the contract for review. What was the introductory 
rate? When did it change to a variable rate? Work to resolve the 
customer's concerns. 

Sincerely, 



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

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 M8AC: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Mariner, 

Orpheus Craigue 
Thursday, February 28, 2019 7:47 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00254864 [ ref:_OODtOGzXt._ 

:ref] 
TPV.mp3 Sales Audio.w Confirmation Pack Electric.pdf; 
Confirmation Pack Gas.pdf 

PUCO Complaint 

Regarding PUCO Case ID 00254864 

The customer's electric and gas accounts were enrolled in Palmco's service on 8/24/2018, as a result of a telephone 
sale. We've attached the sales audio and TPV recording from this enrollment, as well as the gas and electric 
confirmation packages mailed to the customer following enrollment. 

Electric Plan: 17-Month Two-Phase Fixed Plan, including 5.1 cents for the initial month, followed by 7.9 cents for the 
remaining 16 months. 
Gas Plan: Variable. This included a two-month introductory rate of 37 cents per Ccf, after which rate would vary month

to-month. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service line on 1/28/2019 to cancel her electric and gas service with 
Indra. Outbound drop transactions were submitted to the customer's utilities. Columbia gas established a service end 

date of 2/19/2019, and AEP established an end date also on 2/19/2019. Neither account incurred a termination fee. 

The customer's enrollment was under a fixed contract for the duration of its life with Palmco I Indra. The gas account 

was never enrolled in a fixed rate plan, and as a result continued to be billed under the terms of the customer's variable 
rate agreement. However, after continued conversations with the customer, and in reviewing her PUCO complaint, we 
determined we would rerate the customer's gas account for the entire duration it received our service; this was done as 
a goodwill gesture as part of an effort to ensure customer satisfaction in our service. We've detailed our calculations 
below; this adjustment will provide the customer with the financial effect of having never received our natural gas 
supply. We're attempting to follow up with the customer to provide her this information. 

Begin Date End Date 

1/21/19 2/19/19 

12/18/18 1/21/19 

11/15/18 12/18/18 

10/17/18 11/15/18 

9/18/19 10/17/19 

Billed 
Usage 

159 

114 

121 

74 

19 

Supply Charge 
(with tax) 

$ 297.79 

$ 97.11 

$ 102.84 

$ 29.37 

$ 7.54 

ReRate 
To: 
0.41800 

0.48720 

0.59450 

0.44150 

0.42510 

If you need anything further, please feel free to reach out. Thank you . 

ReRate 
Pre Tax 

66.46 

55.54 

71.93 
32.67 

8.08 

ReRateTax 

4.82 

4.02 

5.21 

2.37 

0.59 

ReRate 
Total 

71.28 

59.56 

77.15 

35.05 

8.66 

Amt Due 
Customer 

$ 226.51 
$ 37.55 

$ 25.69 
$ (5.68) 

$ {1.12) 

$ 282.95 



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

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

ENERGY F: 718.851.2427# 

www.IndraEnergy .com 

From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Monday, February 25, 2019 09:05 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254864 [ ref:_OODtOGzXt._500tOFM8AC:ref) 

Ohio Publlo UUUtifJt 
CommJ11ron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Res pond Within 3 Business Days 

CASE ID: 00254864 
COMPANY: 
CUSTOM Ii 
ADORES~ 
SERVICE ADDRESS: 
AlQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NfQ: 

, Ohio 43812 
Coshocton, Ohio 43812 

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

DESCRIPTION OF ISSUE: 
The customer states receiving their current gas bill that the bill would have 
been $227 less if the customer was with Columbia Gas for their 
supply. The bill showed the customer being billed $1.70 per ccf and the 
customer stated agreeing to switch to Indra over the phone, being given a 
low introductory rate for the first couple of months and then the rate 
increasing. 
The customer doesn't remember when they were contacted and agreed to 
switch. Please provide the tpv, sales call and welcome letter with terms 
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and conditions of the contract for review. What was the introductory 
rate? When did it change to a variable rate? Work to resolve the 
customer's concerns. 

Sincerely, 

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

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._SOOtOFM8AC:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, February 27, 2019 5:31 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255567 [ ref:_OODtOGzXt._SOOtOFMTbZ:ref I 

Ohio Publ1c Utrl ltfe1 
Commls.sron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255567 
COMPA 
CUSTOM 
ADORES Ohio 43344 

ichwood, Ohio 43344 

***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: 
The customer noticed his bill was very high ($228}, so he called OE and 
they said its due to Indra charging him 0.2411 per kwh and he would have 
only been charged .0521 with OE. 

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 
of the contract, call script, recorded call with the customer and marl<eter 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:_OODtOGzXt. _SOOtOF MTbZ: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Kelly and the PUCO, 

William Schaaf 
Tuesday, March 5, 2019 10:42 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255567 [ ref:_OODtOGzXt._ 

SOOtOFMTbZ:ref --
PV.MI greement.p~onfirmation Pack-Gas.pdf; 
onfirma ion ac - lectric.pdf; Indra Postcard.pdf; PALMco D2D Sales Script -

all territories - start 11-23-16 end 5-2-17.docx 

Regarding Case# 00255570 & 0025556 

M r.-nrolled his gas and electric accounts in Pa lmco' s variable rate service on 3/9/17, as the result of a door-to
doo~'ve attached 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 
3/22/17 and 4/6/17, respectively. 

Gas Plan: Variable. This included a three-month introductory rate of $0.3498 per Ccf, after which rate would vary 

month-to-month. 
Electric Plan: Variable. This included a three-month introductory rate of $0.0628 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 him of this brand name change. 

On 2/25/19, M1-ontacted our Customer Service line to cancel his service with Indra. Drop transactions were 
processed, and service end dates were determined by the customer's gas and electric utilities. The customer's gas and 
electric accounts are scheduled to stop receiving our supply on 3/25/19 and 4/3/19, respectively. No termination fees 
were issued for the customer's decision to opt out of our supply. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. In the interest of ensuring customer satisfaction, we are planning to 
rerate the customer's most recent gas and electric variable bills to the estimated rate we have on file for his gas and 
electric utilities. We've included charts below detailing our calculations for these adjustments. Additionally, the 
customer's upcoming final gas and electric bills will be flagged to be adjusted accordingly. This will ultimately provide 
the customer with the financial effect of expediting his return his gas and electric utility's standard service. 

Gas 

Begin Billed 
Supply 

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

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/23/2019 2/21/2019 117 $218.62 $0.4180 $48.91 $3.42 $52.33 $166.29 

Electric 

Begin 
End Date 

Billed Supply Re Rate Re Rate Amt Due 
Date Usage Charge To: Total Customer 



I 1/s/2019 I 2/s/2019 I ns I $173.17 I so.0544 I $39.06 I $134.11 

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

W il l iam Schaaf - Lead Comp liance Invest iga tor 

indra~ 
E N ER G Y 

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, February 27, 2019 5:31 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255567 [ ref :_OODtOGzXt._500tOFMTbZ:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00255567 
COMPANY: 
CUSTOMEi 
ADDRESS 
SERVICE ADORE 
AIQ: Palmco Pow r un LL'-' 

SERVICE ACCOUNT NUMBER 
NIQ: 

Ohio 43344 
ichwood, Ohio 43344 

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

DESCRIPTION OF ISSUE: 
The customer noticed his bill was very high ($228), so he called OE and 
they said its due to Indra charging him 0.2411 per kwh and he would have 
only been charged .0521 with OE. 
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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 
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: OODtOGzXt. 500tOFMTbZ:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, February 27, 2019 5:23 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255570 [ ref:_OODtOGzXt._SOOtOFMTdL:ref) 

Ohio ru1>11c ucn rtfi•1 
Commlssl'on 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255570 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy UH LLv 

SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43344 
ichwood, Ohio 43344 

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

DESCRIPTION OF ISSUE: 
The customer stated that Indra raised his rate to $1.74, which is triple from 
what he agreed to. 

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 
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:_OODtOGzXt ._SOOtOFMTdL:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Kelly and the PUCO, 

William Schaaf 
Tuesday, March 5, 2019 10:41 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #; 00255570 [ ref:_OODtOGzXt._ 

dl:ref] -
PV.MP3;-.greement.p~Confirmation Pack-Gas.pdf; 
onfirmation Pack-Electric.pdf; Indra Postcard.pdf; PALMco D2D Sales Script -

011 '"'" nv ies - start 11-23-16 end 5-2-17.docx 

Regarding Case# 00255570 & 00255567 

Mr nrolled his gas and electric accounts in Palmco's variable rate service on 3/9/17, as the result of a door-to-
do 've attached 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 
3/22/17 and 4/6/17, respectively. 

Gas Plan: Variable. This included a three-month introductory rate of $0.3498 per Ccf, after which rate would vary 
month-to-month. 
Electric Plan: Variable. This included a three-month introductory rate of $0.0628 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 him of this brand name change. 

On 2/25/19, Mr ontacted our Customer Service line to cancel his service with Indra. Drop transactions were 
processed, and ::.t::rvu .. t:: e11 dates were determined by the customer's gas and electric utilities. The customer's gas and 
electric accounts are scheduled to stop receiving our supply on 3/25/19 and 4/3/19, respectively. No termination fees 
were issued for the customer's decision to opt out of our supply. 

These accounts were not enrolled in a fixed rate plan, but rather a variable product, and as a result no renewal letters 
were required to be provided to the customer. In the interest of ensuring customer satisfaction, we are planning to 
rerate the customer's most recent gas and electric variable bills to the estimated rate we have on file for his gas and 
electric utilities. We've included charts below detailing our calculations for these adjustments. Additionally, the 
customer's upcoming final gas and electric bills will be flagged to be adjusted accordingly. This will ultimately provide 
the customer with the financial effect of expediting his return his gas and electric utility's standard service. 

Gas 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 

Date 
End Date 

Usage 
Charge (with 

To: Pre Tax Tax Total Customer 
tax) • 

1/23/2019 2/21/2019 117 $218.62 $0.4180 $48.91 $3.42 $52.33 $166.29 

Electric 

Begin 
End Date 

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

1 



I 1/5/2019 I 2/5/2019 I ns I $173.17 I so.os44 I $39.06 I $134.11 

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 ra~ Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www .Indra Energy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, February 27, 2019 5:23 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255570 [ ref:_OODtOGzXt._SOOtOFMTdL:ref) 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255570 
COMPANY· 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy n LL'V 

SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43344 
ichwood, Ohio 43344 

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

DESCRIPTION OF ISSUE: 
The customer stated that Indra raised his rate to $1.74, which is triple from 
what he agreed to. 
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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 
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: OODtOGzXt. 500tOFMTdL:ref - -
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Orpheus Craigue 

From: 

Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Wednesday, January 30, 2019 9:40 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt_SOOtOEhfl9:ref] 

Ohio Pul>llc Utfl rt~es 
Comml11lon 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Power OH LLC 
SE BER 
NI 

, Ohio 45458 
Centerville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute she has with the company. She believes that she has 
been paying almost double for her electricity. 

1. What was the method of enrollment? 

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



3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per O.A.C. 4901; 1-21-11 (G). 

4. Please place this customer on the company's Do Not Call, Do Not 
Knock and Do Not Mail lists. 

5. Please assure that all company vendors do the same. 

6. Please advise the effective date of this change. 

Sincerely, 

Michael Coady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Lead Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PU CO.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._500t0Ehfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us > 

Tuesday, February 5, 2019 8:53 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 ( ref:_OODtOGzXt._500tOEhfl9:ref] 

Ohio P\lbillc Utrtrffn 
Commls.sron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE DDRESS 
AIQ: Palmco Power OH LLC 
SE~MBER: 
NIQ._ 

, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

Please provide a copy of the sales call, TPV and terms and 
conditions for the January enrollment. 

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. 
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ref:_OODtOGzXt._500tOEhfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady < contactthepuco@puc.state.oh.us> 
Thursday, February 7, 2019 2:21 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref] 

Ohio Pul>l1o '-"JI itii•s 
Commlssron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADORES 
SERVICE AUUKt::S 
AIQ: Palmco Power 
SE~UMBER 
NIQ-

, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

I have reviewed both sales calls and both TPVs. I have some 
concerns about the TPV conducted in January, 2019. 

1. How does this TPV comply with 0.A.C. 4901 :1-21-06(0)(2)(a)(iii)? 

2. How does this TPV comply with O.A.C. 4901 :1-21-
06(D)(2)(a)(vi)(h)? 

3. How does this TPV comply with O.A.C. 4901 :1-21-06(D)(2)(a)(vi)U)? 

4. How does this TPV comply with 0.A.C. 4901 :1-21-06(D)(2)(a)(vii)? 

5. How does this TPV comply with O.A.C. 4901:1-21-06(0)(2)(a)(viii)? 

6. The welcome letter correctly advised the customer that ""You will 
receive a confirmation notice from DP&L confirming your selection of 
Indra Energy as your electricity supplier." Did the company submit 
an enrollment request to Dayton Power & Light? If not, how 



would the customer ever be advised of her right to rescind during the 
rescission period? 

7. How does this TPV comply with O.A.C. 4901:1-21-06(0)(2)(a)ix)? 

I also found the first sales call in August to be misleading and 
deceptive. The customer was told that she would receive the 
"introductory rate of $053 for the first two months, followed by a 
competitive variable rate every month after, so we'll shop the market 
for you and make sure you get the best possible rate every single 
month." 

Please re-rate this customer for the entire period of 
her enrollments. I am required to obtain copies of her utility bills to 
perform the calculations myself. Once I have completed them, I will 
forward them to you, along with the supporting documentation. 

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:_OOOt0GzXt._500tOEhfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Wednesday, February 13, 2019 8:57 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref I 

Ohio rut>nc ucn ru•s 
Commlesron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOMF. 
ADORES~ 
SERVICE 
AIQ: Palmco Power 0 .. . . ~ ~ SE 
NIQ 

Centerville, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

I have reviewed both sales calls and both TPVs. I have some 
concerns about the TPV conducted in January, 2019. 

1. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(iii)? 

2. How does this TPV comply with O.A.C. 4901:1-21-
06(0)(2)(a)(vi)(h)? 

3. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(vi)(j)? 

4. How does this TPV comply with O.A.C. 4901 :1-21-06(D)(2)(a)(vii)? 

5. How does this TPV comply with 0.A.C. 4901 :1-21-06(D)(2)(a)(viii)? 

6. The welcome letter correctly advised the customer that ""You will 
receive a confirmation notice from DP&L confirming your selection of 
Indra Energy as your electricity supplier." Did the company submit 
an enrollment request to Dayton Power & Light? If not, how 

1 



would the customer ever be advised of her right to rescind during the 
rescission period? 

7. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)ix)? 

I also found the first sales calf in August to be misleading and 
deceptive. The customer was told that she would receive the 
"introductory rate of $053 for the first two months, followed by a 
competitive variable rate every month after, so we'll shop the market 
for you and make sure you get the best possible rate every single 
month." 

Please re-rate this customer for the entire period of 
her enrollments. I am required to obtain copies of her utility bills to 
perform the calculations myself. Once I have completed them, I will 
forward them to you, along with the supporting documentation. 

The customer does not wish to be solicited by the company 
again. Please advise the date that this request will be effective. 

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._500t0Ehfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Thursday, February 14, 2019 6:03 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500t0Ehfl9:ref] 

Categories: PUCO Complaint 

Hello Michael, 

Regarding Case ID 00250217 

Because the customer was already actively receiving Indra's service when she reached out to us in January 2019, these 
codes wouldn't necessarily apply. We may have previously said she "enrolled" again which would lead to confusion -
apologies if so- but this was an existing and active customer agreeing to switch to a new rate, not a new enrollment or 
new sales transaction. There was never a drop transaction up to this point, so no service end date was ever 
established. From an EDI perspective no new enrollment was ever sent to the utility, but instead an existing customer 
received a rate change transaction. Considering all of this, with Indra as the customer's current supplier, there was no 
possible rescission period: as an active customer she could request to cancel service, but not pre-empt or rescind a 
service that was already active. The main purpose of the verification (to change the customer's rate plan) was clear, and 
the terms and conditions relating to cancellation were essentially the same. As with the customer's initial enrollment, 
she could cancel Indra's supply with no termination fee. 

The customer was added to our Do Not Call and Do Not Knock lists on 2/7 /2019 in order to prevent future marketing 
efforts on behalf of Indra. This information was promptly distributed to all our external sales partners. 

An lnbound drop from DPL established a service end date of 2/27/2019, meaning the customer has one more bill 
remaining with Indra. We will honor the requested re rate you mentioned below, and will await the calculations you 
mentioned you will be performing, so that we can issue any adjustment necessary to the customer's electric account. 

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 
1S1 S Marl< et Street Suite 1200 

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

ENERCiV 

www.IndraEnergy.com 

F: 718.851.2427# 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, February 13, 2019 08:57 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref ] 

1 



Ohio Publlo ucn r1fN 
Com miser on 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE lD: 00250217 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE DDRESS: 
AIQ: Palmco Power OH LLC 
SE~UMBER: 
NIQ-

, Ohio 45458 
Centerville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

I have reviewed both sales calls and both TPVs. I have some 
concerns about the TPV conducted in January, 2019. 

1. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(iii)? 

2. How does this TPV comply with 0.A.C. 4901:1-21-
06(0)(2)(a}(vi)(h)? 

3. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(vi)(j)? 

4. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(vii)? 

5. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)(viii)? 

6. The welcome letter correctly advised the customer that ""You will 
receive a confirmation notice from DP&L confirming your selection of 
Indra Energy as your electricity supplier." Did the company submit 
an enrollment request to Dayton Power & Light? If not, how 
would the customer ever be advised of her right to rescind during the 
rescission period? 

7. How does this TPV comply with O.A.C. 4901 :1-21-06(0)(2)(a)ix)? 

I also found the first sales call in August to be misleading and 
deceptive. The customer was told that she would receive the 
"introductory rate of $053 for the first two months, followed by a 
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competitive variable rate every month after, so we'll shop the market 
for you and make sure you get the best possible rate every single 
month." 

Please re-rate this customer for the entire period of 
her enrollments. I am required to obtain copies of her utility bills to 
perform the calculations myself. Once I have completed them, I will 
forward them to you, along with the supporting documentation. 

The customer does not wish to be solicited by the company 
again. Please advise the date that this request will be effective. 

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._500t0Ehfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Micha el Cea dy < contactthepuco@pu c.state. oh. us> 
Friday, February 15, 2019 8:37 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref] 

Ohio hlb-llc lftflf tres 
Commlesron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Power H LLt; 
SERVICE ACCOUNT NUMBER 
NIC 

, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

With all due respect, these codes do apply. The customer was 
enrolling in a new agreement, not staying with the old agreement 
which had converted to a variable rate. This was a new enrollment in 
another agreement and a new sales transaction. A new enrollment 
request should have been sent to the utility. This would have 
triggered an new rescission notice being sent to the customer. Staff 
takes the position that the customer is entitled to all of the same 
protections which she received in the initial enrollment including, but 
not limited to, a new rescission period. New terms and conditions 
were involved and not merely a continuation of the original terms and 
conditions. Not only could the customer cancel her existing 
enrollment, which did happen, but she could and did enroll in a new 
contract. She rescinded the terms of the previous enrollment by 
entering into a new contract. 
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There is no distinction in the regulations between an original 
enrollment and a re~enrollment in another agreement, even if with the 
same supplier. 

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._500tOEhfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 
Attachments: 

Michael Coady < contactthepuco@puc.state.oh.us > 

Wednesday, March 6, 2019 11:45 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO -
DP&L Bills.pdf; Electric Refund calculation.xis 
030419.pdf 

.!. : II t l 7 [ ref:_OODtOGzXt._500tOEhfl9:ref] 
bills0718-0219 (2).pdf;-ill_ 

Follow Up Flag: Follow up 
Completed Flag Status: 

Ohio Publlo ucrn11n 
Comml1sron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Power On LL'-' 

SER NUMBER 
NIQ: 

. Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

Please find attached my calculations and supporting documentation 
for this customer's refund. 

Please advise when she can expect to receive her refund check. 

Sincerely, 

Michael Coady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
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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._500tOEhfl9:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 8, 2019 4:09 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OH 10 - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref] 

Categories: PUCO Complaint 

Hello Michael, 

Confirming this here, we will proceed with processing the adjustment of $339.92. We expect this to be received by the 
uti lity within about 10 days. 

Thank you. 

Orpheus Craigue - Complia nce Officer 
1515 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 11 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, March 6, 2019 11:45 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODt0GzXt._500tOEhfl9:ref] 

Ohio Pul>llo t>trl rtm•s 
CommJt$ron 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADD RES 
SERVICE 
AIQ: Palmco Power On LLl.J 

SER NUMBER: .!. • ~ 

NIQ: 

, Ohio 45458 
Centervi lle, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

Please find attached my calculations and supporting documentation 
for this customer's refund. 

Please advise when she can expect to receive her refund check. 

Sincerely, 

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

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

ref:_ OODtOG zXt. _ SOOtO Ehfl9: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Thursday, February 7, 2019 2:46 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COM MISSION OF OHIO - CASE #; 00250217 ( ref:_ OODtOGzXt._SOOtOEhfl9:ref] 

Ohio Put>llo ucn rttes 
Commlisfon 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADORES 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SE UMBER: 
NIQ 

enterville, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

As a follow up, I just spoke with the customer and her son. They do 
not wish to be solicited by the company again. Please advise the 
date that this request will be effective. 

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 
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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:_ 00DtOGzXt._500tOEhfl9: ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Michael, 

Orpheus Craigue 
Wednesday, February 6, 2019 3:53 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._ 
500t0Ehfl9:ref ] 

-ternal Call Audio.m-Confirmaton Pack-Fixed.pdf 

We're attaching the entire conversation from the customer's inbound call to our Customer Service line on January 23'd, 
which includes the rate change verification that the customer completed to switch to Indra's fixed product. Of note, the 
dialogue begins about two and a half minutes into the call, after the customer was initially on hold, and the rate change 
verification for the customer starts near the 13:00 mark, and lasts until around 14:30. 

We're also attaching the confirmation package mailed to the customer following this verification, which detailed the 
terms of her fixed product enrollment. (This was also sent in our initial response. Of the two PDFs that I sent on 
Monday, this one was titled -onfirmation Pack-Fixed".) 

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 

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 5, 2019 08:53 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ ref:_OODtOGzXt._500tOEhfl9:ref) 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADORES~ 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC .. . . .. .. SE UMBER: 
NI ., 

, Ohio 45458 
enterville, Ohio 45458 

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

DESCRIPTION OF ISSUE: 

Please provide a copy of the sales call, TPV and terms and 
conditions for the January enrollment. 

Sincerely, 

Michaer 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._500tOEhfl9:ref 
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Orpheus Craigue 

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

Categories: 

Orpheus Craigue 
Monday, February 4, 2019 6:43 PM 
Michael Coady 
Indra Energy Compliance 

-

IC UTILITIES COMMISSION OF OHIO - CASE#: 00250217 [ r 
ales Call.m-V.mp3-=onfirmaton Pack.pd 

Fixed.pdf 

PUCO Complaint 

Hello Michael and the PUCO, 

Regarding Case# 00250217, 

Xt._500t0Ehfl9:ref] 
onfirmaton Pack-

M itially enrolled her electric account in Palmco's variable rate product on 8/10/18, as the result of a 
tel le. 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 8/30/18. 

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. 

Ms.irst contacted our Customer Service line on 1/23/19 with concerns over her variable rate plan. The 
cus omer 10 not cancel service at this time, but instead completed an enrollment to switch to a 100%-Green, two-phase 
fixed product with a total term length of 14 months; this includes an initial rate of $0.052 per kwh for the first month, 
followed by a fixed rate of $0.096 per kwh for the remaining 13 months. The first phase of this product took effect on 
the customer's most recent billing cycle {12/27 /18 -1/30/19). We have attached the confirmation package from this 
enrollment as well. Neither the customer's initial enrollment, nor her new fixed rate enrollment, carry any early 
termination fees. 

As a courtesy, the second phase of the fixed product was extended to the customer's previous billing cycle (11/29/18 -
12/27 /18), amounting to an adjustment of $113.50. This provided the customer with the financial effect of switching to 
her fixed plan in late-November, nearly two arlier than the date she authorized the switch to this plan. Our 
Customer Service staff followed up with Ms. n 1/30/19 and she was satisfied with this adjustment. 

The customer's concerns seemed resolved in her discussion with our staff following receipt of her PUCO complaint, and 
the customer's account is currently set to con · iving Indra's supply according to the terms of the fixed rate plan 
from her most recent enrollment. To date, Ms ever requested to our office that her service be cancelled, nor 
did she request a cessation of tutu re contact from I nora th rough addition to our Do Not Call and Do Not Knock lists. 
We're happy to honor this request, but do want to confirm it with you first. Ms .• an active rat present 
and therefore would not be contacted for any current marketing efforts; as an ac 1ve cus omer Ms is suppressed 
from potential marketing, but has not been added to our internal DNC and DNK lists. Considerings e seemed pleased 
with our recent conversation and didn't make such a request to us, if you could please confirm her desire not to receive 
future contact from our organization, we will be happy to promptly add the customer to these lists. 

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

Thank you. 



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

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

ENERGY F: 718.851.242711 

www .Indra Energy.com 

from: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, January 30, 2019 09:40 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE tt: 00250217 [ ref:_OODtOGzXt._SOOt0Ehfl9:ref) 

Ohio P\tbl1o Utrlftfin 
Comm Iser on 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00250217 
COMPANY: 
CUSTOM 
ADORES 
SERVICE 
AIQ: Palmco Power OFi LLL, 

SER-BE 
NIQ-

Ohio 45458 
enterville, Ohio 45458 

***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 the PUCO for assistance in resolving a 
billing dispute she has with the company. She believes that she has 
been paying almost double for her electricity. 

1. What was the method of enrollment? 

2. Please provide arl proof of enrollment consistent with the method 
of enrollment including, but not limited to, copies of any sales calls, 

2 



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

3. If this was originally a fixed contract which transitioned to a 
variable rate after the fixed contract expired, please provide a copy of 
the notice sent to the customer per O.A.C. 4901: 1-21-11 (G). 

4. Please place this customer on the company's Do Not Call, Do Not 
Knock and Do Not Mail lists. 

5. Please assure that all company vendors do the same. 

6. Please advise the effective date of this change. 

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._500t0Ehfl9:ref 
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This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

10/10/2019 12:32:07 PM

in

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

Summary: Exhibit Ex. 7 Part 25 Filed by the Office of the Ohio Consumers' Counsel
electronically filed by Ms. Deb J. Bingham on behalf of Etter, Terry L.
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