
Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Monday, March 4, 2019 9:43 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256381 [ ref:_OODtOGzXt._SOOtOFMoRe:ref] 

Ohio Public Utn rtiin 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256381 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44144 
Cleveland, Ohio 44144 

***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: 

Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7.98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please explain the outrageous rate the customer is being billed. 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 

Sincerely, 

Darita Patterson 

1 



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._SOOtOFMoRe:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Monday, March 4, 2019 9:51 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256384 [ ref:_OODtOGzXt._SOOtOFMoVY:ref) 

Ohio Ful>llc UtrlfUte 
Commlstron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00256384 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44144 
Cleveland, Ohio 44144 

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

DESCRIPTION OF ISSUE: 

Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7 .98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please state the kWh rate the customer has been billed each month since 
being with Indra. 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 

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._SOOtOFMoVY:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attach men ts: 

Hello Darita and the PUCO, 

William Schaaf 
Thursday, March 7, 2019 12:51 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256381 [ ref:_OODtOGzXt._ 

-

oRe:ref] -
PV.MP3; . Agreement.pd Confirmation Pack-Gas.pdf; -

Confirmation Pack-tlectric.pdf; Indra Postcard.pdf 

Regarding Case # 00256381 & 00256384 

Mr. - gas and electric accounts were enrolled in Palmco's service on 9/19/18, upon completion of the attached 
TPV recoraing and signed agreement. We've also attached 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; t he customer confirmed his enrollment and did not express any concerns with his sales experience. The 
customer's gas and electric accounts began receiving our supply on 10/10/18 and 10/18/18, respectively. 

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

Electric Plan: Variable. This included a two-month introductory rate of $0.0520 per kWh, after which rate would vary 
mont h-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 1/30/19- ontacted our Customer Service line and requested the cancellation of his service with Indra. The 
customer's gas ana e1ec ric accounts stopped receiving our supply on 2/12/19 and 2/15/19, respectively. No termination 
fees were issued for cancellation. 

The customer was billed according to the terms which he agreed to when he completed a signed agreement and TPV 
recording to confirm his acceptance and understanding of Palmco's variable terms, and was also provided with a 
confirmation packet that included our Terms and Conditions, which provide additional information and pricing 
disclosures regarding our variable products. 

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 fina I gas and electric bills to the rates we have on file for his gas 
and electric utilities. We've included charts below detailing our calculations for these adjustments. 

Electric Acct 

Begin 
End Date 

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

1/18/2019 2/15/2019 946 $207.68 $0.0555 $52.50 $155.18 

Gas Acct 

1 



Begin 
Billed Supply 

ReRate 
End Date Usage Charge (with 

Date 
(ccf) tax) 

To: 

1/14/2019 2/12/2019 203 $174.97 $0.3020 

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

Will iam Schaaf - Asst. Compliance Office r 

indra-. 
ENERGY 

www.lndraEnergy.com 

1515 Market Stre€t, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate 
Pre Tax 

$61.31 

From: Darita Patterson [mallto:contactthepuco@puc.state.oh.us] 
Sent: Monday, March 4, 2019 9:43 AM 
To: Indra Energy Compliance <Compliance@indraen ergy.com> 

Re Rate Re Rate Amt Due 
Tax Total Customer 

$4.90 $66.21 $108.76 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256381 [ ref:_OODtOGzXt._SOOtOFMoRe:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256381 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE 
AIQ: Palmco Power OH LLv 

SERVICE ACCOUNT NUMBER 
NIQ: 

Ohio 44144 
leveland, Ohio 44144 

***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: 
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Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7.98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please explain the outrageous rate the customer is being billed . 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 

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._500tOFMoRe:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Darita and the PUCO, 

William Schaaf 
Thursday, March 7, 2019 12:52 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256384 [ ref:_OODtOGzXt._ 
SOOtOFMoVY:ref] 

- PV.MP3; ~greement.pdf; - onfirmation Pack-Gas.pdf;
~ation Pack-Electric.pdf; Indra Postcard.pdf 

Regarding Case# 00256381 & 00256384, 

Mr - as and electric accounts were enrolled in Palmco's service on 9/19/18, upon completion of the attached 
TPV recording and signed agreement. We've also attached the confirmation packages sent to the customer detailing the 
terms of service. Shortly after receiving his enrollment, we contacted the customer to gauge t he quality of his sales 
experience; the customer confirmed his enrollment and did not express any concerns w ith his sales experience. The 
customer's gas and electric accounts began rece iving our supply on 10/10/18 and 10/18/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 
Electric Plan: Variable. This included a two-month introductory rate of $0.0520 per kWh, after which rate would vary 
mo nth-to-mo nth. 

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 1/30/19 ontacted our Customer Service line and requ ested the cancellation of his service with Indra. The 
customer's get:, etr1u ~·~1.: ric accounts stopped receiving our supply on 2/12/19 and 2/15/19, respectively. No termination 
fees were issued for cancellat ion. 

The customer was billed according to the terms which he agreed to when he completed a signed agreement and TPV 
recording to confirm his acceptance and understanding of Palmco's variable terms, and was also provided with a 
confirmation packet that included our Terms and Conditions, which provide addit ional information and pricing 
disclosures regarding our variable products. 

In the interest of customer satisfaction and to provide th e customer with the effect of an expedited return to his utility's 
standard offer, we are will ing to rerate the customer's final gas and electric bills to the rates we have on file for his gas 
and electric utilities. We've included charts below detailing our calculations for these adjustments. 

Electric Acct 

Begin 
End Date 

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

1/18/2019 2/15/ 2019 946 $207.68 $0.0555 $52.50 $155.18 

Gas Acct 

l 



Begin 
Billed Supply 

ReRate ReRate 
End Date Usage Charge (with 

Date 
(ccf) tax) 

To: Pre Tax 

1/14/2019 2/12/2019 203 $174.97 $0.3020 $61.31 

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

William Schaaf - Asst. Compliance Officer 

1S1 S Market St reet, Suite 1200 

•1 nd ra~ Philadelphia, PA 19102 
P: 888.504.63 72 

ENERGY F: 718.851.2427 

www.Ind ra Energy.corn 

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us] 

Sent: Monday, March 4, 2019 9:51 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Re Rate ReRate Amt Due 

Tax Tota l Customer 

$4.90 $66.21 $108.76 

Subject : PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256384 [ ref:_OODtOGzXt._SOOtOFMoVY:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00256384 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE A· ul""l.c.;, 

AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

leveland, Ohio 44144 
Cleveland, Ohio 44144 

***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: 
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Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7.98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please state the kWh rate the customer has been billed each month since 
being with Indra. 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 

Sincerely, 

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

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

ref:_ 00Dt0GzXt._500tOFMo VY :ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Thursday, March 7, 2019 4:10 PM 
Darita Patterson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256381 [ ref:_OODtOGzXt._ 
SOOtOFMoRe:ref] 

Hello Darita and the PUCO, 

Regarding Case # 00256381 & 00256384, 

As a follow up, we connected with an individual at this household today (who we believe to be Mrs. ·- nd as a 
result of our discussion regarding these accounts, informed them that in order to resolve their concerns, we will be 
providing additional adjustments to their accounts. We've included charts below detailing these adjustments. This will 
provide the customer with the financial effect of having received our introductory rates for the first two billing cycles, 
and then have returned to the utility's standard service. 

Electric Acct 

Begin Date End Date 
Billed Supply ReRate 
Usage Charge To: 

1/ 18/ 2019 2/15/2019 946 $207.68 $0.0555 

12/ 18/2018 1/ 17/2019 801 $179.52 $0.0555 

Gas Acct 

Billed 
Supply 

ReRate 
Begin Date End Date 

Usage 
Charge (with 

To: 
tax) 

1/14/2019 2/ 12/ 2019 203 $174.97 $0.3020 

12/11/2018 1/ 14/ 2019 183 $164.44 $0.3712 

Will iam Schaaf - Asst. Com p lia nce Officer 

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

ENERGY F: 718.851 .2427 

www.IndraEnergy.com 

From: William Schaaf 
Sent: Thursday, March 7, 2019 12:51 PM 
To: Darita Patterson <contactthepuco@puc.state.oh.us> 

1 

ReRate Amt Due 
Total Customer 

$52.50 $155.18 

$44.46 $135.06 

$290.24 

ReRate ReRate Re Rate Amt Due 
Pre Tax Tax Total Customer 

$61.31 $4.90 $66.21 $108.76 

$67.93 $5.43 $73.36 $91.08 

$199.84 



Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256381 { ref:_OODtOGzXt._SOOtOFMoRe:ref] 

Hello Darita and the PUCO, 

Regarding Case # 00256381 & 00256384, 

Mr.~as and electric accounts were enrolled in Palmco's service on 9/19/18, upon completion of the attached 
TP~ and signed agreement. We've also attached the confirmation packages sent to the customer detailing the 
terms of service. Shortly after receiving his enrollment, we contacted the customer to gauge the qualit y of his sales 
experience; the customer confirmed his enrollment and did not express any concern s with his sales experience. The 
customer's gas and electric accounts began receiving our supply on 10/10/18 and 10/18/18, respectively. 

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

Electric Plan: Variable. This included a two-month introductory rate of $0.0520 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 t he 
postcard mailed to the customer informing him of this brand name change. 

On 1/30/19, Mr. ontacted our Customer Service line and requested the cancellation of his service with Indra. The 
customer's gas and electric accounts stopped receiving our supply on 2/12/19 and 2/15/19, respectively. No termination 
fees were issued for cancellation. 

The customer was billed according to the terms which he agreed to when he completed a signed agreement and TPV 
recording to confirm his acceptance and understanding of Palmco's variable terms, and was also provided with a 
confi rmation packet that included our Terms and Conditions, which provide additional information and pricing 
disclosures regarding our variable products. 

In the interest of customer satisfaction and to provide th e customer with the effect of an expedited return to his utility's 
standard offer, we are willing to rerate the customer's final gas and electric bills to the rates we have on file for his gas 
and electric utilities. We've included charts below detailing our calculations for these adjustments. 

Electric Acct 

Begin 
End Date 

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

1/18/ 2019 2/ 15/2019 946 $207.68 $0.0555 $52.50 $155.18 

Gas Acct 

Begin 
Billed Supply 

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

Date 
(cd) tax) 

To: Pre Tax Tax Total Customer 

1/14/2019 2/12/2019 203 $174.97 $0.3020 $61.31 $4.90 $66.21 $108.76 

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

William Schaaf - Asst. Compliance Officer 
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indra-. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

From: Oarita Patterson [mailto:contactthepuco@puc.state.oh.us) 
Sent: Monday, March 4, 2019 9:43 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE ft: 00256381 ( ref:_OOOtOGzXt._SOOtOFMoRe:ref) 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256381 
COMPANY: 
CUSTOME · 
ADDRESS 
SERVICE ADDRESS: 
AfQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER 
NIQ: 

Ohio 44144 
Cleveland, Ohio 44144 

***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: 

Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7.98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please explain the outrageous rate the customer is being billed. 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 
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Sincerely, 

Carita 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._500tO FMoRe:ref 

4 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Thursday, March 7, 2019 4:10 PM 
Darita Patterson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256384 [ ref:_OODtOGzXt._ 
SOOtOFMoVY:ref) 

Hello Darita and the PUCO, 

Regarding Case# 00256381 & 00256384, 

As a follow up, we connected with an individual at this household today (who we believe to be Mrs nd as a 
result of our discussion regarding these accounts, informed them that in order to resolve their con ill be 
providing additional adjustments to their accounts. We've included charts below detailing these adjustments. This will 
provide the customer with the financial effect of having received our introductory rates for the first two billing cycles, 
and then have returned to the utility's standard service. 

Electric Acct 

Begin Date End Date 
Billed Supply ReRate 
Usage Charge To: 

1/18/2019 2/15/2019 946 $207.68 $0.0555 

12/18/2018 1/17/2019 801 $179.52 $0.0555 

Gas Acct 

Billed 
Supply 

ReRate 
Begin Date End Date 

Usage 
Charge (with 

To: 
tax) 

1/14/2019 2/12/2019 203 $174.97 $0.3020 

12/11/2018 1/14/2019 183 $164.44 $0.3712 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEne r gy.com 

From: William Schaaf 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

Sent: Thursday, March 7, 2019 12:52 PM 
To: Darita Patterson <contactthepuco@puc.state.oh.us> 

ReRate Amt Due 
Total Customer 

$52.50 $155.18 

$44.46 $135.06 

$290.24 

ReRate Re Rate ReRate Amt Due 
Pre Tax Tax Total Customer 

$61.31 $4.90 $66.21 $108.76 

$67.93 $5.43 $73.36 $91.08 

$199.84 



Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256384 [ ref:_OODtOGzXt._SOOtOFMoVY:ref] 

Hello Darita and the PUCO, 

Regarding Case# 00256381 & 00256384 

Mr. gas and electric accounts were enrolled in Palmco's service on 9/19/18, upon completion of the attached 
TP recoramg and signed agreement. We've also attached 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. The 
customer's gas and electric accounts began receiving our supply on 10/10/18 and 10/18/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after which the rate would vary 
month-to-month. 
Electric Plan: Variable. This included a two-month introductory rate of $0.0520 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 t he 
postcard mailed to t he customer informing him of this brand name change. 

On 1/30/19, Mr- ontacted our Customer Service line and requested the cancellation of his service with Indra. The 
customer's gas and electric accounts stopped receiving our supply on 2/12/19 and 2/15/19, respectively. No termination 
fees were issued for cancellation. 

The customer was billed according to the terms which he agreed to when he completed a signed agreement and TPV 
recording to confirm his acceptance and understanding of Palmco's variable terms, and was also provided with a 
confirmation packet that included our Terms and Conditions, which provide additiona l information and pricing 
disclosu res regarding our variable products. 

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 final gas and electric bills to the rates we have on file for his gas 
and electric utilities. We've included cha rts below detailing our calculations for these adjustments. 

Electric Acct 

Begin 
End Date 

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

1/18/2019 2/15/2019 946 $207.68 $0.0555 $52.50 $155.18 

Gas Acct 

Begin 
Billed Supply 

ReRate Re Rate ReRate ReRate Amt Due 
Date 

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

1/14/2019 2/12/2019 203 $174.97 $0.3020 $61.31 $4.90 $66.21 $108.76 

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

William Schaaf - Asst. Compliance Officer 

2 



indra .. 
E N ERGY 

www.JndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us) 

Sent: Monday, March 4, 2019 9:51 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00256384 [ ref:_OODtOGzXt._SOOtOFMoVY:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00256384 
COMPANY: 
CUSTOME · 
ADDRESS: Ohio 44144 
SERVICE ADDRESS: leveland, Ohio 44144 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Caller says a door to door rep from Palmco/lndra 'slammed' both his 
electric & gas accts. lndras rate for the gas is currently 7.98/Mcf, which is 
almost 3 times DEO's current rate! 

-Please provide enrollment documentation/TPV and the contract terms. 
-Please state the kWh rate the customer has been billed each month since 
being with Indra. 
-Please cancel immediately and provide drop date. 
-Please provide full resolution including any credit to adjust the rate. 
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Sincerely, 

Oarita 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._SOOtOFMoVY:ref 

4 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Alfred Thompson < contactthepuco@puc.state.oh.us > 
Thursday, February 28, 2019 3:22 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

Ohio Publ1o ucn rfles 
Commlssron 

Jnitial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255548 
COMPANY: 
CUSTOME · 
ADDRESS: ayton, Ohio 45419 
SERVICE ADDRESS: Dayton, Ohio 45419 
AIQ: Palmco Energy OH LLC 

I. • • • SER UMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Customer is questioning his gas and electric enrollment with Indra. He 
feels like he was quoted different rates than what he actually ended up 
receiving. 

Please review and advise: 

1. Can you provide a copy of the third party verification and enrollment 
confirmation for this customer? 
2. What are the terms and conditions of his plan with Indra? 



3. Has customer called to cancel service with Indra? 

Any additional information would be appreciated. Thank you . 

Sincerely, 

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

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

ref:_ OODtOGzXt._SOOtOF MTH m: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Wednesday, March 6, 2019 4:44 PM 
Alfred Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._ 

Attachments: 
SOOtOFMTHm:ref 

PV.mp3; -Confirmation Pack Electric.pdf; ·-Confirmation Pack 
Confirmation Pack Electric.pd- Confirmation Pack Gas.pdf 

Categories: PUCO Complaint 

Good afternoon Alfred, 

Following up here, I'm reattaching the TPV recording and signed agreement from this customer's electric and gas 
enrollment 10/30/2018. Also attaching the confirmation packets mailed out for each account. For reference, briefly 
detailing the customer's rate plans here: 

Gas Plan: Variable. This included a two-month introductory rate of 35 cents, after which rate would vary month-to
month. 
Electric Plan: 100%-Green 25-Month Two-Phase Fixed Plan, including 5.3 cents for the initial month, followed by 8.4 
cents for the remaining 24 months. 

The customer cancelled his accounts when he reached out to our Customer Service line on 2/26/2019. No ETFs were 
issued, and the customer's end date for gas is 3/20/2019. We attempted to follow up with the customer over the next 
couple days about an adjustment we were issuing, but were unsuccessful in reaching him. We're detailing the 
adjustment we issued below; we will plan on issuing a similar adjustment once the customer's final bill is rendered, 
providing the customer with the financial effect of being returned to Columbia's standard offer 1/19/2019. 

Begin Date End Date 
Billed 
Usage 

Supply Charge 
(with tax) 

1119119 I 211s119 I 119 l $ 162.40 

If you need anything else, please reach out. Thank you . 

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

ENERGY 

www.IndraEne rgy.com 

From: Orpheus Craigue 

F: 718.851.2427# 

Sent: Tuesday, March 5, 2019 19:42 
To: Alfred Thompson <contactthepuco@puc.state.oh.us> 

Re Rate 
To: 

0.40265 I 

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

ReRate 
Pre Tax 

47.92 

ReRateTax 

3.s9 I 

ReRate 
Total 

51.51 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

Amt Due 
Customer 

$ 110.89 



Hello Alfred, 

We're attaching the signed agreement and TPV recording from this enrollment. The customer had reached out to our 
Customer Service line on 2/26/2019 in order to cancel his accounts. We are still working on putting together a complete 
response to this customer's complaint and will follow up when we're able to. 

Thank you . 

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

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

ENERGY F: 718.851.2427# 

www.IndraEnergy.com 

From: Alfred Thompson <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 28, 2019 15:22 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref) 

Ohio Publlo ucnr,in 
Comm1le1ron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255548 
COMPANY: 
CUSTOME · 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 45419 
ayton, Ohio 45419 

***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: 

2 



Good afternoon, 

Customer is questioning his gas and electric enrollment with Indra. He 
feels like he was quoted different rates than what he actually ended up 
receiving. 

Please review and advise: 

1. Can you provide a copy of the third party verification and enrollment 
confirmation for this customer? 
2. What are the terms and conditions of his plan with Indra? 
3. Has customer called to cancel service with Indra? 

Any additional information would be appreciated. Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt ._SOOtOFMTHm:ref 

3 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, April 19, 2019 8:57 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subjec.t: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._ 
SOOtOFMTHm:ref] 

Hello Alfred, 

We've calculated the rerate for the customer's final gas bill, detailed below. An additional adjustment of $110.55 is 
being sent to the customer's gas utility to be applied to the account. 

Begin Billed 
Supply 

ReRate 
Date 

End Date 
Usage 

Charge (with 
To: 

tax) 

2/18/2019 3/19/2019 91 $148.95 $0.3925 

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 

Re Rate 
Pre Tax 

$35.72 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Friday, April 19, 2019 8:22 AM 
To: Orpheus Craigue <ocraigue@indraenergy.com> 

ReRate ReRate Amt Due 
Tax Total Customer 

$2.68 $38.40 $110.55 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

Good Morning Orpheus, 

Has the gas account refund been calculated yet? 

Thanks, 

Alfred 

--------------Original Message ---------------
From: Orpheus Cra igue [ocraigue@indraenergy.com] 
Sent: 3/6/2019 4:44 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 

1 



Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

Good afternoon Alfred, 

Following up here, I'm reattaching the TPV recording and signed agreement from this customer's electric and gas 
enrollment 10/30/2018. Also attaching the confirmation packets mailed out for each account. For reference, briefly 
detailing the customer's rate plans here: 

Gas Plan: Variable. This included a two-month introductory rate of 35 cents, after which rate would vary month-to

month. 

Electric Plan: 100%-Green 25-Month Two-Phase Fixed Plan, including 5.3 cents for the initial month, followed by 8.4 
cents for the remaining 24 months. 

The customer cancelled his accounts when he reached out to our Customer Service line on 2/26/2019. No ETFs were 
issued, and the customer's end date for gas is 3/20/2019. We attempted to follow up with the customer over the next 
couple days about an adjustment we were issuing, but were unsuccessful in reaching him. We're detailing the 
adjustment we issued below; we will plan on issuing a similar adjustment once the customer's final bill is rendered, 
providing the customer with the financial effect of being returned to Columbia's standard offer 1/19/2019. 

Begin Date End Date 
Billed 
Usage 

Supply Charge 
(with tax) 

1;19;19 I 211s119 I 119 I$ 162.40 

If you need anything else, please reach out. Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra Philadelphia, PA 19102 
f :-; ! f~ (, y 

P: 888.504.6372 

F: 718.851.2427 
www.Ind ra Energy.com 

ReRate 
To: 

o.4026s I 

2 

ReRate 
Pre Tax 

47.92 

ReRateTax 
ReRate Amt Due 
Total Customer 

3.59 I si.s1 I $ 110.s9 



From: Orpheus Craigue 
Sent: Tuesday, March 5, 2019 19:42 
To: Alfred Thompson <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

Hello Alfred, 

We're attaching the signed agreement and TPV recording from this enrollment. The customer had reached out to our 
Customer Service line on 2/26/2019 in order to cancel his accounts. We are still working on putting together a complete 
response to this customer's complaint and will follow up when we're able to. 

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
w ww.Ind raEnergy.com 

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

Sent: Thursday, February 28, 2019 15:22 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255548 [ ref:_OODtOGzXt._SOOtOFMTHm:ref] 

3 



Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255548 

COMPANY: 

CUSTOMER: 

ADDRESS Dayton, Ohio 45419 

Dayton, Ohio 45419 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

4 



Customer is questioning his gas and electric enrollment with Indra. He feels like 
he was quoted different rates than what he actually ended up receiving. 

Please review and advise: 

1. Can you provide a copy of the third party verification and enrollment 
confirmation for this customer? 

2. What are the terms and conditions of his plan with Indra? 

3. Has customer called to cancel service with Indra? 

Any additional information would be appreciated. Thank you. 

Sincerely, 

Alfred Thompson 

Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO {7826) 

www.PUCO.ohio.gov 

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

5 



ref:_OODtOGzXt._SOOtOFMTHm:ref 

5 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject; 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 8, 2019 4:02 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._500tOFNSt3:ref ] 

Publlo Ut11f1fies 
Comml1sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 002 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

44313 
kron, Ohio 44313 

***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, 

Mr.- called the PUCO regarding his contract with Indra, the 
cus~ates he enrolled in a 3 month contract at 2.8 per mcf. The rate 
was correct for the first two billings and on the third the rate was 17 .36 per 
mcf. 

Please provide copies of: 

*The sales call lo 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 ._500tOFNSt3: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday. March 15, 2019 12:56 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Maureen and the PUCO, 

Regarding Case ## 00257681, 

•

t3:ref) 
PV.MP: 

Sales Ca 2.wa 
onfirmation Pack.pdf-ales Call 1.wa~ 

les Call 3.w-les Call 4.wav 

Mr .• nrolled his gas account in Indra's variable rate plan on 11/5/18, as the result of a telephone sale. We've 
attac e e sales cal I audio and TPV recording for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Indra began servicing the customer's account on 11/21/18. 

Gas Plan: Variable. This included a two-month introductory rate of $2.80 per Mcf, after which the rate would vary 
month-to-month. 

On 3/4/19, Mr.-ontacted our Customer Service line regarding his bill, and he was advised that his account 
would be escalated for further review. 

On 3/5/19, we received an inbound pending drop transaction, and the customer's utility (DEO) established an estimated 
service end date of 3/29/19. No termination fees were issued for cancellation. 

After reviewing his account, our staff spoke with Mr. gain on 3/13/19. In the interest of customer satisfaction, 
we offered to rerate the customer's most recent bill to me ra ewe have on file for his utility, resulting in adjustment of 
$333.89 for the billing cycle of 1/25/19 - 2/25/19. We've included a chart below detailing our calculations for this 
adjustment. The customer confirmed his acceptance of this offer. The customer's upcoming final bill will also be also be 
adjusted accordingly. This will ultimately provide the customer with the effect of having received Indra's introductory 
rate for his first two billing cycles, and then have returned to the utility's standard service. 

Begin Date End Date 
Billed Supply Charge ReRate 
Usage (with tax) To: 

112s119 I 2125119 I 221 Is 409.64 o.30200 I 

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

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

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427 

1 

ReRate 
ReRate Tax 

ReRate Amt Due 
Pre Tax Total Customer 

66.74 4.5o I 71.25 $ 338.39 



from: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us) 
Sent: Thursday, March 14, 2019 3:31 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._500tOFNSt3: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: 00257681 
COMPANY: 
CUSTOME · 
ADDRESS: 
Akron, Ohio 44313 
SERVICE ADDRESS 
AIQ: Palmco Energy UH LLC 
SERVIC AC OUNT 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: 

An initial complaint was sent to you on 3/8/2019. Please review the 
customer's concerns and respond within three business days. 

Sincerely, 

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

2 



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

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

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/8/20 19 4:02 PM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ 
ref:_ OODt0GzXt._500tOFNSt3:ref1 

3 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID· 
CUSTOMER: 

ADDRESS: 
SERVICE ADDRESS Akron , Ohio 44313 

AIQ: Palmco Energy OH LLC 
SERVICE ACCOUN 

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 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon, 

Mr.- alled the PUCO regarding his contract with Indra, the 
custom~he enrolled in a 3 month contract at 2.8 per mcf. The rate 
was correct for the first two bill ings and on the third the rate was 17 .36 per 

mcf. 

Please provide copies of: 

*The sales call to this customer 
*The TPV completed at the time of enrollment or the IP address used by 

the customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed ore

mailed to the customer 
*Any signed enrollment agreements 

*Renewal letters 

Please provide any additional information that may assist in investigation. 

Sincerely, 

Maureen Harbolt 

4 



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._500tOfNSt3:ref.__ ___ _,1 

5 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Monday, April 15, 2019 11:02 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._ 
500tOFNSt3:ref] 

Good morning, 

An adjustment of $338.39, for the billing period of 1/25/19 - 2/25/19, has been sent to the customer's utility to be 
applied to the account. An additional adjustment of $205.41, for the billing period of 2/25/19 - 3/26/19, is also being 
sent to the utility to be applied to the account. 

Begin Billed 
Supply 

ReRate 
Date 

End Date 
Usage 

Charge (with 
To: 

tax) 

2/25/2019 3/26/2019 176 $260.36 $0.2925 

Will iam Schaaf - Asst. Compliance Officer 

indra~ 
FN F RGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia. PA 19102 
P: 888.504.6372 

F: 718.851.2427 

ReRate 
Pre Tax 

$51.48 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Monday, April 15, 2019 10:13 AM 
To: William Schaaf <wschaaf@indraenergy.com> 

ReRate ReRate Amt Due 
Tax Total Customer 

$3.47 $54.95 $205.41 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODt0GzXt._500tOFNSt3:ref] 

1 



PUBUC 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: 

Please provide a follow up regarding this case. 

Sincerely, 

2 



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. 

-------------- Original Message------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 4/5/2019 8:50 AM 
To: wschaaf@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._500tOFNSt3:ref] 

3 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00 
CUSTOME : 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBEF 

Akron, Ohio 44313 
kron, Ohio 44313 

***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, 

The customer has expressed concern that Dominion has informed him no 
re-rate has been received. The customer is also concerned with the last 
months rate of 13.858 per mcf. 

Can you please provide a follow up regarding the customers concerns. 

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. 

------------- Original Message ---------------
From: William Schaaf (wschaaf@indraenergy.com] 

4 



Sent: 3/15/2019 12:56 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._500tOFNSt3:ref] 

Hello Maureen and the PUCO, 

Regarding Case# 00257681, 

Mr--nrolled his gas account in Indra's variable rate plan on 11/5/18, as the result of a telephone sale. We've 
att~ sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Indra began servicing the customer' s account on 11/21/18. 

Gas Plan: Variable. This included a two-month introductory rate of $2.80 per Md, after which the rate would vary 
month-to-month. 

On 3/4/19, Mr. - ontacted our Customer Service line regarding his bill, and he was advised that his account 
would be escal~urther review. 

On 3/5/19, we received an inbound pending drop transaction, and the customer's utility (DEO) established an estimated 
service end date of 3/29/19. No termination fees were issued for cancellation. 

After reviewing his account, our staff spoke with Mr- gain on 3/13/19. In the interest of customer satisfaction, 
we offered to rerate the customer's most recent bill to the rate we have on file for his utility, resulting in adjustment of 
$333.89 for the billing cycle of 1/25/19 - 2/25/19. We've included a chart below detailing our calculations for this 
adjustment. The customer confirmed his acceptance of this offer. The customer's upcoming final bill will also be also be 
adjusted accordingly. This will ultimately provide the customer with the effect of having received Indra's introductory 
rate for his first two billing cycles, and then have returned to the utility's standard service. 

Begin Date End Date 

11125119 I 2125/19 

Billed 

Usage 

Supply Charge 
(with tax) 

Is 409.64 

ReRate 
To: 

I 0.30200 

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

Wi ll iam Schaaf - Asst. Compliance Officer 

indra .. 
!' '-:fRGY 

www.IndraEnergy.com 

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

ReRate 
Pre Tax 

I 66.74 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Thursday, March 14, 2019 3:31 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Re Rate 
ReRate Tax 

Total 

4.5o I n.25 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOGzXt._500tOFNSt3:ref] 

s 

Amt Due 
Customer 

$ 338.39 



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

Please Respond Within 3 Days 

CASE ID: 00257681 
COMPANY: 
CUSTOME 
ADDRESS: 
Akron, Ohio 44313 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 

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

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on 3/8/2019. Please review the customer's 
concerns and respond within three business days. 

Sincerely, 

Maureen Harbolt 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 
Customer Service Investigator 
(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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------------- Origina l Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us) 
Sent: 3/8/2019 4:02 PM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257681 [ ref:_OODtOG z.Xt._500tOFNSt3:ref] 

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

CASE ID: 00257681 
CUSTOMER: 
ADDRESS kron, Ohio 44313 
SERVICE ADDRESS: kron, Ohio 44313 
AIQ: Palmco Energy OH LLC . ' . . 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, 

Mr. alled the PUCO regarding his contract with Indra, the customer 
states he enrolled in a 3 month contract at 2.8 per mcf. The rate was correct for 
the first two billings and on the third the rate was 17 .36 per mcf. 

7 



Please provide copies of: 

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

Please provide any additional information that may assist in investigation. 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFNSt3: ref . .__ ____ _. 

8 



9 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Dari ta Patterson < contactthepuco@puc.state.oh.us> 

Friday, March 8, 2019 5:06 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257730 [ ref:_OODt0GzXt._500tOFNTza:ref) 

Ohio Pul>llo Utrtltfi•• 
Comm,ssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257730 
COMPANY: 
CUSTOMER: 
ADDRESS: rk, Ohio 44142 
SERVICE ADDRESS: Brook Park, Ohio 44142 
AIQ: Palmco Energy 

:- • • .. \. l BER: 

***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: 

Caller was billed $17 .364/Mcf by Indra. He is outraged at this ridiculous 
rate and contacted the co immediately. The rep named Juan Fernandez 
said he'll re rate the charges to $4.47/Mcf then he'd have to agree to a rate 
of $7.20/Mcf. 
The customer is furious that a company would flat out rob customers like 
this. He wants to be dropped immediately and to have his account re 
rated. 

-Please explain this outrageous rate. 
-Please cancel all contracts immediately and place customer on your DNC 
list. 
-Please respond with full resolution including any re rate credits. 
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Sincerely, 

Darita Patterson 
Public Uti lities 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 NTza :ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 15, 2019 1:18 PM 
Darita Patterson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257730 [ ref:_OODtOGzXt._ 
SOOtOFNTza:ref ] 

Attachments: - Signed Contract.pdf; TPV.mp3 onfirmation Pack Gas.pdf 

Categories: PUCO Complaint 

Hello Darita, 

Regarding PUCO Case ID 00257730 

This gas account was enrolled in Indra's service on 10/9/2018, as a result of a door-to-door sale. We've attached the 
signed contract and TPV recording from this enrollment, as well as the confirmation packet mailed following 
enrollment. The customer's gas enrollment was in a variable rate plan, which carried a two-month introductory rate of 
$2.60 per Mcf, after which rates would vary month-to-month. Indra's Terms and Conditions are included in the 
customer's confirmation packet, and describe rate variability in greater detail. 

The customer reached out to our Customer Service line with concerns over his recent bill. The customer verified a 
switch from his existing variable rate plan to a 100%-Green fixed rate plan similar t o t he rates mentioned in his PUCO 
complaint. The customer did not request to cancel his account at the time. 

The customer has since made it clear that his intention is to remove Indra as his supplier. We attempted to follow up 
with the customer to confirm his cancellation and provide him with the details of an adjustment we would offer him as 
part of an effort to resolve his concerns after he disputed the rate of his most recent bill, but were unsuccessful in 
reaching him. This adjustment was calculated as shown here: 

Begin 
Date 

I 1/31/19 

End Date 

I 3/ 1/19 

Billed 
Usage 

Supply Charge ReRate 
(with tax) To: 

I s 433.20 I 0.29250 

ReRate 
Pre Tax 

67.571 

ReRate 
ReRate Tax 

Total Customer 
Amt Due 

s.41 I n .97 I s 360.23 I 
The customer's account has been dropped and Dominion will establish a service end date; Mr as also been 
added to our internal Do Not Call list. In the meantime, although we did not speak with him, we wi proceed with t he 
adjustment shown above as pa rt of an effort to resolve the customer's complaint. 

If you need anything further, let us know. Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERGY 

www.lndraEnergy.com 

1515 Market Street, Suite 1200 
Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 
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From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 8, 2019 17:06 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257730 [ ref:_OODtOGzXt._SOOtOFNTza:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257730 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 

, Ohio 44142 
rook Park, Ohio 44142 

***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: 

Caller was billed $17.364/Mcf by Indra. He is outraged at this ridiculous 
rate and contacted the co immediately. The rep named Juan Fernandez 
said he'll re rate the charges to $4.47/Mcf then he'd have to agree to a rate 
of $7.20/Mcf. 
The customer is furious that a company would flat out rob customers like 
this. He wants to be dropped immediately and to have his account re 
rated. 

-Please explain this outrageous rate. 
-Please cancel all contracts immediately and place customer on your DNC 
list. 
-Please respond with full resolution including any re rate credits. 

Sincerely, 
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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:_ 00 DtOG zXt ._SOOtO F NTza : ref 
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1815 M•rlttt 81,...1, Suite 12QO 
Phlltd•lphl•, PA Uf02 

Cu1tomerC1rt411lnd111Enervy.co"' 
W.b11to: www.lndtol;norgy.corn 

Phone: sea .5(M.6372 

Account Holder'5 Name on Electricity Account: -------- - ---- - ----------- ==--1 
DDDDDODDDDDDDDDDODDDDD Electrlcity Utility Account Number: 

/IJJ Ulllll Name 
Initial Raia ol S - - --PG' kWh lot lhe firal mo<>lll lollowed by a Fixed Rate ol S ___ par kWh for the remainlr>g _ _ months 

/nstrt Ullli N•m• 
Ftted Ra"1 ol S - - - - per ~Wh for __ monlhs 

1. 

2. 

3. 
4 , 

5. 

6. 

By: 

Please Read Carefully and lnltla! In the Appropriate Spaces 
The represontallva $lated that hlishe was represonli119 Indra ,.lld was nol from Ille Electric ondfor Natursl Gas OislribuUon Company. 

!:'~;~~"a".:'~Uva explained thal by signing the enrollmenl form 1 was ontorlng lnlo an egre&menllconlracl for Indra lo supply my elecirlcify 8tldl 

111<! 1ep1uHnUJtivo oxplalned to mo lho prlco for oll!Ctricity and/a. nalurnl !)as under Ibis conlract. 
For vulablo nil• customers only: Tho roprosenlaUve •XJ>lalnod Iha\ Ille conlracl ls ror one monlh ond will conUnua on a mOl\IMo·month basts 
~~:i:::i:i:.1'" or I decldo lo ca~ Iha conlrllct. I c•n ncceas my ruture vattablc p<fclf19 lnl~ at hllp,://ll!dmenergy.comlohlo.'ohlo-

Forllndrotacu1tomoraonlv:lberepresenta~vo °"l)lalned tom th h dll lllb I ti 11 
renoWiid at ihe iiid OI my loxed rate 10 1118 rnto lhnt 1 Ill . • at Ille con1rae1 is lot a total lonn or mcnl s an w s a.u oma ca Y 

• s on •n oIToet, In occordanco with my Renewal NO!fal and Terms end Condmons. 
Tile repmuntalive explained my right to cancel. 

The ropreserrtatlva left two completed 1i9ht to canC<ll noli<:es wflh m&. 

The rep<esenl•tive disclosed "1•1 no urty letmlnaUoo U<1blily fee would apply, ~ 1 cancel Ille eontracl. 

OH-E 40003927 

Scanned with CamScanner 



indra ® 

ENERG Y 

Brook Park, OH 44142 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphia, PA, 19102 

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

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

10/11/2018 

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 t o Dominion.East Ohio . You will receive a confirmation notice fro m Dominion East 
Ohio confirming your selection of Indra E~ergy 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 $2.60000/Mcf for the first two billing cycles, and a variable rate 
thereafter. To access future variable pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/. 

Cancellation Fees; None. 

Budget Billing: Please contact Dominion East Ohio. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

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

V.OHE 18-10.01 



ind raft. 
E NE fl<; Y 

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

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relat ing to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on 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 uti lity charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate th is Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice 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 dL1e 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 
natura l gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, 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 elect ric 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, Phi ladelphia, 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 residentia l 
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 o r 
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, WARRANTI ES OF 
MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and loca l 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 ofthis Agreement. We use "you" 
or "your" to refer to you, t he customer. 
MISCELLANEOUS. Indra assumes no responsibility or liability 
for the following items that are the responsibility of the 
utility (ies): o peration and maintenance of the utility's 
nat ural gas and/or elect rical system, any interruption of 
service, t ermination of se rvice, 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 
wi II not make a material change to the terms of th is Agreement 
without first obtaining your consent in writing or through third 
party verification (TPV), except if due a change in market 
conditions, 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 t he PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
fai lure by either you or 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 ELECTRICITV
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 
actua l air 
emissions for t his 
period compared 
to the regional 
average air 
emissions. 

Radioactive 
Waste-

Radioactive waste 
associated with the 
product. 

Environmental Disclosure Information - Quarterly Comparisons 
Indra Energy 

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

Natural 
Gas 

1% 

Wind 
2.5% 

Biomass Power 

Coal Power 

Hydro Power 

Natural Gas Power 

Nuclear Power 

Oil Power 

Other Sources 

Solar Power 

Projected 

Other 
0.5% 

Unknown Purchased Resources 

Wind Power 

Coal 
35% 

Hydro 
1.5% 

Oil0.5% 

Biomass 
0.5% Wind 

3% 

Air Emissions and Solid Waste 

Air Emissions and Solid Waste 

Wildlife Impacts 

Air Emissions and Solid Waste 

Radioactive Waste 

Air Emissions and Solid Waste 
Unknown Impacts 

No Significant Impacts 

Unknown Impacts 

Wildlife Impacts 

;t~ ~~'~r--!'-~-~-~..__-

Carbon dioxide 

Nitrogen oxides 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

Unknown 

Actual 
Other 

:;::Actual 

~Projected 

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

low-Level Radioactive Waste Unknown 
Ft' /1.000 kWh 

Solar 

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



Sariah Brinker 

From: 
Sent: 
To: 

Cc: 
Subject: 

Categories: 

Good afternoon Darita, 

Orpheus Craigue 
Tuesday, March 26, 2019 6:48 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257730 [ ref:_OODtOGzXt_ 
SOOtOFNTza:ref] 

PUCO Complaint 

Regarding PUCO Case ID 00257730; 

I understand you're looking for specific information regarding our variable pricing. Unfortunately, we do not have 
information available to disclose beyond what is provided in our Terms and Conditions. I've provided some excerpts 
below, taken from our Terms and Conditions, related to natural gas pricing. 

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. 11 

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://lndraEnergv.com/ohio/ohio-variable-rates/ or by calling {888} 
5 04-63 72. II 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
EN ERGY 

www.IndraEnergy.com 

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

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 12:52 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257730 ( ref:_OODtOGzXt._SOOtOFNTza:ref] 

1 



Ohio Public Utilit ies 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00257730 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE A 
AIQ: Palmco Energy 

, Ohio 44142 
rook Park, Ohio 44142 

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

DESCRIPTION OF ISSUE: 

Correction: I incorrectly viewed this as an electric complaint in my previous 
email. Please disregard the re rate being quadruple the utility rate. 
However, the variable rate the customer was billed originally 
($17.364/Mcf) is more than quadruple the utility rate. Please do explain 
how Indra determines the variable rate billed to its customers. Thank 
you. 

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. 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

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

Thursday, January 10, 2019 2:50 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246406 [ ref:_OODtOGzXt._SOOtOEenrs:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246406 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBE 
NIC 

io45843 
Forest, Ohio 45843 

***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{D)(1)(h)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon . 

According to Mrs. -son his mother did not know that at 
the end of her initial three mon erm her a.eement with 
Palmco would convert to a variable monthly rate. Mr. ther states 
that if his mother was provided this information duri~ ment, she 
did not understand what she was agreeing to. Mr. -ould like 
Palmco to rerate the charges billed to his mother for an periods of service 
to a rate of $0.052 per kWh. 

Please review this enrollment and advise: 

1. When, how, and by whom the enrollment was completed. 

2. What rate per kWh was billed to this customer for all periods of service. 



3. If a request to cancel the enrollment has been received. If so, what is 
the service end effective date provided by the EDU. 

4. If Palmco has a policy of not marketing to the elderly. If so, what is the 
cut off age for the enrollment of consumers? 

5. If a rerate of any of the charges billed to this customer will be issued. If 
so, what is the amount per kWh the charges will be re-rated to and what is 
the amount of any refund to be issued. If not, please advise why no rerate 
will be issued. 

Additionally, please provide a copy of all enrollment materials, including: 

1. TPV 
2. Signed agreement for service 
3. Welcome letter mailed to the consumer following the TPV 
4. The fixed rate expiration notice issued prior to the end of the fixed rate 
term. 

Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOEenrs:ref 

2. 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Christina and the PUCO, 

Regarding Case# 00246406, 

William Schaaf 
Thursday, January 17, 2019 3:36 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246406 [ ref:_OODtOGzXt._ 
SOOtOEenrs:ref] 

-PV.MP onfirmation Pack.pdf 

Ms-nrolled her electric account in Palmco's service on 8/29/18, as the result of a telephone sale. We've 
attached the TPV recording for this enrollment, as well as the confirmation package sent shortly thereafter detailing the 
terms of service. Palmco began servicing the customer's account on 9/19/18. 

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

As part of a promotion selected at the time of enrollment, the customer was sent a $25 Restaurant.com Gift Card on 
11/21/18. 

Our Customer Care staff received a call from Ms~ho expressed unhappiness with his mother's bill. As an 
alternative to~omer's existing variable pl~as informed of a fixed rate plan that we could offer. 
However, Mr.-tated he was not interested in an alternative plan. Our Customer Care staff advised him that the 
account was enrolled in a variable rat~d had been billed according to the terms agreed to at the time of 
enrollment. Drop transactions for Ms-account were processed, and the customer's utility (AEP} established a 
service end date of 1/21/19. No termination fees were issued for the decision to opt out for our supply. 

At the time of enrollment, Ms.-greed to enroll in a variable rate product for her electric account, 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 bill, the price you pay for electric may vary from 
month to month ... and may be higher or lower than the utilitv's price in any given month. There are no guaranteed 
savings". There was no apparent misunderstanding on Ms.-art, and the recording reflects her understanding 
and agreement to these terms. Ms~as been billed according to the terms she agreed to at the time of 
enrollment. With that said, the customer has expressed financial hardship, and at the request of the PUCO, we will 
honor a rerate of the non-introductory bill period to the introductory rate of 5.2 cents per kWh; this amounts to a credit 
of $274.77 for the billing period of 11/15/18 - 12/20/18, which will be applied to the customer's electric account. We 
will also honor this rate for the upcoming final bill. While the customer was provided electricity supply according to the 
agreed upon terms of service, we will provide this goodwill adjustment in the interest of providing an excellent customer 
experience. 

Indra's Telemarketing Training Documentation directs sales agents to never "Discriminate on the basis of race, color, 
religion, national origin, sex, marital status, age," and also directs that agents shall never "Engage in aggressive sales 
tactics with Senior Citizens (individuals 60 years and older)." There's no indication the agent that spoke to Ms
failed to follow training on either of these fronts. 



Per your request, below is a chart showing what rate the customer has been charged. 

Begin Date End Date Price Adjusted Price 

12/20/2018 1/21/2019 $0.05200 -
11/15/2018 12/20/2018 $0.16640 $0.05200 

10/17/2018 11/15/2018 $0.05200 -
9/19/2018 10/17/2018 $0.05200 -

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 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www.JndraEnergy.com 

from: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Wednesday, January 16, 2019 3:22 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: FW: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246406 [ ref:_OOOtOGzXt._SOOtOEenrs: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: 00246406 
CUSTOME 
ADDRESS: 
Forest, Ohio 45843 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ 

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

An initial complaint was sent to you on January 10, 2019. Please review 
the customer's concerns and respond w ithin three business days. 

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. 

----------- Forwarded Message---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 1/10/2019 2:49 PM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00246406 [ 
rcf:_ OODtOGzXt._ 500tOEenrs:ref] 
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Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00246406 

ADDRESS: 

Forest, Ohio 45843 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NI 

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

DESCRIPTION OF ISSUE: 

Good afternoon. 

According to Mrs.-son his mother did not know that at 
the end of her initial three monm rixea rate erm her a~t with 
Palmco would convert to a variable monthly rate. Mr.~rther states 
that if his mother was provided this information duri~nrollment, she 
did not understand what she was agreeing to. Mr.~ould like 
Palmco to rerate the charges billed to his mother for all periods of service 
to a rate of $0.052 per kWh. 

Please review this enrollment and advise: 

1. When, how, and by whom the enrollment was completed . 

4 



2. What rate per kWh was billed to this customer for all periods of service. 

3. If a request to cancel the enrollment has been received. If so, what is 
the service end effective date provided by the EDU. 

4. If Palmco has a policy of not marketing to the elderly. If so, what is the 
cut off age for the enrollment of consumers? 

5. If a rerate of any of the charges billed to this customer will be issued. If 
so, what is the amount per kWh the charges will be re-rated to and what is 
the amount of any refund to be issued. If not, please advise why no rerate 
will be issued. 

Additionally, please provide a copy of all enrollment materials, including : 

1. TPV 
2. Signed agreement for service 
3. Welcome letter mailed to the consumer following the TPV 
4. The fixed rate expiration notice issued prior to the end of the fixed rate 
term. 

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 

s 



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

ref:_OODtOGzXt._SOOtOEenrs:rel .__ ___ ____. 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Andrea Smith < contactthepuco@puc.state.oh.us > 

Tuesday, December 11, 2018 2:24 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00241358 [ ref:_OODtOGzXt._SOOtODYUQa:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00241358 
CUSTOMER: 
ADDRESS: hio 43521 
SERVICE ADDRESS: Fayette, Ohio 43521 
AIQ: Palmco Power OH LLC 
SER 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 :1-29-06(0)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: Ms~tates that she never gave the 
company permission to be her supplier. She states the company 
never contacted her and she wants contract cancelled and 
reimbursed the difference between their rate and the supplier she 
had, Rushmore. Ms.-tates she called the company but was 
told they could not find her account. She was charged an early 
termination fee of $125.00 and wants that removed too. 

1. Do you have record of customer? 
2. If so, when and how was customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. Is customer being charged a $125.00 etf? 
5. If so, why? 
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 :_OODtOGzXt._SOOtODYUQa:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attach men ts: 

William Schaaf 
Thursd ay, December 13, 2018 4:12 PM 
Andrea Smith 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00241358 [ ref:_OODtOGzXt._ 
SOOtODYUQa:ref] 

- PV.MP3; .. nfirmation Pack.pdf; Indra Post Card.pd ales 
Call.wav 

Hello Andrea and the PUCO, 

Regarding Case# 00241358, 

This customer's electric account was enrolled in Palmco's supply service on 8/29/18, upon completion of the attached 
TPV recording. The TPV was completed by - ho indicated he was authorized to enroll the account in 
Palmco's service. A confirmation package was then sent to the customer detailing the terms of service, and Palm co 
began servicing the account on 10/4/18. 

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

On 10/4/ 18, we received an inbound drop request from the customer's utility, Toledo Edison. This request was 
processed without penalty, and Toledo Edison determined a service end date of 10/31/18. No ETFs were issued for the 
customer's decision to opt out of our supply service. 

M9:ontacted our Customer Service line on 12/10/18. Our CSR was unable to locate the customer's account with 
the information she provided, but Ms.~as told that her information would be escalated for further review. 
Before we were able to follow up with the customer, we received this complaint. 

This customer's enrollment was authorized by - ho indicated he was authorized to enroll the account in 
Palmco's service. At the time of enrollment, Mr-greed to switch his electric supply service to Palmco with an 
initial rate of 5.4 cents per kWh for the first month, and a fixed rate of 8.2 cents per kWh for the following 16 months. 
The customer received our supply from 10/4/18 -10/31/18 and was billed at the contracted rate of 5.4 cents per kWh, 
which based on our records was lower than the utility's standard offer. Additionally, to reiterate, there was no 
termination fee associated with Ms- ecision to cancel service. If Ms. - ncurred an ETF of $125, it may be 
from a different supplier. 

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

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

•1 nd ra~ Philadelphia, PA 19102 

ENERGY 

www.lndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 

1 



From: Andrea Smith [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, December 11, 2018 2:24 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00241358 [ ref:_OODtOGzXt._SOOtODYUQa:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 
SERVICE ~UUKl:~~: 
AIQ: Palmco Power OH LLC 
SER MBE 
NIQ: 

Ohio 43521 
Fayette, Ohio 43521 

***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)*** 

DESCRf PTION OF ISSUE: Ms.-tates that she never gave the 
company permission to be her supplier. She states the company 
never contacted her and she wants contract cancelled and 
reimbursed the differ:-tween their rate and the supplier she 
had, Rushmore. Ms. tates she called the company but was 
told they could not find her account. She was charged an early 
termination fee of $125.00 and wants that removed too. 

1. Do you have record of customer? 
2. If so, when and how was customer signed up? 
3. Please provide copy of signed contract, TPV and sales call. 
4. ls customer being charged a $125.00 etf? 
5. If so, why? 
6. Any additional information you could provide would be greatly 
appreciated. 

Sincerely, 
Andrea Smith 

2 



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._SOOtODYUQa:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 5, 2019 2:29 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256808 [ ref:_OODt0GzXt._500tOFN4Ab:ref ) 

Ohio Publlo Utn rues 
Commlssf on 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256808 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44691 
. Wooster, Ohio 44691 

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

DESCRIPTION OF ISSUE: 

Good afternoon. 

According to Mrs .• she does not know how her account was enrolled 
with Indra Energy. ~he states the billings began in September 2018 and 
that the current billed rate is $12.50 per MC F. She states she is recently 
widowed and can not afford the billed Indra charges. 

Please review this account and advise: 

1. When, how, and by whom the enrollment was completed. 
2. If there are any ETFs applicable to the enrollment. If so, will Indra 
waive the ETFs and if not, why not. 
3. What this customer's rate per MCF is and if Indra will re-rate any of the 
charges billed from January 1 to March 5, 2019 to the DEO SCO. If so, 
which charges will be re-rated. If not, please advise why a re-rate will not 



be completed . 

Additionally, please provide copies of all materials associated with the 
enrollment of this customer's account. 

Further, please contact Mrs.-egarding this issue to confirm if she 
would like to cancel the enrollment. 

Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFN4Ab:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Monday, March 11, 2019 4:31 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256808 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Christina and the PUCO, 

Regarding Case # 00256808, 

~N4Ab:ref] 

-PV.MP-greement.pd onfirmation Pack.pdf; Indra Postcard.pdf 

Ms-nrolled her gas account in Palmco's variable rate plan on 9/15/18, as the result of a door-to-door sale. We've 
attached the TPV recording and signed agreement for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Palmco began servicing the customer's account on 9/27 /18. 

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

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

On 3/5/19, M~ontacted out Customer Service line and requested to cancel her service with Indra. An outbound 
drop was subm~nd the customer's utility (DEO) established an estimated service end date of 4/3/19. No 
termination fees were issued tor cancellation. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we are willing to rerate the customer's 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, once it is rendered. We've included a chart below detailing our 
calculations for this adjustment, which amounts to $190.96 for the billing cycle of 1/30/19 - 2/28/19. 

Begin 
Billed Supply 

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

Date 
(cd) tax) 

To: Pre Tax Tax Total Customer 

1/30/2019 2/28/2019 125 $231.16 $0.3020 $37.75 $2.45 $40.20 $190.96 

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

William Schaaf - Asst. Compliance Officer 
1S15 Market Street, Suite 1200 

·1 nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www .Indra Energy.com 
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From: William Schaaf 
Sent: Friday, March 8, 2019 5:47 PM 
To: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256808 [ ref:_OOOtOGzXt._500tOFN4Ab:ref] 

Good afternoon, 

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

Thank you. 

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

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

ENERGY 

www.Ind raEnergy.com 

F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 2:29 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256808 [ ref:_OODt0GzXt._500tOFN4Ab:ref] 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME • 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44691 
Wooster, Ohio 44691 

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

DESCRIPTION OF ISSUE: 

Good afternoon. 

According to Mrs~he does not know how her account was enrolled 
with Indra Energy. She states the billings began in September 2018 and 
that the current billed rate is $12.50 per MCF. She states she is recently 
widowed and can not afford the billed Indra charges. 

Please review this account and advise: 

1. When, how, and by whom the enrollment was completed. 
2. If there are any ETFs applicable to the enrollment. If so, will Indra 
waive the ETFs and if not, why not. 
3. What this customer's rate per MCF is and if Indra will re-rate any of the 
charges billed from January 1 to March 5, 2019 to the DEO SCO. If so, 
which charges will be re-rated. If not, please advise why a re-rate will not 
be completed. 

Additionally, please provide copies of all materials associated with the 
enrollment of this customer's account. 

Further, please contact Mrs. egarding this issue to confirm if she 
would like to cancel the enronmem. 

Thank you . 

Sincerely, 

Christina Cassady 

3 



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. 500tOFN4Ab:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

M ichael Coady <contactthepuco@puc.state.oh.us> 

Tuesday, M arch 5, 2019 3:48 PM 
Indra Energy Compliance 

PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._500tOFN4np:ref] 

Ohio Publle Utflltfn 
Comml1.sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256832 
COMPANY: 
CUSTOM 
ADDRESS 
SERVICE ADDRESS: 
AtQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44102 
level and , Ohio 44102 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO to dispute enrollment with the 
company in a natural gas program. He acknowledged enrolling but 
stated that he cancelled with the company the same day. 

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, 1.P. addresses 
used, e-mail addresses used to enroU, copies of any signed 
enrollment documents, and the terms and conditions of the 
enrollment. 

1 



3. What do company records show about this customer's claim to 
have called the company to cancel the pending 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. 

ref:_OODt0GzXt._500tOFN4np:ref 

2 



Orpheus Craigue 

From: 
Sent 
To: 
Cc: 

Orpheus Craigue 
Friday, March 8, 2019 6:50 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COM MISSION OF OHIO - CASE #: 00256832 [ ref:_OODt0GzXt_SOOtOFN4np:ref 

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

Categories: PUCO Complaint 

Hello Michael, 

Regarding Case# 00256832 

We're attaching the TPV recording from this customer's enrollment, as well as the signed agreement completed on 
8/24/2018. We're also attaching the confirmation packet mailed to the customer following the enrollment of his gas 
account, and the postcard mailed to the customer which explained that Palmco would be conducting business under its 
trade name, Indra Energy, in October 2018. 

Our records indicate the customer reached out to us on 8/29/2018, and that the customer's concern was focused on the 
customer mentioning that he had no hot water. The caller was advised that his enrollment was still in progress, and that 
he should follow up with his current provider regarding his hot water concerns. Our records show no req uest from the 
customer to cancel during this conversat ion. 

The customer is still currently receiving Indra's supply according to the terms of his variable enrollment; there are no 
ETFs under this plan. Can you confirm if the customer wishes to cancel his service with Indra? Additionally, if there's 
any further action you'd like us to take here, please let us know. 

Thank you. 

Orpheus Craigue - Compliance Officer 
1515 Market Street, Suite 1200 

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

ENERGY 

www.IndraEnergy.com 

F: 718.851.242 7 # 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 5, 2019 15:48 
To: Indra Energy Compliance <Compliance@indrae nergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref :_OODtOGzXt._500tOFN4np:ref] 



Ohio Pubillo Utn rti n 
Comml1oron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256832 
COMPANY: 
CUSTOMER: 
ADDRESS Ohio 44102 
SERVICE ADDRESS: leveland, Ohio 44102 
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 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 contacted the PUCO to dispute enrollment with the 
company in a natural gas program. He acknowledged enrolling but 
stated that he cancelled with the company the same day. 

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. What do company records show about this customer's claim to 
have called the company to cancel the pending enrollment? 

Sincerely, 

Michael Coady 
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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._500tOFN4np:ref 
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Sariah Brinker 

From: 

Sent: 
To: 
Cc: 

Orpheus Craigue 
Wednesday, March 13, 2019 12:01 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._ 
500t0FN4np:ref] 

Categories: PUCO Complaint 

Hello Michael, 

Reviewing Mr ccount, we can provide the customer with an adjustment to lessen the financial impact to 
the customer. vvc w111 "''a" to rerate the customer's most recent bill, to provide him an adjustment of 
$281.94. Additionally, an end date has been provided to us of 3/28/2019. We will plan to rerate that bill as well, once it 
is rendered. We are detailing our calculations below; if there's anything further you would like from us here, please let 
us know. 

Begin Date End Date 

Billed 

Usage 

(Ccf) 

Supply Charge 

(with tax) 

1124;19 I 2122119 I 1s2 Is 341.30 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 12, 2019 15:13 

ReRate 

To: 

o.30200 I 

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

Re Rate 
Pre Tax 

54.96 

ReRate Tax 

4.40 

ReRate 

Total 

59.36 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._500tOFN4np:ref] 

Ohio Public Utilities 
Commission 

1 

Amt Due 

Customer 

$ 281.94 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256832 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 441 02 
Cleveland, Ohio 44102 

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

DESCRIPTION OF ISSUE: 

Inasmuch as this customer was being charged 2-4 times the market 
rate for his gas in the last three months of his enrollment, Is there 
anything the company is willing to do to lessen the financial impact 
to him? 

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._500tOFN4np:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Friday, March 29, 2019 8:26 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._ 
500t0FN4np:ref I 

Ohio Public Utilitie.s 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256832 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 44102 
I eve land, Ohio 44102 

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

DESCRIPTION OF ISSUE: 

The customer's final bill has issued. Please provide your 
calculations for this customer's refund. 

This customer has a disconnection set for April 11, 2019. Please 
expedite this customer's refund to his utility and advise. 

Sincerely, 

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

1 



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

ref:_ OODtOGzXt._ 500tOFN4np:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 29, 2019 6:23 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256832 [ ref:_OODtOGzXt._ 
500t0FN4np:ref] 

Good afternoon Michael, 

Regarding Mr.-ccount- I am detailing the calculations for the adjustment of the customer's final bill. This 
will be processe next wee , and I would expect would be received by the utility prior to the customer's shut-off notice. 

Thank you. 

Begin Date End Date 
Billed 

Supply Charge Usage 
(Ccf) (with tax) 

2122119 I 3/25;19 I 165 I$ 246.95 

Orpheus Craigue - Compliance Officer 

indra .. 
F N F R G Y 

www.IndraEne rgy.com 

1515 Market Street, Suite 1200 

Philadelphia. PA 19102 
P: 888.504.6372 

F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 29, 2019 08:26 

ReRate 
To: 

o.292so I 

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

ReRate 
Pre Tax 

48.26 I 

ReRate Tax 

3.86 I 

ReRate 
Total 

Amt Due 
Customer 

52.12 I s 194.83 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._500tOFN4np:ref] 

Ohio Public Utilities 
Commission 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256832 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy a. I '-'-'"' 

SERVICE ACCOUNT NUMBER: 
NIQ: 

Cleveland, Ohio 44102 
leveland, Ohio 44102 

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

DESCRIPTION OF ISSUE: 

The customer's final bill has issued. Please provide your 
calculations for this customer's refund. 

This customer has a disconnection set for April 11, 2019. Please 
expedite this customer's refund to his utility and advise. 

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._500tOFN4np:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Good Afternoon Michael, 

Keenia Joseph 
Tuesday, April 30, 2019 4:13 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODtOGzXt._ 
500t0FN4np:ref] 

The adjustment in the amount of $194.83 was sent to the customers' gas utility on 4/10/19, in order to be applied to the 
customers' account. We estimate that the customer will see the adjustment within 1-2 billing cycles. 

Regards, 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www.lnd ra Energy.com 

From: Michael Coady 

1515 Market Street, Suite 1200 

Philadel phia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Sent: Tuesday, April 23, 2019 12:36 PM 
To: Indra Energy Compliance 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256832 [ ref:_OODt0GzXt._500tOFN4np:ref] 

Ohio Public Utilities 
Commission 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256832 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 44102 
Cleveland, Ohio 44102 

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

DESCRIPTION OF ISSUE: 

On March 29, 2019, the company advised that it was detailing the 
calculations for the adjustment of the customer's final bill, which 
were provided at $194.83 and that it would be received by the utility 
prior to the customer's shutwoff notice (on April 11, 2019). 

Dominion Energy Ohio advises that it has not received payment from 
the company for this customer's account in that amount. 

Please advise. 

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 ._500tOFN4np:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Categories: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Tuesday, February 5, 2019 10:14 AM 
PALMco Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00251143 [ ref:_OODtOGzXt._SOOtOEiEbZ:ref] 

Complaint 

Ohio P\lbllo ucn rfl•• 
Comm leer on 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00251143 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44601 
lliance, Ohio 44601 

***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 states not signing up with lndres, though they say it shows 
on their bill or the customer received coorespondence that their electric 
supply comes from Palmco/lndres. They say this started in September 
2018. At this point, they have cancelled and switched to IGS. 
When did the customer start with Palmco/lndres? Provide the sales call, 
tpv and welcome letter with terms and conditions of the contract. Is the 
customer still with Palmco/lndres? Please advise. 

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._SOOtOEiEbZ:ref 
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Orpheus Craigue 

From: 

Se nt: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.st at e.oh.us > 

Thursday, February 21, 2019 3:46 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00251143 [ ref:_OODtOGzXt _SOOtOEiEbZ:ref] 

Ohio Pub-Ito Utrl ftfn 
Commlssron 

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 respo 

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

DESCRIPTION OF ISSUE: 
When can the customer expect the rerate/refund check to be sent? What 

was the price to compare for the first two bills after the customer switched 
to Palmco? What is the ptc compared to the variable rate charged to the 
customer on the current and fnal bill? Please advise . 
An initial complaint was sent to you on . Please review the customer's 
concerns and respond with in three business days. 

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._SOOtOE iE bZ: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Categories: 

Orpheus Craigue 
Thursday. February 21. 2019 5:46 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00251143 [ ref:_OODtOGzXt._SOOtOEiEbZ:ref] 

PUCO Complaint 

Good afternoon Mariner, 

The rate we've been comparing all of the customer's bills to is 0.0544. 

For the first two bills, the customer was charged 0.0510. We made no adjustments to those bills. 

The third bill was charged at 0.24167, and was rerated to 0.0544. The resulting credit amounts to $79.59. 

We will be invoicing the customer's upcoming final bill at the rate of 0.0544. 

If you need further information on this case, please let us know. Thanks! 

Orpheus Craigue - Asst. Compliance Officer 
151 S Market Street, Suite 1200 ., nd rat. Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427# 

www .Indra Energy.com 

From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 21, 2019 15:46 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00251143 [ ref:_OODtOGzXt._SOOtOEiEbZ:ref] 

Ohio Pul>llo Utrt rtt•e 
Commlit1ron 



PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

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

CASE ID: 00251143 
COMPANY: 
CUSTOME 
ADDRESS : 
Alliance, Ohio 44601 
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 respo 

nse 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: 
When can the customer expect the rerate/refund check to be sent? What 

was the price to compare for the first two bills after the customer switched 
to Palmco? What is the ptc compared to the variab le rate charged to the 
customer on the current and fnal bill? Please advise. 
An initial complaint was sent to you on . Please review the customer's 
concerns and respond within three business days. 

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. 

2 



ref:_OODtOGzXt._SOOtOEiEbZ:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Cra igue 
Friday, February 8, 2019 6:59 PM 
Mariner Taft 

Subject: 
Attachments: 

PALMco Compliance 
RE: PUBLIC UTILI 
PUC0-00251143 
PUC0-00251143 

SION OF OHIO - CASE #: ~ [ ref:_OODtOGzXt._SOOtOEiEbZ:ref] 
PV.mp3; PUC0-00251143mllll9:onfirmation Pack.pdf; 
ales Call 1.mp3; PUC0-00251143-- ales Call 2.mp3 

Categories: PUCO Complaint 

Hello Mariner and the PUCO, 

Regarding Case# 00251143 

Ms~nrolled her electric account in Palmco's service on 9/14/ 18, as the result of a telephone sale. We've 
attached the sales call audio and TPV recording for this enrollment, as well as the confirmation package sent to t he 
customer detailing the terms of service. Shortly thereafter, Palmco began conducting business under its t rade name, 
Indra Energy; the customer was provided with a postcard explaining the change, and the customer began receiving 
Indra's supply on 10/26/18 accord ing to the terms of her enrollment. 

After Ms-ontacted our Customer Service line on 2/1/19, an outbound drop transaction was submitted for her 
account, ~lity (Ohio Edison} determined a service end date of 2/27 /19. No termination fees were issued for 
cancellation. 

Ms authorized her enrollment by completing the attached TPV recording. At the time of enrollment, she 
agr II her electric account in a variable rate product, which included an introductory rate of 5.1 cents per kWh 
for the first two billing cycles. The customer has been billed according to the terms she agreed to at the time of 
enrollment. 

In the interest of providing the customer excellent service, we are planning to rerate the customer's most recent bill, as 
well as the upcoming final bill, to the match the rate we have on file for the customer's electric utility. After these 
adjustments, the customer will have effectively received Indra's introductory rate for her first two billing cycles, and 
then have returned to the utility's standard service. 

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

Thank you. 

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

·1 nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.IndraEnergy.com 

F: 718.851.2427# 

1 



From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 5, 2019 10:14 
To: PALMco Compliance <compliance@palmcoenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00251143 [ ref:_OODtOGzXt._SOOtOEiEbZ:ref] 

Ohio Publlo Utn rt~N 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00251143 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADORES 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 44601 
lliance, Ohio 44601 

***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: 
The customer states not signing up with lndres, though they say it shows 
on their bill or the customer received coorespondence that their electric 
supply comes from Palmco/lndres. They say this started in September 
2018. At this point, they have cancelled and switched to IGS. 
When did the customer start with Palmco/lndres? Provide the sales call, 
tpv and welcome letter with terms and conditions of the contract. Is the 
customer still with Palmco/lndres? Please advise. 

Sincerely, 

Mariner Taft 
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. _SOOtOE iE bZ: ref 

3 



Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Friday, January 18, 2019 1 :56 PM 
PALMco Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref l 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00248343 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 43567 
auseon, Ohio 43567 

***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: 

Please check why the customer's rate after signing with the company in 
November 2018 changes from 5.2cts/kwh to 20cts/kwh. The initial rate 
was for the first two bills, but the higher rate increased the bills from $60-
70 to $180 for the current bill. 
Please provide the sales call and tpv call for review. Also, provide the 
welcome letter with the terms and conditions of the contract. Was the 
customer on a veriable rate contract or a fixed rate contract? Work to 
cancel the contract with no etf and adjust the customer's billing to the 
original 5.2cts. rate. 

Sincerely, 

Mariner Taft 

1 



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._SOOtOEgCZl:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 

Wednesday, February 6, 2019 10:00 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref I 

Ohio Pubillo UtrtrtitJs 
Commlssron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00248343 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Power OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio43567 
auseon, Ohio 43567 

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

DESCRIPTION OF ISSUE: 

Thank you for the previous response. After reviewing the tpv, there were 
some issues. It appears the sales rep coached the customer through the 
tpv;is it the company's normal policy to do so? Also, please review the 
variable rate the customer was charged and please consider a rerate to $0 
per kwh due to possible issues with how the tpv was conducted. Also, 
have previous requests for updates by me been received? Please advise. 

Sincerely, 

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

1 



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

ref:_ OODtOG zXt. _SOOtOEgCZI :ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Subject: 

Mariner Taft <contactthepuco@puc.state.oh.us> 
Thursday, February 7, 2019 8:33 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248343 [ ref:_OODtOGzXt._ 
SOOtOEgCZl:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00248343 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Power On 1-1..v 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43567 
auseon, Ohio 43567 

***To ensure your response attaches to the appropriate case , please rep ly 
to this emai l without changing the subject line. Thank you!*** 

DESCRIPTION OF ISSUE: 

Thomas, 
Good morning. The proposed rerate sounds like a reasonable resolution 
to the customer's concerns. When and in what form can the customer 
expect to see this rerate? 
Mariner 

Sincerely, 

Mariner Taft 
Public Utilities Commission of Ohio 
Service Monitoring and Enfo rcement Department 
Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO,ohio.gov 

1 



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

ref:_ OODtOGzXt._ SOOtOEgCZI :ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hi Mariner, 

Thomas Sheehy 
Thursday, February 7, 2019 2:59 PM 
Mariner Taft 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 ( ref:_OODtOGzXt._ 
500t0EgCZl:ref] 

Thanks for taking the time to chat today. To confirm what we discussed, we'll be sending this refund in the form of a 
check to Ms- tility company in order for them to properly apply it to her account. The check will be sent out 
this week. 

Thanks again. 

Thomas Sheehy - Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 718.975.6601 
F: 718.851.2427 

from: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 7, 2019 8:33 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref] 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00248343 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43567 
Wauseon, Ohio 43567 

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

DESCRIPTION OF ISSUE: 

Thomas, 
Good morning. The proposed rerate sounds like a reasonable resolution 
to the customer's concerns. When and in what form can the customer 
expect to see this rerate? 
Mariner 

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. 

2 



ref:_OODtOGzXt._SOOtOEgCZl:ref 

3 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

Thomas Sheehy 
Wednesday, February 6, 2019 7:37 PM 
Mariner Taft 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._ 
500tOEgCZl:ref] 

Mariner, 

Regarding Case# 00248343 

Regarding your inquiry, I would argue that this is not an example of coaching a customer. The verification system that 
conducted this authorization is automated, and the agent was present to aid in the logistics of the computerized 
verification. The agent repeated a question when the customer's response was potentially covered by the system's 
beep; the agent said "that one just sounded like you answered a little too close to the beep, so I'll just go ahead and 
repeat the question for you." The agent did not tell the customer how to answer, and he did not impact the customer's 
response, which I'm able to hear as "yes" both initially and upon repeat. So while it may not be considered perfect, I 
would not call this coaching, and I do not believe the agent violated any aspect of the OAC's rule 4901:1-21-06 (0)(2). 

With that said, we understand that you have concerns and that you're attempting to assist Ms.- We are not 
inclined to adjust charges to $0 per kWh, which would effectively provide free electricity, but in the interest of resolving 
your and the customer's concerns and providing a satisfactory resolution, we will rerate and provide the customer a 
refund for the difference between our charges and what the utility would have charged for the life of the 
account. Below is a chart containing the difference between Indra charges and what our records indicate the utility 
would have charged. The intended financial effect is to make it as though the customer never received Indra supply 
services. If anything seems incorrect, please let us know. 

Begin Date End Date Usage Rate Total Adjusted Rate Adjusted Total Difference 

12/8/2018 1/10/2019 857 0.21067 $180.54 0.05520 $47.31 $133.23 

11/8/2018 12/7/2018 540 0.05200 $28.08 0.05520 $29.81 $(1.73} 

10/10/2018 11/7/2018 473 0.05200 $24.60 0.05520 $26.11 $(1.51} 

ReRate Total $130.00 

Additionally, if you ever want to check in on the status of an item or make sure something wasn't overlooked, please do 
not hesitate to reach out to me directly at 718-975-6601. We're managing a number of items on our end and strive to 
give each case the attention it deserves, but I also kn ow that any delay in your desired feedback turnaround is not 
ideal. We want to help you as you serve Ohioans, and a phone call to connect, touch base, and be on the same page can 
always be of help. 

Thanks. 

Thomas Sheehy - Compliance Officer 
1515 Market Street, Suite 1200 

•1 nd rat. Philadelphia, PA 19102 
P: 718.975.6601 

ENERGY F: 718.851.2427 

1 



www.lnd ra Energy_com 

From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, February 6, 2019 10:00 AM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00248343 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADD t:S~ 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NJQ: 

Ohio 43567 
auseon, Ohio 43567 

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

DESCRIPTION OF ISSUE: 

Thank you for the previous response. After reviewing the tpv, there were 
some issues_ It appears the sales rep coached the customer through the 
tpv;is it the company's normal policy to do so? Also, please review the 
variable rate the customer was charged and please consider a rerate to $0 
per kwh due to possible issues with how the tpv was conducted. Also, 
have previous requests for updates by me been received? Please advise. 

Sincerely, 

Mariner Taft 
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:_ 00 DtOGzXt. _ SOOtO EgCZI: ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Wednesday, January 23, 2019 5:29 PM 
Mariner Taft 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref 

l 
Attachments: PV.mp3; ales Call.mp3; onfirmation Pack.pdf 

Categories: PUCO Complaint 

Hello Mariner and the PUCO, 

Regarding Case# 00248343, 

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

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 12/4/18, we received an inbound drop transaction for Ms. account, and her utility (Toledo Edison) 
established a service end date of 1/10/19. No termination fees were issued for cancellation. 

On 1/18/19, Ms- ontacted our Customer Care line regarding her bill. The customer was advised of a fixed rate 
plan that Indra could offer as an alternative to the variable product she was enrolled in previously. However, the 
customer stated she was not interested. 

At the time of enrollment, Ms.- greed to enroll her electric account 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 introductorv price of 5.2 cents per kWh for your first two bills." She 
also acknowledged her understanding that "Beginning with your th ird 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". Ms.- eceived our supply service for three months (10/10/18 -1/10/19), and she was 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. 

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

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

ENERGY 

www.lndraEnergy.com 

F: 718.851.24271f 

1 



From: Mariner Taft <contactthepuco@puc.state.oh.us> 
Sent: Friday, January 18, 2019 13:56 
To: PALMco Compliance <compliance@palmcoenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248343 [ ref:_OODtOGzXt._SOOtOEgCZl:ref] 

Ohio Pul>l1o '-"rlltfn 
eomml1tron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00248343 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Power On L.L.v 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43567 
auseon, Ohio 43567 

***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: 

Please check why the customer's rate after signing with the company in 
Novemb~r 2018 changes from 5.2cts/kwh to 20cts/kwh. The initial rate 
was for the f irst two bills, but the higher rate increased the bills from $60-
70 to $180 for the current bill. 
Please provide the sales call and tpv ca ll for review. Also, provide the 
welcome letter with the terms and conditions of the contract. Was the 
customer on a veriable rate contract or a fixed rate contract? Work to 
cancel the contract with no etf and adjust the customer's billing to the 
original 5.2cts. rate. 

Sincerely, 

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

2 



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. _ SOOtOEgCZI: ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Tuesday, February 12, 2019 3:18 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252376 [ ref:_OODtOGzXt._SOOtOFKkGl:ref I 

Ohio Pubillc UUlrtin 
Commlssrom 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy a. I ...... v 

• • a . UMBER: 

·o 44319 
Akron, Ohio 44319 

***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 called her supplier to cancel in December and is now 
being told that it will not happen until 4/9. She states had she had Palmco 
then Indra, but she nor her husband signed up for the service. 

***Do you show a contact from the customer to dispute the enrollment? 
*** 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 with Indra? 



***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. 

•I 

ref:_OODtOGzXt._SOOtOFKkGl:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, February 19, 2019 8:09 AM 

Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252376 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Shawn and the PUCO, 

Regarding Case# 00252376, 

-

Gl:ref] 
PV.MP3 

ect c pdf 
Confirmation Pack-Gas.pdf Confirmation Pack-

Ms.- nrolled her gas and electric accounts in Palmco's service on 8/8/18, upon completion of the attached TPV 
recording. We've also attached t he confirmation packages sent to the customer detailing the terms of service. 
Addit ionally, outbound Quality Cont rol calls were made to the customer in an attempt to confirm their enrollment and 
gauge their sales experience. However, our caller was only able to leave voice messages. No issues with the enrollment 
were identified, and we proceeded to finalize the enrollment process. 

On 8/17 /18, we received an inbound drop transaction for the customer's electric account, which was processed without 
penalty. This effectively rescinded the customer's enrollment for her electric account; the customer's electric account 
never began receiving our supply. Palmco began servicing the customer's gas account on 9/4/18. 

In October 2018, Palmco began doing business as Indra Energy, and customers were provided with a postcard informing 
them of t he brand name change. Indra continued to service Ms- as account in line with the terms of her 
enro llment. 

On 1/14/19, Ms .• ontacted our Customer Service line regarding her gas account. The customer declined an offer 
to switch her existing variable rate plan to a fixed rate product, and instead requested to cancel her account with Indra. 
As a result, an outbound drop transaction was submitted, and the customer's utility (DEO) determined a service end 
date of 2/8/19. No termination fees were issued for the customer's decision to opt out of our supply. 

Ms-=ompleted the attached TPV recording to her enroll her accounts in a variable rate product, which included an 
introductory rate for the first two billing cycles. The customer's electric account did not receive our supply, but her gas 
account has been billed according to the terms she agreed to at the time of enrollment. In the interest of providing 
excellent service, we are planning to rerate t he customer's most recent bi ll to the rate we have on file for her gas util ity, 
which results in an adjustment of $139.45 for the bi l ling cycle of 1/7 /19 - 2/5/19. Should the customer receive another 
bill for the period of 2/5/19 - 2/8/19, that bill will also be adjusted accordingly. Ultimately, t his will provide the financial 
effect of expediting the customer's return to the utility. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 

1 



indra~ 
ENERGY 

www.lndraEnergy.com 

From: Orpheus Craigue 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

Sent: Friday, February 15, 2019 7:10 PM 
To: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252376 [ ref:_OODtOGzXt._SOOtOFKkGl:ref) 

Hello Shawn, 

Regarding Case ID 25237 

We're attaching the TPV recording from this customer's enrollment on 8/8/2018. The customer had an electric 
enrollment which was rescinded. The gas account was dropped and ended service with us on 2/8/2019, with no 
termination fees issued for cancellation. 

We'll follow up with a more comprehensive response to this customer's concerns early next week. 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: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 12, 2019 15:18 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252376 [ ref:_OODtOGzXt._SOOtOFKkGl:ref] 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME 
ADDRESS 
SERVICE 
AIQ: Palmco Energy <!!!., .............. 

CCOUNT NUMBER: 

·a 44319 
Akron, Ohio 44319 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Caller states that she called her supplier to cancel in December and is now 
being told that it will not happen until 4/9. She states had she had Palmco 
then Indra, but she nor her husband signed up for the service. 

*** Do you show a contact from the customer to dispute the enrollment? 
*** 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 with Indra? 
*** Please provide all of the details regarding this issue to our office for 
rev iew. 

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 constiMe a public record and thus 
may be publicly available to anyone who requests it. 

ref:_ 00 DtOG zXt._ SOOtOF KkG I: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Andrea Smith <contactthepuco@puc.state.oh.us> 

Friday, March 1, 2019 2:55 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256132 [ ref:_OODtOGzXt._500tOFMk2w:ref I 

Ohio Pub-lie Utnrtin 
eommlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256132 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS 
- Columbus, Ohio 
AIQ: Palmco Energy OH LLC 
SER UMBER: 
NIQ: 

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

DESCRIPTION OF ISSUE: Mr.~tates he noticed the company 
on his bills after receiving high bills. States he does not know how 
he was signed up. Would like to cancel without penalty and wants 
credited for the difference between rates. 

1. Do you have record of customer? 
2. lf so, when and how was customer signed up? 
3. Please provide a copy of signed contract, TPV and sales call. 
4. Will customer be charged early termination fee if he cancels? 
5. If so, how much? 
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 mes~age and any response to it may constitute a public record and thus 
may be publicly available to anyone who requests it. 

ref :_OODtOGzXt._SOOtOF M k2w:ref 
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William Schaaf 

From: 
Sent: 
To: 

Cc: 

William Schaaf 

Thursday, March 7, 2019 12:29 PM 
Andrea Smith 

Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256132 [ ref:_OODtOGzXt._ 

Attachments: -~~::;~greement.pdf;-=onfirmation Pack-Gas.pdf;
Confirmation Pa~.pdf; Indra Postcard.pdf 

Hello Andrea and the PUCO, 

Regarding Case# 00256132, 

Mr-enrolled his gas and electric accounts in Palmco' s service on 8/22/18, upon completion of the attached TPV 
recording and signed agreement. We've also attached the confirmation packages sent to the customer detailing the 

terms of service. Palmco began servicing the customer's gas and electric accounts on 9/24/18 and 9/12/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of 37 cents per Ccf, after which the rate would vary 

month-to-month. 

Electric Plan: 17-Month Two-Phase fixed Plan, including 5 .1 cents for the initial month, followed by 8.2 cents for the 
remaining 16 months. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching a copy of the 

postcard mailed to the customer informing him of this brand name change. 

On 10/8/18, we received an inbound drop transaction for the customer's electric account, and his electric utility 

determined a service end date of 11/8/18. No termination fees were issued for cancellation. 

On 3/5/19, we received an inbound drop transaction for the customer's gas account, and his gas utility determined a 

service end date of 2/25/19. No termination fees were issued for cancellation. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to his gas 

utility's standard offer, we are willing to rerate the customer's final gas bill to the rate we have on file for the gas utility 

(41.8 cents), which results in an adjustment of $204.19 for the billing cycle of 1/25/19 - 2/25/19. We've included a chart 

below detailing our calculations for this adjustment. 

Begin Billed 
Supply 

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

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/25/2019 2/25/2019 143 $268.45 $0.4180 $59.77 $4.48 $64.26 $204.19 

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

William Schaaf - Asst. Compliance Officer 
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indra~ 
ENERGY 

www .Indra Energy.com 

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

From: Andrea Smith [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 1, 2019 2:55 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256132 [ ref:_OODt0GzXt._500tOFMk2w:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 
ADDRESS: 

CE ADDRESS: 
Columbus, Ohio 
almco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 
NIQ: 

mbus, Ohio 43219 

***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: Mr.-tates he noticed the company 
on his bills after receiving hig~tates he does not know how 
he was signed up. Would like to cancel without penalty and wants 
credited for the difference between rates. 

1. Do you have record of customer? 
2. If so, when and how was customer signed up? 
3. Please provide a copy of signed contract, TPV and sales call. 
4. Will customer be charged early termination fee if he cancels? 
5. If so, how much? 
6. Any additional information you could provide would be greatly 
appreciated. 
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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. 500tOFMk2w:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Tuesday, February 26, 2019 2:09 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255002 [ ref:_OODtOGzXt._SOOtOFMHOS:ref] 

Ohio Public Utflftfe1 
eommls.sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SER UMBER: 
NIQ: 

Ohio 44833 
alion, Ohio 44833 

***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 he has been with Indra for over a year and now his rate 
has doubled. He is not able to reach a live representative at the company 
thru the vru. 

*** Do you show any phone issues? 
***Does your record show a contact from the customer to inquire on his 
increased rate? 
*** Please provide a copy of the terms and conditions. 
*** 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. _SOOtOFM HOS: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Monday, March 4, 2019 8:04 AM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO· CASE#: 00255002 [ ref:_OODtOGzXt._ 
II I .,_. · 

Attachments: PV.mp3; Confirmation Pack.pdf; Indra Postcard.pdf 

Categories: PUCO Complaint 

Hello Shawn, 

Regarding PUCO Case ID 0025500 

This gas account was enrolled on 6/23/2017, as a result of a door-to-door sale. We've attached the signed agreement, 
TPV recording, and confirmation packet mailed out following this enrollment. 

Gas Plan: Variable. This included a three-month introductory rate of 37.98 cents, after which rate would vary month-to

month. 

Palmco began conducting business under its trade name, Indra Energy, in October 2018. We're attaching the postcard 

sent out to customers explaining this change. 

The customer reached out to us on 2/27 /2019, confirming her intent to cancel her service with Indra. We followed up 
with the customer on 2/28/2019, advising that we wou Id rerate the variable bill the customer was disputing. We will 
also be rerating the customer's final bill, once it is rendered. We've detailed our adjustments below. 

Begin Date End Date 

I 1/18/19 I 211s;19 

Billed 
Usage 

I 2so 

Supply Charge 
(with tax) 

I$ 524.41 

ReRate 
To: 

I o.41soo 

Re Rate 
Pre Tax 

I 111.04 

ReRate 
ReRate Tax Total 

s.49 I 12s.s3 

Amt Due 
Customer 

I $ 398.99 

We have not had any reports of phone issues with our Customer Service line at 1-888-504-6372, however, at times, 

customers may experience hold times. We do not have any record of speaking to the customer prior to his complaint, 
only the two conversations since his PUCO complaint had been filed, as described above. 

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 raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY 

www.lnd ra Energy.corn 

F: 718.851.2427# 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, February 26, 2019 14:09 



To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255002 [ ref:_OODtOGzXt._SOOtOFMHOS:ref] 

Ohio Publlo Utfl f tii•• 
Commlt•ron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255002 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SER NUMBER: 
NIQ: 

io 44833 
alion, Ohio 44833 

***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 he has been with Indra for over a year and now his rate 
has doubled. He is not able to reach a live representative at the company 
thru the vru. 

*** Do you show any phone issues? 
***Does your record show a contact from the customer to inquire on his 
increased rate? 
***Please provide a copy of the terms and conditions. 
***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 
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Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_OODtOGzXt ._SOOtOFMHOS:ref 
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Sariah Brinker 

From: Orpheus Craigue 
Sent: 
To: 
Cc: 

Tuesday, March 26, 2019 5:21 PM 

PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255002 [ ref:_OODtOGzXt._ 
500tOFMH05:ref] 

Categories: PUCO Complaint 

Hello Shawn - As it turns out, Ms. 
was 2/18/2019. 

inal bill was already covered in our previous email. The customer's end date 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra-. 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 09:12 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255002 [ ref:_OODtOGzXt._SOOtOFMHOS:ref] 

Good morning, 

Below is the follow up email that was sent on 3/4/19. Has the service flow date ended with a final bill rendered? If yes, 
please provide the detailed calculation on how you determine the amount for the re-rate. 

Sincerely, 

Shawn Thompson 

--------------- Original Message ---------------
From: Shawn Thompson [contactthepuco@puc.state.oh.us] 

Sent: 3/4/2019 12:20 PM 

To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255002 [ ref:_OODtOGzXt._500tOFMHOS:ref] 
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Ohio Public Utilit ies 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 

Consumer Services Division 

Memorandum 

CASE ID: 00255002 

ADORES alion, Ohio 44833 

alion, Ohio 44833 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

After the end flow date/final service with Indra, please provide the detailed 
calculation on how you determine the amount for the re-rate. 
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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. 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, February 26, 2019 3:59 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255512 [ ref:_OODtOGzXt._SOOtOFMSal:ref I 

Ohio Put>lle Utrl rt~n 
Commlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255512 
CUSTOMER: 
ADDRESS: 44035 
SERVICE ADDRESS: lyria, Ohio 44035 
AIQ: Palmco Energy OH LLC 

• • .. I. SER 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 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Good afternoon. 

According to M when she enrolled with Indra via a door to door 
sales call in Octo er 18, she agreed to a fixed rate of $0.37 per 
CCF. Recently, she was billed $1.75 per CCF by Indra. When she spoke 
with Indra customer service, she was told a notice was issued to her 
regarding the change to the variable rate. 

Please review this issue and provide copies of all enrollment materials, 
including the signed agreement for service, Terms and Conditions of 
service, the Welcome Letter, the Third Party Verification recording, and the 
notice advising of the change to the agreement. 

Additionally, please advise: 



1. What the customer was billed per CCF for each month service was 
provided by Indra. 

2. If Indra will re-rate the charges billed in excess of $0.37 per CCF back 
to the rate of $0.37 per CCF. If not, please advise why not. 

3. If there are any early termination fees associated with this enrollment. If 
so, will the fees be waived? And if not, why not. 

Additionally, please contact Ms .• egarding this issue. 

Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFMSal:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Christina and the PUCO, 

Regarding Case# 00255512, 

William Schaaf 
Monday. March 4. 2019 3:14 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255512 [ ref:_OODtOGzXt._ 
SOOtOFMSal:ref] 

-PV.MP-Agreement.pd-onfirmation Pack-Gas.pdf; 
Confirmation Pack-Electric.pdf 

Ms.-nrolled her gas and electric accounts in Indra's variable rate service on 10/30/18, upon completion of the 
atta=i-Pv recording and signed agreement. We've also attached the confirmation packages sent to the customer 
detailing the terms of service. Indra began servicing the customer's gas and electric accounts on 11/14/18 and 12/11/18, 
respectively. 

On 2/26/19, Ms .• ontacted our Customer Service line to cancel her service with Indra. As a result, outbound drop 
transactions were processed, and service end dates were determined by the customer's gas and electric utilities. The 
customer's gas account stopped receiving our supply on 2/18/19, and the electric account is scheduled to stop receiving 
our supply on 3/12/19. No termination fees were issued for the customer's decision to opt out of our supply. 

This customer was never enrolled in a fixed rate, and the only notices the customer would have received regarding the 
terms of her enrollment have already been attached here. At the time of enrollment, Ms .• greed to enroll her gas 
and electric accounts in variable rate products, which included an introductory rate for the first two billing cycles, after 
which the rates would vary month-to-month. In the interest of ensuring customer satisfaction, we are going to rerate 
the customer's final gas bill to the rate we have on file for her gas utility ($0.418), which results in an adjustment of 
$228.29 for the billing cycle of 1/18/19 - 2/18/19. We've included charts below detailing the customer's supply charges, 
as well as our calculations for this adjustment. Additionally, the customer's upcoming final electric bill is set to be billed 
at the estimated rate we have on record for her utility of $0.0544 per kWh. This will ultimately provide the customer 
with the financial effect of having received Indra's introductory rates for her first two billing cycles, and then have 
returned to the utility's standard service. 

Gas Account 

Billed Rate Supply Charge Adjusted Adjusted Supply Amt Due 
Billing Cycle Usage Charged (with tax} Rate Charge (with tax) Customer 

1/18/19 - 2/18/19 161 $1.7463 $300.13 $0.4180 $71.84 $228.29 

12/17 /18 - 1/18/19 130 $0.3700 $51.35 

11/14/18 -12/17/18 134 $0.3700 $52.93 

Electric Account 

Billed Rate Supply 
Billing Cycle Usage Charged Charge 

1/11/19 - 2./12/19 711 $0.0510 $36.26 
12/11/18 -
1/10/19 712 $0.0510 $36.31 
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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 

ENE R GV F: 718.851.2427 

www.IndraEnergy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, February 26, 2019 3:59 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255512 [ ref:_OODtOGzXt._SOOtOFMSal:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

. 44035 
Elyria, Ohio 44035 

***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 M~ hen she enrolled with Indra via a door to door 
sales call in Octuue1Lu18, she agreed to a fixed rate of $0.37 per 
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CCF. Recently, she was billed $1.75 per CCF by Indra. When she spoke 
with Indra customer service, she was told a notice was issued to her 
regarding the change to the variable rate. 

Please review this issue and provide copies of all enrollment materials, 
including the signed agreement for service, Terms and Conditions of 
service, the Welcome Letter, the Third Party Verification recording, and the 
notice advising of the change to the agreement. 

Additionally, please advise: 

1. What the customer was billed per CCF for each month service was 
provided by Indra. 

2. If Indra will re-rate the charges billed in excess of $0.37 per CCF back 
to the rate of $0.37 per CCF. If not, please advise why not. 

3. If there are any early termination fees associated with this enrollment. If 
so, will the fees be waived? And if not, why not. 

Additionally, please contact Ms. egarding this issue. 

Thank you. 

Sincerely, 

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

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

From: 
Sent: 
To: 
Subject: 

Shawn Thompson <contactthepuco@puc.state.oh.us> 
Thursday, February 28, 2019 2: 11 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref] 

Ohio Publlo Utrl f1ies 
Comm1fssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255562 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ 

, Ohio 44077 
Painesville, Ohio 44077 

***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 had a friend staying at her address, when her friend 
had enrolled her account with Indra. Caller states that she was unaware, 
until she received her bill on 2/26 for $140 at a rate of $17 .36 per mcf in 
Indra charges. Caller contacted Indra and found that her friend had 
enrolled her account and that there was no ETF. Caller was able to cancel 
on 2/26 (confirmation number MD9551). Caller is disputing the enrollment 
and would like a credit for difference between Indra and DEO rates. 

***Please provide how you obtained the authorization to enroll 
the customer. 
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..... Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 
*** Can you confirm that the account has been cancelled? 
*** If applicabe, are you willing to re-rate the customer? 
*** 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._SOOtOFMTXS:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Wednesday, March 6, 2019 l 2:52 PM 
Shawn Thompson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._ 
SOOtOFMTXS:r.i.U..,.. 

PV.M P~greement.pd Attachments: onfirmation Pack.pdf 

Hello Shawn and the PUCO, 

Regarding Case tt 00255562, 

This customer's gas account was enrolled in Palmco's variable rate service on 9/19/18, as the result of a door-to-door 
le. We've attached the TPV recording and signed agreement for this enrollment, which were completed by Mr 

o indicated he was authorized to enroll the account. We've also attached the confirmation package sent Lu L11 

""'"'v', er detailing the terms of service. 

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

Shortly after the customer's enrollment, Palmco began doing business an Indra Energy, and the customer's account 
began receiving our supply on 10/18/18. 

On 2/26/19, Ms ontacted our Customer Service line and requested to cancel her service with Indra. An outbound 
drop transaction was processed, and the customer's utility (DEO) determined an estimated service end date of3/26/19. 
No termination fees were issued for the customer's decision to opt out of our supply. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we are willing to rerate the customer's most recent variable gas bill to the rate we have on file for her 
gas utility ($3.02 per Mcf), and will also adjust the customer's final bill, once it is rendered. We've included a chart below 
detailing our calculations for this adjustment, which amounts to $92.08 for the billing cycle of 1/23/19 - 2/20/19. 

Begin 
Billed Supply 

ReRate 
Date 

End Date Usage Charge {with 
To: 

(Ccf) tax) 

1/23/2019 2/20/2019 60 $111.47 $3.02/Mcf 

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

William Schaaf - Lead Compliance Investigator 
1515 Market Street Suite 1200 

'1 nd rat. Philadelphia, PA 19102 

ENERGY 

www.IndraEnergy.com 

P: 888.504.6372 
F: 718.851.2427 

1 

ReRate ReRate ReRate Amt Due 
Pre Tax Tax Total Customer 

$18.12 $1.27 $19.39 $92.08 



From: Orpheus Craigue 
Sent: Tuesday, March 5, 2019 7:19 PM 
To: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OOOtOGzXt._500tOFMTXS:ref] 

Hello Shawn, 

We' re attaching the TPV recording and signed agreement from this enrollment in September 2018. We're still working 
on putting together a comprehensive reply to the customer's concerns and will follow up when we are able to. 

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: 718.851.242 7 

From : Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 28, 2019 14:11 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref] 

2 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255562 
CUSTOMER: 
ADDRESS 
SERVICE uurcc~~ 
AIQ: Palmco Energy 
SER TNUMBER 
NIQ: 

, Ohio 44077 
Painesville. Ohio 44077 

***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 had a friend staying at her address, when her friend 
had enrolled her account with Indra. Caller states that she was unaware, 
until she received her bill on 2/26 for $140 at a rate of $17 .36 per mcf in 
Indra charges. Caller contacted Indra and found that her friend had 
enrolled her account and that there was no ETF. Caller was able to cancel 
on 2/26 (confirmation number MD9551). Caller is disputing the enrollment 
and would like a credit for difference between Indra and DEO rates. 

*** Please provide how you obtained the authorization to enroll 
the customer. 
***Please provide the sales call or signed contract, tpv, welcome letter 
and terms. 
*** Can you confirm that the account has been cancelled? 
*** If applicabe, are you willing to re-rate the customer? 
***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 
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Customer Service Investigator 
(800) 686-PUCO (7826) 
www.PUCO.ohio.gov 

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

ref:_ OODtOG zXt._SOOtOF MTXS: ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 22, 2019 10:57 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._ 
500tOFMTXS:ref ] 

Good morning Shawn, 

I've included a chart below detailing our calculations for the final bill rerate. 

Begin End Date Billed Supply Charge ReRate 

Date Usage (with tax) To: 

2/20/2019 3/21/2019 54 $80.07 $0.2925 

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

ReRate 
Pre Tax 

$15.80 

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

Sent: Friday, March 22, 2019 10:08 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate 
Tax 

$1.11 

ReRate Amt Due 

Total Customer 

$16.90 $63.17 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref) 

Good morning William, 

Do you have the detailed calculation for the re-rate on the final bill? 

Thanks, 

Shawn Thompson 

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

Sent: 3/6/2019 12:51 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref] 
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Hello Shawn and the PUCO, 

Regarding Case# 00255562, 

This customer's gas account was enrolled in Palmco's variable rate service on 9/19/18, as the result of a door-to-door 
sale. We've attached the TPV recording and signed agreement for this enrollment, which were completed by Mr
_.,ho indicated he was authorized to enroll the account. We've also attached the confirmation package sent to the 

customer detailing the terms of service. 

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

Shortly after the customer's enrollment, Palmco began doing business an Indra Energy, and the customer's account 
began receiving our supply on 10/18/18. 

On 2/26/19, Ms. ntacted our Customer Service line and requested to cancel her service with Indra. An outbound 
drop transaction was processed, and the customer's utility (DEO) determined an estimated service end date of 3/26/19. 
No termination fees were issued for the customer's decision to opt out of our supply. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we are willing to rerate the customer's most recent variable gas bill to the rate we have on file for her 
gas utility ($3.02 per Md), and will also adjust the customer's final bill, once it is rendered. We've included a chart below 
detailing our calculations for this adjustment, which amounts to $92.08 for the billing cycle of 1/23/19 - 2/20/19. 

Begin 
Billed Supply 

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

Re Rate 
Date 

(Ccf) tax) 
To: Pre Tax Tax Total Customer 

1/23/2019 2/20/2019 60 $111.47 $3.02/Mcf $18.12 $1.27 $19.39 $92.08 

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 ~ (, y 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 

From: Orpheus Craigue 
Sent: Tuesday, March 5, 2019 7:19 PM 
To: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref) 

Hello Shawn, 

We're attaching the TPV recording and signed agreement from this enrollment in September 2018. We're still working 
on putting together a comprehensive reply to the customer's concerns and will follow up when we are able to. 

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra~ Philadelphia, PA 19102 

(N(RGY 

P: 888.504.6372 

F: 718.851.2427 
www.lndraEnergy.com 
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From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent: Thursday, February 28, 2019 14:11 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._SOOtOFMTXS:ref) 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255562 

ADDRESS: ainesville, Ohio 44077 

Painesville, Ohio 44077 

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: 
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Good afternoon, 

Caller states that she had a friend staying at her address, when her friend had 
enrolled her account with Indra. Caller states that she was unaware, until she 
received her bill on 2/26 for $140 at a rate of $17.36 per mcf in Indra charges. 
Caller contacted Indra and found that her friend had enrolled her account and that 
there was no ETF. Caller was able to cancel on 2/26 (confirmation number 
MD9551 ). Caller is disputing the enrollment and would like a credit for difference 
between Indra and DEO rates. 

***Please provide how you obtained the authorization to enroll 
the customer. 

***Please provide the sales call or signed contract, tpv, welcome letter and 
terms. 

*** Can you confirm that the account has been cancelled? 

*** If applicabe, are you willing to re-rate the customer? 

*** 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 

s 



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._SOOtOFMTXS:ref 
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Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, March 22, 2019 10:08 AM 

To: William Schaaf 

Cc: Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODtOGzXt._ 
500tOFMTXS:ref] 

Good morning William, 

Do you have the detailed calculation for the re-rate on the final bill? 

Thanks, 

Shawn Thompson 

--------------- Original Message ~--------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/6/2019 12:51 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ 
ref:_ 00Dt0GzXt._ 500tOFMTXS:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00255562, Maria Siko: 

This customer's gas account was enrolled in Palmco's variable rate service on 9/19/18, as the result of a door-to-door sale. 
We've attached the TPV recording and signed agreement for this enrollment, which were completed by Mr.-...ho 
indicated he was authorized to enroll the account. We've also attached the confirmation pack.age sent to the customer 
detailing the terms of service. 

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

Shortly after the customer's enrollment, Palmco began doing business an Indra Energy, and the customer's account began 
receiving our supply on 10/18/18. 

1 



On 2/26/19, Ms- ontacted our Customer Service line and requested to cancel her service with Indra. An outbound 
drop transact)on was processed, and the customer's utility (D.EO) detennined an estimated service end date of 3/26/19. No 
tennination fees were issued for the customer's decision to opt out of our supply. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we are willing to rerate the customer's most recent variable gas bill to the rate we have on file for her gas 
utility ($3.02 per Met), and will also adjust the customer's final bill, once it is rendered. We've included a chart below 
detailing our calculations for this adjustment, which amounts to $92.08 for the billing cycle of 1 /23119 - 2120119. 

Begin 
Billed Supply 

ReRate Re Rate ReRate ReRate Arnt Due 
Date End Date Usage Charge 

To: Pre Tax Tax Total Customer (Ccf) (with tax) 
1/23/2019 2/20/2019 60 $111.47 $3.02/Mcf $18.12 $1.27 $19.39 $92.08 

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 
t ~!RC.Y 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: Orpheus Craigue 
Sent! Tuesday, March 5, 2019 7:19 PM 
To: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255562 [ ref:_OODt0GzXt._500tOFMTXS:ref 
] 
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Hello Shawn, 

We're attaching the TPV recording and signed agreement from this enrollment in Septembei: 2018. We're still working 
on putting together a comprehensive reply to the customer's concerns and will follow up when we are able to. 

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 

1515 Market Street, Suite 1200 

indra._ Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.In d ra Ene rgy .com 

From: Shawn Thompson <contactthepuco@puc.state.oh.us> 
Sent : Thursday, February 28, 2019 14:11 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHlO- CASE#: 00255562 [ ref:_00Dt0GzXt._500tOFMTXS:ref] 

Ohio Public Utilities 
Commission 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255562 

ADDRESS Painesville, Ohio 44077 

Painesville, Ohio 44077 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NI 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Caller states that she had a friend staying at her address, when her friend 
had enrolled her account with Indra. Caller states that she was unaware, 
until she received her bill on 2/26 for $140 at a rate of $17 .36 per mcf in 
Indra charges. Caller contacted Indra and found that her friend had 
enrolled her account and that there was no ETF. Caller was able to cancel 
on 2/26 (confirmation number MD9551 ). Caller is disputing the enrollment 
and would like a credit for difference between Indra and DEO rates. 
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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. 

*** Can you confirm that the account has been cancelled? 

*** If applicabe, are you willing to re-rate the customer? 

*** 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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ref:_ OODtOGzXt. _5 OOtOFMTXS :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Cf ndi Mack < contactthepuco@puc.state.oh.us > 

Thursday, March 21, 2019 3:45 PM 
Indra Energy Compliance 
PUBLJC UTILITIES COMMISSION OF OHIO - CASE#: 00260272 [ ref:_OODtOGzXt._ 

SOOtOFntlJ:ref I 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00260272 

CUSTOME · 
ADDRESS: Ohio 43125 
SERVICE A roveport, Ohio 43125 
AIQ: Palmco Energy 
SE T NUMBER: 
NIC 

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

DESCRIPTION OF ISSUE: 

Good afternoon, 

Mr. 
rat 

tates that he enrolled his account just over a year ago. The 
m $0.39 per ccf to $1.7463 per ccf. He's upset that the rate 

has tripled. 

Please forward a copy of the terms and conditions for review. 
Was the account enrolled originally in a fixed rate plan? If so, did the 
company send notification that the fixed rate would be expiring? If so, 
when was it sent and forward a copy for review. 
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Did the customer contact the company about this? If so, what was she 
advised? 
When did the account begin billing the MVR? 
How did the company calculate the MVR? 
If there is any other information that I should know, it would be greatly 
appreciated. 

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. 500t0FntlJ:ref - -
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Categories: 

Hello Cindi and PUCO, 

Regarding Case# 00260272; 

Orpheus Craigue 
Tuesday, March 26, 2019 2:24 PM 
Cindi Mack 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260272 [ ref:_OODtOGzXt._ 
SOOtOFntlJ:ref ] 
PALMco Energy Natural Gas Enrollment Received; Confirmation Packet.pdf; Indra 
Postcard.pdf 

PUCO Complaint 

Custome enrolled in Palmco's gas variable rate plan on 2/22/18 through the Palmco Energy website. 

We're att generated from this web enrollment, as well as the confirmation packet detailing the terms . : - - . 
of service mailed to the customer shortly thereafter. 

Gas Plan: Introductory Rate of $3.9000/Ccf for the first two billing cycles, and a variable rate thereafter. 

The customer began receiving Palmco's service 3/22/2018, and the first two bills were charged at the introductory rate 
listed above. 

Palmco began conducting business under its trade name Indra Energy in October 2018. We're attaching the 

postcard mailed to customers advising of t his change. 

On 3/21/2018 Mr. - al led and expressed unhappiness with his gas bill. Customer Service Rep attempted to 
discuss a switch fr~le to a fixed rate plan, but customer refused and requested account be reviewed for credit 
and cancelled. Per customers request a drop transaction was submitted with no ETF's Issued to the customer. Columbia 

Gas established a service end date of 2/21/2019. Upon review, we determined we would rerate the customer's most 
recent bill as calculated below; this information was provided to the customer on 3/22/2019. 

Begin Date End Date 

1/23/20191 2/21/20191 

Billed 
Usage 

Supply Charge 
(with tax) 

121 Is 227.15 

ReRate 
To: 

0.41800 I 

Re Rate 

Pre Tax 

50.58 

ReRate Tax 

3.791 

Re Rate 

Total 
Amt Due 
Customer 

54.37 $ 172.78 

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: 

1 



"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://lndraEnerqy.com/ohio/ohio-varioble-rates/ or by calling (888) 504-6372." 

Thank you . 

Orpheus Craigue - Compliance Officer 

indra-. 
ENERGY 

www.IndraEnergy.com 

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

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

Sent: Thursday, March 21, 2019 15:45 

To: Indra Energy Compliance <Cornpliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00260272 [ ref:_OODtOGzXt._SOOtOFntlJ:ref) 

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

Please Respond Within 3 Business Days 

CASE ID: 00260272 

CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: . 43125 
AIQ: Palmco Energy OH LLC 
SE NUMBER: 
NIQ: 

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

Mr. states that he enrolled his account just over a year ago. The 
rate wem rrom $0.39 per ccf to $1.7463 per ccf. He's upset that the rate 
has tripled. 

Please foiward a copy of the terms and conditions for review. 
Was the account enrolled originally in a fixed rate plan? If so, did the 
company send notification that the fixed rate would be expiring? If so, 
when was it sent and forward a copy for review. 
Did the customer contact the company about this? If so, what was she 
advised? 
When did the account begin billing the MVR? 
How did the company calculate the MVR? 
If there is any other information that I should know, it would be greatly 
appreciated. 

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 
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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 DtOG zXt. _SOOtOF ntlJ: ref 
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Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn, NY 11214 

n: PahncoEncrgy.com 
e: CustomcrScivice@PabucoEm:rgy.com 

toll free : I (877) 726 5862 

2/23/2018 

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 Columbia Gas. You will receive a confirmation notice from Columbia Gas 
confirming your selection of PALMco as your natural gas supplier. Your service w ill begin w ith your first meter 

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

If, for any reason, we are unable to 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 for the first two billing cycles, and a variable rate 

thereafter. To access future variable pricing information, updated monthly, visit PALMco's website at 

https :/I pa lmcoenergy. com/ ohio/ ohio-varia ble-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Columbia Gas. 

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@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 !R-01.26 



PAlMCO 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"}, between PALMco 
Energy OH, LLC ("PALMco Energy" or " PALMco") and you for 
natural gas supply service and/or PALMco Power OH, LLC 
{"PALMco Power or "PALMco"} and you for electric supply 
service at each of the account service addresses listed in your 
Confirmation Letter (or in an addendum). You agree to 
authorize a switch of your natural gas and/or electric supply 
service to PALMco and to purchase all the natural gas and/or 
electricity required to service each of the accounts listed in your 
Confirmation Letter (or listed in an addendum) at a price as 
described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
PALMco sales representative with whom you have spoken 
represents 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) 
PALM co does not guarantee savings or promise rates lower than 
your utility(ies). (F) Your incumbent gas and/or electric utility 
may charge you switching fees. {G) There are no cancellation 
fees under this Agreement. (H) You are not currently approved 
for or enrolled in PIPP and/or any other such uti lity arrearage 
crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITTEN CONFIRMATION NOTICE FROM YOUR 
GAS AND/OR ELECTRIC UTILITY( I ES} OF THE TRANSFER OF YOUR 
GAS AND/OR ELECTRIC SUPPLY SERVICE TO PALMCO AND 
ADVISING YOU OF YOUR RIGHT TO RESCIND YOUR 
ENROLLMENT WITH PALMCO. FOR GAS SUPPLY SERVICE, YOU 
HAVE 7 BUSINESS DAYS FROM THE DATE OF THE POSTMARK OF 
THAT NOTICE DURING WHICH YOU MAY RESCIND THIS 
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 
AG REEM ENT AND YOUR ELECTRIC ENROLLMENT WITH PALM CO 
WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC UTILITY 
(ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
PALMco s. For Variable Price natural gas and/or electric supply 
service, th is Agreement will continue on a month-to-month 
bas is. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of t ime set forth in 
your Confirmation Letter. If PALMco decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address(es). You may terminate 
this Agreement at any time by (a) calling PALMco at (877) 726-
5862; (b) sending a letter to PALMco at 8751 18th Avenue, 
Brooklyn, NY 11214; or (c} emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as 
provided in this Agreement, you will be returned to your utility's 
standard service or you may choose anot her supplier. In any 
case in which you r 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 you r 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 prlce for electric supply service. In the case 
of a Service Address relocation, the cancellation shall apply only 
to the Service Address(es) you move from, and not any other 
Service Address(es) covered by this Agreement. If you 
voluntarily return or switch back to your natural gas and/or 
electric utility after choosing PALMco, you may not be served 
under the same rates, terms, and conditions as those available 
to other customers served by your natural gas and/or electric 
util ity. 
PRICING. 
Natural Gas and/or Electric Introductory Price: If you receive 
natural gas and/or electric supply service from PALM co, you will 
pay an Introductory Price as set forth in your Confirmation 
letter for the time period set forth in your Confirmation Letter, 
and thereafter, your price for natural gas and/or electric supply 
service will automatically become for the length of this 
Agreement either a Vari able 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 you r Confirmation Letter. Before the 
end of your f ixed term, PALMco wil l send you a notice with your 
contract renewal and pricing options. 
Natural Gas Variable Price (when appl icable): You will pay a 
Variable Price for natural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for 
natu ral gas, applicable interstate transportation costs, any 
supply and agency functions that PALM co performs for you, and 
other prevailing market conditions, plus PALMco's costs, 
expenses and margins. 
Electric Variable Price (when applicable): You will pay a 
Variable Price for electric supply service that may vary from 
month to month as 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, ancil lary, 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, 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 Renewa l Notice or otherwise terminate this Agreement 
by notifying PALM co in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. PALMco can renew this Agreement without 
your affirmative consent even when there is a change in the rote 
or other terms and conditions. 
RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The 
applicable generation resource mix and environmental 
characteristics of the electric supply sold by PALMco Power are 
available at www.palmcoenergy. com. This information is 
updated periodically following the requirements of the Public 
Utilities Commission of Ohio. 
BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. 
Natural Gas and/or Electric: You will be billed by your utility(ies) 
at intervals established by 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 
natura l 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 
se rvice 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 th is Agreement and its natural gas 
and/or electric supply service to you. You have the right to 
request from PALMco, without charge, up to 24 months of your 
payment history covering services rendered by PALMco, 
without charge, twice within any 12-month period. Budget 
Billing is available for both the delivery and natural gas and/or 
electric supply service portions of your bill. If you are interested 
in Budget Billing, you should contact your utility and request to 
be placed on a Budget Billing plan. If your electric utility is Duke 
Energy Ohio, to request Budget Billing for the electric supply 
service portion of your electric bill, you should contact PALMco 
and request to be placed on a Budget Billing plan. 
CUSTOMER INFORMATION RELEASE. You authorize PALMco to 
begin your enrollment, initiate service to the accounts listed in 
your Confirmation Letter (or in any addendum) and to obtain 
historical billing data and other information about you 
("Customer Information") from your gas and/or electric 
utility(ies), so that PALMco can start and continue its service to 
you. PALMco reserves the right to refuse to provide service to 
you under this Agreement if it is unable to obtain the necessary 
Customer Information or it obtains Customer Information that 
it considers to be unsatisfactory. PALMco Energy will not 
release your social security number, account number(s), or any 
other Customer Information without your express written or 
electronic consent, except in accordance with rules 4901:1 -28-
04 and 4901:1-29-09 of the Ohio Administrative Code, or if it 
sells or assigns this Agreement to another third party 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 
credit reporting, participation in programs funded by the 
universal service fund, pursuant to section 4928.52 of the 
Revised Code, or if it sells or assigns this Agreement to another 
third party supplier. 
DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR 
SERVICE. Contact PALMco at 1-877-726-5862 (toll free) 
between the hours of 8 a.m. and 5 p.m. EST or EDT, by U.S. mail 
at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 
CustomerService@PalmcoEnergy.com, if you have any 
questions or complaints about your service under this 
Agreement. If your complaint is not resolved after you have 
contacted PALMco and/or your utility, or for general utility 
information, residential and business customers may contact 
the Public Utilities Commission of Ohio (PUCO) for assistance at 
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at 
http://www.puco.ohio.gov. Hearing or speech impaired 
customers may contact the PUCO via 7-1-1 (Ohio relay service). 
The Ohio Consumers' Counsel (OCC) represents residential 
utility customers in matters before the PUCO. The OCC can be 
contacted at 1-877-742-5622 (toll free) from 8 a.m. to 5 p.m. 
weekdays, or at www.pickocc.org. 



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide PALMco with your email address, you agree 
that PALMco may t ransmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the ema il 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 ema ii 
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 act ion, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission fadllties, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT PERMITTED 
BY APPLICABLE OHIO LAW, NEITHER YOU NOR PALMCO W ILL BE 
LIABLE TO THE OTHER FOR ANY CONSEQUENTIAL, EXEMPLARY, 
PUNITIVE, INCIDENTAL, OR INDIRECT DAMAGES ARISING FROM 
A BREACH OF THIS AGREEMENT, INCLUDING, WITHOUT 
LIMITATION, LOST PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT INFORMALLY, 
IT MAY BE RESOLVED THROUGH ARBITRATION. INCLUDED ARE 
ALL ISSUES, CLAIMS AND DISPUTES ARISING OUT OF OR 
RELATING TO ANY ASPECT OF YOUR PARTICIPATION IN THIS 
AGREEMENT FOR ELECTRIC AND/OR NATURAL GAS SUPPLY 
SERVICE WHETHER ARISING DURING OR AFTER YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE. ANY SUCH ARBITRATIONS 
PERMITIED BY APPLICABLE OHIO LAW SHALL BE CONDUCTED 
ON AN INDIVIDUAL (AND NOT A CLASS-WIDE) BASIS AND AN 
ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS
WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 
PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 
COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL 
GAS SUPPLY SERVICE WITH PALM CO PURSUANT TO THE LAWS 
GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS IN YOUR STATE AND THE REGULATIONS OF ANY 
AGENCY IN YOUR STATE WITH JURISDICTION OVER RETAIL 
ELECTRIC AND/OR NATURAL GAS SUPPLIERS. 
NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 
POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 
PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE 
FACE OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 
WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A 
PARTICULAR PURPOSE. 
APPLICABLE LAWS, ETC. This Agreement is subject to all 
applicable Federal, state, and local laws, and the orders, rules, 
and regulations of governmental agencies having jurisdiction 
over the subject matter of this Agreement, including, without 
limitation, the Public Utilities Commission of Ohio. THIS 
AGREEMENT WILL BE GOVERNED AND CONSTRUED IN 

ACCORDANCE WITH OHIO LAW, WITHOUT REGARD TO 
PRINCIPLES RELATING TO CONFLICTS OF LAW. 
MISCELLANEOUS. PALMco assumes no responsibility or 
liabi lity fo r the following items that are the responsibil ity of 
the utility(ies): operation and maintenance of the utility's 
natural gas and/or electrical system, any interrupt ion of 
service, termination of service, and deterioration o f the 
utility's service. This Agreement is the entire understanding 
between you and PALMco with respect to the subject matter 
hereof and there are no promises, covenants, or undertakings 
other than those expressly set forth in this Agreement. PALM co 
will not make a material change to the terms of this Agreement 
w ithout 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 
suppl ier, energy services company or other entity in accordance 
with the rules and procedures of the PUCO, if any, governing 
such transactions. Th is Agreement will inure to and be binding 
upon the successors and ass ignees of the parties hereto. No 
delay or fai lure by either you or PALMco to exercise any right or 
remedy to which either party may be entitled to herein will 
constitute a waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY~ 
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

V.E.17-12.19 



Generation 
Resource 
Mix-
A comparison 
between the 
sources of 
generation 
used to 
produce this 
product and 
the historic 
regional 
average supply 
mix. 

Environmental 
Characteristics 

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

Air Emissions -

A comparison 
between the air 
emissions 
related to this 
product and 
the regional 
average air 
emissions. 

Radioactive 
Waste-

Radioactive 
waste 
associated with 
the product. 

Natural 

Environmental Disclosure Information 
PALMco Power OH, LLC 

Projected Data for the 2018 Calendar Year 

Supplier's Product 

Other 

Coal 
35% 

Natural 

Regional 

Other 

Coal 
35% 

Wind 
2.5% 

~--Biomass 
Wind 
2.5% 

!¥---- Biomass 

0.5% 0.5% 

Biomass Power Air Emissions and Solid Waste 

Coal Power Air Emissions and Solid Waste 

Hydro Power Wildlife Impacts 

Natural Gas Power Air Emissions and Solid Waste 

Nuclear Power Radioactive Waste 

Oil Power Air Emissions and Solid Waste 

Other Sources Unknown Impacts 

Solar Power No Significant Impacts 

Unknown Purchased Resources Unknown Impacts 

Wind Power Wildlife Impacts 

Carbon dioxide 

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. 

VE18-01.01 
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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 18th Avenue Brooklyn. NY 11214 I 1.877.726.5862 I PalmcoEnergy.com 



Sariah Brinker 

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

Orpheus Craigue 
Monday, March 25, 2019 9:28 AM 
Serena Lau; Heladia Cruz 
William Schaaf; Jacqueline Maldonado; Genia Rolon 
Rerates 3-22-19 
Rerates 3-22-19.xlsx 

S/H-We have got some rerates for you from Friday. The bottom one on the list, you had calculated a util rerate but 
cust only got one month at intro d/t billing error, so this one will be a revised bill. But we can still rerate final bill (to util 
rate like normal). 

Orpheus Craigue - Compliance Officer 

indra~ 
fNFRGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

1 



ENERGY 

PAlMco 
DE 
Rep: Hello, my 
name is 

(show both 
PALMco and Blue 
State ID badge) 
and I'm here on 
behalf of PALM co 
Power which is an 

authorized 
electricity 
supplier. The 
purpose of my 
visit today is to sell 
electric supply 
service. PALMco 
does not 
represent your 
utility or 
governmental 
agency. {Hand 
customer your 
business card with 
your and 
PALMco's 
information) 

PALMco Energy 

87Sl 18th Avenue 
Brooklyn, NY 11214 

DC Illinois 
Rep: Hello, my Rep: Hello, my 
name is name is 

(show photo ID (badge must be 
badge) and I'm prominently 
here on behalf of displayed and 
PALMco Energy visible at all times) 
which is an and I'm here on 
authorized behalf of PALMco 
electricity and Energy which is an 
natural gas independent seller 
supplier to see if electric power 
you would be certified by the 
interested in Illinois Commerce 
switching your Commission. I am 
electric and/or not a 
natural gas supply representative of 
service to your local utility, 
PALM co. If you governmental 
have a f ew body, or consumer 
moments, I would group. 
like to tell you {Hand customer 
more about your business card 
PALMco's supply with your and 
offerings. PALMco's 

information) 

PALMCO DOOR-TO-DOOR SCRIPT 

MA MD, OH, & PA 
Rep: Hello, my Rep: Hello, my name 
name is is 

(show ID badge) and 
(show ID Badge) I'm here on behalf of 
and l'm here on PALMco Energy 
behalf of PALM co which is an 
Energy which is an authorized electricity 
authorized and natural gas 
electricity and/or supplier. I am not 
natural gas working for your 
supplier. local utility. I am 

here to see if you 
would be interested 
in switching your 
natural gas and/ or 
electric supply from 
your current supplier 
or utility to PALMco. 
{Hand customer your 
business card with 
your and PALMco's 
information) 

NJ 
Rep: Hello, my name 
is 
(show ID badge) and 
I'm here on behalf of 
PALMco Energy, an 

independent seller of 
gas and electricity 
certified by the New 
Jersey Board of Public 
Utilities and I am not 
associated with your 
utility. I am here to 
see if you would be 
interested in switching 
your natural gas and/ 
or electric supply from 
your current supplier 
or utility to PALMco. 
Switching to PALM co 
is not mandatory. 

VA 
Rep: Hello, my name 
is 
(show ID Badge) and 
I'm here on behalf of 
PALMco Energy which 
is an authorized 
natural gas supplier. 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 



ENERGY 

PAllvlco PALMCO DOOR-TO-DOOR SCRIPT 

Introduction: 
Rep: Are you the person who manages the Utility bil Is? (If so~ continue. If not ask who that person is and when he/she would be available) 

Rep: You probably already know you have the ability to purchase your electric and/or gas from an alternate supplier. I'd like to talk to you about using 

PALMco Energy/ Power as your supplier. 

If customer is not familiar with the program: 

Rep: Just as you shop for other products and services, you also have the right to shop for an energy supplier. Energy customers from large manufacturers to 

residential homeowners are able to shop for energy options from a diverse group of competitive authorized suppliers. As more suppliers' offer their services 

in your area, you have the opportunity to choose the company who supplies the generation of your electricity and supplies your natural gas. Your electricity 

and/or natural gas Utility will not change. You will still receive the same reliable energy and billing services that you have come to expect from your local 

Utility. The only thing that will change is your supplier. 

Rep: Are you currently using an alternate supplier? 

Rebuttal if customer has supplier: 

Rep: Well, the good news is that you are already a smart consumer. For enroll ing with PALMco today, you will receive a one-time restaurant.com gift card 
va lued at $25.00. You are also eligible for a $25 check if you refer a new customer that enrol ls with PALMco for at least three months. Do you have a current 
bill handy so I could see if PALMco's initial/introductory rate is competitive with your current rate? 

After the bill is reviewed: 

• If the customer's current rate is higher than our rate offering and our rate offering is competitive (using the introductory/initial rate, emphasize that 
this rate comparison is only valid for the introductory/initial rate), proceed with the rest of sales solicitation . 

• If the rate is not competitive, move to the next house {If the customer does not enroll with PALMco, do NOT copy or take down their utility account 
information) 

PALMco Energy 

875118th Avenue 
Brooklyn, NY 11214 

w: Palmcoenergy.com 
t oll free: 1 (877) 726 5862 
last updated: June 11, 2018 



ENERGY 

PAlMco PALMCO DOOR-TO-DOOR SCRIPT 

Rep: Are you familiar with the terms and conditions of your current contract? I ask because sometimes there is an early termination fee for switching 
suppliers. (Do not speculate as to whether or not an ETF applies. If the customer is sure there is no ETF and they 
wish to switch suppliers1 then proceed. Otherwise1 allow the customer to research their current agreement and call our office if they would like to 
schedule a follow-up appointment). 

Prior to enrolling the customer, confirm the customer is the authorized to make changes on the electric and/or natural gas account(s): 

DC, DE, MD & VA NJ IL, MA, OH, & PA 
Rep: Just to confirm, you are the account holder or Rep: Just to confirm, you are an authorized person You are the named customer on each of the 
customer of record on the Utility bill, correct? to make the switch on this account? An authorized account(s), or you are the spouse of the 
(If "No" - When would be a good time to return to person is: (1) The person whose name appears on named customer on the account(s), or you 
speak with the person in whose name the account the utility bill for the account; (2) The spouse of the are over 18 years old and authorized to 
is listed in? (Set appointment). person whose name appears on the ut ility bill for make decisions concerning such account(s). 

the account; and (3) The authorized adult (at least (If "No" - When would be a good time to 
18 years old} child of the person whose name return to speak with the person in whose 
appears on the utility bill for the account. (If #No" - name the account is listed in? (Set 
When would be a good time to return to speak appointment). 
with the person in whose name the account is listed 
in? (Set appointment). 

Rep: Now, keep in mind we are not here to replace your Utility. The Utility will still deliver your electricity and/or natural gas, read your meter, respond to 
any emergencies, and send your monthly bill . All we are doing is supplying your electricity and/ or natural gas instead of your Utility. The best part is that it 
is free to enroll and it's easy to do. 

PALMco Energy 
8751 18th Avenue 
Brooklyn, NY 11214 

w: Palmcoenergy.com 

to ll free: 1 {877) 726 5862 
last updated: June 11, 2018 



ENERGY 

PAllvlco PALMCO DOOR-TO-DOOR SCRIPT 

Close: (restate what is important to the customer and ask for the sale) 

Rep: OK let's get you enrolled (complete the 020 Paper Enrollment Form or start the Electronic Enrollment Process). 

In IL ONLY: Write today's date and your agent ID number on the Uniform Disclosure Statement on the first page of the 020 Enrollment Packet {located at the 
bottom of the page). 

IF Delaware, Illinois, or New Jersey (but also generally applicable to all states): 

Rep: I want to go over a few points regarding the Agreement with you : 

PALMco Energy 
87Sl 18th Avenue 
Brooklyn, NY 11214 

1. Describe the rate plan: Introductory/ Initial Rate: Is a promotional rate that will remain the same for one to three billing cycles. 
Thereafter, the rate will switch to a fixed or variable rate plan (described below). 

i. IN IL ONLY PALMco will communicate any percentage of savings to the marketing vendors, if there is no savings message 
communicated, PALMco does not guarantee savings compared to the customer's local utility. 

ii. If a savings message is communicated from PALMco, state the following: You will save __ percent compared to your local 
utility for a period of __ billing cycles. Please see your Agreement for a full explanation of how PALMco calculated this 
percentage. Thereafter, PALM co does not guarantee savings and you will be charged a rate of per kWh for a period of 
__ consecutive months (tell the customer the price per kWh and the fixed rate term after the initial time period). 

a. After the Introductory/ Initial rate, state that the Agreement is a: [fixed rate or variable rate] and will continue either [month to 
month or for a fixed term]. 

b. Fixed Rate Only: A fixed rate allows you to lock in your price for natural gas and/or electricity for a __ (insert term) month term. 
You will not be charged a higher rate for the term of the Agreement. This rate is only for the supply portion of your bill, your bill will 
still include any service charges charged by the Utility, and applicable taxes. 

i. All States (Minus IL): At the end of the fixed term, PALMco will send you a Renewal Notice explaining your options moving 
forward. If you take no action, your Agreement will automatically renew at the price then in effect, in accordance with the 
terms set forth in the Renewal Notice. 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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PAlMco 

2. 

PALMco Energy 

8751 18th Avenue 
Brooklyn, NY 11214 

PALMCO DOOR-TO-DOOR SCRIPT 

ii. rn IL ONLY: In most instances you will be renewed to a fixed rate that will differ from the one you are currently receiving. In 
some instances, your contract will renew to a variable rate month-to-month contract, but look out for your renewal notice 
(about 60 days prior to the expiration of you contract), which will explain your options and how to either select a different 
plan or cancel service with PALMco at the end of your contract term. You contract term with PALMco is for a period of 
___ consecutive months. This time period includes your initial rate. 

c. Variable Rate Only: A variable rate may change by the month, including one billing cycle to the next, based on market conditions 
and other factors listed in your Terms and Conditions and Contract Summary (if applicable). Variable rates can be higher or lower 
than your utility's rates in any given month or over the duration of the Agreement. 

i. IN IL ONLY: To access your variable rate for the next billing cycle and historic variable rates (for up to one year), charged by 
PALMco to customers in your utility service area please visit: https://palmcoenergy.com/illinois/illinois-variable-rates/. You can 
also find this information in your Agreement and Contract Summary. 

ii. ln all other states, in order to view your current variable rate, updated monthly, refer to our website: 
1. DC - https://palmcoenergy.com/district-of-columbia/district-of-columbia-variable-rates/ 
2. DE - https:Upalmcoenergy.com/delaware/delaware-variable-rates/ 
3. MA - https://palmcoenergy.com/massachusetts/massachusetts-variable-rates/ 
4. MD - https://www.palmcoenergy.com/maryland-rates/ 
5. NJ - https://palmcoenergy.com/new-jersey/ 
6. PA - https://pal mcoenergy.com/pennsylvania/pennsylvan ia-variable-rates/ 
7. OH - https://palmcoenergy.com/ohio/ohio-variable-rates/ 
8. VA - https://palmcoenergy.com/virginia/virginia-rates/ 

Disclose the following for both variable and fixed rate products: 
a. PALMco does not require customers to pay a deposit. 
b. PALMco does not charge a fee to switch from your current supplier to PALMco. 
c. PALM co does not charge early termination fees. 
d. PALMco does not guarantee savings and you will be billed according to the rate in you Terms and Conditions, Contract Summary (if 

applicable), Welcome Packet, TPV, and/or Renewal Notice (if applicable). (all states but IL, which requires the additional 
disclosures above). 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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PAllvlco PALMCO DOOR-TO-DOOR SCRIPT 

Rep: To complete your enrollment, I'll need t o connect you with a recorded third-party verificat ion company. This is to verify that you want to switch your 
elect ric and/ or natural gas supplier to PALM co. Before I do, I just want to make sure I explained everyt hing t o your satisfact ion. 

DE, OH, & MD 
I ask because I must leave the 
premises prior to me 
connecting you with our TPV 
representative. INFORM THE 
CUSTOMER OF THEIR RIGHT TO 
RESCIND LISTED IN THE CHART 
BELOW. Do you have any 
additional questions before I 
connect the call and leave the 
premises? 

PALMco Energy 
8751 18th Avenue 
Brooklyn, NY 11214 

IL 
I ask because I have to step 
outside while you are speaking 
with the TPV representative. 

PA 
I ask because un less you agree 
that I ca n be in the vicinity while 
the verification occurs, I will 
have to step outside while you 
are speaking with the TPV 
representative. Do you give me 
permission to stay inside the 
premises while the TPV occurs? 

{Continued) 

DC, MA, NJ, & VA 
I ask because the TPV rep will stop the process if 
you ask any questions or speak to me during the 
Do you have any additional questions before we 
connect? No, OK let's get on the call. 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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PAllvlco PALMCO OOOR-TO·OOOR SCRIPT 

Inform the Customer of their Rescission Time-Period to Stop the Customer's Enrollment with PALMco 

DC, DE, MA, & PA Illinois NJ OH VA 
You have three You may stop this transaction by contacting You have seven days to rescind Electric customers only: Your You have ten 
business days to PALMco before PALMco submits your this Agreement if you change electric utility will be sending you a business days 

rescind this Agreement enrollments request to your utility. If you your mind and do not wish to written notice of your switch to following the 
if you change your do not rescind before PALMco submits your enroll with PALMco. PALMco. You are allowed seven mailing of your 

mind and do not wish 
enrollment request, you will receive calendar days to rescind this 

notice of 
to enroll with PALMco. 

written notification from your utility Agreement, should you wish to 
enrollment by 

confirming your switch to PALMco for your rescind, please contact your utility. 
electric supply. You may rescind the your Utility to 

pending enrollment without any penalty Natural gas customers only: Your rescind this 

within ten (10) calendar days by contacting natural gas utility will be sending a Agreement by 

either PALMco or your utility. You may also written notice of your transfer to calling PALMco or 

cancel this Agreement within 10 business PALMco. You are allowed a seven- your Utility. 
days after the date of your first bill. business-day period from the 
Cancellation will be effective once your written notice postmark date to 
utility drops PALMco as your supplier, rescind the enrollment. In order to 
which may take one to two billing cycles. rescind, you must contact your 
You will be responsible for the amount natural gas utility. 
charged up to the effective cancellation 
date. 

After the rescission period, the customer is still able to cancel PAlMco's supply service at any time, but must pay for supply charges already incurred, up until 
the customer is returned to their utility. See Section A (10) on page 3 of your training manual. 

Rep: Thank you so much for enrolling with PALMco. You'll receive notification from your local Utility confirming the transfer of your supply service to 

PALM co. The transfer usually happens within two billing cycles. In addition, PALMco will be sending you a welcome packet that contains the terms and 
conditions and explains PALMco's promotions, so keep an eye out for that. 

PALMco Energy 
875118th Avenue 
Brooklyn, NY 11214 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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PAllvlco PALMCO DOOR-TO-DOOR SCRIPT 

REBUTTAL AND COMMON QUESTIONS: 

1. What are the delivery charges? These are the fees that your utility charges you to operate and maintain the facilities, pipes and poles and wires that 
are used to deliver your electricity. These charges fluctuate depending on how much electricity you use, but are the same no matter who supplies 

your electricity. 
2. Am I guaranteed to save money? No. 
3. l 1ve been burned by other suppliers. l 1m not interested. Rep: I've heard that. It's unfortunate other suppliers have made a bad name for all of us 

and taken advantage of good customers like yourself. I ask you give PALMco a try, considering it is a family owned company, its Friends and Family 

referral program, Loyalty Credit, and/or restaurant.com gift cards, etc. Remember if you decide you do not wish to stay on PALMco's supply service, 
you can cancel at any time. 

4. Will my service change in any way? You will still have [insert utility name, see attached for a list of utilities PALMco serves across the states] as 

your utility. They will continue to deliver your electricity and/or natural gas, respond to emergencies, read your meter, and send you a bill just as 
they always have. You are simply choosing to purchase your electricity and/or natural gas from an alternative supplier. 

DC 
9:00am-sunset 

PALMco Energy 
8751 18th Avenue 
Brooklyn, NY 11214 

DE 
9:00am-8:00pm (if a 
local ordinance has 

more strict 

solicitation 
requirements, must 
follow the local 

ordinance) 

TIME RESTRICTIONS FOR DOOR-TO-DOOR SOLICITATIONS: 

IL MD, MA, NJ, & OH 
9:00am-7:00pm OR civil 10:00am-6:00pm 

dusk (whichever is earlier) 

PA 

9 a.m. and 7 p.m. during 

October 1 and ending 
March 31, 
9 a.m. and 8 p.m. during 
the months beginning April 

1 and ending September 30 

VA 

N/A 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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DC DE 
Pepco Delmar 

va 

WGL 

PALMco Energy 

87S118th Avenue 
Brooklyn, NY 11214 

IL MO 
Ameren Allegheny/Potomac 

Edison (First Energy) 

Corned BG&E 

Delmarva 

Pepco 

Washington Gas 

PALMCO 000R-T0-000R SCRIPT 

UTILITIES ACROSS THE STATES: 

MA NJ OH 
National Grid ACE AEP (CSP & OHPC) 
(MECO) 

NSTAR Elizabethtown Gas Columbia Gas 

WM ECO JCP&L DP&l 

NJNG Dominion 

PSE&G Duke 

Rockland Electric First Energy (Illuminating 
Company, Toledo Edison 
and Ohio Edison) 

SJG Vectren 

PA VA 
Columbia Gas CVA 

Duquesne WGL 

First Energy 
(Allegheny/West Penn, MetEd 

and PenElec) 

PECO 

People' S (Equitable and Natural 
Gas) 

UGI 

PGW 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 
last updated: June 11, 2018 
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CONTACT INFORMATION FOR PUCS IN EACH STATE, SHOULD THE CUSTOMERWISHTOCONTACTTHE PUC: 

DC 
PSC at (202} 

626-5100 or via 

the web at 

www.dq~sc.org 

The Office of 

the People's 

Counsel can be 

reached at 

(202) 727-3071 

or via the web 

at WWW.OQC-

de.gov 

PALMco Energy 
8751 18th Avenue 
Brooklyn, NY 11214 

DE 
PSC at 800-282-
8574, by U.S. Mail 
at 861 Silver lake 
Boulevard, 
Cannon Building, 
Suite 100, Dover, 
DE 19904, or visit 
the web at 
httg:Lldegsc.dela 
ware.gov{ 

Delaware Division 
of Public 
Advocate at 1-
888-607-2427 
(toll free) or 302-
577-5077, by U.S. 
Mail at 29 South 
State Street, 
Dover, DE 19904, 
by email at 
public.advocate@ 
state.de.us, or via 
their website at 
https://publicadv 
ocate.delaware.g 
ov/ 

IL 
The Commission's 
Consumer Services 
Division (CSD) at 800-524-
0795 (toll free) or TTY at 
800-858-9277 (toll free), 
via the CSD website at 
httQ://www.icc.illinois.go 
vLconsumerlcom12laintL , 
or by mail to Illinois 
Commerce Commission, 
527 East Capitol Ave., 
Springfield, IL 62 701. 

If the customer needs 
general information 
about their service, or 
wish to obtain 
educational materials, the 
customer may contact 
the Commission at 800-
524-0795 (toll free} or 
TTY at 800-858-9277 (toll 
free) or at 
httg://www.icc.illinois.go 

YL 

MD MA NJ OH 

PSC at (800) DPU: BPU at PUCO Phone 

492-0474, by at 1- 1-800- at (800) 686-

U.S. mail at 6 877-886- 624- 7826 or via 

St. Paul Street 5066, by mail 0241 the web at 

Baltimore, at One South www.puco.oh 

MD 21202, or Station io.gov 

via the web at Boston, MA 

http:ljwww.p 02110, or via Ohio 

sc.state.md.us the web at Consumers' 

/.JlliL httrrt.:Llwww. Counsel for 

mass.gov Lee assistance 

~ with 
complaints 

and utility 

issues at 

1-877-742-

5622 

PA VA 
PUC at The VA State 

{888) 782- Corporation 

3228 Commission at 

(electric 800-552-7945; (b) 

competiti via the web at 
www.scc.virginia.g 

on 
ov; or (c) by mail at 

hotline) 1300 E. Main St. 
Richmond, VA 

PUC 23219 
Consumer 

Hotline at 

1-800-

692-7380 

w: Palmcoenergy.com 
toll free: 1 (877) 726 5862 

last updated: June 11, 2018 



Umaldonado] : 
Called customer 11 ft Voicemail 
Credit as folllows: Re-rate. 
1/23/19-2/21/19 ($0.41800) $ 172.78 
To be applied to the account. 
*If Customer returns cal~sf p llease adv. on credit info. 

Thursday, 3/21/19 I 01 :54 :21 PM Updated: Thursday, 3/21/19 I 01 :55:23 PM 

Groveport, OH 43125 
AH NAME/RELATIONSHIP TO THE AH:1 _ 
ISSUE: ex \fl/ants to know why his rate jumped. he wou ~d like a reviiew for credit beca 
use his bill jumped up so high f rom a rate of .39 to 1. 74628. 
RES~sent in a revie~11 for credirt and advised custorner that he 'Nason a variab~e rate 
and thats why his b ill jumped up like that. let him k:novv that going on a fixed rate w 
ould give him peace of mind in kno\l\rtng that hi1s rate \rvould stay they same for the I 
ength of the contract. vvanted me to send in rev.ie\"I for cred it first. after sending in t 
he review' he said he felt as though his rate being so high vvas unethical and he has 
contacted PUC. [canceled account per ex request and sent credit review and co1mpf 
aint through panacea 
cON l=#·ITJ7:t7 -n:~viPVtl for rrPciit I J r~nrPl~tinn cnrlP 1 ()01!)7R 



'22/19 I 02:14:20 PM 

[ECS2 
Caller. 

Service address: 
~ ~ 

Acct.Holder/Reta ion 1 • · t holder 

1Updated: Friday, 3122/1'9 I 02:14:57 

Issue: Custome r called to follow up on review for credit request placed on 03/21/20 
19. 

Resolution: I advised him the la5t con1ment on the account: 
Credit as follows: Re-rate. 
1/23/19-2/21 / 19 ($0.41800) $ 172,.78 
To be applied to the account. 

· *If Customer returns calls, please adv. on credit info. 
And Ailso confirmed to him that t his is going to be applied after 1 to 2 bi Hing cycles 
Agent ID: 32443 
C01NF#: 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 
Attachments: 

Jacqueline Maldonado 
Friday, March 22, 2019 11:29 AM 
Indra Energy Compliance 

as been responded to. 

e ave a completed enrollment done by Mr. n 2/22/18, in whi ch he agreed to a variable rate plan. 
Reviewing the account, we see the account ha __ .. ___ , _ .. _ ervice with Indra. The customer was not issued any ETFs. 
We attempted to reach out to the customer to inform him of an adjustment we will be applying to his account. This 
adjustment covers his final bill with Indra. 

Jacqueline Maldonado - Compliance Supervisor 

indra~ 
[r\l[RGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 

F: 718.851.2427 

1 



312212019 Aviator - Concern Detail 

Logo ff 
Compfiance PALMco, INDRA ENERGY (PALMco Energy) 

Welcome I NOminations I MeierReads I Flowing Gas I Transpo11a110nMarke1ers I lnfoPostings I ReporlS I GTSBllMewer I Choice Concerns [ Choice Account Access [ 

Concern Details 

PipellM C~umbla Gas 01 Ohio 

Marketer I tNORA ENERGY (PALMco Ene'2t} • 2962 

Sales Rep 

Type Both 

Enroll r- r-- (yyyy) 

~~ Walling for NISouroe/Com~ .,] 

Pho-
- - ---

Last 

Add res 

•J City 
Caller N1tme ~eorge & sa<leski 

Relationshi 

Concern 

Analyst 

,S'iii'Ready Oueslton-XXCYY R~;o;;if --3 

Remarks customer stated indra energy raised his rate without notification and would like to file a 
complaint for the amount the rate was raised 

Expectation: 

Created By !Michael Severance 

Concem H lstory: 
Concem Created by U1U041II3121120191:17:05 PM 

Forwarded to M .. kelerby KEMEADO at 3121/20191:48:17 PM 
PleaH c ont•ct c .,stomer •bout ral so In rote 

Create 
Time 

j3t21/20191:17:05 PM Last Updated 1~221201911:2121 AM 

Response by cs2ooot409 at 312212019 1
1'i·1331·•11•'1"•••• We have a completed enrollment done bi~H 1111 n 2122M8, In whlcn h.e agreed to a variable r1tte plan. Reviewing the account, we SM the 1ceount hu 

already en(led Hrvlce w11t1 Indra. The customer was not Issued any ETFs. We attempted to reach out to the customer to Inform him of an a(ljuatment we will be 
applying to hi• account. This adjustment covers his nn1I bill w1th Indra. 

https:ltwww.ldcaviator.com/Concerns/ConcernDetail. aspx?ld=21554 112 



3/2212019 - Concern Detail 

https :lfwww.ldcaviator.com/Concerns/ConcernDetail.aspx?ld"'21554 2/2 



Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

PALMco Customer Service 

Thursday, February 22, 2018 4:10 PM 

ENROLLMENT CONFIRMATION 

Thank you for choosing PALMco Energy as your energy supplier. We look forward to 

serving you as one of our preferred customers. 

This letter is confirming your selection of PALMco Energy as your Gas supplier. This 

package contains a copy of the Terms and Conditions,. 

WE ARE CURRENTLY PROCESSING YOUR ENROLLMENT 

Your enrollment request is currently being processed and will be sent to your utility. You 

will receive a confirmation notice from your utility confirming your selection of PALMco 

Energy as your Gas supplier. Your service will begin with your first meter read by your 

utility after your enrollment is accepted, and may take up to 1-2 billing cycles. 

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

resolve the issue. 

CANCELLATION OF SERVICE 

After you have begun receiving service from PALMco Energy, you may opt out or cancel 

your service with PALMco Energy at any time. It typically takes between one to two billing 

cycles (approximately 30 to 60 days) for you to be switched back to your utility or another 

supplier after you opt out or cancel your service with PALMco Energy. During this time, 

PALMco Energy will continue to supply and charge you for the service you receive at 

PALMco Energy's rates in effect at that time. 

1 



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

CONTACT INFORMATION 

Customer Enrollment Request Date: 2018-02-22 21:09:51 

Customer Name· 

PLAN DETAILS 

Utility: Columbia Gas of Ohio 

Utility Account Number 

Rate Plan: Introductory Rate of 

Followed by our variable rate thereafter. 

Enrollment Fees: None 

Cancellation Fees: $ O 

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 and tell us: 

• About your overall sales experience. 

• Any questions about the pricing plan or the supply service you signed up for. 

• Anything we could have done to improve your enrollment experience. 

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! 

2 



Sincerely, 

PALMco Energy Customer Service 

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 (CRALL Y 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 

3 



ENROLLMENT WITH PALMCO WITHOUT PENALTY BY CONTACTING YOUR ELECTRIC 

UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 

LENGTH OF AGREEMENT AND TERMINATION. This Agreement will begin when your local 

utility switches your account to PALMco s. For Variable Price natural gas and/or electric supply 

service, this Agreement will continue on a month-to-month basis. For Fixed Price natural gas 

and/or electric supply service, this Agreement will continue for the period of time set forth in 

your Confirmation Letter. If PALMco decides to terminate as provided in this Agreement, it shall 

provide advance notice to you in writing to your Service Address( es). You may terminate this 

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

at 8751 18th Avenue, Brooklyn, NY 11214; or (c) emailing PALMco at 

CustomerService@PalmcoEnergy.com. Upon termination as provided in this Agreement, you 

will be returned to your utility's standard service or you may choose another supplier. In any 

case in which your natural gas and/or electric supply service with PALMco is terminated as 

provided in this Agreement, you will remain obligated to pay for the natural gas and/or electric 

supply service provided by PALMco prior to the effective date of the termination. The effective 

date of termination will be determined by your utility. Your natural gas and/or electric supply 

service from PALMco will terminate automatically without penalty to you if any of the following 

occurs: (a) your Service Address( es) is not served or no longer served by your utility; (b) you 

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

returns you to your utility's applicable tariff service pursuant to the terms of this Agreement. You 

may also cancel your natural gas supply service with PALMco Energy without penalty if you 

relocate your Service Address( es) (a) outside of the service territory of your gas utility or (b) 

within the service territory of your gas utility if your gas utility does not permit you to transfer 

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

Agreement with PALMco Power without penalty if you relocate your Service Address( es) to an 

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

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

cancellation shall apply only to the Service Address{ es) you move from, and not any other 

Service Address( es) covered by this Agreement. If you voluntarily return or switch back to your 

natural gas and/or electric utility after choosing PALMco, you may not be served under the 

same rates, terms, and conditions as those available to other customers served by your natural 

gas and/or electric utility. 

PRICING. 

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

supply service from PALMco, you will pay an Introductory Price as set forth in your Confirmation 

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

natural gas and/or electric supply service will automatically become for the length of this 
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Agreement either a Variable or Fixed price as described herein and as stated in your 

Confirmation Letter. 

Natural Gas and/or Elect ric 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 (w hen applicable}: You will pay a Variable Price for natural gas 

supply service that may vary from month to month as determined by PAL Meo 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 appl icable): You will pay a Variable Price for electric supply 

service that may vary from month to month as determined by PALMco in its sole discretion 

based on a zonal locational marginal price ("LMP") determined on a day ahead or real time 

basis, any supply and agency functions that PALMco performs for you, line loss, compliance 

costs, certain transmission, capacity, ancillary, and administrative costs incurred by PALMco, 

and other prevailing market conditions, plus PALMco's costs, expenses and margins. 

Natural Gas and/or Electric Supply Price Disclosures: There is no limit on how much the 

Variable Price of your natural gas and/or electric supply service may change from one billing 

cycle to the next and your Variable Price may be higher or lower than your utility's standard 

offer service rate in any given month. PALMco does not guarantee savings in any month or for 

the entire length of this Agreement. PALMco's current and historical prices are not an indicator 

of future prices. You can access future variable pricing information, updated monthly, by visiting 

PALMco's website at https://palmcoenergy.com/ohio/ohio-variable-rates/ or by calling (877) 

726-5862. 

Other Charges: You are also responsible for paying and reimbursing PALMco tor 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 fo rty-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 
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any applicable information required by the Commission. If you do not respond to the Renewal 

Notice or otherwise terminate this Agreement by notifying PALMco in accordance with the 

Termination section herein, then your Agreement will automatically renew at the rate then in 

effect in accordance with the terms set forth in the Renewal Notice. PALMco can renew this 

Agreement without your affirmative consent even when there is a change in the rate or other 

terms and conditions. 

RESOURCE MIX AND ENVIRONMENTAL CHARACTERISTICS. The applicable generation 

resource mix and environmental characteristics of the electric supply sold by PALMco Power 

are available at www.palmcoenergy.com. This information is updated periodically following the 

requirements of the Public Utilities Commission of Ohio. 

BILL PAYMENT/LATE PAYMENT CHARGES/BUDGET BILLING. Natural Gas and/or 

Electric: You will be billed by your utility(ies) at intervals established by your utility(ies). You will 

pay PALMco's charges for natural gas and/or electric supply service based on meter readings 

and consumption information that PALMco receives from your utility ("Billing Quantity"). You will 

receive a single monthly bill from your utility that contains both PALMco's charges and your 

utility's charges. Your payment for natural gas and/or electric supply service is due on the date 

set forth on the bill. You shall pay a late payment charge on all unpaid amounts (including 

arrears and late payment charges) owing and not received by PALMco by the due date of the 

bill, at a rate of 1.5% per month or the maximum amount permitted by law, whichever is lower. 

You shall also be responsible for paying PALMco's reasonable attorneys' fees, costs, and 

expenses incurred by it in collecting any such payment from you. Jf you fail to pay your bill for 

natural gas and/or electric supply service or you fail to satisfy any agreed upon payment 

arrangement you may have, your utility may disconnect your service in accordance with the 

provisions of its tariff. If your utility disconnects your service, this Agreement may be 

automatically terminated. In addition, if your payment for natural gas and/or electric supply 

service is not received from you on a timely basis or does not meet any agreed-upon payment 

plan, PALMco may, after 14 calendar days' written notice to you, terminate this Agreement and 

its natural gas and/or electric supply service to you. You have the right to request from PALMco, 

without charge, up to 24 months of your payment history covering seivices 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 
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gas and/or electric utility(ies), so that PALMco can start and continue its service to you. 

PALMco reserves the right to refuse to provide service to you under this Agreement if it is 

unable to obtain the necessary Customer Information or it obtains Customer Information that it 

considers to be unsatisfactory. PALMco Energy will not release your social security number, 

account number(s}, or any other Customer Information without your express written or 

electronic consent. except in accordance with rules 4901 :1-28-04 and 4901 :1-29-09 of the Ohio 

Administrative Code, or if it sells or assigns this Agreement to another third party supplier. 

PALM co Power will not release your social security number and/or account number(s) without 

your written or electronic consent, except for PALMco Power's own collections and/or credit 

reporting, participation in programs funded by the universal service fund, pursuant to section 

4928.52 of the Revised Code, or if it sells or assigns this Agreement to another third party 

supplier. 

DISPUTE PROCEDURES AND QUESTIONS CONCERNING YOUR SERVICE. Contact 

PALMco at 1-877-726-5862 (toll free) between the hours of 8 a.m. and 5 p.m. EST or EDT, by 

U.S. mail at 8751 18th Avenue, Brooklyn, NY 11214, or by e-mail at 

CustomerService@PalmcoEnergy.com, if you have any questions or complaints about your 

service under this Agreement. If your complaint is not resolved after you have contacted 

PALMco and/or your utility, or for general utility information, residential and business customers 

may contact the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 

(toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech 

impaired customers may contact the PUCO via 7-1-1 {Ohio relay service). The Ohio 

Consumers' Counsel (OCC) represents residential utility customers in matters before the 

PUCO. The OCC can be contacted at 1·877-742-5622 (toll free) from 8 a.m. to 5 p.m. 

weekdays, or at www.pickocc.org . 

ELECTRONIC COMMUNICATION. Unless otherwise required by law, if you provide PALMco 

with your email address, you agree that PALMco may transmit to you all notices and other 

communications, including those required in this Agreement. electronically to the email address 

provided by you. You shall be responsible for notifying PALMco of any change in email address 

and/or any withdrawal of your consent to electronic communications. Notices transmitted to you 

via email will be deemed to have been received if transmitted to you at the email address 

provided to PALMco by you. 

FORCE MAJEURE. Neither PALMco nor you will be liable for a breach of this Agreement if 

such breach is due to a force majeure event. A "force majeure event" means a material, 

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

labor strike, lockout or other industrial disturbance, act of terrorism, government action, utility 

action, storm, hurricane, flood, explosion, shortage or unavailability of transmission facilities, 

and other events that cannot be prevented or overcome by ordinary due diligence. A force 

majeure event does not include an inability to pay any amount owing under this Agreement. 
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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 PARTICIPATlON 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 ARBITRATfONS PERMITTED BY APPLICABLE OHIO 

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

AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD CLASS-WIDE RELIEF. 

NOTWITHSTANDING THE FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 

FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC AND/OR NATURAL GAS 

SUPPLY SERVICE WITH PALM CO PURSUANT TO THE LAWS GOVERNING RETAJL 

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. PAL Meo 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. PAL Meo will not make a material change 
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to the terms of this Agreement without first obtaining your consent in writing or through third 

party verification (TPV), except if due a change in market conditions, PALMco wishes lower the 

price (per ccf or mcf or kilowatt-hour as applicable) charged under this Agreement and no other 

terms and conditions are changed. You may not assign this Agreement without PALMco's prior 

written consent. PALMco may sell, transfer, pledge, or assign the accounts, revenues, or 

proceeds hereof, in connection with any financial agreement and may assign this Agreement to 

another energy supplier, energy services company or other entity in accordance with the rules 

and procedures of the PUCO, if any, governing such transactions. This Agreement will inure to 

and be binding upon the successors and assignees of the parties hereto. No delay or failure by 

either you or PALMco to exercise any right or remedy to which either party may be entitled to 

herein will constitute a waiver of that right or remedy. 

EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY-RELATED EMERGENCY, 

SUCH AS A GAS OR ELECTRIC OUTAGE OR GAS LEAK, YOU SHOULD IMMEDIATELY 

CONTACT YOUR LOCAL UTILITY. 

V.E.17-12.19 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Darita, 

Keenia Joseph 
Friday, May 03, 2019 9:04 PM 

Darita Patterson 

Indra Energy Compliance; beth.blackmer@puco.ohio.gov; Mark Whitt; Becky Glover 
RE: PUBUC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._ 
SOOtOFNitB:ref] 

I will further review and re-rate both accounts. I will calculate the applicable amounts and provide you with an update 
once completed. Thanks 

Regards, 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www .Indra E ne rg y .co m 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

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

Sent: Wednesday, May 1, 2019 12:35 PM 

To: Indra Energy Compliance <Compliance@indraenergy.com>; beth.blackmer@puco.ohio.gov 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._SOOtOFNlt B:ref) 

Ohio Public Utilities 
Commission 

l 



PUBLIC UTILITIES COMMISSION OF OHIO 
FOURTH Request for Information 
Please Respond Within 48 Hours 

CASE ID: 00257348 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
44646 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NI~ 

Ohio 44646 
assillon, 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: 

Both the gas and electric contracts were fixed for three months before 
going variable. Un less you can cite a rule stating these contracts were 
exempt from the 45 day notice rule prior to contracts going variable, all 
variable rate charges must be re-rated. Please provide consumption, 
utility rate and the rate billed by Indra for every month the customer was 
billed a variable rate and state the refund amount. 

Sincerely, 

Carita 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._SOOtOFN ltB: ref 
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Sariah Br;nker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Darita, 

Keenia Joseph 

Tuesday, May 07, 2019 5:3 2 PM 

Darita Patterson 

Indra Energy Compliance; beth.blackmer@puco.ohio.gov; Mark Whitt; Becky Glover 

RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._ 

SOOtOFNitB:ref] 

Please see below for the re-rate calculation. Please confirm your agreement in order for the company to move forward 
and process payment/credit to customer account. 

PH#: - Acct: .,. 

Begin Date End Date 
Dilled Supply Charge ReRate ReRate ReRate Amt Due 

ReRateTax 
Usage (with tax) To: Pre Tax Total Customer 

3/1/2019 4/1/2019 238 $ 83.65 0.29330 69.81 4.54 74.35 $ 9.30 

" 

1/31/2019 3/1/2019 258 $ 477.11 0.29250 75.47 4.91 80.37 $ 396.74 <- Already Appli 

1/2/ 2019 1/31/2019 303 $ 257.54 0.30200 

11/29/2018 1/2/2019 267 $ 236.58 0.37120 

10/29/2018 11/29/2018 225 $ 222.81 0.47850 

9/28/2018 10/29/2018 102 $ 100.43 0.32550 

8/29/2018 9/28/2018 26 $ 32.06 0.30910 

7/31/2018 8/29/201B 21 $ 13.97 0.29650 

6/29/2018 7/31/2018 21 $ 13.97 0.28920 

5/31/2018 6/29/2018 21 s 15.25 0.30660 

5/1/2018 5/31/2018 23 $ 14.26 0.29450 

4/3/2018 5/1/2018 135 $ 85.11 0.27610 

3/1/2018 4/3/2018 249 $ 180.20 0.27610 

1/31/2018 3/1/2018 211 $ 157.18 0.26390 

1/17/2018 1/31/2018 83 $ 65.76 0.27380 

I 

Keenia Joseph - Director of Compliance 

indra~ 
FNFRGY 

www.IndraEnergy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

91.51 5.95 97.45 $ 160.09 

99_11 6.44 105.55 s 131.03 

107.66 7.00 114.66 $ 108.15 

33.20 2.16 35.36 $ 65.07 

8.04 0.52 8.56 $ 23.50 

6.23 0.40 6.63 $ 7.34 

6.07 0.39 6.47 $ 7.50 

6.44 0.42 6.86 $ 8.39 

6.77 0.44 7.21 $ 7.05 

37.27 2.42 39.69 $ 45.42 

68.75 4.47 73.22 $ 106.98 

55.68 3.62 59.30 $ 91.88 

22.73 1.48 24.20 $ 41.56 

($396.74) Already applied 

I $819.25 New total amou 

1 



From: Keenia Joseph 
Sent: Friday, May 3, 2019 9:04 PM 
To: Darita Patterson <contactthepuco@puc.state.oh.us> 

Cc: Indra Energy Compliance <Compliance@indraenergy.com>; beth.blackmer@puco.ohio.gov; Mark Whitt 
<whitt@whitt-sturtevant.com>; Becky Glover <Glover@whitt-sturtevant.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._SOOtOFNltB:ref] 

Darita, 

I will further review and re-rate both accounts. I will calculate the applicable amounts and provide you with an update 
once completed. Thanks 

Regards, 

Keenia Joseph - Director of Compliance 

indra~ 
ENERGY 

www.IndraEne rgy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P; 888.504.6372 
F: 718.851.2427 

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, May 1, 2019 12:35 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com>; beth.blackmer@puco.ohio.gov 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._SOOtOFNltB:ref] 

Ohio Public Ut ilities 
Commission 
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PUBLIC UTILITIES COMMISSION OF OHIO 
FOURTH Request for Information 
Please Respond Within 48 Hours 

CASE ID: 00257348 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
44646 
AIQ: Palmco Energy OH LLC 
SERV~T NUMBER: 
NIQ:-

hio 44646 
assillon, 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: 

Both the gas and electric contracts were fixed for three months before 
going variable. Unless you can cite a ru le stating these contracts were 
exempt from the 45 day notice rule prior to contracts going variable, all 
variable rate charges must be re-rated. Please provide consumption, 
utility rate and the rate billed by Indra for every month the customer was 
billed a variable rate and state the refund amount. 

Sincerely, 

Carita 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:_ OODtOG zXt._SOOtO F N ltB: ref 

3 



s 
w _. 
Z \.!J 
\.!J Z 

• 
z~ 
:co © t9= 1- u ~c:.:I 
W V'l w:&: 
~ (z I 

0 == V'l 



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 

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



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Categories: 

Hello Darita, 

Orpheus Craigue 
Tuesday, March 26, 2019 8:45 AM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._ 
SOOtOFNltB:ref] 

PUCO Complaint 

This information was provided to Indra by the utility. In fact, the utility is also the one who initiated the transaction to 
transfer Palmco/lndra to the new service address. 

We refer to Dominion as a "seamless move" utility, meaning an account goes with the customer to a new residence as 
long as the move is within the same utility. These transactions are handled by the utility, so Pa lmco/lndra did not 
proactively seek out the customer's new account information. 

We received a "Customer Move" transaction from Dominion on 1/19/2018 for this customer and the gas account 
continued receiving Palmco's service from that point forward. Are you saying that this transaction was received in 
error? 

If a rerate is being ordered here, we'd like to understand the reason in order to help ensure compliancy going 
forward. Thank you. 

Orpheus Craigue - Compliance Officer 

indra~ 
EN ERGY 

www.IndraEnergy.com 

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

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Thursday, March 21, 2019 15:44 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._SOOtOFNltB:ref] 

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

Please Respond Within 3 Business Days 

CASE ID: 00257348 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE A 
44646 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44646 
Massillon, Ohio 

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

DESCRIPTION OF ISSUE: 

Thank you for the information. Unless there is a valid TPV for the current 
address on Oakview St, you do not have permission to be the customers 
supplier at this location. All charges need to be rerated to the utility 
rate. Please provide enrollment TPV or provide the rate the customer was 
billed by your company each month at the Oakview St address and the 
amount of the refund due so I can verify the information with the 
utility. Also, please explain how Palmco/lndra obtained the customers 
account information in order to become her supplier at the new 
residence. 

An inbound drop established the customer's electric account received our service for a 
total of three months (10/18/17 -1/18/18) at the original service address of

- The gas account also received service at that address until 1/18/ 18, at which point 
it was t ransferred to the customer's new address o 

Sincerely, 

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

ref:_OODtOGzXt._SOOtOFNltB:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Dari ta Patterson < contactthepuco@puc.state.oh.us > 

Monday, March 11, 2019 11:00 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._ 
SOOtOFNltB:ref] 

Ohio Public Utilit ies 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257348 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
44646 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBE 
NIQ: 

hio 44646 
assillon, 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: 

Caller states that she had filed a complaint with BBB over her gas bill. 
Caller had then received a call from DEO advising caller that it was 
because of her current supplier, Indra. Caller is currently paying $17.364 
per mcf and her most recent bill is for $520. Caller states that she has 
never received any sort of notice regarding the end of her contract. Caller 
is looking to be cancelled out without penalty and to be credited back for 
difference between Indra and DEO charges. 

-Please cancel immediately, provide drop date and place customer on your 
DNC and DNK list. 
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-Please provide enrollment TPV, contract terms and conditions and a copy 
of all notices sent to the customer regarding their contract. 
-Please explain the outrageous rate the customer is being billed. 
-Please respond with full resolution including any credit for the exorbitant 
rate. 

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. 500tOFNltB:ref - -

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Wednesday, March 13, 2019 4:14 PM 
Darita Patterson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._ 
II I ~ : ref) 

Attachments: TPV.mp3 nfirmation Pack Electric.pd 
Contirmation Pack Gas.pdf; Indra Postcard.pdf 

Categories: PUCO Complaint 

Hello Darita, 

Regarding PUCO Case ID 00257348; 

This electric and gas account were enrolled in Palmco's variable rate plans on 9/11/2017, as a result of a door-to-door 
sale, upon completion of the attached TPV recording. Confirmation packages (also attached) were then mailed to the 

customer. 

An inbound drop established the customer received our service for a total of t hree months (10/18/17 
- 1/ 18/ 18) at the original service address o The gas account also received service at that address until 

1/18/18, at which point it was transferred to the customer's new address of 

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

The customer's gas account was dropped by Dominion, with a service end date of 4/4/2019; no ETFs were issued. We're 
planning on rerating the customer's most recent gas bill as shown by the calculations below, and will also rerate the 
customer's final bill, once it is rendered. We're happy to take these actions to help ensure we resolve the customer's 
concerns. If you have any concerns over these adjustments, please feel free to reach out. 

Begin Date End Date 

I 1/31/19 j 3/1/19 

Billed 
Usage 
(Ccf) 

Supply Charge 
(with tax} 

ReRate 

To: 

I s 477 .11 I o.292so 

ReRate 
Pre Tax 

75.47 

ReRateTax 

4.91 

ReRate 

Total 

Amt Due 
Customer 

80.37 I s 396.74 

The customer was added to our internal Do Not Call and Do Not Knock lists, to ensure she is not solicited by Indra's 
marketers moving forward. 

The customer was bi lled according to the terms of her variable rate plan with Palmco/lndra. This included a t hree
month introductory rate, after which the rate would vary from mont h-to-month. The customer was never enrolled in a 

fixed rate plan, and as a result was not required to be provided with a renewal notice. 

Let us know if you need anything further. Thank you. 

Orpheus Craigue - Compliance Officer 

1 



indra~ 
www.IndraEnergy.com 

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

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Monday, March 11, 2019 11:00 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00257348 [ ref:_OODtOGzXt._SOOtOFNltB:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00257348 
COMPANY: 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS 
44646 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 44646 
Massillon, Ohio 

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

DESCRIPTION OF ISSUE: 

Caller states that she had filed a complaint with BBB over her gas bill. 
Caller had then received a call from DEO advising caller that it was 
because of her current supplier, Indra. Caller is currently paying $17.364 
per mcf and her most recent bill is for $520. Caller states that she has 
never received any sort of notice regarding the end of her contract. Caller 
is looking to be cancelled out without penalty and to be credited back for 
difference between Indra and DEO charges. 

2 



-Please cancel immediately, provide drop date and place customer on your 
DNC and DNK list. 
-Please provide enrollment TPV, contract terms and conditions and a copy 
of all notices sent to the customer regarding their contract. 
-Please explain the outrageous rate the customer is being billed. 
-Please respond with full resolution including any credit for the exorbitant 
rate. 

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:_ 00 DtOGzXt._SOOtO FN It B: ref 

3 



East Canton, OH 44730 

Thank you for choosing PALMco as your energy supplier! 

PALMcoF.ncrgy 
8751 18th A\·enue 

Brooklyn, NY 11 2 14 

\\: Palmcol-:11crgy.com 
e: C\1slo1111:rSer11ice@PalmcoEnergy.i.:lllll 

toll free: I (877) 726 5862 

9/13/2017 

This letter is conf irming your select ion of PALMco as your electricity supplier and this package contains a copy of 
the Terms and Conditions of your service with PALMco. 

We are currently processing your enrollment 
Your enrollment will be sent to AEP. You will receive a confirmation not ice from AEP confirming your selection 
of PALMco as your electricity supplier. Your service will begin with your first meter read by your utility af ter your 
enrollment is accepted, and may take up to 1-2 billing cycles. If you decide to rescind your enro llment request, 
per Ohio state regulations, you must contact your utility to do so. 

If, for any reason, we are unable to enro ll your account w e wil l be sure to contact you to resolve the issue. 

Below is a summary of your service account with PALMco: 

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

letter. 

Utility Account Numbe 
Rate Plan: Introductory Rate of $0.05200 for the first three billing cycles, and a variable rate 
the reafter. 

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 ca ll us at the number below. 

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

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

Sincerely, 

PALMco Customer Service 

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

V.OHll t 7-08.21 





PAlMCD 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

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

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

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 ANO TERMINATION. This Agreement will 

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

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

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

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

continue for the period of time set forth in your Confirmation 

Letter. If PALMco decides to terminate as provided in this 

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

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

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

PALMco at 8751 18th Avenue, Brooklyn, NY 11214; or (c) emailing 

PALM co at CustomerService@PalmcoEnergy.com. Upon 

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

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

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

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

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

service provided by PALMco prior to the 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 will pay a 
Variable Price for natural gas supply service that may vary from 

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

agency functions that PALMco performs for you, and other 
prevailing market conditions, plus PALMco's costs, expenses and 
margins. 

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

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

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

real time basis, any supply and agency functions that PALMco 
performs for you, line loss, compliance costs, certain t ransmission, 
capacity, ancillary, and administrative costs incurred by PALM co, 

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 t he next 
an d your Variable Price may be higher or lower than your utili ty's 

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

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

Other Charges: You are also responsible for paying and 
reimbursing PALMco for 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 
t axes, gross receipts taxes, and sa les 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 t erminate this Agreement prior to 

t he 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 t he Renewal Notice or 
otherwise terminate this Agreement by notifying PALMco in 

accordance with the Termination section herein, then your 

Agreement will automatically renew on a month to month basis at 
t he rate then in effect in accordance with t he terms set fort h in t he 
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 

characterist ics 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 nat ural 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 mont h or t he 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 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 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 t he electric 

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

CUSTOMER INFORMATION RELEASE. You authorize PALMco to 

begin your enrollment, initiate service to the accounts listed in your 
Confirmation Letter (or in any addendum) and to obtain historical 

billing data and other information about you ("Customer 
Information" ) from your gas and/or electric utility( ies), so t hat 

PALMco can start and continue its service to you. PALMco reserves 

the right to refuse to provide service to you under this Agreement 
if it is unable to obtain the necessary Customer Information or it 

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

number, account number(s), or any other Customer Information 
without your express written or electronic consent, except in 
accordance with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio 

Administrative Code, or if it sells or assigns this Agreement to 
another t hird 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 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, I NCLU DI NG, 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 ANO/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 

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 ent it led 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.17-03.27 



East Canton, OH 44730 

Thank you for choosing PALMco as your energy supplier! 

PALMcoEnergy 
8751 18th Avenue 

Brooklyn. NY 11214 

\\': PahncoEnergy.com 
e: CustomerServic<::~~PahncoEncrgy.com 

toll free: I (877) 726 5ll62 

9/13/2017 

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

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

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

Below is a summary of your service account with PALMco: 

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

Utility Account Numbe 
Rate Plan: Introductory 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.OHE 17-08.21 



PAlMCO~ 
OHIO TERMS AND CONDITIONS 

INTRODUCTION: This is an agreement, together with your 

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

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

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

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

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

account service addresses listed in your Confirmation Letter (or in 

an addendum). You agree to authorize a switch of your 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 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 AGREEMENT AND TERMINATION. This Agreement will 

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

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

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

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

continue for the period of time set forth in your Confirmation 

Letter. If PALMco decides to terminate as provided in this 

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

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

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

PALMco at 8751 18th Avenue, Brooklyn, NY 11214; or (c) emailing 

PALMco at CustomerService@PalmcoEnergy.com. Upon 

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

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

ln 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 lhtroductory 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 will pay a 

Variable Price for nat ural gas supply service that may vary from 
month to month as determined by PALMco in its sole discretion, 
based on the applicable monthly NYMEX closing price for natural 

gas, applicable interstate transportation costs, any supply and 
agency functions that PALMco performs for you, and other 

prevailing market condit ions, plus PALMco's costs, expenses and 
margins. 

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

Price for electric supply service that may vary from month to month 
as determined by PALMco in its sole discret ion 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 t ransmission, 
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 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 f uture 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, utility 

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

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

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

No Early Termination Fee. If you t erminat e 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 on a mont h to month basis at 

the rate then in effect in accordance with the t erms 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 BIWNG. 

Natura l Gas and/or Electric: You will be billed by your utility(ies) at 
intervals establish ed by your utility(i es). 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 ut ility' s charges. Your payment for natural gas 

and/or elect ric 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 
col lecting 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 ut ility disconnects your service, t his Agreement may 
be automatically terminated. In addit ion, 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 t his Agreement and its natural gas and/or electric supply 

service to you. You have t he right to request from PALMco, wit hout 
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 avail abl e 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 t o be placed on a Budget Bi lling plan. If your electric utility 
is Duke Energy Ohio, to request Budget Billing for the electric 

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

CUSTOMER INFORMATION RELEASE. You authorize PALMco to 

begin your enrollment, initiate service to the accounts listed in your 
Confirmation letter {or in any addendum) and to obtain historical 

billing data and other information about you ("Customer 
Informat ion" ) from your gas and/or electric utility(ies), so that 

PALMco can start and continue Its service to you. PALMco reserves 

the right to refuse to provide service to you under this Agreement 
if it is unable to obtain the necessary Customer Information or it 

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

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

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



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

written or elect ronic consent, except for PALMco Power's own 

collect ions and/or credit report ing, part icipat ion in programs 

funded by the universal service fund, pursuant to section 4928.52 

of the Revised Code, or if it sel ls or assigns this Agreement t o 

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 

Cust omerService@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 ut il ity, or for general utility information, residentia l and 

bu siness 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) 

rep resents residential ut ility cust omers in matters before t he 

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

B 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, 

elect ronically to the email address provided by you. You shall be 

responsible for notifying PALM co of any change in email address 

and/or any withdrawal of your consent t o electronic 

communications. Not ices t ransmitted to you via email wi ll be 

deem ed to have been received if t ransmitted to you at the email 

address provided to PALMco by you. 

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

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

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

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

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

act of terrorism, government action, utilit y action, sto rm, 

hurricane, f lood, 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 inclu de an inability to pay any amou nt 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 AGREEM ENT, INCLUDING, WITHOUT LIMITATION, 

LOST PROFITS OR LOST REVENUES. 

ARBITRATION. TO THE FULLEST EXTENT PERMITTED BY 

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

RELATING TO THIS AGREEMENT FOR ELECTRIC AND/OR NATURAL 

GAS SUPPLY SERVICE THAT NEEDS TO BE RESOLVED AND WE ARE 

UNABLE TO RESOLVE IT INFORMALLY, IT MAY BE RESOLVED 

THROUGH ARBITRATION. INCLUDED ARE ALL ISSUES, CLAIMS 

AND DISPUTES ARISING OUT OF OR RELATING TO ANY ASPECT OF 

YOUR PARTICIPATION IN TH IS AGREEMENT FOR ELECTRIC 

AND/OR NATURAL GAS SUPPLY SERVICE WHETHER ARISING 

DURING OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT 

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

ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL BE 

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

AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO AWARD 

CLASS-WIDE RELIEF. NOTWITHSTANDING THE FOREGOING, THIS 

PARAGRAPH DOES NOT PREVENT YOU FROM FILING A 

COMPLAINT RELATING TO YOUR ELECTRIC AND/ OR NATURAL 

GAS SUPPLY SERVICE WITH PALMCO PURSUANT TO THE LAWS 

GOVERNING RETAIL ELECTRIC AND/OR NATURAL GAS SUPPLIERS 

IN YOUR STATE AND THE REGULATIONS OF ANY AGENCY IN YOUR 

STATE WITH JURISDICTION OVER RETAIL ELECTRIC AND/OR 

NATURAL GAS SUPPLIERS. 

NO WARRANTIES. NEITHER PALMCO ENERGY NOR PALMCO 

POWER MAKES ANY WARRANTIES, AFFIRMATIONS OF FACT, OR 

PROMISES, EXPRESS OR IMPLIED, THAT EXTEND BEYOND THE FACE 

OF THIS AGREEMENT, INCLUDING, WITHOUT LIMITATION, 

WARRANTI ES OF M ERCHANTABILITY OR FITNESS FOR A 

PARTICULAR PURPOSE. 

APPLICABLE LAWS, ETC. This Agreement is subject to al l applicable 

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

of governmental agencies having jurisdiction over the subject 

matter of this Agreement, including, without limitation, t he Public 

Ut ilities Commission of Ohio. TH IS AGREEMENT WILL BE 

GOVERNED AND CONSTRUED IN ACCORDANCE WITH OHIO LAW, 

WITHOUT REGARD TO PRINCIPLES RELATING TO CONFLICTS OF 

LAW. 

MISCELLANEOUS. PALMco assum es no respons ibility or liability 

for the following items t hat are the responsibili t y of the 

utility(ies): operation and maintenance of the ut ilit y's natural 

gas and/or electrical system, any interruption of service, 

t ermination of service, an d deterioration of the ut il ty's service. 

This Agreement is the ent ire 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. PALM co will not make a mat erial 

change to the terms of this Agreement w ithout fi rst obtaining your 

consent in wri ting or through third party verificat ion (TPV), except 

if due a change in market conditions, PALMco wishes lower the 

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

this Agreement and no other terms and conditions are changed. 

You may not assign this Agreement without PALMco's prior written 

consent. PALM co may sell, t ransfer, pledge, or assign the accounts, 

revenues, or proceeds hereof, in connection with any financial 

agreement and may assign this Agreement to another energy 

supplier, energy services company or other entity in accordance 

w ith the rules and procedures of the PUCO, if any, govern ing such 

t ransactions. This Agreement wil l inure to and be binding upon th e 

successors and assignees of the parties hereto. No delay or fa ilure 

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.17-03.27 
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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 

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



Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Wednesday, January 23, 2019 5:39 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248785 [ ref:_OODtOGzXt._SOOtOEgjnX:ref I 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00248785 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE 
AIQ: Palmco Energy Cin LL'-' 

SERVICE ACCOUNT NUMBER: 
NIQ: 

44310 
kron, Ohio 44310 

***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: 
He signed up with Palmco last year in Feb 2018for13 month contract for 
$2.63/mcf. The last billing statement he was charged $9/mcf by Indra 
Energy. This month it was increased to $13.2/mcf. 

The contract was due to end in March 2019. He was never notified that the 
rate would change and that it would go this high. 

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? 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._SOOtOEgj nX: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Kelly and the PUCO, 

Regarding Case# 00248785, 

William Schaaf 
Wednesday, January 30, 2019 9:57 AM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248785 [ ref:_OODtOGzXt._ 
500tOEgjnX:ref] 
PUC0-00248785 
PUC0-00248785 
PUC0-00248785 

TPV.MP3; PUC0-0024878~greements.pdf; 
Confirmation Pack-A 
Confirmation Pack-Ac 

Mr. nrolled his two gas accounts in Palmco's service on 2/24/18, as the result of a door-to-door sale. We've 
att e TPV recording and signed agreements for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Both of the customer's gas accounts began receiving Palmco's supply service on 
3/9/18. 

On 4/14/18, we received an inbound drop transaction for one of the customer's accounts (; 
which was processed without penalty. The customer's ut ility (OEO) determined a service end date of 4/13/18 for this 
account. 

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

ontacted our Customer Service line and requested the cancellation of his other gas account 
Per his request, an outbound drop transaction was submitted, and DEO established a service 

end date of 1/15/19. No termination fees were issued for the customer's decision to opt out of our supply. We 

confirmed the customer's end date when Mr. Smith followed up with us on 1/22/19. 

Contrary to this complaint, t he cust · not enroll in a fixed rate product, and as a result, was not provided with any 
notice of a rate change. The rate M entions in his complaint seems to be referring to the introductory rate he 
was contracted under, which was only guaranteed for his first two billing cycles. During the TPV, he agreed to the 
fol lowing terms: "Palmco will be selling you gas at the introductory price of$2.40 per Mcftor two bills". He also 
acknowledged his understanding that "Beginning with your third bill, the price vou pay for gas may vary from month to 
month ... ond may be higher or lower than the utility's price in any given month. There are no guaranteed savings." Mr. 
~as bill ed according to the terms he agreed to at the time of enrollment. At the time he enroll ed, we did have a 
13 month fixed product for customers of Duke Gas, and also had 13 month fixed electricity offers, but Mr.- id not 
enroll either of his accounts under a fixed plan. 

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

Thank you. 

Wi l liam Schaaf - Lead Compliance Investigator 

1 



indra~ 
EN ERG Y 

www.IndraEnergy.com 

151 S 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, January 23, 2019 5:39 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00248785 [ ref:_OODtOGzXt._SOOtOEgjnX:ref] 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00248785 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADD ESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

io 44310 
Akron, Ohio 44310 

***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: 
He signed up with Palmco last year in Feb 2018 for 13 month contract for 
$2.63/mcf. The last billing statement he was charged $9/mcf by Indra 
Energy. This month it was increased to $13.2/mcf. 

The contract was due to end in March 2019. He was never notified that the 
rate would change and that it would go this high. 

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? When was the reminder sent to 

2 



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:_ 00DtOGzXt._500tOEgjnX:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 5, 2019 8:30 AM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256586 [ ref:_OODtOGzXt._SOOtOFMyEz:ref) 

Ohio Publlo uu1 rt~~' 
CommJs.sron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER: 

lllliiilss 
_ ...... , Lima, Ohio 4 

EADDRESS: 
, Lima, Ohio 4 

AIQ: Palmco Energy OH LLC 
SERV. 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 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning. 

According to Ms. -he does not remember when she enrolled with Palmco 
or what the contr~s were. She states Palmco billed $2.60 per MCF then 
Indra started to bill and the rate went to $7.xx. Recently Indra billed $17.36 per 
MCF. States she didn't agree to enroll with Indra Energy and has been unable to 
reach the supplier. 

Please review this account and advise: 

1. When, how, and by whom the enrollment of this account was completed. 

1 



2. Specifically how the rate of $17.36 per MCF was calculated. 

3. If an ETF is applicable to this enrollment. If so, what will the ETF be if Ms. 
- ects to cancel the enrollment with Indra Energy. 

Additionally, please provide copies of all enrollment documents, including: 

1. The sales script or recorded sales call for this enrollment. 
2. The signed enrollment agreement. 
3. The third party verification recording. 
4. The terms and conditions of service provided and\or mailed to the consumer. 
5. The dated Welcome Letter mailed to the consumer. 

Additionally, please contact Ms.- s she was unable to reach Indra Energy's 
customer service center on March 4, 2019. 

Thank you. 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFMyEz:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Christina and the PUCO, 

Regarding Case# 00256586, 

William Schaaf 
Friday, March 8, 2019 5:04 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256586 [ ref:_OODtOGzXt._ 
SOOtOFMyEz:ref I 

-PV.MP-greement.pd-onfirmation Pack-Gas.pdf;
~ation Pack-Electric.pdf; Indra ~df; PalmCo D2D Master Sales Script Jun 

2018.pdf 

Ms.nrolled her gas and electric accounts in Palmco's service on 9/20/18, upon completion of the attached TPV 
rec nd signed agreement. 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 10/12/18 and 10/24/18, 
respectively. 

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

month-to-month. 
Electric Plan: Variable. This included a two-month introductory rate of $0.0520 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 her of this brand name change. 

We received inbound drop transactions for the customer's gas and electric accounts on 2/20/19 and 2/22/19, 
respectively. No termination fees were issued for cancellation. The customer's gas account stopped receiving our supply 
on 2/14/19, and the customer's electric account is scheduled to stop receiving our supply on 3/26/19. 

On 3/4/19, Ms.contacted our Customer Service line regarding her bill, and she was advised that her account 
would be escalated for further review. In the interest of customer satisfaction and to provide the customer with the 
effect of an expedited return to her gas utility's standard service, we have followed up with the customer to confirm 
that we will rerate the customer's final gas bill to the rate we have on file for her gas utility. We've included a chart 
below detailing our calculations for this adjustment, which amounts to $119.43 for the billing cycle of 1/16/19 -
2/14/19. In her conversation with our staff earlier today (3/8/19}, the customer indicated she was satisfied with this 
credit. 

Gas Acct 

Begin 
Billed 

Supply Charge ReRate ReRate ReRate ReRate Amt Due 
End Date Usage 

Date 
(ccf) 

(with tax) To: Pre Tax Tax Total Customer 

1/16/2019 2/14/2019 78 $144.58 $0.3020 $23.56 $1.59 $25.15 $119.43 

Indra's Variable Natural Gas rate is determined according to the following criteria, taken from Indra's Terms & 
Conditions: 
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"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: 
'7here 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 af 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/lndroEnerqv.com/ohio/ohio-varioble-rotes/ or by calling (888) 
504-6372." 

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

William Schaaf - Asst. Compliance Officer 

indra~ 
ENERGY 

w ww .Indra Energy.com 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 8:30 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256586 [ ref:_OODtOGzXt._SOOtOFMyEz:ref] 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOMER 
~S: 
-Lima, Ohio 4 
~ADDRESS: 
-Lima, Ohio 4~ov't 
AIQ: Palmco Energy OH LLC 
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 :1-29-06(0){8)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning. 

According to Ms.-he does not remember when she enrolled with Palmco 
or what the contract T&Cs were. She states Palmco billed $2.60 per MCF then 
Indra started to bill and the rate went to $7.xx. Recently Indra billed $17.36 per 
MCF. States she didn't agree to enroll with Indra Energy and has been unable to 
reach the supplier. 

Please review this account and advise: 

1. When, how, and by whom the enrollment of this account was completed. 

2. Specifically how the rate of $17.36 per MCF was calculated. 

3. If an ETF is applicable to this enrollment. If so, what will the ETF be if Ms. 
lects to cancel the enrollment with Indra Energy. 

Additionally, please provide copies of all enrollment documents, including: 

1. The sales script or recorded sales call for this enrollment. 
2. The signed enrollment agreement. 
3. The third party verification recording. 
4. The terms and conditions of service provided and\or mailed to the consumer. 
5. The dated Welcome Letter mailed to the consumer. 
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Additionally, please contact Ms-s she was unable to reach Indra Energy's 
customer service center on Ma~19. 

Thank you . 

Sincerely, 

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

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

ref:_ OODtOGzXt._500tOFMyEz:ref 
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Sariah Brinker 

From: 

Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 12, 2019 9:50 AM 
Indra Energy Compliance 
PUBLIC UTILITTES COMMISSlON OF OHIO - CASE #: 00252407 ( ref:_OODtOGzXt._ 
SOOtOFKkic:ref] 

Ohio Public Utilities 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: n/a 
NIQ 

· hts, Ohio 44137 
Maple Heights, Ohio 44137 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Ms.- contacted the PUCO regarding Indra. The customer states 
she called to cancel and her next billing was excessively high. The 
customer has been unable to reach Indra by phone to review the charges 
directly. 

When did the customer cancel Indra? What was advised? 

When was this 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. 

>• . .,;II. 

ref:_OODt0GzXt._500tOFK.kic:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Tuesday, March 19, 2019 4:51 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252407 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Maureen and the PUCO, 

Regarding Case# 00252407, 

500tOFKkic:ref] 
PV.mp~greement.pdf; 
onfirmation Pack-Electric.pdf 

Confirmation Pack-Gas.pdf, 

This customer's gas and electric accounts were enrolled in Indra's service on 10/4/18, as the result of a door-to-door 
sa le. We've attached the TPV recording and signed agreement for this enrollment, as well as the confirmation packages 
sent to the customer detailing the terms of service. Indra began servicing the customer's gas and electric accounts on 
10/31/18 and 11/16/18, respective ly. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Mcf, after wh ich the rate would vary 
month-to-month. No ETFs. 
Electric Plan: 100%-Green 25-Month Two-Phase Fixed Plan, including 5.9 cents for the initial month, followed by 7.9 
cents for the remaining 24 months. No ETFs. 

On 2/11/19, the customer contacted our Customer Service line to cancel their service with Indra. Outbound drops were 
submitted, and service end dates were determined by the customer's gas and elect ric utilities. The customer's gas 
account stopped receiving our supply on 3/ 5/19, and the customer's electric account is scheduled to stop receiving our 
supply on 3/20/19. 

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 are willing to rerate the customer's final gas bill to the rate we have on file for the gas utility, 
which results in an adjustment of $261.99 for the billing cycle of 2/4/19 - 3/5/19. We've included a chart below detailing 
our calculations for this adjustment. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
Date 

End Date 
Usage 

Charge (with 
To: Pre Tax Tax Total Customer 

tax) 

2/4/2019 3/5/2019 168 $315.06 $0.2925 $49.14 $3.93 $53.07 $261.99 

The customer expressed difficulty in connecting with our Customer Service department. Depending on when the 
customer reached out, she could have faced increased hold times, but our Customer Service lines are open from 8:00am 
to 7:00pm (EST) Monday thru Friday, at 1-877-504-6372. Alternatively, our Customer Service department is available by 
emai l, at customercare@indraenergy.com. 

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

Willi am Schaaf - Asst. Compliance Officer 

1 



indra~ 
tNl:KGY 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

www. l ndraEnergy.com 

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

Sent: Tuesday, March 19, 2019 10:10 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252407 [ ref:_OODtOGzXt._SOOtOFKkic:ref] 

PUBLIC UTILITIES COMMISSlON OF OHIO 
Second Request for Information 

Regarding the Initial Submission of a Consumer Complaint 

Please Respond Within 3 Days 

CASE ID: 00252407 
co 

ADDRESS: 
SERVICE ADDRESS:· Maple Heights, Ohio 44137 

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: 

An initial complaint was sent to you on 3/12/2019. Please review the 
customer's concerns and respond within three business days. 

Sincerely, 

2 



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. 

--------------- Original Message ---------------
From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us] 
Sent: 3/12/2019 9:49 AM 
To: compliance@indraenergy.com 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252407 [ ref:_OODtOGzXt._SOOtOFKkic:ref] 
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Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

ADDRESS: 

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

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

DESCRIPTION OF ISSUE: 

Good morning, 

Ms. ontacted the PUCO regarding Indra. The customer states 
s e ca e o cancel and her next billing was excessively high. The 

customer has been unable to reach Indra by phone to review the charges 
directly. 

When did the customer cancel Indra? What was advised? 

When was this account enrolled, and how? 

Please provide copies of: 

*The sales call to this customer 
*The TPV completed at the time of enrollment or the IP address used by 

the customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed ore

mailed to the customer 
*Any signed enrollment agreements 

*Renewal letters 

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

Maureen Harbolt 
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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._SOOtOFKkic:ref,___ ___ __. 
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indra ® 

... 
Natural Gas Utility Account Number: 

-
0Yes0No 

"""'P.P.!11!1"-"!!l!P.ll!~ll!l'W~!'Jl'l!lf. 

PerCcf / cf 

You wlll pay tho fnttodU<tory Riii• stated above for lho llm two t>llllng cycle$. Thoreaftor, you will rocolvo a vorlablo rate U1at moy vary montMo·monltl. ThlJI rato doH 
not lnc.ludt utlllt tr1ns . ortntlon, deltvo . , or othor char ea th1t ou-r n.a:tu-r•I :.s utJllt ma tm so. For full dotalla ~oo the Pticln soction tn tho Torm& and Condllfon1. 

1. 

2. 

3. 
4. 

5. 

6. 

7. 

8. 

Please Read Carefully and lnitlal In t he Appropriate Spaces 

The reJl(esentative slated that ho/she was representing Indra and was nol lrom the Electric and/or Natural Gas Dlsttlbullon Company. 

The representative explained that by signing the enrollment form I was entering Int<> an agreemenvcontracl for Indra to supply my electricity and/ 
or natural gas. 

The representative explainsd lo me the price for electricity and/or natural gas under this contract. 

For variable rate cuatomors only; The represenlatlve explained that Ille contract ls lor one month and will cont!nuo on a monlh·lo-monlh basis 
unhl ohher Indra or I decide to cancel the contract I can access my luluro variable pricing lnlormadon at https://lndraenergy,com/ohlolohio
varlable·rates. 
For flxod rate customers onlv: The representaliVe explained to me that lhe contract Is ror a total term or months and II will be eulomalioally 
renew~d ai ffiO erid or my fixed rate. to the rate that is tMn In effect. in accordance with my Rel'ewal Notice and Terms and Condliions. 

The representati•e explained my right to cancel. 

Th& represenlaUve left two completed right lo cancel notices with me. 

1. I understand my eteclric and/or natural gas uliiity(ies) wlll remain responslble for the delfvery of electricity and/or natural gas to my 
premise and will continue to respond to any service calls and emergencies. 

2. I understand that my ulllity(les) will send me a single bill covering my eleclric andfor natural gas delivery service, and Indra's supply 
service. 

3. I understand that Indra does not guarantee savings under this AgreementfContract. 
NITIAL COOLING OF RIOD: • EB R, Y CANC f NSACTION AT ANY TIME PRIOR DNIGHT OFTHE THIRD BUSINESS DAY 

AFTER THE OATE OF YOU RECEIVE COPIES OF THIS AGREEMENT. SEE ATTACHED NOTICE OF CANCELLATION FORM FOR AN EXPLANTlON OF TiilS 
RIGHT. 
FURTHER RIOHT(S) OF RESCISSION: Thereafter, You. lhe buyer. have unlll Ille sevenlh d&y after the postmark dale on you' enrollment confirmation notice. 
from your 1Jlility, to rescind this Ag1eement wilhout paying anything. You must contact your utility lo resclnd. 
By slgnin9 below, you agree to the terms and conditions of this Agreement. including the Term• and Corldltlons 

By: 

By: 
MONTH I DAY I YEAR 

OH-E 40003947 



indra ® 

ENERGY 

Maple Heights, OH 44137 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street, Suite 1200 

Philadelphiil, PA, 19102 

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

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

10/8/2018 

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 w ill 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 util ity 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 R<m: u1 ~L.ovvuur 1v10..1 for the first two billing cycles, and a variable rate 
thereafter. To access future variab le pricing information, updated monthly, visit Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/. 

Cancellation Fees: None. 

Budget Billing: Please contact Dominion East Ohio. 

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

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

Thank you again for choosing us as your energy supplier! 

Sincerely, 

Indra Energy Customer Care 

PS. Learn how to refer friends for rewa rds! Visit lndraEnergyRewarcls.com 

V.OHE 18-10.01 



indra'L 
F.NF~ CY 

OHIO TERMS AND CONDITIONS 
INTRODUCTION. This is an agreement, together with your 
Confirmation Letter, and any and all Renewal Notices (if 
applicable) (collectively, the "Agreement"), between Indra 
Energy ("Indra") and you for natural gas supply service and/or 
electric supply service at each of the account service addresses 
listed in your Confirmation Letter (or in an addendum). You 
agree to authorize a switch of your natural gas and/or electric 
supply service to Indra and to purchase all the natural gas 
and/or electricity required to service each of the accounts 
listed in your Confirmation letter (or listed in an addendum) at 
a price as described in this Agreement. 
ACKNOWLEDGEMENT. You acknowledge as follows: (A) Any 
Indra sales representative with whom you have spoken 
represents Indra and is not from your utility or affiliated with 
your utility. (8) You are the named customer on each of the 
account(s) listed above (or in any addendum), or you are the 
spouse of the named customer on such account(s), or you are 
over 18 years old and authorized to make decisions concerning 
such account{s). (C) Indra will not charge you a fee to switch to 
Indra as your natural gas and/or electric supplier. (D) Your 
utility (ies) will continue to deliver your gas and/or electricity 
and send you your natural gas and/or electricity bills, which will 
contain both your utility's charges and Indra's charges. (E) 
Indra does not guarantee savings or promise rates lower than 
your utility (ies). (F) Your incumbent natural gas and/or electric 
utility may charge you switching fees. (G) There are no 
cancellation fees under this Agreement. (H) You are not 
currently approved for or enrolled in PIPP and/or any other 
such utility arrearage crediting program. 
CONFIRMATION NOTICE, YOUR RIGHT OF RESCISSION. YOU 
WILL RECEIVE A WRITIEN CONFIRMATION NOTICE FROM 
YOUR NATURAL GAS AND/OR ELECTRIC UTILITY (IES) OF THE 
TRANSFER OF YOUR NATURAL GAS AND/OR ELECTRIC SUPPLY 
SERVICE TO INDRA AND ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INDRA WITHOUT PENAL TY BY 
CONTACTING YOUR GAS UTILITY (ORALLY OR IN WRITING). FOR 
ELECTRIC SUPPLY SERVICE, YOU HAVE 7 DAYS FROM THE DATE 
OF THE POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT ANO YOUR ELECTRIC ENROLLMENT 
WITH INDRA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY {ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://I ndra Energy.com/oh io/ohio-varia ble-rates/ or by 
calling (888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"}. The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. If you do not respond 
to the Renewal Notice or otherwise terminate this Agreement 
by notifying Indra in accordance with the Termination section 
herein, then your Agreement will automatically renew at the 
rate then in effect in accordance with the terms set forth in the 
Renewal Notice. Indra can renew this Agreement without 
your affirmative consent even when there is a change in the 
rate or other terrns 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 shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

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



ELECTRONIC COMMUNICATION. Unless otherwise required by 
law, if you provide Indra with your email address, you agree 
that Indra may transmit to you all notices and other 
communications, including those required in this Agreement, 
electronically to the email address provided by you. You shall 
be responsible for notifying Indra of any change in email 
address and/or any withdrawal of your consent to electronic 
communications. Notices transmitted to you via email will be 
deemed to have been received if transmitted to you at the 
email address provided to Indra by you. 
FORCE MAJEURE. Neither Indra nor you will be liable for a 
breach of this Agreement if such breach is due to a force 
majeure event. A "force majeure event" means a material, 
unavoidable occurrence beyond a party's control, such as a 
fire, act of god or public enemy, labor strike, lockout or other 
industrial disturbance, act of terrorism, government action, 
utility action, storm, hurricane, flood, explosion, shortage or 
unavailability of transmission facilities, and other events that 
cannot be prevented or overcome by ordinary due diligence. A 
force majeure event does not include an inability to pay any 
amount owing under this Agreement. 
LIMITATION OF LIABILITY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNITIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
ANO/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE All ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPlY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS PERMITTED BY APPLICABLE OHIO LAW SHALL 
BE CONDUCTED ON AN INDIVIDUAL (AND NOT A CLASS-WIDE} 
BASIS AND AN ARBITRATOR SHALL HAVE NO AUTHORITY TO 
AWARD CLASS-WIDE RELIEF. NOTWITHSTANDING THE 
FOREGOING, THIS PARAGRAPH DOES NOT PREVENT YOU 
FROM FILING A COMPLAINT RELATING TO YOUR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE WITH INDRA 
PURSUANT TO THE LAWS GOVERNING RETAIL ELECTRIC 
AND/OR NATURAL GAS SUPPLIERS IN YOUR STATE AND THE 
REGULATIONS OF ANY AGENCY IN YOUR STATE WITH 
JURISDICTION OVER RETAIL ELECTRIC AND/OR NATURAL GAS 
SUPPLIERS. 
NO WARRANTIES. INDRA ENERGY MAKES ANY WARRANTIES, 
AFFIRMATIONS OF FACT, OR PROMISES, EXPRESS OR IMPLIED, 
THAT EXTEND BEYOND THE FACE OF THIS AGREEMENT, 
INCLUDING, WITHOUT LIMITATION, WARRANTIES OF 
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 Pa lmco 
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 accord a nee with the 
rules and procedures of the PUCO, if any, governing such 
transactions. This Agreement will inure to and be binding upon 
the successors and assignees of the parties hereto. No delay or 
failure by either you or Indra to exercise any right or remedy to 
which either party may be entitled to herein will constitute a 
waiver of that right or remedy. 
EMERGENCIES. IN THE EVENT OF A GAS OR ELECTRICITY
RELATED EMERGENCY, SUCH AS A GAS OR ELECTRIC OUTAGE 
OR GAS LEAK, YOU SHOULD IMMEDIATELY CONTACT YOUR 
LOCAL UTILITY. 

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

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

Maple Heights, OH 44137 

Thank you for choosing Indra Energy as your energy supplier! 

Indra Energy 
1515 Market Street. Suite 1200 

Philadelphiu, PA. 19102 

w: lndraEnergy.com 
e: Custom erCare@lndraEnergy.com 

toll free: 1 (888) SO-lNDRA 
1 (888) 504 6372 

10/8/2018 

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 ut ility after your enrollment is accepted, which may take up to 1-2 billing cycles. lf 
you decide to rescind your enrollment request, per Ohio state regulations, you must contact your ut ility to do so . 

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

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

Utility Account Number: 
Rate Plan: Initial Rate of $0.05900/kWh for the first month followed by a Fixed Rate of $0.07900/kWh 
for the remaining 24 months. 

Cancellation Fees: None. 

Budget Billing: Available upon request. 

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

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

Questions? 
If you have any 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 aga in 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 ANO ADVISING YOU OF YOUR RIGHT TO 
RESCIND YOUR ENROLLMENT WITH INDRA. FOR GAS SUPPLY 
SERVICE, YOU HAVE 7 BUSINESS DAYS FROM THE DATE OF THE 
POSTMARK OF THAT NOTICE DURING WHICH YOU MAY 
RESCIND THIS AGREEMENT AND YOUR NATURAL GAS 
ENROLLMENT WITH INORA 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 INORA WITHOUT PENALTY BY CONTACTING YOUR 
ELECTRIC UTILITY (ORALLY, ELECTRONICALLY, OR IN WRITING). 
LENGTH OF AGREEMENT AND TERMINATION. This Agreement 
will begin when your local utility switches your account to 
Indra. For Variable Price natural gas and/or electric supply 
service, this Agreement will continue on a month-to-month 
basis. For Fixed Price natural gas and/or electric supply service, 
this Agreement will continue for the period of time set forth in 
your Confirmation Letter. If Indra decides to terminate as 
provided in this Agreement, it shall provide advance notice to 
you in writing to your Service Address (es). You may terminate 
this Agreement at any time by: (a) calling (888) 504-6372; (b) 
sending a letter to 1515 Market Street, Suite 1200, 
Philadelphia, PA 19102; or (c) emailing 

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



and/or electric supply service may change from one billing 
cycle to the next and your Variable Price may be higher or 
lower than your utility's standard offer service rate in any given 
month. Indra does not guarantee savings in any month or for 
the entire length of this Agreement. Indra's current and 
historical prices are not an indicator of future prices. You can 
access future variable pricing information, updated monthly, 
by visiting Indra's website at 
https://lndraEnergy.com/ohio/ohio-variable-rates/ or by 
calling {888) 504-6372. 
Other Charges: You are also responsible for paying and 
reimbursing Indra for all applicable taxes, and other 
government fees, assessments, and charges, however 
designated, relating to the natural gas and/or electric supply 
service provided under this Agreement. This may include, but 
shall not be limited to, utility taxes, gross receipts taxes, and 
sales or use taxes imposed on Indra and/or you by federal, 
state, and/or local authorities. If you are tax exempt, you must 
furnish Indra an exemption certificate before service 
commences. This Agreement does not include utility 
transportation, delivery, or other charges that your gas or 
electric utility charges you for those services. 
NO EARLY TERMINATION FEE. If you terminate this Agreement 
prior to the expiration of the term, you will not be subject to 
any early termination fees. 
FIXED TERM AUTOMATIC RENEWAL. At least forty-five (45) 
days before the expiration of your Fixed Term, Indra will 
provide written notice to you of the Agreement's renewal 
("Renewal Notice"). The Renewal Notice will set forth the 
proposed renewal option(s), including any applicable 
information required by the Commission. 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 accorda nee 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 shall pay a 
late payment charge on all unpaid amounts (including arrears 
and late payment charges) owing and not received by Indra by 
the due date of the bill, at a rate of 1.5% per month or the 
maximum amount permitted by law, whichever is lower. You 

shall also be responsible for paying Indra's reasonable 
attorneys' fees, costs, and expenses incurred by it in collecting 
any such payment from you. If you fail to pay your bill for 
natural gas and/or electric supply service or you fail to satisfy 
any agreed upon payment arrangement you may have, your 
utility may disconnect your service in accordance with the 
provisions of its tariff. If your utility disconnects your service, 
this Agreement may be automatically terminated. In addition, 
if your payment for natural gas and/or electric supply service is 
not received from you on a timely basis or does not meet any 
agreed-upon payment plan, Indra may, after 14 calendar days' 
written notice to you, terminate this Agreement and its natura I 
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 natura I 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 ANO 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 electron ic 
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 
industria l disturbance, act of t errorism, 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 LIABtUTY. TO THE FULLEST EXTENT 
PERMITIED BY APPLICABLE OHIO LAW, NEITHER YOU NOR 
INDRA WILL BE LIABLE TO THE OTHER FOR ANY 
CONSEQUENTIAL, EXEMPLARY, PUNI TIVE, INCIDENTAL, OR 
INDIRECT DAMAGES ARISING FROM A BREACH OF THIS 
AGREEMENT, INCLUDING, WITHOUT LIMITATION, LOST 
PROFITS OR LOST REVENUES. 
ARBITRATION. TO THE FULLEST EXTENT PERMITIED BY 
APPLICABLE OHIO LAW, IF THERE IS AN ISSUE, CLAIM OR 
DISPUTE RELATING TO THIS AGREEMENT FOR ELECTRIC 
AND/OR NATURAL GAS SUPPLY SERVICE THAT NEEDS TO BE 
RESOLVED AND WE ARE UNABLE TO RESOLVE IT 
INFORMALLY, IT MAY BE RESOLVED THROUGH ARBITRATION. 
INCLUDED ARE ALL ISSUES, CLAIMS AND DISPUTES ARISING 
OUT OF OR RELATING TO ANY ASPECT OF YOUR 
PARTICIPATION IN THIS AGREEMENT FOR ELECTRIC AND/OR 
NATURAL GAS SUPPLY SERVICE WHETHER ARISING DURING 
OR AFTER YOUR PARTICIPATION IN THIS AGREEMENT FOR 
ELECTRIC AND/OR NATURAL GAS SUPPLY SERVICE. ANY SUCH 
ARBITRATIONS 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 loca l 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 
uti lity (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 
util ity'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 t his 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 
fai lure by either you or Indra to exercise any right or remedy to 
which either party may be ent itled 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 
t his product and 

the actual 
resources used 

during this period. 

Environ men ta I 
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-

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 

Projected 

Natural Other 
Gas 
26% 

0.5% 

Hydro Coal 

1% 35% 

Hydro 

Wind 1.5% 

2.5% Biomass 

0.5% Wind 

3% 

Biomass Power Air Emissions and Solid Waste 

Coal Power Air Emissions and Solid Waste 

Hydro Power Wildlife Impacts 

Natural Gas Power Air Emissions and Solid Waste 

Nuclear Power Radioactive Waste 

Oil Power Air Emissions and Solid Waste 

Ot her Sources Unknown Impacts 

Solar Power No Signifi cant Impacts 

Unknown Purchased Resources Unknown Impacts 

Wind Power Wildlife Impacts 

Carbon dioxide 

Nitrogen oxides 

Actual 

:::: Actual 

Solar 

0.5% 

Biomass 
0.5% 

;;~ -.~.~~.-I~~-~-~~--
~Projected 

Sulfur Dioxide 

Regional Average 

Type: Quantity: 

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

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

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

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



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, March 5, 2019 8:56 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._500tOFN3Sy:ref) 

Ohio Publlc ucnrttn 
Commfssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

, Ohio 44077 
Painesville, Ohio 44077 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Ms. ontacted the PUCO regarding her supply with Indra. The 
customer states she enrolled with Indra, but the rate has gone to over 17 
per mcf. The customer tried contacting Indra to get more infomation 
regarding rate and cancellation and was placed on hold for 40 min and 
was not able to speak with someone. 

When was this account enrolled, and how? 

Please provide copies of: 

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



*Welcome Letter with the Terms and Conditions for service mailed ore
mailed to the customer 
*Any signed enrollment agreements 
*Renewal letters 

Please provide any additional information that may assist in investigation 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFN3Sy:ref 

2 



William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 8, 2019 4:35 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Maureen and the PUCO, 

Regarding Case# 00256776. 

500tOFN3Sy:ref] 
PV. 

Pa ck-Electric.pdf; 
onfirmation Pack-Gas.pd 

ales Call.mp3 
onfirmation 

Ms. - nrolled her gas and electric accounts in Indra's variable rate plans on 10/5/18, as the result of a 
tele~We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation 
packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas and electric 
accounts on 10/22/18 and 11/13/18, 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 $0.052 per kWh, after which rate 
would vary month-to-month. 

On 3/5/19, Ms.~ntacted our Customer Service line and requested to cancel her service with Indra. 
Outbound drop transactions were processed, and service end dates were determined by the customer's gas and electric 
util ities. The customer's gas and electric accounts are scheduled to stop receiving our supply on 3/28/19 and 4/11/19, 
respectively. No cancellation fees were issued for cancellation. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her gas 
utility's standard offer, we are willing to rerate the customer's most recent variable gas bill to the rate we have on file 
for her gas utility, and will also adjust the customer's final bill, once it is rendered. We've included a chart below 
detailing our calculations for this adjustment, which amounts to $222.55 for the billing cycle of 1/24/19 - 2/22/19. 

Begin Billed 
Supply 

ReRate 
End Date Charge (with 

Date Usage 
tax) 

To: 

1/24/2019 2/22/2019 145 $269.40 $0.3020 

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

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

•
1 
nd rat. Philadelphia, PA 19102 

P: 888.504.6372 
ENERGY F: 718.851.2427 

www .Indra Energy.com 

1 

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

$43.79 $3.06 $46.85 $222.55 



From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent : Tuesday, March 5, 2019 8:56 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._500tOFN3Sy:ref) 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS 
AIQ: Palmco Energy OH LLC 
SER NUMBER ! • ~ 

NIQ= 

, Ohio 44077 
Painesville, Ohio 44077 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Ms. ontacted the PUCO regarding her supply with Indra. The 
""''~"' she enrolled with Indra, but the rate has gone to over 17 

per mcf. The customer tried contacting Indra to get more infomation 
regarding rate and cancellation and was placed on hold for 40 min and 
was not able to speak with someone. 

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 

2 



*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._500tOFN3Sy:ref 

3 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Hello Maureen, 

Keenia Joseph 
Wednesday, May 01, 2019 8:02 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._ 
500tOFN3Sy:ref] 

The adjustment in the amount of $222.55 was sent to the customers' utility on 3/22/19, and applied to the customers' 
account. Additionally, we have re-rated the customers' final billing cycle (2/22/19-3/25/19), which resulted in an credit 
of $166.11. The credit of$ 166.11 was also sent to the customer utility on 4/10/19, and applied to the customers' 
account. We estimate the customer will see the adjustments within 1-2 billing cycles. 

Keenia Joseph - Director of Compliance 

ind ratt. 
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 
Sent: Tuesday, April 16, 2019 2:33 PM 
To: William Schaaf 
Cc: Indra Energy Compliance 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._500tOFN3Sy:ref) 

Ohio Public Utilities 
Commission 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256776 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 44077 
ainesville, Ohio 44077 

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

Go • • • • • • ••• 
Ms as not received the credit on her DEO bill of $222.55, 
and d with her final billing rate of 14 per mcf. . - -
Why is the final month being charged at such a high rate? 
Can you please advise when the credit will be sent to the Utility? 

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. 

-------------- 0 rigi na I Message ---------------

From: William Schaaf [wschaaf@indraenergy.com] 

Sent: 3/8/2019 4:35 PM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._500tOFN3Sy:ref] 

2 



Hello Maureen and the PUCO, 

Regard ing Case# 00256776, 

Ms.- nrolled her gas and electric accounts in Indra's variable rate plans on 10/5/18, as the result of a 
tele~We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation 
packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas and electric 
accounts on 10/22/18 and 11/13/18, respectively. 

Gas Plan: Variable. This included a two-month introductory rate of $2.60 per Md, after which the rate would va ry 
month-to-month. 
Electric Plan: 100%-Green Variable. This included a two-month introductory rate of $0.052 per kWh, after which rate 
would vary month-to-month. 

On 3/5/19, Ms- ontacted our Customer Service line and requested to cancel her service with Indra. 
Outbound drop transactions w ere 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 3/28/19 and 4/11/19, 
respectively. No cancellation fees were issued for cancellation. 

In the interest of customer satisfaction and to provide t he customer with the effect of an expedited return to her gas 
utility's standard offer, we are willing to rerate the customer's most recent variable gas bi ll to the rate we have on file 
for her gas utility, and will also adjust the customer's final bill, once it is rendered. We've included a chart below 
detailing our calculations for this adjustment, which amounts to $222.55 for the billing cycle of 1/24/19 - 2/22/19. 

Begin Billed 
Supply 

ReRate 
End Date Charge (with 

Date Usage 
tax) 

To: 

1/24/2019 2/22/2019 145 $269.40 $0.3020 

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

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

•
1 
n d ra~ Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

www.IndraEnergy.com 

Re Rate ReRate 
Pre Tax Tax 

$43.79 $3.06 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, March 5, 2019 8:56 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate Amt Due 
Total Customer 

$46.85 $222.55 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256776 [ ref:_OODtOGzXt._500tOFN3Sy:ref] 

3 



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

AIQ: Palmco Energy UH LLv 

SE NUMBER: 
NIQ 

, Ohio 44077 
Painesville, Ohio 44077 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Ms ontacted the PUCO regarding her supply with Indra. The 
cu lumer ~l<.He~ she enrolled with Indra, but the rate has gone to over 17 per mcf. 
The customer tried contacting Indra to get more infomation regarding rate and 
cancellation and was placed on hold for 40 min and was not able to speak with 
someone. 

When was this account enrolled, and how? 

Please provide copies of: 

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

Please provide any additional information that may assist in investigation 

Sincerely, 

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

4 



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._ 500LOFN3S y: ref 

5 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256851 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

hio 44070 
lmsted, Ohio 44070 

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

DESCRIPTION OF ISSUE: 

On April 2, 2019, the company advised that this customer could 
expect to receive his refund toward the end of last week or the 
beginning of this week. He called today to advise that no refund has 
been received. 

Please advise. 

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._500tOFN58i:ref 

2 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Rhonda, 

Keenia Joseph 
Monday, May 06, 2019 1:26 PM 
PUCO Consumer Call Center 

Indra Energy Compliance; Mark Whitt; Becky Glover 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00256855 [ ref:_OODtOGzXt._ 
500t0FN5Ao:ref] 

Our records indicate, the rerate for the customer's final billing cycle of 2/27 /19-3/28/19, resulted in an adjustment of 
$262.77. This adjustment was sent directly to the customer in the form of a check on 4/30/19. 

If you need anything further, please let us know. 

Thank you, 

Keenia Joseph - Director of Compliance 

indra._ 
EN ERG Y 

1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

www .Indra E ne rg y .co m 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Friday, May 3, 2019 1:54 PM 

To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256855 [ ref:_OODtOGzXt._500tOFN5Ao:ref ] 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

ADDRESS: , Ohio 44070 
SERVICE ADDRESS North Olmsted, Ohio 44070 

AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 

NIQ: 

1 
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DESCRIPTION OF ISSUE: Customer Refund Check. 

Please confirm when and the amount of the refund check mailed to the customer. He expected the check two 
weeks ago. 

ref:_OODtOGzXt._SOOtOFNSAo:ref 

Sincerely, 

Rhonda Schiller 
Public Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 
Customer Service Supervisor 

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

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Tuesday, March S, 2019 12:03 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256851 [ ref:_OODtOGzXt._SOOtOFNSSi:ref] 

Ohio Pub-Ile tArtfti~t 
Commrssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256851 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE ADORES 

rth Olmsted, Ohio 44070 

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

orth 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 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO on behalf of himself and his 
father, r assistance in resolving a billing 
dispute. case will follow and is case ID 
00256855. He believes that he and his fathe 
door-to-door representative of the company. 
stated that he called the company to cancel his enro 
day it occurred. 

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. What do company records show about the customer's claim that 
they called to cancel the 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. 

ref:_OODt0GzXt._500tOFN58i:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Attachments: 

Ohio 

Michael Coady <contactthepuco@puc.state.oh.us> 
Tuesday, April 02, 2019 3:55 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256851 [ ref:_OODtOG:z:Xt._ 
500t0FN58i:ref J 
5456 Decker.pdf; 5456 Deckera.pdf; 5456 Deckerb.pdf; Electric Refund calculation.xlsx; 
Gas Refund calculation.xlsx-opy of 02_21_2019 bill 031419 PD.pdf; 

opy o~19 PD.1 edward Copy 
of 01_21_2019 bill 031419 PD.pdf 

Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256851 
COMPANY: 
CUSTOM6 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

sted, Ohio 44070 
North Olmsted, Ohio 44070 

***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 for this customer's gas and 
electric refunds. He wants the check maifed directly to him as he is 
current on his bills. 

Please advise when he can expect to receive his refund. 

Sincerely, 

Michael Coady 
Public Utilities Commission of Ohio 

1 



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._500tOFN58i:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 8, 2019 7:17 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256851 [ ref:_OODtOGzXt._500tOFNS8i:ref 

Attachments: 

Categories: 

Hello Michael, 

456 - Contra 
Confirmation Pack Gas.pd(; 

PUCO Complaint 

Regarding PUCO Case ID 00256851 for 

456 - TPV.mp3; 5456 -
56 - Confirmation Pack Electric.pdf 

We're attaching all of the enrollment documentation for this account from 11/13/2018, including contract, TPV 
recording, and gas and electric confirmation packages. 

It does appear tha 
request was not fu 1 

attempted to cancel these accounts on 11/15/2018; however, the cancel 
e accoun s continued to receive Indra's supply. 

We will be returning these accounts to the customer's utility, with no Hfs being issued. We will also rerate the 

accounts; if the PUCO intends on providing the calculations, then we will issue the adjustments once they have been 
calculated on your end. 

If you need anything else in the meantime, let us know. Thank you. 

Orpheus Craigue - 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, March S, 2019 12:03 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256851 [ ref:_OODt0GzXt._500tOFN58i:ref] 

Ohio Publ1o ~n rt11•• 
Commlseron 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256851 
COMPANY: 
CUSTOME · 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Olmsted, Ohio 44070 
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 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 c PUCO on behalf of himself and his 
father, r assistance in resolving a billing 
disput case will follow and is case ID 
00256855. He believes that he and his father were enrolled by a 
door-to-door representative of the company. 
stated that he called the company to cancel fiis enrollment the same 
day it occurred. 

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

3. What do company records show about the customer•s claim that 
they called to cancel the enrollment? 

Sincerely, 

Michael Coady 

2 



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

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

ref :_00Dt0GzXt._500tOFN58i:ref 

3 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Tuesday, March 5, 2019 12:08 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256855 [ ref:_OODt0GzXt._500tOFN5Ao:ref ] 

Ohio Public lhrlltrn 
Comm,ssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00256855 
COMPANY: 
CUSTOME · 
ADDRESS: ted, Ohio 44070 
SERVICE ADDRESS 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's son ontacted the PUCO on 
behalf of his father, 
billing dispute heh e company. He believes that he and his 
father were enrolled by a door-to-door representative of the 
company. ated that he called the company to 
cancel his enrollment the same day it occurred. 

1. What was the method of enrollment? 

2. Please provide all proof of enrollment consistent with the method 
of enrollment including, but not limited to, copies of any sales calls, 

1 



copies of any welcome letters, copies of any TPVs, 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. What do company records show about the customer's claim that 
they called to cancel the 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. 

ref:_ 00 DtOGzXt. _ SOOtOF N SAo: ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 8, 2019 7:17 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256855 [ ref:_OODtOGzXt._ 

Attachments: 
Confirmation Pack Gas.pdf; 

Categories: PUCO Complaint 

Hello Michael, 

Regarding PUCO Case ID 00256851 to 

We're attaching all of the enrollment documentation for this account from 11/13/2018, including contract, TPV 
recording, and gas and electric confirmation packages. 

It does appear tha1 attempted to cancel these accounts on 11/15/2018; however, the cancel 
request was not fulfilled, and the accounts continued to receive Indra's supply. 

We will be returning these accounts to the customer's utility, with no ETFs being issued. We will also rerate the 
accounts; if the PUCO intends on providing the calculations, then we will issue the adjustments once they have been 
calculated on your end. 

If you need anything else in the meantime, let us know. Thank you. 

Orpheus Craigue - 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: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, March 5, 2019 12:08 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256855 [ ref:_OODtOGzXt._SOOtOFNSAo:ref] 

Ohio P\lb-110 '-"" l'ffn 
Com mis.iron 

l 



Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE 10: 00256855 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE~ 
AIQ: Palmco Energ 
SERVICE ACCOUNT NUMBER: 
NIQ: 

ted, Ohio 44070 
orth 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 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
O.A.C. 4901 :1-29-06(D)(6)(b}(v)*** 

DESCRIPTION OF ISSUE: 

•• contacted the PUCO on 
r assistance in resolving a 

This customer•s s 
behalf of his fathe 
billing dispute he " 't .. • .... He believes that he and his 

o-door representative of the father wer 
company. 
cancel his 

.. .. . . .. . . .. . .. 
tated that he called the company to 
day it occurred. 

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. What do company records show about the customer's claim that 
they called to cancel the enrollment? 

Sincerely, 

Michael Coady 
Public Utilities Commission of Ohio 
Service Monitoring and Enforcement Department 

2 



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._SOOtOF N SAo: ref 

3 



NORTH OLMSTED OH 44070-4230 
Account Number Next Meter Reading 

02126. 03/0112019 

A Dominion =:#' Energy~ 

Paga 1 

uary 29, 2019 
For questions about Dominion Enetg)I Ohio i:hargaa caU 1·SCl0·362·7557 Cycle 15 

Credits and Char es Since Your Last Bill 
Balance from Last Bi ll $73.06 
Payment on Jan 18, 2019-Thank You 100.00 CR 

n51@MA1l!1"1~fi1 .. 11111111l12r:,1nmm•••••••••••••••i26
·
94 

CR 
Dominion Energy Ohio Distribution Charges 
Basic Service Charge $28.14 
Usage-Based Charges 

22.6 MCF @ $.3345 7.56 
Gross Receipts Tax (4.6044%) 1.64 

Month I Usa e Corn arison 
Average Daily Temperatu re 
For This Billing Period 

~ 
25°F 

Gos Use In MCF 

. . . . ... . . .. . . . ... . .. . ~ ..... , ... ... . . . . . . . . . . . . . . . 
16 

0 

-!!!!!!!!!!!!!!! 
!!!!!!!!!i!!!!! 

2..0.19 
31°F 

Total Dominion Energy Ohio Charges $37 .34 
For questions about Dominion Energy Ohio charges, call us at 
1-800-362-7557. 

Jen Feb Mar Apr May Juo Jul /Wy Sep Col Nov Dec Jan 

2018 2019 

Indra Energy Charges 
Gas Cost 22.6 McF @ $2.80 $63. 28 

Avg Mon1hly Use: 10.4 MCF. 
Total Annual Use: 124.3 MCF. 

Sales Tax 5.06 
Total INDRA ENERGY Charges $68.34 

· as supply costs, contact INDRA ENERGY {acct# 
~ ReadTyu Beg ding Qltfimmce 

-888-504-6372 or 875118th Ave Brooklyn, NY 11214 or 
www.indraenergy.com. 

Total Current Charges 
Totnl Account Balance 
R•te Scheclule: £11e1gy Choice Trensportation Servite-Aesidonliol 

$105.68 
$78.74 

Meter Number 
Jan 29, 2019 Actual 
Dec 28, 2018 Actual 
MCF Used in 32 Days 

Fiiters and Heating System Inspections 

Change or clean your furnace filler at least three times during the heating season. A clean filter will help your 
furnace operate more effectively and could save you money. 
Keep your heating system running safely and efficiently. A qualified healing contractor should Inspect ii once a 

50.3 
27.7 

year and make repairs when needed. It's best to have the system checked during summer months -- before you'll need it. 

22.6 
22.6 

ENERGYSHARE: Help people without heat by donating to EnergyShare. To donate, add exactly $1 , $2, $6, $12, $18 or $36 
to your payment or mail a separate check payable to EnergyShare, Salvation Army, P.O. Box 5847, Cleveland, OH 44101. 

PLEASE PAY GY ; • 15 2019 

$78.74 

Amount Enclosed 

1& 

# 000002741 I=OOOO 

NORTH OLMSTED Off 44070-4230 

D185DOD 27S814 4DOODDDDDD10568000000078743 

I 11l II· •11••·111•1 •• 1,1n111.,.r1 lll''"'11111l1lll1l1•11•••(•l11 
DOMINION ENERGY OHIO 
PO BOX 26785 
RICHMOND VA 23261 -6785 



It .. 

NORTH OLMSTED OH 44070-4230 
Account Nurnber Da te Prepared Next Meter Reading 

03/27. 04/01/2019 

Page 1 

bruary 27, 2019 
For questions about Dominion Energy Ohio charges call 1-900·362·7567 

Credits and Char es Since Your Last Bill 
Balance from Last Bill 
Payment on Feb 26, 2019 - Thank You 
Be,lence 
lGRl.IGIGldl& 
Dominion Energy Ohio Distribution Charges 
Basic Service Charge 
Usage-Based Charges 

$78.74 
100.00 CR 

__ ,21.26CR 

$28.14 

21 .2 MCF@ $.4476 9.49 
Gross Receipts Tax (4.6044%) 1.73 
Total Dominion Energy Ohio Charges $39.36 
For questions aboul Dominion Energy Ohio charges, call us at 
1·800·362-7557. 

Indra Energy Chorges 
Gas Cost 21.2 McF @ $17.364 $368.12 
Sales Tax 29.45 
Totol INDRA ENERGY Charges $397.57 

Month! Usa e Com mison 
Average Daily Temperature 
For This Bill ing Period 

Gas Use In MCF 

. . 

~ 
33°F 

24 " . ·:· .. : •• ·:· .• ~ .. . ~ .• ~ ... : . ' ·:· .. : . .. . . . . . 
16 

0 " 

2.Q1a 

30°F 

0 l-l.~l.::::JLL...J..L-LL--IJL...;.:.J.L.;...cil...:..-1.L-Ll.-l.~LL:.::.LJ!!:'=..L.J 

Fab Mor Apr May Jun Jul Aug Sep Ool Nov O•~ Jan Feb 

2018 2019 

Avg Mon1hly Use: 
Total Annual Use: 

B1ll111fl P!!riod and Met .. r Rcodings 

Bead Tvpe 
Meter Number 
Feb 27, 2019 Actual 

10.7 MCF. 
128.0 MCF. 

Re11d lng Difference 

71.6 

For questions about gos supply costs, contact INDRA ENERGY at 
1-888-504-6372 or 875118th Ave Brooklyn, NY 11214 or 
www.indraenergy.com. 

Jan 29, 2019 Actual 60.3 21.2 
Total Current Charges 
Total Account Balance 
Rate ~le: Enerov Choic<I Tr111$pom !W\ Suvice · flesidenhl 

$436.93 
$415.67 

MCF Used In 29 Days 

PLEASE PAY Account Batenoe of $415.67 by Mar U~, 2019 to Avoid Late Payment Charge of 1.5% per month. 

Please Use Our Return Envelope 
We provide a return envelope for customers who like to pay their gas bills by mall. 
If you pay your bill by a different method, please do not use our envelope for other mail. 
You can pay this bill with an electronic check, ATM/debit card with a Pulse, Star, NYCE or Aocelf logo, 
or a Visa, MasterCard, or Discover credit card at www.OomlnionEnergy.com or al 1-800-573-1153. BillMatrix 
·provides this service. A service fee applies. 
Thank you for your cooperation. 

21.2 

ENERGYSHARE: Help people without heat by donating to EnergyShare. To donate, add exactly $1, $2, $6, $1 2, $18 or $36 
to your payment or mail a separate check payable to EnergyShare, Salvation Army, P.O. Box 5847, Cleveland, OH 44101. 

PLEASE PAY BY Mar 18 2019 

1 · $415.67 

Amount Enclosed 

15 

# 000005660 I=OOOO 

01~5000275~144000000000436930DDDOD415b78 

I• 1III1II1Ilrl11IIirl1 I I I I I Ii 1 i I l11111 Ill I JI I' I 1IIld1l111I 1I•IJ1 
DOMINION ENERGY OHIO 
PO BOX 26785 
RICHMOND VA 23261-6785 



Paga 1 

NORTH OLMSTED OH 44070-4230 
Account Number Date Prepared Next Meter Reading 

December 28, 2018 01/28 • 01/31/2019 
For quHliorls about Dominion Energy Ohio chargQS r.9111·BOO-:l62·7557 

Credits <ind Char cs Since Your Last Bi ll 
Balrmce from Last Bill $80.53 
Payment on Dec 13, 2018 - Thank You 100.00 CR 

£1\Wftfi1JILIM& I -·"19.47 CR 

Month! Usa e Corn arison 
Average Daily Temperature 
For This Billing Period 

Gas Use In MCF 

.2.Q11 
32°F 

W1l 
35°f 

Dominion Energy Ohio Distribution Charges 
Basic Service Charge 

32 

24 ..... ...... .. .. ... ~ ...... . 
$28.14 0 0 t 0 I ' 

Usage-Based Charges 
18.7 MCF @ $.3347 6.26 

16 

8 .. 

. . . . ' . . 
' . . . . . . 

; '' " ''':'' ·:···:··· :···:· ·· :· · .. . . . . . . 
Gross Receipts Tax (4.6044%) 1.58 
Total Dominion Energy Ohio Charges $35.98 

0 1.-J.--L.L......:LL-..U..:.::.:U.-Lll.-l.L-.LL.-..U..-LL-LL-.JLL-..L.L...-'--l 

For questions about Dominion Energy Ohio charges, call us at 
1-B00-362-7557. 

Oeo Jan Feb Mar Apt May Juo Jul A\Jg Sep Ocl Nov Dec 

20\7 2018 

Palmco Energy OH Oba Indra Energy Charge 
Gas Cost 18.7 McF@ $2.80 $52.36 

Avg Monthly Use: 10.5 MCF. 
Total Annual Use: 125,5 MCF. 

Sales Tax 4.19 81llill!J Pcnod anrl Mr.tm RP.<td tnl)S 
Total PALMCO ENERGY OH OBA INDRA $56.55 
For questions about gas supply costs, contact PALMCO ENERGY OH DBA 

.12!!.a Read Tvrut 8egd!!l9 Differgoi.!! 
Meter Number -INDRA ENI 888-504-6372 or 8751 18th Ave 

Brooklyh, NY 11214 Www.palmcoenergy.com or www.indrnenergy.com. 
Dec 28, 2018 Actual 27.7 

To1al Current Charges $9.2.53 
Total Account Balance $73.06 

Nov 27, 2018 Actual 9.0 
MCF Used In 31 Days 

PLEASE PAY Account Balance of $73.06 by Jen 16, 2019 to Avoid Late Pavment Charge ot 1.5% per month. 

It's Our Pleasure to Serve You 
All of us at Dominion Energy Ohio thank you for your business. You could choose another form of energy, but you put your 
trust in us to deliver economical, clean-burning natural gas to your home or business. We're committed to doing 
everything we can lo honor that trust. 
If you have a question, please call the number listed on the top of this bill. Our customer information phone hours 
are 7 a.m. to 7 p.m., Monday through Friday. If you have an emergency, you can caH us anytime, day or night. 
(It ls an emergency when you smell gas or when all of your gas appliances are out.) 

18.7 
18.7 

ENERGYSHARE: Help people without heat by donating to EnergyShare. To donate, add exactly $1, $2, $6, $12, $18 or $36 
to your payment or mail a separate check payable to EnergyShare, Salvation Army, P.O. Box 5847, Cleveland, OH 44101 . 

PLEASE PAY AY 

$73.06 

Amnunt Encloaed 

15 

000004939 I=OOOO 

01850DD2758144DODDOOODDD9253DDOOD0073061 

a able to Dominion Ener Ohio. 

I• 1111·11JII1 l11Il11I1111111111II11111IIl11111I1j II 1l 1I111I1J1 l11 
DOMINION ENER GY OHIO 
PO BOX26'/86 
RICHMOND VA 23261-6785 



NORTH OLMSTED OH 44070-4230 
Next Meter Reading 
04126 - 05/01/2019 

~ Dominion 
:;iiiii" Energy® 

Page 1 

For questions about Dominion Energy Ohio charg&s call 1-800-362-7557 

Balance from Last Bill 
Payment on Mar 18, 2019 - Thank You 
Balance 
Current Char es 
Dominion Energy Ohio Distribution Charges 
Basic Service Charge 
Usage-Based Charges 

$415.67 
415.67 CR 

$0.00 

$28.14 

18.4 MCF @ $.4478 8.24 
Gross Receipts Tax (4.6044%) 1.68 

Monthl Usa e Com anson 
Average Daily Temperature 
For This Billing Period 

Gas Use In MCF 

32 . . . . . . 
24 - • ·:· •• : •• ·:· •• : .•• ~ .. ·:· •• : •. ·: · •. : ••• 

' . . . 
' ' . . . . . 16 - I 0 ' • o ,. • o, • • •o• o I• o •ol • 

a • 

0 

----
iiiiiiiiii 

Total Dominion Energy Ohio Charges $38.06 Mar Apr May Jun Jul Aug Sep Oct Nov Dee Jan Feb Mar 

For questions about Dominion Energy Ohio charges, call us at 
1-800-362-755 7. 

2018 2019 

Indra Energy Charges 
Gas Cost 18.4 McF@ $13.858 $254.99 

Avg Monthly Use: 10.8 MCF. 
Total Annual Use: 129.8 MCF. 

Sales Tax 20.40 
Total INDRA ENERGY Charges $275.39 
For questions about gas supply costs, contact INDRA ENERGY at 
1-888-504-6372 or 8751 18th Ave Brooklyn, NY 11214 or 
www.indraenergy.com. 

Total Current Charges 
Total Account Balance 
Raio Schedule: Energy Choice Transportation Soivic• ·Residential 

$313.45 
$313.45 

Btll1n9 Period and Meter Read1n\.J8 

Date Read Type 
Meter Number 
Mar 28, 2019 Actual 
Feb 27, 2019 Actual 
MCF Used in 29 Days 

PLEASE PAY Account Balance of $313.45 by Apr 15, 2019 to Avoid Lat& Payment Charge of 1.5% per month. 

Note to Energy Choice Customers 

Have questions regarding natural gas supply charges? Please call your supplier at the number listed above. 
If you have questions about transportation (delivery) charges, please call us. 

Reading 

89.9 

71.5 

Difference 

18.4 
18.4 

ENERGYSHARE: Help people without heat by donating to EnergyShare. To donate, add exactly $1, $2, $6, $12, $18 or $36 
to your payment or mail a separate check payable to EnergyShare, Salvation Army, P.O. Box 5847, Cleveland, OH 44101. 

PLEASE PAY BY • r 15 2019 

$313.45 

Amount Enclosed 

15 

# 000005948 I=OOOO 

NORTH OLMSTED OH 44070-4230 

0185000275814400000000031345000000313453 

Change in Supplier - Standard Choice Offer 
Following the annual gas supply auction approved 
by the Public Utilities Commission of Ohio, you 
may receive your gas supply from a different 
supplier beginning with your April/May bill. 
With that bill, the new SCO rate will be $0.22 
more than the NYMEX month-end settlement price 
until mid-April 2020. All SCO customers pay the 
same monthly rate as posted on 
www.energychoice.ohio.gov. 

11111I11111111 I1I1111111 111l 111l 1ll 111l1llh1111111 1l1l11lll 11111 
DOMINION ENERGY OHIO 
PO BOX 26785 
RICHMOND VA 23261-6785 
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Payment Programs for EliQible Customers 
Budget Payment Plan - A fixed monthly plan calculated on current rates and actuaTusage that is reviewed periodically and adjusted, with an annual true 
up in May. 
Budget Plue - Pay a budget amount, plus one of 12 equal payments of the past-due amount. 
Current Plus. Pay current charges and make one of six equal payments of the past-due amount. 
One-Third Winter Heating Plan - Pay one-third of the account balance if current charges include gas used between November 1 and April 15. 
One-Ninth Plan - Pay a budget amount, plus one of nine equal payments of the past-due amount. 
PIPP Plus - This program allows income-eligible residential customers to pay 6% of their monthly gross household income or $10, whichever is greater. 
Call the Ohio Development Services Agency at 1-800-282-0880 for an application or for the location of the nearest Community Action Agency. 
Graduate PIPP Plue. A special plan for customers no longer enrolled in PIPP Plus. Monthly amount is the average of the most recent PIPP Plus amount 
and budget billing amount. 

Explanation of Billing Terms 
Basic Service Charges - The applicable Basic Service Charges for each rate schedule include a Service Charge for each billing period or any portion 
thereof to cover the fixed costs for delivering gas, plus associated riders. 
Cancel Biiiing - A credit issued to the account when a correction is needed on past charges. 
CR- Credit 
Estimated Gas Bill • When we cannot obtain a meter reading, your bill is based on previous gas usage, gas rates and the weather. An estimated bill will 
be verified when your meter is read or you may enter your own meter reading on line at www.DominionEnergy.com. 
Oas Cost - The price charged to cover the cost of natural gas. 
Gas Usage Charge - Covers expenses, including SSO gas cost and transportation charges, involved in providing gas services to customers who 
purchase gas from Dominion Energy Ohio. 
Gross Receipts Tax. Ohio tax levied on public utilities. 
Investigation Fee - Fee to be levied in those circumstances where Dominion Energy Ohio has reasonable proof of the customer's fraudulent or 
damaging practice related to gas service. 
Late Payment Charge - A 1.5% late payment charge (LPC) may be imposed on all past-due balances if the required payment is not paid in full by the 
time the next bill is generated. For Payment Plan and Budget customers, the LPC applies only to the past-due plan amount. 
MCF - An abbreviation for the standard measure of gas meaning 1,000 Cubic Feet. 
Meter Test Fee - Fee charged for a meter test performed at the customer's request. 
Mlscellaneous Charge(s) • An additional debit or credit applied to the account. An explanation of the reason for the charge or credit will be provided. 
Monthly Variable Rate (MVR) ·Cost of default natural gas for residential customers whose Energy choice or opt-in governmental aggregation contract 
has expired, as well as for large volume and nonresidential customers. Under this rate, Dominion Energy Ohio assigns a participating supplier to provide 
gas supply at that supplier's prevailing rate. 
Reconnection Fee - Fee charged to restore gas service that was terminated by the Company or at a customer's request. 
Reset Read - Adjusted meter reading that establishes the point from which you are responsible for gas use. 
Returned Payment Fee - Fee for each returned item tendered or authorized as payment on the customer's account and returned for any reason. 
Security Deposit Installment - One-third of the total security deposit required. Security deposits are billed to customers in three equal monthly 
installments. A 3% rate of interest is paid if the full deposit is held for 180 days or longer. Deposits are refunded with interest to residential and small 
commercial accounts if required payments are made for 12 consecutive months and were not late more than two months during that time, you are not 
delinquent, or an account is closed for 10 days or longer. Deposits for large commercial and industrial accounts are reviewed every 24 months. 
Service Charge - This charge includes fixed costs for delivering gas. 
Standard Choice Offer (SCO) - Cost of acquiring default natural gas for sale to Energy Choice-eligible residential customers by a participating supplier 
assigned by Dominion Energy Ohio to provide gas supply at the regulated rate. 
Standard Service Offer (SSO) - Cost of acquiring natural gas for sale to customers who purchase gas from Dominion Energy Ohio. 
Transportation Charges/ Usage-Based Charges - Cover costs associated with delivering gas to the meter, including all applicable riders and taxes. All 
customers are required to pay these charges regardless if they choose an alternate supplier through the Energy Choice or other transport programs. These 
charges do not include the cost of the gas. 
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All bills may be paid from your bank account for free by registering in "Manage Your Account" as described below, 
or it may be paid at any authorized payment center. A convenience fee may be charged by the authorized payment 
center, which must be paid in cash. Be sure to bring the entire bill when paying in person. For the location of a 
payment center near you, please v isit www.DominionEnergy.com or call 1-800-362-7557. Also, pay online anytime 
at www.DominionEnergy.com via debit/credit card or electronic check or call Bill Matrix Corporation, toll free at 
1-800-573-1153. Service fee applies. For your own protection, do not send cash through the mai l. Allow six days 
for payments to be applied to your account. Please record your account number on your check or money order and 
mail to Dominion Energy Ohio, PO Box 26785, Richmond, VA 23261-6785. Do not include correspondence with your 
payment 

AUTO PAY - Sign up for Bank Draft and have your bill automatically deducted from your checking or savings 
account. Enroll online at www.DominionEnergy.com, "Manage Your Account." 

ELECTRONIC CHECK CONVERSION - Paying by check authorizes us to use the information from your check to 
make a one-time electronic fund transfer from your account. The funds may be withdrawn as early as the date we 
receive your payment, and you will not receive your check back from your financial institution. 

MANAGE YOUR ACCOUNT - Register for free at www.DominionEnergy.com. Make payments, get eBills, update 
your contact information, start, stop or transfer service, and view billing and usage history 365 days a year! 

Billing, Service Inquiries or Concerns 

If you have a billing or service problem, please call Dominion Energy Ohio f i rst at 1-800-362-7557 
between 7 a.m. and 7 p.m. weekdays. If your complaint is not resolved after you have called Dominion Energy 
Ohio or your Energy Choice supplier or governmental aggregator at the number listed on the front of your bill, or 
for general utility information, residential and business cw:tomers 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 www.puco.ohio.gov. 
Hearing or speech impaired customers may contact 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. The PUCO address is 180 E. Broad 
St. Columbus, Ohio 43215. 

EMERGENCY SERVICE -We consider it an emergency when you smell a gas odor or when none of your gas 
appliances are working. Call toll free 1-877-542-2630. Our 24-hour emergency personnel will take your call. 

CALL BEFORE YOU DIG - Call the Ohio Utilities Protection Service at 811 at least two working days before 
digging. 

FOR HELP WITH YOUR BILL - There are several programs available that could help you with your winter heating 
bills. For more information, call us at 1-800-362-7557. 

Medical Certification - Delays a shutoff when it would be especially dangerous to the health of a permanent 
member of your household. It allows you time to get financial help. It does not reduce the amount you owe. You can 
request a medical certification form by calling 1-800-362-7557. A licensed medical professional must sign the form. 
If gas service is off, return the signed form within 21 days of the shut-off date to restore service. 

Energy Choice - This program provides eligible customers the ability to purchase gas from a supplier. To obtain an 
"Apples to Apples" comparison of available competitive natural gas supplier offers, visit the PUCO's Energy Choice 
Ohio website at www.energychoice.ohio.gov or call 1-800-686-PUCO (7826). Another resource for information is 
www.DominionGasChoice.com 

Removing Yourself from Customer Listing - We are required to include your name, address and usage 
information on a list of eligible customers that is made available to other retail natural gas suppliers or 
governmental aggregators. If you do not wish to be included on this list, pl ease let us know: Call us at 
1-800-362-7557, say "Energy Choice" and follow the prompts, write us at P.O. Box 5759, Cleveland, OH 44101 -0759, 
sign in or register your account at www.DominionEnergy.com and select " Opt-in/Opt-out of Supplier Lists" from 
Edit Account Settings, or choose the "Email Us" option on the Contact Us page. However, this does not prevent a 
supplier from getting your information from another source or using information from a previous list. 

HOW TO REACH US -

By Internet - Visit us online at www.DominionEnergy.com to 'Manage Your Account' 365 days a year! 

By Phone - call us at 1-800-362-7557. Our office hours are 7 a.m. to 7 p.m. Monday throus;ih Friday. The best days to 
call are Tuesdays through Fridays. Mondays and days after a hol iday are typically the busiest. 

For Hearing/Speech-Impaired Customers - Customers with a Telecommunications Device for the Deaf can dial 
711. 

By Mail -Write to Dominion Energy Ohio, PO Sox 5759, Cleveland, OH 44101. Please do not include payment with 
your correspondence. 

NOTE - For mailing address changes, visit Manage Your Account on www.DominionEnergy.com. 

~ -=== -= --
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You' neltl '""" ~.:idug i-. i;t".hr.d1.k:cl Ill 1)1:r,:1.r c1u 111 ;1h11.1t 
Apr 17, 2019, 

Th;: C::tun."tl lm:o111e 18.( Cr~3il (t:l IC> Is s It'( credit tor ceroin 
l:)Wcr·~1-.;n111r. l;l111li<.:s .u.d i11-..livi1l11;,lll rur iutu .. nslion erd I:) 

dele1rnine If ~·011 q11alih·, &iTlpl)' cli.:il 1 800 8'9·1040, ot ui~it 

www.l1&.Q<W•'indi11iduals 

Actcfi1aon.1 ...-n-c;••· ~ •f'Jv. c111r ba twnod on b•C"h., 
u •• .. ,.,0,, 

M&I ,. 316 
Apr ,. 295 
)Jl;iy ,. 299 

""" 19 9>G ,,, 19 t.OOG 
Aug ,. ••• 

Co.,,p;ni•on• 
AV<'r.>l!ilfl O~ily U3C (Kl.'l'"I) 

Av•rege Os)ly T•mp•f&lure 
Dav• •n 9ll!•ng Period 
LHI 12 Month' Use (KWH) 

Avr:n1gr: Mn~lhl)' Us.r: (KWH) 

Seo •• 
Oct •• 
NOY •• 
O<;i: •• 
J;iu 19 
Feb '" t.1<1r '" 

LHt Y~lilt 

11 

37 
20 

1f South '41!n $(rffi 
Akron, OH 4430&-100 

l .0 1~ 

615/ 

"' ~72 

410 

338 
363 

Thtsvur 

12 

3> 
30 

6.9<11 
502 

M;l 11; ?OHi KVM t~ ·Ac~ 
F4b 11,2Ul!>KYA-I Aeading(4c;11J<1I) 
KWHu1iltU 

Cus1orncr h.\Jnt~r 

11>11- ~""' 
Cu~lOrner Charge 

o•i. " I• " io u " 

' .. 
Oi~l1lb1.llon nelst!O compo11tn1 
C.Osl ne.:owty Ch&1Qes 
Curren! CoAaw1•1pliQn 9ill f;tu~'lil"-' 

I co..· 

30.37 

• d ~ l ~I~ M~fk<:l $1ter.l, Suit<: 1~00, Pllil;,1Jdpl'f;1, PA 19102 

In ra· Aocounl Nurnbe- ::. 
1~~~~~~~~~7? 

8illin9 P~riud: f"tb 17, 20\$ lo Mar 18, 20t9 

Co1n1norl~? Charge 3ii3 0Kwh@0.17A7t.D3:1 61189 
l'°'aUHDRA EHEROY Ctlttt'nl Cha. ea (:.t..89 

•oitWJ Pt. ma:nl liftd - utm.dlnlorm•llon 

PrevJo-.s Psym•r.191 C-.1t'8M 
8.tbnc.:~ A.JjUSh'M:nls Cher9es 

The llluminalinQ Cotr1Nf'lr 31 ... 9<1 ·:ll )4 30.37 
INORA. FNF.AC;V 20 70 ·2~.7D 64 89 

101 .. 1 52,64 -52 64 9'l.26 

Amounl 

oue 
30.:J/ 

8'1.89 
95,26 

Return this part with a check or money order 
payable 10 The llluminaling Company 

Amount Due $95.26 

Due Date Apr04, 2019 

1HE ILl.UMIHATINQ COtAPANY 

P080X3687 

AKROU OM .C4309·3&87 

0111004569850000000000000000000000000095260000095267 



EmltDIUOO or Item• 
Bfpuubt. CltMrdon ind Trtn.t~tlt:lc.n ftebled ComMrwnl • KWH {XIOwa!I How) . A gjl ol ll'INIUl9 for *O:idb' us.~ .,._to 1.000 
Ctmvee ... -- - - ~ l - .. -- __ .. __ 
t'V'Jl(eia. Tht.!e c1u1.- IN ~ "'1.9n .i~ to & Ceftled Aillll La.I• hflf'..ent Ct.11~a • A ct.19'1 lddild lo 1w '>II on ~\ awed 1W 
Ele"rt 6eNb Pf'Mdw, thll 0111• OQJe, 

~=~~'J = ~~::;·~rie~!;10~~r c:=~'4ro~09:i· a.~:'= Prtu to co.npare (PTC1 • Th• udllry'5 oitce PO' "i\NM 1o. D-1.,uut111 
C)•• bel'lalP ol CE.I f'tln<inQ. tLO which awns tho rlCJhl 10 tmpou. and colltct Qwoera.ian a.ntJ tr&Mmlulon: can be ~'9d 'ttrilli ti• ~ 0N1~ by 
tuch chlfGH, enGlher wpPler 

Cue1om9f Charge • Monlhly ~li•roo lhat olt:!ata co~ll ror tlllllng. l'l'ulcr nntden11N Dl•1rU~v1iofl Ct1dh • A d4WK.tlon ~ for • QUllr)ing rfllu 

=::i::'P'"::i~t~': '~!:::n~:.·•1~te~i::~ SO' 1910_,1,..9 
el&elflclty O\lll epplld to 111 usage ovGr 600 KWM au1ln9 the 'Atlte1 bl!a"9 peltcld 

dblrlb~HM H11e-t 10 a 96M!.e loClllOn. ""91kf1n1lal O.n1re1t&n Cnidlt • P. c~t for a ~ellfytlo flll and 

Economic O.v.10.,-ntn\ Compon1nt · Ch1191:1 rvlaled b llC'Onomlc 
~elopml!l'nl &;upport 

bl&mlttecl Ru.-111 ·On f\t mcmitt .. do nol: r.ad a~. w• c.ab.Ati. 
f.!11 billbuod011o-9l•~ ..... 

us1t;1e applled •o all UHQI du""1 tt"9 billll"'.f pertod~ beg.Wng Or.IObtr $1 •nd 
~dl~ &.urcl\31 . 

~•del\l.llll Non-S'lllfld•nf cir.cm • A g.-•oraUM er1W11 loJ e •llllVJnl '"" 
..,iled 'G dU5101 DMr .500 KWH CIOA'tlQ llO~er ti*Q pet1cd 

If 1011 Ni.,.~ quiotet.JM Cl compfilh'1 abool )'Ol.I' lllUminallino COt!IPtflJ IOOOW'll Of b • wtftten •xPIVRitioo ot h Pd:lit CO Compent:: 
C•ll CuetQQl•tSt....,.IH &11 .. 00•9M..:J1Q1 lt0m Monda)' ·Friday. 3&tA · I pm 
C.11 P•ymenlOp,t..nt &I ,_,00•151114801 trom t.londay •Fllday, 311'ft • apm 
VIJii our web •!le ath1tp:l/'www,ft1MMtfVyl;01p.OOl'lll 
W1oe 10 u• et Thi lllumlnamo Oomptny, 76 s. Mtll'I s1, A-ti.PC. Alw~. OH '44!08·1000. 
GV1\4mwe wtlh 1'111Nng or epttctl lmp1lrmenl1 Qlfl conl.fct tl'I& Tel!tcommunle&llon• A-'av Sorvloo (TAS) .11 'M1, 

W• Wllcome ft• oppo1111ntty to wo~ wilh ~ tJ•O "111 II)' to ANWtr vour qu9;t63ns. 11 'i"'•' CIOl"llfll•lnt b f'IOf , .. 0111ed .alt.If yov •~.,,.., c:..111.-a Vout elec:Slc 
1.1t1ry. °' for gel'laral 1111111y lnto1m1llon, 19;ldt~ti~I 1110 riushess ~ustonMN• ni,_. oontilcl '"" pi.bric u111111rs commlNCon of Ohio (PUCO) r.- &~t " 
1·800·aff·7!WI (I011 lrH) liom 9 1.m lO S p,r11. wel9:!01$y!, « • l ht1>.lt#w#,Puw.ohlo goY. HHrtng °' ,.pHch lrnpalrtld W$.bn•ors " 'IY °"""" II• 
PUOO >Ae T-1-1 (Ohb reJaynNlCO), 
Tl'ioe 01!11) OOft9U.'l!er!I' ooun .. 1 (OCC) t90re5Mb iroAAnllll bll'll!f Olfll0"*1 Ill mdet$ bott.-o lt'I& PlJOO Thi OCC c:... be con1ac:l1Jd '11 1.e71·7'2·5S2:Z 
~ff0.Mlatt11. IO.S.,,,. ... ..,.. • .,~~ore 

FQf Ene19y An hlJnO..: ~ .. Home &ttgy ~ ~.., ('1EAPJ .. MOO-m.cieao (TOD'TTY l-COO.AS-t.\$1) lih'ldly • Fftd., ~ 
l•mMdSpa 
For yoi.r i:iroteotfl:!n, • II ot out npfo?'ll•• wi;ar Pi1C1b w~ IW!dge• 

El•cktlnlc: Ch•t"k Conwf"O" ~ Your check eulhorlze• U$ either to !'Nih I ORt~lme elecb'onle lllnd' ttaflff•r <E"1 ltom your a.ccount Of PfOCNI H ai 

check. If )'Oii have QuMllona. abovl 1111$ P"09tam, cal 1-&S6~83~1)81. 

To prov•d& • cu111om1r m1ttr rw•d•nQ, \ISe lhe dle!a plO\'lded I nd tnltr lh•i Nltil<llng on·line at www ~rtltntlOYOOIP (,;1)1ffabouryo~.tl11 or by citing 
1·800•599•9101 SW "MCW nudlng· Mi1n a.•ked •Whitt• v1 tl•:su OAn 1 nelp you whh toda.v?'° Hin'o lho ""'"you look 1he reedlnD a.valable 

Ot~w hia~ls 1111 t11e dlels exae11)t es lh9)' app.,, on vo~ ~>11;-..111e 1nelH. Wh•n rell<fna your rn•ltn , ir ll'lc hand tlls 
b&tMen two nu.,+ri.:111, &II.lays 1sport lhe fo'NH numbtJr 

lf)o11 n1.,. a DIGrTAL METER 'M'it•: 11111: "111111:14\ft here: D D D D D 



l!llliln.g PeriOd~ 
611 For. 

' •G•1 ot:I 

Januaty 21 1 2019 
1
"' 

Accou.ol Number:~ 
lAmourtl Due: $54.%7 

Dllil Dale: February 04, 2019 

Tu n:s-t••~ or.tno.tlfe. eel 24tD.n att.., t.aa&-6+4~1T7 ForCUllomw Serb. c:al 1~3101 ~p.,..,...... ~ d 
t..0..'86fi0t P~yourbaOf'llnt-'..._~ate 

Bftl l.Ntttd &ty; Tho~ ~. PO Std ~fl'7. 11.tfon Ot1 4"30t.\IM7 

To a'flOW a 1.50"4 L•te P:•1mM Ch1rg1 btina illdded lo 10VI' blr. 
plNae P•Y lh• 4rnouM Dw• bv lh• ()Je 0&19. 

Yo1.11 currtnl PfUCE TO COMPAAE for generation and tlaflunl,~on 
ln;im Thl'I lllvruln,•~\I r:o1npi.1_. ta llfot.cf bllow In 01oar for you \0 

wv• mon9" off of VOUI ulilllv" WPPIV Chill'iJOS, II i;uppllc1 1111.1111 C)~ 
you a prtcie lower Win The llk!rr•,11~ Company._ prlee of 5,30 <.enl.6 
per l<WH ror lhe tllnt w1199 lhll •Ppeut Of\ tht blll. To re\lf9w 
•vailable oompelitHe 11.1pt)ll11 ollt,., vltlt lhe Publlc Ulll!llH 
Q.l1'11•f'lioh:in o' ()>iil'l'll '11nc"JY Cl'loli'le Ot.10· wet:ialle et 

www,energy(l!Qlc;11 ohl11 g11v 
RuMtnll&I Stl"llC• • '1!00SCtl!:f - S.30 ctnlA por KVIH 

The lnform&llo" bttJw 1hOWj qeclno eh&rgH tor 1he ooste of en•t<rY 
'Jflid1:if'li.')', P t•k d~l'laNJ rtOIHlllOn. end renewable: energy Theee 
U•cvg1.1i; •1a 1111t n l!'H, but lit tnd P•iVWlU"f .. <ere oonsollclatl!d wllh 
olwlt Ct\JIQH on ~ bit 

En•l9Y Elflclency 410 KWH ll 0 002!)5) $121 

Peak D• ma11d ne(luOlon •10 KWH it o.ooontz $0~0 

Renewable £ne19y 4t0 KWH ll 000107!!1 $0+4 

'tour .. ,, mel.er , .. ding ,, ICl'ldi'1d 10 oocur on or aboul 

Feb 1 ~. 2019 

Punv~nl kl sl"l• I~, thu U1•i•u,trMI Aotl'lll\;.: Am.J rl! llli't tal# fla! tieen 

adj"'tfid • llec:IW• wlll'I 11'1i1 bill 

..,,, 18 ... .... 18 ... 
M>t •• 11 6 

""' •• .. 6 .,., 18 ... 
Jyn 10 ... 

Comptrisone 

Aw,.r111 D•lly UM (KWJO 
A'lereg• Detly ltmp•rt•u•• 
D•V9 In 81114ng Pc rlOd 
lHI l2 Monll'l.S UM (~W'tt) 

Av.,.g1 Monthly UH (~WHl 

.u •• ·-MIO •• . .. 
lkl' •e 1.012 

°" •• ,.1 

"°" •• 441 
Doo •• 372 
Jon 1• ... 

LAtl'IHr TM11V1•r 
15 I? 
22 .. .. .. 

e.eo:? 
575 

'4070-4130 

Pf'Cl\lluu11> B:>lanc1; 
Payn1cnWAdj11~lm1:111t~ 

l•l•nce •I !hlttno on JM 21. 2011 

The l llu mlna11ro Compa"v 
tNDAA ENEAGV - Coneumpdon 
1'01.11 CUrrtnl Cholgn 

Jan 141, 2019 JCWH Reading (AclUal) 
Dee t$, 2018 KWH Flesdlng (Adua(l 

"'""-
nat6: nHldenll31 SoMoo CE·ASO 

Di$.11iW•io" Ar.l<>l<:d Cn1t'lp1\1•~•'1 
Co51 11oe»yory Cha.«~$ 
C11rren1 Conaumpllon &Ill Chargu 

•• 

63 71 
•S.S.11 

D.00 

:)2t> 

21.32 
JU7 

U.1-t1 

1,013 
1,1Ga 

10 

ll-

'uo 
ntt .,. 
:)2 ... 

indra' 
\S1$M•d<elSlniel,Suile '2(10,PhiliddPll1, PA 10102 

.. S.!!"7.' r'jSU1'"' ,..,..5.,, .• ,,. 
Aoco1.1n1 l'llumb_:m 111111111111 11t : SIU·AEAOY 

fil)lllnaP•rlod: D•.;1,, 20161oJen 11,2019 
Commod I? Charge -I 10 Kwh@ 0 052: 
TOI-' IHORA fffE:RGV c.n.nc C ....... 
Oll'Ol/11 •• 

~·lo.a 

S•l.-.c• 
,.. ....... "°O°"-"' ''"" -- 000 

HOPEC • - Enervr 
-'"*' ZISS 
To191 5!!1.71 

P•ymtnltl 
A.djnlmerth 

40 " 
Off 

~HS 
.. 1J1 

""'"'"' c,..__.,Qet 
:)2 .. 

:u.J~ 

o .. 
S4 2l' 

....... ->UO 

'""' 
000 ,. .. 

Return Vlis part wi1h a ched< "' money otdet 
pa¢lle IO The lbnlnalfng ~ 

Amount Due $54.27 

Feb 04, 2019 

YHE lltUM&HAl1ffQ COMPANY' 

P080X3887 

AKRCIN OH 4flot·Hl7 

04110045698 50000000000000000000000000054270000054270 



Mnr•w 1CeMh1csD 

E!Dlanauon or Itmtl 
IWHHbllt G•ner•"on • nd T11n• AtlH 1-n ft-'ttod C.mpo!'lane .. 
Ch~IOll l<Jr .,.;rohatlno PQWtr wid dtl\fv~ i. lhrol.¥\ tho tft\;t$lfllUl:1n 
''9tem. Th•o ch1rgN ,,.. a~d wh•n 11AUchlna lo a Certilled ~all 
Eltc11h; &9rAw 010,'dur 
Co•I Recovery Ch1r;M • Atcov•l'l l)ft._ioultt lncurrGd co .. $, A'l.:.lldlt1g 
PUCO~rv'l'Od Pha1o•l11 ~<0CO\lory Ol'fQ•• Cll coH«tt IWlm all eu!tomers 
on behalt ot CEJ F'tlndf!g. llO which CM'l'll ~• rlOhl to lmpoM •nd collect 
1umm1~"' 
C\letom• t Ch•l"I• • Monll'llV d'l<rtoJO 1"11 •"'•IJ a'.ISI' "" blll'IQ. meuir 

.. --~""'-""-· Oblrlktlon A1tatH Compon1n1 .. ()woe IOI' ~ ~ ow. 

.. --··--Ec.OMillltO Otv~mtf\4 ~Oft!IN • Ch9101t rlfllted '° eeonc011C: ---E~ l •ldlna • On N rondw w. do '* rNd a " *· '" cab.8!18 
lie b& bnfd tn pHt aMc:IJIC&t \NOi 

tcWH CK•ow•U Mout) .. Aun.tor meHU'8 lo1 e1eellldl)' VHO• lqJll to 1.000 
'l'llll1$P$Od 1'nrMel1C41t. 

Ute P1y1t1enl (:h•t;• • A charge edded 10 1i. bl on bllan1:111 owed atttr 
tl"D1,.10D;J1.c:1. 
Prtni IQ C01111Hrt IPTC) .. Tbe uUI~ prloe pe1 K't'\'H tor b,pew1blt 
ger-wation al"llt b";:a11$t11l'Jdlo)n: Cll'I be eompe1111d wlltl 1h1 p1lc1 oll'ti.d by 
anolher 11.1pplict. 

~116ft)d# ~ Ctedl:t .. A d6dlvborl c:n4t .. 1 ~ IM 
apphd to aft u:s.aoe 0'\181 500 KWH durin~ Vw Wini.or bllll1q Octltld 

RHldentlM Oanerellon CrHll • A c:l'ldl IOf a Mlfvlno «•t. •net 
usage apj.'led io all .,.,. ~ ... tJ9'e pedoda btla:Nfna <>*ber 81 Wld --31. IR4i>tJdent19' Ncn-5111nd:wd Cred1I • A~ <Hiii b' I qui~ ,.. _..,., .. vsaga _,50DKWH"'""1 ... __ _ 

·~~~~or~11tt•beulYG"ll'~~KCOl.dotb'a_...,..p'~ol"8Ptk4ilo~e:: 
CL11 CUtlOftw S•~ M 1 '810oM9-31Dt l!~ lr&ncby • Fttd.,. I an.- 8 plll. 
Cd P•y~ O.PfkW\t at 1-ID0......-01 tont MOMfir.y - Fftd•J. I • nt.. • 8 pm 
VJ•ltQWwt.b .tie elh~NW8rll911~CCll"I 
Wrt• •• UI .. Tht Dkl:ll"btnt ComPllnv, 76 S. Mltn6t.A-APC Aliroo,,OH 4430 .. 1890. 
cuelom•r1 wllh hNr1ne or •PH Ct\ 1mp1trm•n!1 ca.n contlC't ,. Tetioominunk:alJons Relay Swti&IJ rr~si at 7t 1 

We welcom• 1h1 opPort11n11, k> wolk with ,au 1nd wlll tty lo anM'l'W vour ""Htior.5 Ir 'f(IJt ¢t.111nple."1 Is not ruo&wd after )"OU h1v1 cited ,our e1ac"5C 
udHI)', or ror lil•n•r•I ulll!ty lntom'\11101\ tMldlft111ll •nd bulln•" c11Romm mar oor.!atl U-11;1 p.ibllc u1111111u cornff'fnlon ot Ohb (PUCO) ror .. ,,.,,~• It 
t-.800--686-19Zl6 (IOH r.te) from 8 1,m k> 5 pm wHlidays., or._, hllpi/wwwpuoo otrogov. Mo:iirMQ Ot 91Peedl ln'IPI-'"~ cutllOme-11 m&y DOnl.&CI lhl 

PUCO viii 7+1 (0hb 1ol;:tf Nt'lfb) 
Tht Ohio co,.tu"'9r1' counHI (OCOJ 1•PfHlfl1• 19tldandal ullllft' cu'1&m•r5 IR malet:I$ belor1> 1•1:1 PUCO. Tht ooc can bt oont1e11d 11 1.f7M'•2•5W 
(IOH·he) from t em. to! pm. wt1kday1, 01 II hnp11Wwwpld(ooc019 
F• EMl'QY Aultltncie: CGn1•e4 "" Hom• Energy AMlltlanee Prog1em tHE.i\P) 11 1·900-32·01l90 fTDDITTY t.aOtHi9(H557t Mo,,ttal' • Fn:tq huewoon 
8a.111.e11d6 pm, 
For your prol1te1lon, 1Hot our 1""'3y1Nwn 1 Phctto ID ba<\lts 
t:!1ce1'11KdO ChlOk C.Ol\vet'9'0A • Yt4Jt Check a.u11":11t:zie1 "f 411.rler to mu:e a one·llme elec!rOnlc '-ind~ 11af'l9f9r iEFH l1om voor aoc;ovnt 01 PIOCOM Ha 
check • yo!' h;-..o q\.11A0011' 11bo\.ll ltil1J ornutN"I, u • 1·888·2193·8081 

bllwe.n two numbet!I, always fflpof\ lhe lower rtunbar. 

DODOO 



Refund before 

Billing Period Usage Palmco Price CEIPTC Difference monthly fee Monthly Fee Refund Amount 

12/15/18 to 1/16/19 410 0.0520000000 0.0530000000 -0.001 -0.4100000000 0.0000000000 -0.4100000000 

1/17 /19 to 2/16/19 398 0.0520000000 0.0521000000 -0.00010 -0.0398000000 0.0000000000 -0.0398000000 
2/17/19 to 3/18/19 363 0.1787603300 0.0521000000 0.12666033 45.9776997900 0.0000000000 45.9776997900 

Total 45.5278997900 



Palmco Price SCO Price Before SCO Price after 

Billing Period Usage Palmco Price Sales tax rate with Tax DEOSCO Tax sales tax Difference 

11/27 / 18 to 12/28/18 18.7 2.8000000000 0.0800 56.5500 4.7850000000 89.4795000000 96.63786 -40.09 

12/28/18 to 1/29/19 22.6 2.8000000000 0.0800 68.3400 3.7120000000 83.8912000000 90.602496 -22.26 

1/29/19 to 2/27 /19 21.2 17 .3640000000 0.0800 397.5700 3.0200000000 64.0240000000 69.14592 328.42 
2/27/19 to 3/28/19 18.4 13.8580000000 0.0800 275.3900 2.9250000000 53.8200000000 58.1256 217.26 

Total 483.34 



Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Tuesday, April 02, 2019 5:05 PM 
Michael Coady 
Indra Energy Compliance 
RE: PUBLIC UTILmES COMMISSION OF OHIO - CASE#: 00256851 [ ref:_OODtOGzXt._ 

500t0FN58i:ref I 

Michael - We are processing these rerates in line with your calculations here, and will be sending to the customer. I 
would expect the refund to be received by the customer toward the end of next week, or early the following week of the 
15tt1. 

Thank you. 

Orpheus Craigue - Compliance Officer 

indra .. 
E1'HRGY 

www.IndraEnergy.com 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Tuesday, April 2, 2019 15:55 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256851 [ ref:_OODtOGzXt._500tOFN58i:ref] 

Ohio Public Utilit ies 
Commission 

1 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256851 
COMPANY: 
CUSTOMER 
ADDRESS 
SERVICE ADORES~ 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

sted, Ohio 44070 
,North Olmsted, Ohio 44070 

***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 for this customer's gas and 
electric refunds. He wants the check mailed directly to him as he is 
current on his bills. 

Please advise when he can expect to receive his refund. 

Sincerely, 

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

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

ref:_OODtOGzXt._500tOFN58i:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Subject: 

Attachments: 

Ohio 

Michael Coady < contactthepuco@puc.state.oh.us > 
Tuesday, April 02, 2019 3:57 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00256855 { ref:_OODtOGzXt._ 

Public Utilities 
Commission 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256855 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy 0 
SERVICE ACCOUNT NUMBER: 
NIQ: 

rth Olmsted, Ohio 44070 
orth Olmsted, Ohio 44070 

***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 for this customer's gas and 
electric refunds. He wants the check mailed directly to him as he is 
current on his bills. 

Please advise when he can expect to receive his refund. 

Sincerely, 

1 

l_ 



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._ 500tOFN 5Ao :ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Tuesday, April 02, 2019 5:05 PM 
Michael Coady 

Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256855 [ ref:_OODtOGzXt._ 
SOOtOFNSAo:ref] 

Michael - No problem, we will send to We are processing these rerates in line with your calculations here, 

and will be sending to the customer. I would expect the refund to be received by the customer toward the end of next 

week, or early the following week of the 15th. 

Thank you . 

Orpheus Craigue - Compliance Officer 

indra~ 
ENERGY 

www .Ind r a Energy.com 

1515 Market Street. Suite 1200 

Philadelphia, PA 19102 

P: 888.504.6372 
F: 718.851.2427 

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

Sent: Tuesday, April 2, 2019 17:00 
To: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00256855 [ ref:_OODt0GzXt._500tOFNSAo:ref) 

Ohio Public Utilities 
Commission 



PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

CASE ID: 00256855 
COMPANY: 
CUSTOME 
ADDRESS: 
SERVICE Au Kt:.::s::s 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

h Olmsted, Ohio 44070 
orth Olmsted, Ohio 44070 

***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 one should be mailed to 
44070. 

Thank you you for catching that. 

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 

orth Olmsted, Ohio 

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._SOOtOFNSAo:ref 

2 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

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

Friday, February 15, 2019 9:25 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#; 00253384 [ ref:_OODtOGzXt._SOOtOFLBqr:ref I 

Ohio Publlc vcrntf9$ 
Comanlssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME · 
ADDRESS 
SERVICE ADORES~ 
AIQ: Palmco Energy H LLL; 

UMBER: 

io 44839 
Huron, Ohio 44839 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 

***Do you show a contact from the customer to dispute her enrollment? 
***Does your plan have a "cap"? 
*"*Please provide a copy of the sales call, tpv, welcome letter and terms. 
***Please provide all of the details regarding this issue to our 
office for review. 

l 



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:_ OODtOG zXt. _ SOOtO F LBq r: ref 
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William Schaaf 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, February 22, 2019 9:56 AM 

To: William Schaaf 
Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 

SOOtOFLBqr:ref] 

Good morning William, 

The sales call was blank/empty. Please resend the sales call. 

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: 2/21/2019 5:07 PM 
To: contactthepuco@puco.ohio.gov 

Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODtOGzXt._ SOOtOFLBqr:ref ] 

Hello Shawn and the PUCO, 

Regarding Case # 00253384, 

Ms. nrolled her gas and electric accounts in Palmco's service on 9/14/18, as the result of a telephone sale. We've 
atta Jes call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Shortly thereafter, Palmco began doing business as Indra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing Ms.- gas and electric accounts on 
10/l /18and 10/5/1 8, respectively. 

1 



We received inbound drop transactions for the customer's e lectric and gas accounts on 2/11 / 19 and 2/ 12/ 19, respectively. 
The customer's gas utility determined a service end date of3/4/ l 9, and the customer's electric utility determined a service 
end date of3/5/19. No termination fees were issued for cancellation. 

On 2/14/19, Ms .• ontacted our Customer Service line regarding her gas bill, and she was advised that her account 
would be escalateo ror rn her review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas utility. This resulted in 
an adjustment of $279.34 for the billing cycle of 1/3/ 19 - 2/1 /19, which was sent to the customer's gas utility in the form 
of a check. The customer's upcoming final gas bill will also be adjusted accordingly. This will ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra's supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the time of enrollment, Ms. nrolled her gas account in a variable rate product, which included an introductory 
rate for the first two billing cy customer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of$0.054 for the first month, followed by a fixed rate of $0.082 for the following sixteen months. 

Our variable rate plan does not have a cap, and the following Price Disclosure is included in our Terms & Conditions: 

"There is no limit on how mttch 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. " 

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 lt ... 
P: 888.504.6372 

F: 718.851.2427 

www.In d ra Energy.com 
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From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253384 [ ref:_OODtOGzXt._SOOtOFLBqr:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

ADDRESS 

uron, Ohio 44839 

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 with in 3 business days of the initial request and a 
final response needs to be provided within 10 business days. If a copy of 
the TPV is requested, this must be provided within 3 business days, per 
0 .A.C. 4901 : 1-29-06(0 )(6)(b )(v)*** 

3 



DESCRIPTION OF ISSUE: 

Good morning, 

Caller states that she signed up with Indra by a phone call , when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 

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

***Does your plan have a "cap"? 

***Please provide a copy of the sales call, tpv, welcome letter and terms. 

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

Sincerely, 

Shawn Thompson 

Public Util ities 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._ 500tOFLBqr:ref 

s 



William Schaaf 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, February 26, 2019 7:13 AM 

To: William Schaaf 
Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 

SOOtOFLBqr:ref] 

Good morning William, 

I am still unable to hear the sales call. It comes across on my end as, blank/empty. I was able to hear the tpv, 
can you send the sales call by that same method? 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(614) 752-0666 
PUCO.ohlo.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: 2/22/2019 10:28 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODtOGzXt._ 500tOFLBqr:ref] 

Good morning Shawn, 

I've attached the sales call again here. We're able to hear the audio on our end. Let us know if it's still blank on your end. 

William Schaaf - Lead Compliance Investigator 

1 



1515 Market Street, Suite 1200 

indra" Philadelphia, PA 19102 

\i ·u."' 
P: 888.504.6372 

F: 718.851.2427 

www.IndraEnerqy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 22, 2019 9:56 AM 
To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._SODtOFLBqr:ref] 

Good morning William, 

The sales call was blank/empty. Please resend the sales call. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(6 14) 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: 2/21/2019 5:07 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODt0GzXt._ 500tOFLBqr:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 0025338 
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Ms. : enrolled her gas and electric accounts in Palmco's service on 9/14/1 8, as the result of a telephone sale. We've 
attac11cu Luc ales call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Shortly thereafter, Palmco began doing b · dra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing Ms. as and electric accounts on 
I 0/1/18 and I 0/5/18, respectively. 

We received inbound drop transactions for the customer's electric and gas accounts on 2/11/19 and 2/J 2119, respectively. 
The customer's gas utility determined a service end date of 3/4/19, and the customer's electric utility detennined a service 
end date of3/5/19. No termination fees were issued for cancellation. 

On 2/14/19, Ms ontacted our Customer Service line regarding her gas bill, and she was advised that her account 
would be escala e or u1'ther review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas utility. This resulted in 
an adjustment of $279 .34 for the billing cycle of 1 /3/19 - 2/ I /19, which was sent to the customer's gas utility in the form 
ofa check. The customer's upcoming final gas bill will also be adjusted accordingly. This will ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra's supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the time of enrollment, Ms. moiled her gas account in a variable rate product, which included an introductory 
rate for the first two billing cy customer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of $0.054 for the first month, followed by a fixed rate of $0.082 for the following sixteen months. 

Our variable rate plan does not have a cap, and the following Price Disclosure is included in our 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 sen1ice rate 
in any given month. " 

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 

\i ·u .... 
P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._SOOtOFLBqr:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

ADDRESS: 

Huron, Ohio 44839 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 

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

***Does your plan have a "cap"? 

*** Please provide a copy of the sales call, 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 

s 



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;_ 00DtOGzXt._500tOFLBqr:ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Tuesday, February 26, 2019 8:17 AM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: 

Attachments: 

RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 

~r:ref] 
- les Call MP3.mp3 

Good morning Shawn, 

I converted the sales call audio Into MP3 format, attached here. 

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

•1 nd rat. Philadelphia, PA 19102 

ENERGY 

www.IodraEn ergy .co m 

P: 888.504.6372 
F: 718.851.2427 

From: PUCO Consumer Cal I Center [mailto:contactthepuco@puc.state.oh.us} 
Sent: Tuesday, February 26, 2019 7:13 AM 
To: Will iam Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._SOOtOFLBqr:ref] 

Good morning William, 

I am still unable to hear the sales call. It comes across on my end as, blank/empty. I was able to hear the tpv, 
can you send the sales call by that same method? 

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 ---------------
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From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 2/22/2019 10:28 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODt0GzXt._ 500tOFLBqr:ref ] 

Good morning Shawn, 

I've attached the sales call again here. We're able to hear the audio on our end. Let us know if it's still blank on your end. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra~ Philadelphia, PA 19102 

'\I ''H•' 
P: 888.504.6372 

F: 71 8.851.2427 

www .Indra Energy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 22, 2019 9:56 AM 

To: William Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compl iance@indraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref;_OODtOGzXt._500tOFLBqr:ref] 

Good morning William, 

The sales call was blank/empty. Please resend the sales call. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 

2 



(61 4) 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: 2/21 /2019 5:07 PM 
To: contactthepuco@puco. ohio .gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODtOGzXt._SOOtOFLBqr:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00253384 

Ms nrolled her gas and electric accounts in Palmco's service on 9/14/18, as the result ofa telephone sale. We've 
atta r ~u Lilt: :s les call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Shortly thereafter, Palmco began doing business as Indra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing Ms.- as and electric accounts on 
10/1 /1 8 and 10/5118, respectively. 

We received inbound drop transactions for the customer's electric and gas accounts on 2/11/19 and 2/12/19, respectively. 
The customer's gas utility determined a service end date of 3/4/ 19, and the customer's electric utility determined a service 
end date of 3/5/19. No termination fees were issued for cancellation. 

On 2/14/1 9, Ms. ontacted our Customer Service line regarding her gas bi ll, and she was advised that her account 
would be escalated tor tu her review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas utility. This resulted in 
an adjustment of $279.34 for the billing cycle of 113119 - 2/1/19, which was sent to the customer's gas utility in the form 
of a check. The customer's upcoming final gas bill will also be adjusted accordingly. This will ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra's supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the time of enrollment, Ms~olled her gas account in a variable rate product, which included an introductory 
rate for the first two billing cycles. The customer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of$0.054 for the first month, followed by a fixed rate of$0.082 for the following sixteen months. 
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Our variable rate plan does not have a cap, and the following Price Disclosure is included in our 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. " 

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 

P; 888.504.6372 

F: 718.851.2427 

www .Indra Energy.com 

From: Shawn Thompson [mai lto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._500tOFLBqr:ref ] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

ADDRESS 

uron, Ohio 44839 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

Good morning , 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 
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*** Do you show a contact from the customer to dispute her enrollment? 

***Does your plan have a "cap"? 

*** Please provide a copy of the sales call, 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:_ OODtOGzXt._ SOOtOFLBqr:ref 
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William Schaaf 

From: William Schaaf 
Sent: 
To: 

Friday, February 22, 2019 10:28 AM 
PUCO Consumer Call Center 

Cc: Indra Energy Compliance 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 

r:ref] 
Attachments: les Call.wav 

Good morning Shawn, 

I've attached the sales call again here. We're able to hear the audio on our end. Let us know if it's still blank on your end. 

William Schaaf - Lead Compliance Investigator 
1515 Market Street, Suite 1200 ., 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: Friday, February 22, 2019 9:56 AM 
To: W ill iam Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE It: 00253384 [ ref:_OODtOGzXt._500tOFLBqr:ref] 

Good morning William, 

The sales call was blank/empty. Please resend the sales call. 

Shawn Thompson 
Public Utilities Commission of Ohio 
Investigation and Audit Division 
Comp I iance Investigator 
(614) 752-0666 
PU CO .oh io.gov 

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

--------------- Original Message -------------
From: Wi[liam Schaaf [wschaaf@indraenergy.com] 
Sent: 2/21/2019 5:07 PM 
To: contactthepuco@puco.ohio.gov 
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Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ 
ref:_ OODtOGzXt._500tOFLBqr:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00253384, 

Ms.- nrolled her gas and electric accounts in Palmco's service on 9/14/18, as the result of a telephone sale. We've 
atta~ales call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Shortly thereafter, Palmco began doing b · I dra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing Ms. as and electric accounts on 
10/1/J 8 and 10/5118, respectively. 

We received inbound drop transactions for the customer's electric and gas accounts on 2111/19 and 2112/19, respectively. 
The customer's gas utility determined a service end date of 3/4/l 9, and the customer's electric utility determined a service 
end date of 3/5/19. No termination fees were issued for cancellation. 

On 2/14/19, Ms- ntacted our Customer Service line regarding her gas bill, and she was advised that her account 
would be escalated tor turther review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas utility. This resulted in 
an adjustment of $279.34 for the billing cycle of 1/3/1 9 - 2/1119, which was sent to the customer's gas utility in the form 
of a check. The customer's upcoming final gas bill will also be adjusted accordingly. This wi ll ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra's supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the time of enrollment, M nrolled her gas account in a variable rate product, which included an introductory 
rate for the first two billing cycles. 1 ne customer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of $0.054 for the first month, followed by a fixed rate of $0.082 for the following sixteen months. 

Our variable rate plan does not have a cap, and the following Price Disclosure is included in our 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. " 

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

William Schaaf - Lead Compliance Investigator 

1515 Market Street. Suite 1200 

indra Philadelphia, PA 19102 

'I 'tf•"' 
P: 888.504.6372 

F: 718.851.2427 

www.lndraEnergy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Cornpliance@indraenergy.com> 
Subject: PUBLIC UTfLITIES COMMISSION OF OHrO - CASE#: 00253384 [ ref:_OODtOGzXt._500tQFLBqr:ref ] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

ADDRESS: 

SERVICE ADDRESS: uron, Ohio 44839 

AIQ: Palmco Energy OH LLC 

:: .!. • ~ ~ ll : -

***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, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 
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*""* Do you show a contact from the customer to dispute her enrollment? 

*** Does your plan have a "cap"? 

***Please provide a copy of the sales call, tpv, welcome letter and terms. 

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

Sincerely, 

Shawn Thompson 

. Publ ic Utilities Commission of Ohio 

Service Monitoring and Enforcement Department 

Customer Service Investigator 

(800) 686-PUCO (7826) 

www.PUCO.ohio.gov 

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

s 



ref:_ OODt0GzXt._ 500tOFLBqr:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

Subject: 

Good morning William, 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Monday, March 4, 2019 7:40 AM 
William Schaaf 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 
500tOFLBqr:ref] 

After the customer's flow end date/final bill with Indra, please provide the detailed calculation on how you 
determine the re-rate amount. 

Shawn Thompson 
Publ ic Uti lities Commission of Ohio 
Investigation and Audit Division 
Compliance Investigator 
(614) 752-0666 

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@ indraenergy.com] 
Sent: 2/21/2019 5 :07 PM 
To: contactthepuco@puco.ohio.gov 
Cc: comp I iance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHCO - CASE#: 00253384 [ 
ref:_ OODt0GzXt._ 500tOFLBqr:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00253384 

Ms enrolled her gas and electric accounts in Palmco's service on 9/14/18, as the result of a telephone sale. We've 
atta ales call audio and TPV recording for this enrollment, as well as the confirmation packages sent to the 
customer detailing the terms of service. Shortly thereafter, Palm co began doing... dra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing M. as and electric accounts on 
10/1/18 and 10/5/ 18, respectively. 



We received inbound drop transactions for the customer's electric and gas accounts on 2/1 1/ 19 and 2/12/ 19, respectively. 
The customer's gas utility determined a service end date of 3/4/ 19, and the customer's electric utility determined a service 
end date of 3/5/19. No termination fees were issued for cancellation. 

On 2/14/19, Ms- ontacted our Customer Service line regarding her gas bill, and she was advised that her account 
would be escalateo rnr rnrther review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas utility. This resulted in 
an adjustment of $279.34 for the billing cycle of 1/3/19 - 211119, which was sent to the customer's gas utility in the form 
of a check. The customer's upcoming final gas bill will also be adjusted accordingly. This will ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra' s supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the time of enrollment, Ms- moiled her gas account in a variable rate product, which included an introductory 
rate for the first two billing cycles. I he customer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of$0.054 for the first month, followed by a fixed rate of$0.082 for the following sixteen months. 

Our variable rate plan does not have a cap, and the following Price Disclosure is included in our 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. " 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indratL. Philadelphia, PA 19102 
\ i ,,,~ 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.com 
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From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9 :25 AM 
To: fndra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTfUTfES COMMISSION OF OHIO - CASE #: 00253384 [ ref:_OODtOGzXt._500tOFLBqr:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

CUSTOMER: 

ADDRESS: - uron , Ohio 44839 

SERVICE ADDRESS Huron, Ohio 44839 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

Good morning, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco . She states that the person told her that there was a cap and 
she would save money. 

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

***Does your plan have a "cap"? 

*** Please provide a copy of the sales call, 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:_ 00 DtOGzX t._ 5 OOtO FLB qr: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Thursday, March 7, 2019 2:50 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 
500tOFLBqr:ref] 

Hello Alfred, 

Regarding Case # 0025338 

I've included a chart below detailing our calculations for the adjustments to this customer's gas account. Let us know if 
you need anything further. Thanks. 

Begin Billed 
Supply 

ReRate 
Date 

End Date 
Usage 

Charge 
To: 

(with tax) 

2/1/2019 3/4/2019 168 $249.87 $0.4085 

1/3/2019 2/1/2019 197 $367.24 $0.4180 

William Schaaf - Asst. Compliance Officer 

indra-. 
ENERGY 

www.Ind raEnerg y.com 

151 S Market Street Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
f : 718.851.2427 

ReRate ReRate 
Pre Tax Tax 

$68.63 $4.63 

$82.35 $5.56 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Monday, March 4, 2019 7:40 AM 
To: Wil liam Schaaf <wschaaf@indraenergy.com> 
Cc: Indra Energy Compliance <Compliance@indraenergy.com> 

ReRate Amt Due 
Total Customer 

Note 

$73.26 $176.61 To be processed 

$87.90 $279.34 Already processed 

$455.95 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOG zXt._SOOtOFLBqr:ref] 

Good morning William, 

After the customer's flow end date/final bill with Indra, please provide the detailed calculation on how you 
determine the re-rate amount. 

Shawn Thompson 
Public Utilities Commission of Ohio 
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lnvestigation and Audit Division 
Compliance Investigator 
(614) 752-0666 

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: 2/2112019 5 :07 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253384 [ 
ref:_ OODtOGzXt._ 500tOFLBqr:ref] 

Hello Shawn and the PUCO, 

Regarding Case# 00253384 

Ms. nrolled her gas and e lectric accounts in Palmco's service on 9/14/18, as the result of a telephone sale. We've 
attac e 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. Shortly thereafter, Palmco began doing b~ndra Energy. Customers were 
provided a postcard explaining the brand name change. Indra began servicing M~ gas and electric accounts on 
10/1118 and 10/5118, respectively. 

We received inbound drop transactions for the customer's electric and gas accounts on 2/11/J 9 and 2/12/J 9, respectively. 
The customer's gas utility determined a service end date of 3/4/l 9, and the customer's electric utility determined a service 
end date of 3/5119. No termination fees were issued for cancellation. 

On 2/14/19, Ms ontacted our Customer Service line regarding her gas bill, and she was advised that her account 
would be escaJateCl tor turther review. After reviewing her account, as a courtesy to ensure customer satisfaction, we 
proceeded with rerating the customer's most recent gas bi ll to the rate we have on file for her gas uti lity. This resulted in 
an adjustment of $279.34 for the bi lling cycle of 1/3/19 - 2/1/19, which was sent to the customer's gas utility in the form 
of a check. The customer's upcomi ng final gas bill will also be adjusted accordingly. This will ultimately provide the 
customer with the financial effect of expending her return to her gas utility's standard service, making the termination of 
Indra's supply on her gas account effective over a month prior to the date of the inbound drop we received. 

At the t ime of enrollment, Ms - nrolled her gas account in a variable rate product, which included an introductory 
rate for the first two bi lling cy~ustomer also enrolled her electric account in a two-phased fixed rate plan, which 
included a rate of $0.054 for the first month, followed by a fixed rate of $0.082 for the following sixteen months. 
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Our variable rate plan does not have a cap, and the following Price Disclosure is included in our Terms & Conditions: 

"There is no limit on how much the Variable Price of your nahtral 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. " 

Please let us know if we can be of any fu1ther assistance. 

Thank you. 

William Schaaf - Lead Compliance Investigator 

1515 Market Street, Suite 1200 

indra" Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 

www.IndraEnerqy.com 

From: Shawn Thompson [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._500tOFLBqr:ref] 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 

ADDRESS 

Huron, Ohio 44839 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

Good morning, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 
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*** Do you show a contact from the customer to dispute her enrollment? 

*** Does your plan have a "cap"? 

*** Please provide a copy of the sales call, 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:_ OODtOGzXt._ SOOtOFLBqr:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Shawn and the PUCO, 

Regarding Case# 00253384 

William Schaaf 
Thursday, February 21, 2019 5:07 PM 
Shawn Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._ 
SOOtOFLBqr:ref] 

- PV.MP3; - Confirmation Pack-Electric.pd~onfirmation Pack
Gas.pdf;- ales Call.wav 

Ms- nrolled her gas and electric accounts in Palmco's service on 9/14/18, as the result of a telephone sale. 
We~ed 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. Shortly thereafter, Palmco began doing bus· ra Energy. Customers 
were provided a postcard explaining the brand name change. Indra began servicing Ms. as and electric 
accounts on 10/1/18 and 10/5/18, respectively. 

We received inbound drop transactions for the customer's electric and gas accounts on 2/11/19 and 2/12/19, 
respectively. The customer's gas utility determined a service end date of 3/4/19, and the customer's electric utility 
determined a service end date of 3/5/19. No termination fees were issued for cancellation. 

On 2/14/19, Ms. contacted our Customer Service line regarding her gas bill, and she was advised that her 
account would be escalated for further review. After reviewing her account, as a courtesy to ensure customer 
satisfaction, we proceeded with rerating the customer's most recent gas bill to the rate we have on file for her gas 
utility. This resulted in an adjustment of $279.34 for the billing cycle of 1/3/19 - 2/1/19, which was sent to the 
customer's gas utility in the form of a check. The customer's upcoming final gas bill will also be adjusted accordingly. 
This will ultimately provide the customer with the financial effect of expending her return to her gas utility's standard 
service, making the termination of Indra's supply on her gas account effective over a month prior to the date of the 
inbound drop we received. 

At the time of enrollment, Ms nrolled her gas account in a variable rate product, which included an 
introductory rate for the first two billing cycles. The customer also enrolled her electric account in a two-phased fixed 
rate plan, which included a rate of $0.054 for the first month, followed by a fixed rate of $0.082 for the following sixteen 
months. 

Our variable rate plan does not have a cap, and the following Price Disclosure is included in our 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." 

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

Thank you. 



William Schaaf - Lead Compliance Investigator 

indra~ 
ENERGY 

www .Indra Energy. com 

1515 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: Friday, February 15, 2019 9:25 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253384 [ ref:_OODtOGzXt._SOOtOFLBqr:ref J 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00253384 
CUSTOM 
ADDRESS 
SERVrCE ADDRESS 
AIQ: Palmco Energy 

io 44839 
Huron, Ohio 44839 

BER: 

***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, 

Caller states that she signed up with Indra by a phone call, when they 
were Palmco. She states that the person told her that there was a cap and 
she would save money. 

***Do you show a contact from the customer to dispute her enrollment? 
*** Does your plan have a "cap"? 
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***Please provide a copy of the sales call, 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. 

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

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, February 22, 2019 10:30 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254444 [ ref:_OODtOGzXt._SOOtOFLusA:ref] 

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 LL(; 

UMBER: 

Ohio 43207 
olumbus, Ohio 43207 

pp 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. s disputing his enrollment with Indra. 
WH this account enrolled, and how? 

Please provide copies of: 

*The sales call to this customer 
*The TPV completed at the time of enrollment or the IP address used by 
the customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed ore
mailed to the customer 
*Any signed enrollment agreements 
*Renewal letters 
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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._SOOtOFLusA:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Wednesday, February 27, 2019 3:36 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254444 [ ref:_OODtOGzXt._ 
sA:ref] 

Attachments: V.MP3; ~onfirrnation Pack-Electric.pd onfirmation Pack-
ales Call.mp3 

Hello Maureen and the PUCO, 

Regarding Case# 00254444, 

Mr. nrolled his gas and electric accounts in Palmco's variable rate service on 8/16/18, 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. Palm co began servicing the customer's gas and electric 
accounts on 9/21/18 and 9/12/18, respectively. 

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

On 1/17/19, Mr .• ontacted our Customer Service line to cancel his service with Indra. As a result, outbound drop 
transactions were processed, and service end dates were determined by the customer's gas and electric utilities. The 
customer's gas and electric accounts stopped receiving our supply on 1/24/19 and 2/13/19, respectively. No termination 
fees were issued for the customer's decision to opt out of our supply. 

M - ontacted our Customer Service line again on 2/18/19 regarding his electric bill, and he was advised that his 
account would be escalated for further review. In the interest of resolving his concerns, we proceeded with rerating the 
customer's final electric bill to the rate of 5.53 cents, which we have on file for his electric utility. This resulted in an 
adjustment of $169.33 for the billing cycle of 1/15/19 - 2/13/19, which was sent to the customer's electric utility in the 
form of a check. This provided the customer with the financial effect of expediting his return to his electric utility's 
standard service. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 
151 5 Market Street, Suite 1200 

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

ENERGY F: 718.851.2427 

www.lndraEnergy.com 
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, February 22, 2019 10:30 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00254444 [ ref:_OODtOGzXt._SOOtOFLusA:ref] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00. 
CUSTOMER: 
ADDRESS: olumbus, Ohio 43207 
SERVICE ADORES 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 

Columbus, Ohio 43207 

***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. is disputing his enrollment with Indra. 
W this account enrolled, and how? 

Please provide copies of: 

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

Please provide any additional information that may assist in investigation. 

2 



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. SOOtOFLusA:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Monday, February 25, 2019 5:07 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255204 [ ref:_OODtOGzXt._SOOtOFMKcM:ref] 

Ohio Publlo Utn rfln 
Commfssron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255204 
COMPANY: 
CUSTOMER 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Energy < 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43018 
Etna, Ohio 43018 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute she has with the company. She says that she just 
received her bill and noticed that the company was charging her 
almost $2 per ccf. She says that she never received any notice that 
her contract was ending. She says that she had originally enrolled in 
a three year fixed contract with the company. 

1. What was the method of enrollment? 

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



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

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

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFMKcM :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Thursday, February 28, 2019 8:37 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255204 [ ref:_OODtOGzXt._ 

Attachments: 

Categories: 

Hello Michael, 

-

KcM:ref ] 
Signed Contract.pdf; 

Confirmation Pack Gas.pdf 

PUCO Complaint 

Regarding PUCO Case ID 0025520£ 

PV.mp onfirmation Pack Electric.pdf; 

This customer's electric and gas accounts were enrolled in Palmco's service on 7/25/2017, as a result of a door-to-door 
sale. We're attaching the signed contract and TPV recording from this enrollment, as well as the confirmation packets 
mailed to the customer following enrollment. 

Electric Plan: Variable. This included a three-month introductory rate of 5.26 cents, after which rate would vary month
to-month. 
Gas Plan: Variable. This included a three-month introductory rate of 37.98 cents, 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 2/25/2019. The customer declined an offer to switch either 
of her accounts to fixed product offers, and instead opted to cancel service with Indra. The customer was not issued any 
ETFs for cancellation. Columbia Gas established a retroactive end date of 2/12/2019, and AEP will establish the 
customer's electric end date. 

The customer enrolled both of her accounts in variable rate plans. The items we attached detail the terms of the 
variable rate enrollment. At no point was the customer's accounts enrolled in a fixed rate plan, and as a result, no 
notice was required to be provided to the customer notifying them of a fixed rate expiring. 

Considering the customer's complaint centers over her recent variable gas bill, we'd be happy to rerate the customer's 
fina l bill with Indra to help ensure a satisfactory resolution to the customer's complaint. We've detailed the calculations 
below on how we intend to adjust the customer's account. If you have any concerns regarding this adjustment, or our 
proposed course of action here, please let us know. 

Begin Date End Date 
Billed Supply Charge ReRate ReRate 

ReRate Tax 
ReRate Amt Due 

Usage (with tax) To: Pre Tax Total Customer 

I 1/14/19 I 2112119 I 142 Is 265.95 I o.41soo I 59.36 4.30 I 63.66 I s 202.29 

Thank you. 

Orpheus Craigue - Asst. Compliance Officer 
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indra .. 
ENERGY 

www.lndraEnergy.com 

151 S Market Street, Suite 1200 

Philadelphia, PA 19102 
P: 888.504.63 72 
F: 718.851.2427# 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Monday, February 25, 2019 17:07 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255204 [ ref:_OODtOGzXt._SOOtOFMKcM:ref) 

Ohio Pltt>llo ucn r1rin 
Commi1.1ron 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255204 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 43018 
Etna, Ohio 43018 

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

DESCRIPTION OF ISSUE: 

This customer contacted the PUCO for assistance in resolving a 
billing dispute she has with the company. She says that she just 
received her bill and noticed that the company was charging her 
almost $2 per ccf. She says that she never received any notice that 
her contract was ending. She says that she had originally enrolled in 
a three year fixed contract with the company. 

1. What was the method of enrollment? 

2 



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 0.A.C. 4901 :1-29-1 O(F). 

Sincerely, 

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

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

ref:_OODtOGzXt._SOOtOFMKcM :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Cindi Mack <contactthepuco@puc.state.oh.us> 
Friday, March 1, 2019 8:37 AM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOGzXt._500tOFMe2Q:ref] 

Ohio htt>llo ucn rt~•s 
Commission 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255901 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE UUKI:.::>~ 
AIQ: Palmco Energy 
SERVICE ACCOUNT NUMBER: 
NIQ: 

• Ohio 44212 
Brunswick, Ohio 44212 

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

DESCRIPTION OF ISSUE: 

Good morning! 

Ms poke to staff regarding an enrollment dispute. She said she did 
not sign the contract and didn't authorize the enrollment. 

When and how was the account acquired? 
If this was a telephonic sales call, please forward a copy of the recorded 
call for review. 
Please forward all signed documentation for the enrollment. 
What did she agree to? 
Did she cancel the enrollment? If so, is there an ETF? 

1 



Please forward a copy of the terms and conditions. 
Please forward a copy of the TPV for review. 
When did her account begin billing under Palmco? 
If there is any other information that I should know, such as a promised 
credit, please advise. 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._500tOFMe2Q:ref 
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William Schaaf 

From: 

Sent: 
To: 
Cc: 

William Schaaf 
Thursday, March 7, 2019 8:58 AM 
Cindi Mack 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00255901 [ ref:_OODtOGzXt._ 

Attach men ts: 

Hello Cindi and the PUCO, 

Regarding Case# 00255901, 

500tOFMe2Q:r.;,U_ 
V.MP--=onfirmation Pack-Gas.pd· 

ales Call.wav 
onfirmation Pack-Electric.pdf; 

This customer's gas and electric accounts were enrolled in Indra's variable rate plans on 10/2/18, as the result of 
telephone sale. We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation 
packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas account on 
10/12/18. The customer's electric account did not receive our supply, as the enrollment was rejected by the electric 
utility. 

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

On 2/20/19, Ms. ontacted our Customer Service line to cancel her gas account. An outbound drop was submitted, 
and the customers gas account stopped receiving our supply on 2/14/19. No termination fees were issued for 
cancellation. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we proceeded with rerating the customer's final bill to the rate we have on file for gas utility. This 
resulted in an adjustment of $269.42, which was sent to the customer's utility in the form of a check. We've included a 
chart below detailing our calculations for this adjustment. 

Begin Billed 
Supply 

Re Rate 
End Date Charge (with 

Date Usage 
tax) 

To: 

1/16/2019 2/14/2019 190 $354.20 $0.4180 

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

William Schaaf - Asst. Compliance Officer 

indra4. 
ENERG Y 

www .Indra Energy.com 

1515 Market Street, Suite 1200 

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

1 

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

$79.42 $5.36 $84.78 $269.42 



From: Cindi Mack ( mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 1, 2019 8:37 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._SOOtOFMe2Q:ref J 

Initial Submission of a Consumer Complaint 
Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255901 
COMPANY: 
CUSTOME 
ADDRESS 
SERVICE ADDRESS: 
AIQ: Palmco Energy OH LLC 
SERVICE ACCOUNT NUMBER: 
NIQ: 

, Ohio 44212 
Brunswick, Ohio 44212 

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

DESCRIPTION OF ISSUE: 

Good morning! 

Ms-poke to staff regarding an enrollment dispute. She said she did 
not sign the contract and didn't authorize the enrollment. 

When and how was the account acquired? 
If this was a telephonic sales call, please forward a copy of the recorded 
call for review. 
Please forward all signed documentation for the enrollment. 
What did she agree to? 
Did she cancel the enrollment? If so, is there an ETF? 
Please forward a copy of the terms and conditions. 
Please forward a copy of the TPV for review. 
When did her account begin billing under Palmco? 
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If there is any other information that I should know, such as a promised 
credit, please advise. 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._ 500tOFMe2Q:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 

Keenia Joseph 
Tuesday, April 30, 2019 2:42 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 { ref:_OODtOGzXt._ 
~Me2Q:ref] 

Attachments: - as ReRate.xlsx 

Good Afternoon Cindi , 

In response to your email, attached a please find a spreadsheet with our calculations for the rerate of the customer's gas 
account. The total difference between Indra's supply charges and what the utility would have charged amounts to 
$279.14 for the billing cycles of 10/12/18 - 2/14/19. An adjustment of $269.42 for the customer's last bill was already 
sent to the customer's utility. The customer is now due an additional $9.72 - this adjustment has already been 
sent/received by the utility and applied to the customers' account on 4/13/19. 

Please let us know if you need anything further. 

Begin Read End Read Billed Billed 
Date Date Usage Rate 

1/16/2019 2/14/2019 190 $ 1.7463 

12/13/2018 1/16/2019 184 $ 0.7943 

11/12/2018 12/13/2018 178 $ 0.3700 

10/12/2018 11/12/2018 104 $ 0.3700 

Keenia Joseph - Director of Compliance 

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

EN ERGY F: 718.851.2427 
www.lndraEnergy.com 

From: PUCO Consumer Call Center 
Sent: Saturday, April 61 2019 12:17 PM 
To: William Schaaf 

Supply Charge (without tax) Tax Supply Charge (with t 

$ 
$ 331.80 22.40 $ 354.20 

$146.15 $ 9.87 $ 156.02 

$ 65.86 $ 4.45 $ 70.31 

$ 38.48 $ 2.60 $ 41.08 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref] 

After reviewing the sales call for this enrollment, I've determined your sales agents were deceptive and misleading with 
the customer. She mentioned her age and showed signs of confusion about what she was doing. 

1 



The f irst agent on the line with Ms. nformed her that she'd receive $50.00 reward dollars every month and an 
initial saving of 6% on the cost of the electric; after that a variable rate ... with no explanation. 

A second agent comes on the line to and advise her that she'd save 10% on the cost of her gas. The agent went on to say 
Indra is buying in bulk, which al lows her to receive the gas cheaper. The agent advised her that this allows her to receive 
the lowest rate, if she has a lower rate, the customer will have a lower bill. The agent told the customer, she'll see the 
difference as the bill will come down. The agent assured the customer that she didn't need to be worried about being 
overcharged or anything. 

Please re-rate the customer's gas account from the time of inception. Please forward a spread sheet verifying the billing 
cycles for each month, consumption, the rate that Indra charged, the utility's rate, the difference in the two and the 
total difference. When can she expect to receive the check? 

Cindi 

--------------- Original Message---------------
From: William Schaaf [wschaaf@indraenergy.com] 
Sent: 3/29/2019 12:02 PM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOG zXt._500tOFMe2Q:ref] 

Hello Cindi, 

The customer's electric account did not receive our supply, as the enrollment was rejected by the customer's electric 
utility. I've attached a spreadsheet with our calculations for the rerate of the customer's gas account. The total 
difference between Indra's supply charges and what the utility would have charged amounts to $279.14 for the billing 
period of 10/12/18 - 2/ 14/19. An adjustment of $269.42 for t he customer's last bill was already sent to the customer's 
utility, so the customer is now due an additional $9.72 - this will also be sent to the utility to be applied to the account . 

Indra's staff reviews a sample of enrollments from all of our telemarketing vendors, including sales audio, as part of our 
Quality Assurance and Quality Control processes. When our staff comes across potential issues while reviewing sales 
audio, we take actions including passing the concern along to the sales vendor, not proceeding with the enrollment, 
and/or increasing our review of a specific agent's production. 

William Schaaf - Asst. Compliance Officer 

indra~ 1515 Market Street, Suite 1200 

Philadelphia, PA 19102 
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P: 888.504.6372 

F: 718.851.2427 

www.IndraEnergy.co m 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 12:20 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref) 

Good morning! 

I have reviewed the TPV and the sales call. I have concluded the sales call was misleading and deceptive, for gas per 
O.A.C. 4901:1-29-0S(D) and for electric 4901:1-21-0S(A)(3). 

Your sales agent advised the customer this was a 6 percent savings on the cost of the electric, which will droop to .$0.51 
per kWh. and $0.0544 per ccf for the gas. The TPV advised the customer that the introductory rate would be $0.37 for 
the first two bills for the gas. Your sales agent told the customer is would be $0.0544. 

The sales agent went on to say that she would receive a variable rate as she is currently receiving with her utility. The 
sales agent failed to explain for both electric and gas that she'd be receiving an introductory rate. 

For gas, 0.A.C.4901:1-29-05(A){2)(a) requires the sales agent for the company to provide a clear and understandable 
explanation of the factors that will cause the price to vary. 

For electric, O.A.C.4901:1-21-0S(C)(S)(d), the agent offered a variable rate without disclosing all recurring and 
nonrecurring charges. 
And, (f) the agent must advise the customer of the varifiable factors for a variable price. 

Please re-rate this customer for both utilities since inception. Forward a spreadsheet with your calculations showing 
billing periods, consumption, rate billed, utility's rate and difference. Additionally, please advise what corrective action 
the company is taking to comply with the above mentioned rules. 

Regards, 
Cindi 

-------------- Original Message ---------------
From: William Schaaf [wschaaf@indraenergy.com) 
Sent: 3/7 /2019 8:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref) 

Hello Cindi and the PUCO, 
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Regarding Case# 0025590: 

This customer's gas and electric accounts were enrolled in Indra's variable rate plans on 10/2/18, as the result of 
telephone sale. We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmat ion 
packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas account on 
10/12/18. The customer's electric account did not receive our supply, as the enrollment was rejected by the electric 
utility. 

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

On 2/20/19, M 
and the custom 
can ce I latio n. 

ontacted our Customer Service line to cancel her gas account. An outbound drop was submitted, 
account stopped receiving our supply on 2/14/19. No termination fees were issued for 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we proceeded with rerating the customer's final bill to the rate we have on file for gas utility. This 
resulted in an adjustment of $269.42, which was sent to the customer's utility in the form of a check. We've included a 
chart below detailing our calculations for this adjustment. 

Begin Billed 
Supply 

ReRate ReRate ReRate ReRate Amt Due 
End Date Charge (with 

Date Usage 
tax) 

To: Pre Tax Tax Total Customer 

1/16/2019 2/14/2019 190 $354.20 $0.4180 $79.42 $5.36 $84.78 $269.42 

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

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

ind rat. Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 
www.IndraEnergy.com 

From: Cindi Mack [mailto:contactthepuco@puc.state.oh.us] 
Sent: Friday, March 1, 2019 8:37 AM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref) 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255901 

COMPANY: 

ADDRESS 

Brunswick, Ohio 44212 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

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

DESCRIPTION OF ISSUE: 

Good morning! 

Ms. poke to staff regarding an enrollment dispute. She said she did not sign 
the contract and didn't authorize the enrollment. 

When and how was the account acquired? 

If this was a telephonic sales call, please forward a copy of the recorded call for 
review. 

Please forward all signed documentation for the enrollment. 

What did she agree to? 

Did she cancel the enrollment? If so, is there an ETF? 

Please forward a copy of the terms and conditions. 

Please forward a copy of the TPV for review. 

When did her account begin billing under Palmco? 

If there is any other information that I should know, such as a promised credit, 
please advise. Thank you! 

Sincerely, 
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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._ 500tOFMe2Q:ref 
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Be•in Read Dare EndR""d Date Billed US3ge Billed Rate Supply Charge (without tale! r .. Supply Charge (with taxi Tax Rate Utility Rate ReRatc Total (without tax) ReRateT3X Reflate Total (with tax Amt Due C\Jstomer 
1/16/2019 2/14/2019 190 s 1.7463 $ 331.80 s 22.40 $ 354.20 $ 0,07 $ 0.4180 $ 79.42 $ S.36 s 84.78 $ 269.42 <-Already issued 

12/13/2018 1/16/2019 184 s 0.7943 s 146.lS $ 9.87 s 156.02 s 0.07 $ 0.4872 $ 89.64 s 6.0S s 95.70 $ 60.32 
11/12/2018 12/13/2018 178 $ 0.3700 $ 65.86 $ 4.45 $ 70.31 $ 0,07 $ 0.$945 $ 105.82 $ 7.1$ s 112.97 $ l42.66J 
10/12/2018 11/12/2018 104 s 0.3700 s 38.48 s 2.60 s 41,08 s 0.07 s 0.4415 $ 4$.92 s 3.10 s 49,02 $ (7.94) 

s 279.14 < .. Total Amt Due 

$ (269.42) <.-Already issued 

$ 9.72 <-New Amt Due 



Sariah Brinker 

From: 
Sent: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Saturday, March 23, 2019 12:20 PM 

To: William Schaaf 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOGzXt._ 

500tOFMe2Q:ref] 

Good morning! 

I have reviewed the TPV and the sales call. I have concluded the sales call was misleading and deceptive, for 
gas per O.A.C. 4901 :1-29-05(D) and for electric 4901: l-21-05(A)(3). 

Your sales agent advised the customer this was a 6 percent savings on the cost of the electric, which will droop 
to .$0.51 per kWh. and $0.0544 per ccffor the gas. The TPV advised the customer that the introductory rate 
would be $0.37 for the first two bills for the gas. Your sales agent told the customer is would be $0.0544. 

The sales agent went on to say that she would receive a variable rate as she is currently receiving with her 
utility. The sales agent failed to explain for both electric and gas that she'd be receiving an introductory rate. 

For gas, O.A.C.4901: 1-29-05(A)(2)(a) requires the sales agent for the company to provide a clear and 
understandable explanation of the factors that will cause the price to vary. 

For electric, O.A.C.4901 :1-21-05(C)(8)(d), the agent offered a variable rate without disclosing a11 recurring and 
nonrecurring charges. 
And, (f) the agent must advise the customer of the varifiable factors for a variable price. 

Please re-rate this customer for both utilities since inception. Forward a spreadsheet with your calculations 
showing billing periods, consumption, rate billed, utility's rate and difference. Additionally, please advise what 
corrective action the company is taking to comply with the above mentioned rules. 

Regards, 
Cindi 

---------------Original Message---------------
F.-om: William Schaaf [wschaaf@indraenergy.com] 
Sent: 317/2019 8:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO- CASE#: 00255901 [ 
ref:_OODtOGzXt._500tOFMe2Q:ref] 

Hello Cindi and the PUCO, 

Regarding Case# 00255901 
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This customer's gas and electric accounts were enrolled in Indra's variable rate plans on 10/2/18, as the result of 
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 tenns of service. Indra began servicing the customer's gas accowit on 
10/12/18. The customer's electric accow1t did not receive our supply, as the enrollment was rejected by the electric 
utility. 

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

On 2/20/19, Ms ontacted our Customer Service line to cancel her gas account. An outbound drop was submitted, 
and the customer's gas account stopped receiving our supply on 2/14/19. No termination fees were issued for cancellation. 

Tn the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 
standard offer, we proceeded with rerating the customer's final bill to the rate we have on file for gas utility. This resulted 
in an adjustment of $269.42, which was sent to the customer's utility in the form of a check. We've included a chart 
below detailing our calculations for this adjustment. 

Begin Billed 
Supply ReRate Re Rate ReRate ReRate Amt Due 

Date Eud Date 
Usage 

Charge To: Pre Tax Tax Total Customer (with tax) 

1/ 16/2019 2114/2019 190 $354.20 $0.4180 $79.42 $5.36 $84.78 $269.42 

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 .Indra Energy.com 
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From: Cindi Mack [mailto:contactthepuco@puc.stalc.oh.us] 
Sent: Friday, March 1, 2019 8:37 AM 
To: fudra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION Of OHIO~ CASE #: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref] 

Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255901 

COMPANY: 

ADDRESS: Brunswick, Ohio 44212 

SERVICE ADDRESS: Brunswick, Ohio 44212 

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. 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 :1-29-06(D)(6)(b)(v)*** 

DESCRIPTION OF ISSUE: 

Good morning! 

Ms poke to staff regarding an enrollment dispute. She said she did 
not e contract and didn't authorize the enrollment. 

When and how was the account acquired? 

If this was a telephonic sales call, please forward a copy of the recorded 
call for review. 

Please forward all signed documentation for the enrollment. 

What did she agree to? 

Did she cancel the enrollment? If so, is there an ETF? 

Please forward a copy of the terms and conditions. 

Please forward a copy of the TPV for review. 

When did her account begin billing under Palmco? 

If there is any other information that I should know, such as a promised 
credit, please advise. 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:_ OODtOGzXt._ 500tOFMe2Q:ref 
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Sariah Brinker 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Cindi, 

William Schaaf 
Friday, March 29, 2019 12:02 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOGzXt._ 
500tOFMe2Q:ref] 

-as ReRate.xlsx 

The customer's electric account did not receive our supply, as the enrollment was rejected by the customer's electric 
utility. I've attached a spreadsheet with our calculations for the rerate of the customer's gas account. The total 
difference between Indra's supply charges and what the utility would have charged amounts to $279.14 for the billing 
period of 10/12/18 - 2/14/19. An adjustment of $269.42 for the customer's last bill was already sent to the customer's 
utility, so the customer is now due an additional $9. 72 - this will also be sent to the utility to be applied to the account. 

Indra's staff reviews a sample of enrollments from all of our telemarketing vendors, including sales audio, as part of our 
Quality Assurance and Quality Control processes. When our staff comes across potential issues while reviewing sales 
audio, we take actions including passing the concern along to the sales vendor, not proceeding with the enrollment, 
and/or increasing our review of a specific agent's production. 

William Schaaf - Asst. Compliance Officer 

indra' 
EMERGY 

www.lndraEnergy.com 

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

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Saturday, March 23, 2019 12:20 PM 
To: William Schaaf <wschaaf@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOGzXt._500tOFMe2Q:ref] 

Good morning! 

I have reviewed the TPV and the sales call. I have concluded the sales call was misleading and deceptive, for gas per 
0.A.C. 4901:1-29-0S(D) and for electric 4901:1-21-05(A)(3). 

Your sales agent advised the customer this was a 6 percent savings on the cost of the electric, which will droop to .$0.51 
per kWh. and $0.0544 per ccf for the gas. The TPV advised the customer that the introductory rate would be $0.37 for 
the first two bills for the gas. Your sales agent told the customer is would be $0.0544. 

The sales agent went on to say that she would receive a variable rate as she is currently receiving with her utility. The 
sales agent failed to explain for both electric and gas that she'd be receiving an introductory rate. 

1 



For gas, 0.A.C.4901:1-29-0S(A)(2)(a) requires the sales agent for the company to provide a clear and understandable 
explanation of the factors that will cause the price to vary. 

For electric, O.A.C.4901:1-21-05(C)(8)(d), the agent offered a variable rate without disclosing all recurring and 
nonrecurring charges. 
And, (f) the agent must advise the customer of the varifiable factors for a variable price. 

Please re-rate this customer for both utilities since inception. Forward a spreadsheet with your calculations showing 
billing periods, consumption, rate billed, utility's rate and difference. Additionally, please advise what corrective action 
the company is taking to comply with the above mentioned rules. 

Regards, 
Cindi 

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

Sent: 3/7 /2019 8:58 AM 
To: contactthepuco@puco.ohio.gov 
Cc: compliance@indraenergy.com 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODt0GzXt._500tOFMe2Q:ref) 

Hello Cindi and the PUCO, 

Regarding Case # 00255901 

This customer's gas and electric accounts were enrolled in Indra's variable rate plans on 10/2/18, as the result of 
telephone sale. We've attached the sales call audio and TPV recording for this enrollment, as well as the confirmation 

packages sent to the customer detailing the terms of service. Indra began servicing the customer's gas account on 
10/12/18. The customer's electric account did not receive our supply, as the enrollment was rejected by the electric 

utility. 

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

month. 

On 2/20/19, Ms ontacted our Customer Service line to cancel her gas account. An outbound drop was submitted, 
and the custome1 ::> i:;ci account stopped receiving our supply on 2/14/19. No termination fees were issued for 

cancellation. 

In the interest of customer satisfaction and to provide the customer with the effect of an expedited return to her utility's 

standard offer, we proceeded with rerating the customer's final bill to the rate we have on file for gas utility. This 
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resulted in an adjustment of $269.42, which was sent to the customer's utility in the form of a check. We've included a 
chart below detailing our calculations for this adjustment. 

Begin Billed 
Supply 

ReRate 
End Date Charge {with 

Date Usage 
tax) 

To: 

1/16/2019 2/14/2019 190 $354.20 $0.4180 

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: Cindi Mack [mailto:contactthepuco@puc.state.oh.us) 
Sent: Friday, March 1, 2019 8:37 AM 

ReRate 
Pre Tax 

$79.42 

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

ReRate ReRate Amt Due 
Tax Total Customer 

$5.36 $84.78 $269.42 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00255901 [ ref:_OODtOGzXt._500tOFMe2Q:ref) 
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Initial Submission of a Consumer Complaint 

Marketer of Natural Gas 

Please Respond Within 3 Business Days 

CASE ID: 00255901 

COMPANY: 

ADDRESS 

Brunswick, Ohio 44212 

AIQ: Palmco Energy OH LLC 

SERVICE ACCOUNT NUMBER: 

NIQ: 

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

DESCRIPTION OF ISSUE: 

Good morning! 

Ms-poke to staff regarding an enrollment dispute. She said she did not 
sign the contract and didn't authorize the enrollment. 
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When and how was the account acquired? 

If this was a telephonic sales call, please forward a copy of the recorded call for 
review. 

Please forward all signed documentation for the enrollment. 

What did she agree to? 

Did she cancel the enrollment? If so, is there an ETF? 

Please forward a copy of the terms and conditions. 

Please forward a copy of the TPV for review. 

When did her account begin billing under Palmco? 

If there is any other information that I should know, such as a promised credit, 
please advise. 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. 

s 



ref:_ OODt0GzXt. _ 500tOFMe2Q:ref 
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Begin Read Date End Read Date Billed Usage Billed Rate Supply Charge (without taxJ Tax Supply Omge (with tax) Tax Rate 

1/16/2019 2/14/2019 190 s 1.7463 $ 331.80 $ 22.40 $ 354.20 $ 0.07 

12/13/2018 1/16/2019 184 s 0.7943 s 146.15 $ 9.87 s 156.02 s 0.07 

11/12/2018 12/H/2018 178 s 0.3700 s 65.86 $ 4.45 $ 70.31 $ 0.07 
10/12/2018 11/12/2018 104 s 0.3700 s 38.48 $ 2,60 s 41.08 s 0.07 

Utility Rate ReRate Total (witholll tax) ReRateTax 
s 0.4180 $ 79.42 s 5.36 

s 0.4872 s 89.64 $ 6 ,05 

s 0.5945 s 105.82 s 7,15 

s 0.441S s 45.92 $ 3.10 

ReRate Total (with tax Amt Due Cl>st<lmer 
s 84.78 s 269.42 
$ 95.70 $ 60,32 

s 112.97 s {42.66) 
$ 49.02 $ (7.94) 

$ 279,14 

$ (269.42) 

s 9.72 

< .. AJready issued 

<-To\al Amt Due 
<•Already issued 
<-New Amt Due 



Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Tuesday, February 12, 2019 2:21 PM 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252639 [ ref:_OODtOGzXt._SOOtOFKoxR:ref 

l 

Ohio Publlo Utilrtfn 
Commlesroni 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252639 

ADDRESS 

SERVICE ADDRESS 
Portsmouth, Ohio 45663 

AIQ: Palmco Power OH LLC 

SERVICE ACCOUNT NUMBE 

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

When was this account enrolled, and how? 

Please provide copies of: 

"The sales call to this customer 
*The TPV completed at the time of enrollment or the IP address used by 
the customer to submit the enrollment request 
*Welcome Letter with the Terms and Conditions for service mailed ore
mailed to the customer 
*Any signed enrollment agreements 
*Renewal letters 

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. 
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ref:_OODtOGzXt._SOOtOFKoxR:ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

William Schaaf 
Friday, February 15, 2019 5:22 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252639 [ ref;_OODtOGzXt._ 
500tOFKoxR:ref ] 
PUC0-00252639-TPV.MP3; PUC0-00252639-Confirmation Pack.pdf; PUC0-00252639-
Sales Call.mp3 

Hello Maureen and the PUCO, 

Regarding Case# 00252639: 

Mr.- nrolled his electric account in Palmco's service on 8/31/18, as the result of a telephone sale. We've 
atta~ cal I audio and TPV recording for this enrollment, as well as the confirmation package sent to the 
customer detailing the terms of service. Shortly thereafter, Palmco began doing business as Indra Energy, and customers 
were provided w ith a postcard explaining the brand name change. Indra began servicing Mr- ccount on 10/1/18. 

On 2/11/19, Mr contacted our Customer Service line regarding their bill. Our CSR advised 
them of a fixed rate plan that Indra could offer as alternative to their current variable rate product. However, the 
customer declined the offer, and Instead requested an adjustment to their bill. The customer was advised that their 
account would be escalated for further review. We then received an inbound drop transaction for the customer's 
account, and their utility (AEP) determined a service end date of 3/4/19. No termination fees were issued for 
cancellation. 

At the time of enrollment, Mr .• greed to enroll his electric account in a variable rate product, which included an 
introductory rate for the fi rst two billing cycles. During the attached TPV recording, he 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." He also 
acknowledged his understanding that "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 has been billed according to the terms he agreed to at the time of enrollment. 

In the interest of providing satisfactory service, we are going to proceed with adjusting the customer's most recent bill 
to the rate of $0.5530 per kWh. The results in an adjustment of $409.22 for the billing cycle of 1/4/19 - 2/4/19. The 
customer's upcoming final bill will also be adjusted to match the rate we have on file for his utility. These adjustments 
wil l ultimately provide the financial effect of expediting the customer's return to his utility's standard service. 

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

Thank you. 

William Schaaf - Lead Compliance Investigator 

indra4. 
ENERGY 

1S15 Market Street. Suite 1200 
Philadelphia, PA 19102 

P: 888.504.6372 

F: 718.851.2427 



www .Indra Energy.com 

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us] 
Sent: Tuesday, February 12, 2019 2:21 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00252639 [ ref:_OODtOGzXt._SOOtOFKoxR:ref) 

Initial Submission of a Consumer Complaint 

Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00252639 

ADDRESS: 

SERVICE ADDRESS: 
Portsmouth, Ohio 4566" 

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.A.C. 4901 :1-21-06(D)(1)(h)(v)*** 
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DESCRIPTION OF ISSUE: 

Good morning, 

Mr. ontacted the PUCO regarding his supplier Indra energy. 

When was this account enrolled, and how? 

Please provide copies of: 

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

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. 
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ref:_ 00Dt0GzXt. _ 500tOFKoxR: re1.__ ___ ___, 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center < contactthepuco@puc.state.oh.us> 
Tuesday, February 26, 2019 3:00 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253578 [ ref:_OODtOGzXt._SOOtOFLNkQ:ref ] 

Ohio Publlc Utfl ltfn 
Commlssron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME : 
ADDRESS : 
SERVICE ADDRESS: 
45663 
AIQ: Palmco Power OH LLC 

V CE ACCOUNT NUMBER: 

West Portsmouth, Ohio 45663 
West Portsmouth, 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, 

Mr- ontacted the PUCO regarding his rate with Indra. The 
cus~ates he enrolled with Indra, and the rate has increased to .24 
per kwh. 

Please provide copies of: 

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



*Renewal letters 

Please provide any additional information that may assist in investigation. 

Sincerely, 

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

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

ref:_ OODtOGzXt._SOOtO F LN kQ: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 

William Schaaf 
Friday, March 1, 2019 5:25 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253578 [ ref:_OODtOGzXt._ 

Attachments: 

Hello Maureen and the PUCO, 

Regarding Case# 00253578, 

•

kQ:ref] 
PV.M P3; - onfi rmation Pack.pdf; 

Sales Call (2).mp3 
Sales Call (1).mp3; 

Mr.- nrolled his electric account in Palmco's variable rate plan on 9/26/18, 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. 

Electric Plan: Variable. This included a two-month introductory rate of 5.2 cents, after which the rate would vary month
to-month. 

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 10/31/18. 

Mr- ontacted our Customer Service line, most recently on 2/26/19. The customer expressed concerns with his 
bill, and he was advised that his account would be escalated for further review. Before we were able to further review 
the customer's account, we received this complaint. 

Upon receiving this complaint, because the customer expressed dissatisfaction with our service, we submitted an 
outbound drop transaction for the customer's account. No termination fees were issued for cancellation, and the 
customer's utility (AEP) will determine a service end date. In the interest of ensuring customer satisfaction, we are 
willing to rerate the customer's most recent bill to the rate we have on file for his utility (5.53 cents}, which results in an 
adjustment of $650.16 for the billing cycle of 1/3/19- 2/4/19. We've included a chart below detailing our calculations 
for this adjustment. Additionally, we have set the customer's upcoming final bill(s) to be billed at the rate of 5.53 cents 
per kWh. This will ultimately provide the customer with the financial effect of having received our introductory rate of 
5.2 cents for his first two billing cycles, and then have returned to the utility's standard service. 

Begin 
End Date 

Billed Supply ReRate ReRate Amt Due 

Date Usage Charge To: Total Customer 

1/3/2019 2/4/2019 3583 $848.30 $0.0553 $198.14 $650.16 

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

Thank you . 

William Schaaf - Lead Compliance Investigator 



indra~ 
ENERGY 

www.lndraEnergy.com 

1 51 5 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: Tuesday, February 26, 2019 3:00 PM 
To: Indra Energy Compliance <Complianc:e@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253578 [ ref:_OODtOGzXt._SOOtOFLNkQ:ref ] 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 
CUSTOME · 
ADDRESS: 
SERVICE ADDRESS 
45663 
AIQ: Palmco Power OH LLC 

MBER: 

West Portsmouth, Ohio 45663 
est Portsmouth , 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, 

Mr ontacted the PUCO regarding his rate with Indra. The 
cusromer s ates he enrolled with Indra, and the rate has increased to .24 
per kwh. 

Please provide copies of: 

*The sales call to this customer 
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*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. SOOtOFLNkQ:ref - -
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Friday, February 15, 2019 1 :14 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 ( ref:_OODtOGzXt._SOOtOFLDWX:ref] 

Ohio Public Utrl rfles 
Commissron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

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

DESCRIPTION OF ISSUE: 

Customer calling about Palmco/indra. Customer said that a rep came to 
her door back in Dec she believes. Customer doesn't remember showing 
him the bill but she does remember doing a TPV call. Customer not sure 
what rate he offered her but she said he promised her that the bill would 
go down. Customer states she canceled with Indra last month because her 
bill went up. 

Please provide enrollment TPV and the contract terms and 
conditions. Please provide drop date. 

Sincerely, 

1 



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:_ 00 DtOGzXt._SOOtO F LDWX: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Darita Patterson <contactthepuco@puc.state.oh.us> 
Friday, March 1, 2019 1 :22 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 { ref:_OODtOGzXt._SOOtOFLDWX:ref] 

Ohio futJ.llc Utflrtf N 
Commlssron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

:: .!. e t.: t.: ~I: 

etsboro, Ohio 44241 
Streetsboro, Ohio 44241 

***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 expedite refunding the $468.13 and provide the date it can be 
expected. 
Please place the customer on your DNC list. 

Sincerely, 

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

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

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday, March 1, 2019 7:55 PM 
Darita Patterson 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 [ ref:_OODtOGzXt._ 
SOOtOFLDWX:ref] 

Categories: PUCO Complaint 

Hello Darita, 

We have added the customer to our Do Not Call list, and are providing our Billing & Operations team this request to 

expedite the processing of the adjustments. 

Have a great weekend. Thanks. 

Orpheus Craigue - Asst. Compliance Officer 
1S15 Market Street. Suite 1200 

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

ENERGY F: 718.851.2427 # 

www.IndraEnergy.com 

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Friday, March 1, 2019 13:22 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 [ ref:_OODtOGzXt._SOOtOFLDWX:ref] 

Ohio Publlo Utrlrtt•s 
Corrrml11Ton 
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PUBLIC UTILITIES COMMISSION OF OHIO 
Consumer Services Division 

Memorandum 

boro, Ohio 44241 
treetsboro, Ohio 44241 

***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 expedite refunding the $468.13 and provide the date it can be 
expected. 
Please place the customer on your DNC list. 

Sincerely, 

Carita 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._SOOtOFLDWX:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 
Subject: 

Orpheus Craigue 
Thursday, February 21, 2019 5:25 PM 
Darita Patterson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 [ ref:_OODtOGzXt._ 

:ref] 
Attach men ts: Si ned Contract.pd TPV.mp3; Confirmation Pack 

Confirmation Pack Gas.pdf 

Categories: PUCO Complaint 

Hello Oarita, 

Regarding PUCO Case ID 0025344 

This customer was enrolled as a result of a door-to-door sale on 8/26/2018. We've attached the signed contract and 
TPV recording from this enrollment, as well as confirmation packets mailed to the customer following enrollment. The 
customer's enrollment was under Palmco, which began conducting business under its trade name, Indra Energy, in 
October 2018. The customer was mailed a postcard detailing the change, and the customer continued to receive service 
according to the variable terms of her enrollment. 

The customer reached out to us on 1/14/2019 to cancel her accounts with Indra. The customer's utilities established 
service end dates, and the customer was not charged any termination fees for her decision to opt out of our supply. The 
end date for electric is 2/7 /l'J and for gas is 1/31/19. 

Since the customer has expressed dissatisfaction over her recent variable bill, we're going to rerate the customer's final 
gas and electric bill to the rate we have for each utility, as indicated in our calculations in the charts below. These 
adjustments will be issued in order to provide the customer the financial effect of an expedited cancellation. If you have 
any concerns over these adjustments or our calculations, please feel free to reach out. Otherwise, we will move ahead 
with issuing the adjustments as shown here. 

Dominion Gas: 

Begin Date End Date 
Billed Supply Charge ReRate 
Usage (with tax) To: 

I 12/31/18 I 1/30/19 1104 I 89.02 I o.31120 

Ohio Edison: 

Begin Date End Date 
Billed 

Supply Charge 
ReRate 

Usage To: 

I 1/10/19 I 219119 12334 547.48 I o.os440 

Thank you . 

Orpheus Craigue - Asst. Compliance Officer 

1 

ReRate 
Pre Tax 

I 38.60 

ReRate 
Total 

I 126.97 

ReRate Tax 

2.so I 

Amt Due 
Customer 

I s 420.51 

ReRate 
Total 

41.40 

Amt Due 
Customer 

I s 47.62 



indra-. 
ENERGY 

www .IndraEnergy .com 

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

From: Darita Patterson <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, February 20, 2019 09:43 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253448 [ ref:_OODtOGzXt._SOOtOFLDWX:ref] 

Ohio hib-110 U.fll1iH 
Commlssron 

PUBLIC UTILITIES COMMISSION OF OHIO 
Second Request for Information 

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

CASE ID: 00253448 
COMPANY: 
CUSTOME 
ADDRESS 
Streetsboro, Ohio 4~ 
SERVICE ADORES Streetsboro, Ohio 44241 
AIQ: Palmco Power OH LLC 

BER: 

***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 calling about Palmco/indra. Customer said that a rep came to 
her door back in Dec she believes. Customer doesn't remember showing 
him the bill but she does remember doing a TPV call. Customer not sure 
what rate he offered her but she said he promised her that the bill would 
go down. Customer states she canceled with Indra last month because her 
bil l went up. 
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Please provide enrollment TPV and the contract terms and 
conditions. Please provide drop date. 

Sincerely, 

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

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

ref:_ OODtOGzXt ._ SOOtO F LDWX: ref 
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Thomas Sheehy 

From: 
Sent: 
To: 
Subject: 

Michael Coady <contactthepuco@puc.state.oh.us> 
Wednesday. December 26, 20181:15 PM 

Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243646 [ ref:_OODtOGzXt._SOOtOECAyf:ref) 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243646 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ADDRESS: 
AIQ: Palmco Power a. I LL\J 

SERVICE ACCOUNT NUMBER: 
NIQ: 

wn, Ohio 44511 
Youngstown, Ohio 44511 

***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 
dispute he has with the company. He states that he was enrolled 
telephonically and was misled into believing that after the intial two 
months of his enrollment, although his rate would be variable, it 
would stay in the range of $.05 to $.07 per kWh. 

1. Can you confirm that this was a telephonic 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. 

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._500tOECAyf:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Craigue 
Friday. December 28, 2018 7:30 PM 
Michael Coady 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243646 [ ref:_OODt0GzXt._500tOECAyf:ref 

Attachments: --6-15-18.pdf; 
12-19-18.pdf 

Categories: PUCO Complaint 

Hello Michael, 

Regarding PUCO Case ID 243646 

Sales Audio.mp3; 
Confirmation Pack Gas 6-15-18.pdf; 

onfirmation Pack Electric 
Confirmation Pack Electric 

These electric and gas accounts were enrolled in Palmco's service on 6/13/2018, as the result of a telephonic 
sale. We've attached the sales audio and TPV recording for this enrollment, as well as confirmation packages sent 
following enrollment. The electric account began receiving Palmco's supply on 7 /15/2018 and the gas account on 
6/18/2018. 

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

The customer reached out to our Customer Service line tor the first time on 12/17 /2018. After discussing the variable 
product he was receiving, the customer initially opted not to cancel the account but rather to switch the Ohio Edison 
account to a fixed product. This was a two-phase fixed product of $0.059 per kwh for the initial month, followed by 24 
months at a fixed rate of $0.079 per kwh. This is detailed in an additional confirmation package, also attached to this 
response. 

Shortly after the initial conversation, the customer reached out to us again on 12/17 /2018 and requested to cancel 
service with Indra. Outbound drop transactions were submitted; Ohio Edison established a service end date of 
1/14/2019, and Dominion will establish the service end date of the customer's gas account (based on our system it 
appears this will be 1/23/2019}. No termination fees were issued for the customer's decision to opt out of Indra's 
supply. 

The customer completed a TPV recording on 6/13/2018 authorizing the enrollment of these accounts with Palmco (now 
Indra). For both accounts, the customer agreed to Palmco's variable terms, and was billed according to those terms 
during the time he received our supply. At the time of enrollment, the customer acknowledged his understanding that 
"beginning with your third bill, the price you pay ... may vary from month to month," and that it "mov be higher or lower 
than the utility's price in any given month. There are no guaranteed savings." We believe there may have been some 
confusion over the numbers that are mentioned in the customer's complaint: it appears those numbers reflect the terms 
provided to him in his follow-up conversation with our Customer Service staff, which was nearly six months following 
the initial enrollment. 

The customer has one electric bill remaining with Indra Energy, which likely would have been billed at the variable rate 
from his initial enrollment (depending on when Ohio Edison would accept the new product change on his 
account). However, as part of an effort to provide the customer with a satisfactory resolution to his concerns, Indra 



plans on adjusting the customer's account and honoring the rate of $0.059 for his final bill, which we estimate will cover 
the billing period of 12/13/2018 - 1/14/2019. 

Please let us know if you need anything further. 

Thank you. 

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

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

ENERGY F: 718.851.2427# 

www .Indra Energy.com 

From: Michael Coady <contactthepuco@puc.state.oh.us> 
Sent: Wednesday, December 26, 2018 13:15 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00243646 [ ref:_OODtOGzXt._500tOECAyf:ref] 

Ohio P'ub-110 Utrtffiiffl 
eomm1l11ron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00243646 
COMPANY: 
CUSTOMER: 
ADDRESS: 
SERVICE ALILll''-""'..i 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NIQ: 

n, Ohio 44511 
Youngstown, Ohio 44511 

***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: 
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This customer contacted the PUCO for assistance in resolving a 
dispute he has with the company. He states that he was enrol1ed 
telephonically and was misled into believing that after the intial two 
months of his enrollment, although his rate would be variable, it 
would stay in the range of $.05 to $.07 per kWh. 

1. Can you confirm that this was a telephonic 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 fetters, copies of any TPVs, l.P. addresses 
used, e-mail addresses used to enroll, copies of any signed 
enroflment documents, and the terms and conditions of the 
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. 

ref:_OODtOGzXt._SOOtOECAyf:ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

Alfred Thompson < contactth epu co@puestate.oh.us > 
Thursday, February 14, 2019 4:35 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253117 [ ref:_OODtOGzXt._500tOFL3j1 :ref] 

Ohio Public Utilr1fn 
Commlttfon 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

·o 44123 
Euclid, Ohio 44123 

***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 signed up for a fixed rate for 12 months in the Fall , but is now 
being charged at a rate that he did not agree to, which is 24.32 
cents/kwh . She wonders why and how the rate increased by such a large 
amount. Has cancelled, but is seeking bill adjustment. 

Please review and advise: 

1. Can you provide a copy of the third party verification or proof of 
customer enrollment? 
2. What are the terms and conditions including rate per kwh of the plan 
that customer agreed to? 

l 



3. How and when was customer notified of a change in their rate? 
4. Can you provide a bill adjustment in the form of a re-rating the use to 
reflect the utility's price to compare rate? 

Any additional information would be appreciated. Thank you. 

Sincerely, 

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

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

ref:_ OODtOGzXt. _ 500t0Fl3j1: ref 
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William Schaaf 

From: 
Sent: 
To: 
Cc: 
Subject: 

Attachments: 

Hello Alfred and the PUCO, 

Regarding Case# 00253117 

William Schaaf 
Wednesday, February 20, 2019 4:55 PM 
Alfred Thompson 
Indra Energy Compliance 
RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00253117 [ ref:_OODtOGzXt._ 
~j1:ref 
~V.MP 

Gas.pdf; 
Confirmation Pack-Electric.p 

ancellation N otice-Electric.pdf 
onfirmation Pack-

Ms- nrolled her electric and gas accounts in Indra's service on 10/8/18, upon completion of the attached TPV 
recording. We've also attached the confirmation packages sent to the customer detailing the terms of service. 
Additionally, outbound Quality Control calls were made to the customer in an attempt to confirm her enrollment and 
gauge her sales experience. However, our call er was only able to leave voice messages. Because no issues were 
identified, the enrollment was submitted to the customer's electric and gas utilities. Indra began servicing the 
customer's electric and gas accounts on 10/30/18 and 11/10/18, respectively. 

On 12/4/18, M - ntacted our Customer Service line regarding her accounts. The customer was advised of a fixed 
rate plan that Indra could offer an as alternative to her existing variable rate plan. However, the customer did not make 
any changes at this time, and she stated she wou ld call us back at a later time. 

Due to an outstanding balance on the customer's electric account, an outbound drop transaction was submitted on 
1/21/19, and a cancellation notice (attached} was sent to the customer. The customer's electric utility then established a 
service end date of 2/28/ 19. No termination fees were issued for cance llat ion. 

After her previous discussion with us on 12/4/18, Ms - ontacted our Customer Service line again on 2/13/19. The 
customer requested the cancellation of her gas account, which was processed without penalty. An outbound drop 
transaction was processed, and the customer's gas utility determined a service end date of 3/15/19. 

Contrary to her claim, the customer did not sign up for a fixed rate. At the time of enrollment, Ms- greed to 
enrol l her electric and gas accounts in a variable rate product, which included an introductory rate~first two 
billing cycles. The customer has been billed according to the variable rate terms she agreed to at the time of enrollment. 

In the interest of providing excellent service, because the customer expressed dissatisfaction, we rerated the customer's 
most recent gas and electric bills to match the rates we have on file for her gas and electri c utilities. This resulted in an 
adjustment of $157.52 to the customer's gas account for the billing cycle of 1/11/19 - 2/11/19, and an adjustment of 
$190.51 to the customer's electric account for the billing cycle of 12/29/18 -1/31/19. The customer's upcoming final 
bills will also be adjusted accordingly. After these adjustments, the customer will have effectively received Indra's gas 
and electric introductory rate for her f irst two billing cycles, and then have returned to the utility's standard service. 

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 

I. nd raL Philadelphia, PA 19102 
P: 888.504.6372 

ENERGY F: 718.851.2427 

www.lndraEnergy.com 

From: Alfred Thompson [mailto:contactthepuco@puc.state.oh.us) 

Sent: Wednesday, February 20, 2019 4:32 PM 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE##: 00253117 [ ref:_OODtOGzXt._SOOtOFL3j1: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: 00253117 
COMPANY: 
CUSTOM 
ADDRESS 
Euclid, Ohio 44·1 i:~ 

SERVICE ADDRESS: 
AIQ: Palmco Power 0 

ERVICE ACCOUNT NUMBE 

***Note to supplier: To ensure your response attaches to the appropriate 
case, please reply to this email without changing the subject line. A status 
update must be provided within 3 business days of the initial request and a 
final response needs to be provided within 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 2/14/19. Please review the 
customer's concerns and respond within three business days. 

Sincerely, 
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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._500tOFL3j I :ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Subject: 

PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Friday, January 18, 2019 4:24 PM 
Indra Energy Compliance 
PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247778 [ ref:_OODtOGzXt._SOOtOEfnHd:ref] 

Ohio Pul>llo Utflftt1$S 
Comml1sron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 0 
CUSTOMEI 
ADDRESS: 
SERVICE ADDRES 
AIQ: Palmco Power UH LLl,; 

SERVICE ACCOUNT NUMBER: 
NIQ: 

Ohio 45439 
Dayton, Ohio 45439 

***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 . 

According to Ms when she was marketed by an individual by the 
the name of Steve who represented himself as being with Palmco, she told 
the sale agent she did not want to enroll with Palmco, that she wanted to 
stay with Dayton Power and Light. Ms.- laims that the sales agent 
then stated he was with DPL. When h~ot take no for an answer, 
Ms. nded the phone to a friend who was then asked to provide 
Ms. service and account information. Ms tates the friend 
hung up on t.he sales agent. 

Recently, Ms.~iscovered charges billed by Indra Energy. When 



she called DPL, DPL told her a request to drop the supplier would be 

-

ed but that the supplier would bill her for another two months. Ms. 
tates she didn't agree to any enrollment with Palmco or Indra 

Energy and would like a re-rate of the charges billed by the supplier back 
to the DPL Price to Compare number. 

Please review this enrollment and advise: 

1. When, how, and by whom the enrollment was completed. Please 
provide copies of all enrollment materials, including the TPV, recorded 
sales call, and Welcome Letter issued following the enrollment. 

2. If a request to cancel the enrollment has been received from the 
EDU. If so, what is the service end effective date. 

3. If a re-rate and refund will be issued to this customer per her request. If 
not, please advise why not. 

4. If any ETFs has been or will be billed as a result of this customer's 
cancellation request. If so, please advise why. 

Thank you . 

Sincerely, 

Christina Cassady i ' 

Public l&tilities Commipsion 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._ SOOtOEfn H d: ref 
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Orpheus Craigue 

From: 
Sent: 
To: 
Cc: 

Orpheus Cra igue 
Wednesday, January 23, 2019 5:25 PM 
PUCO Consumer Call Center 
Indra Energy Compliance 

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247778 [ ref:_OODtOGzXt._SOOtOEfnHd:ref 

Attachments: PV.mp3· ales Aud io.mp3; Confirmation Pack.pdf 

Categories; PUCO Complaint 

Hello Christina, 

Regarding PUCO Case ID; 24777 

We' re attaching the TPV recording and sales audio from the enrollment of - lectric account on 
8/29/2018. We've also attached t he confirmation packet mailed to the cu~nrollment. The customer 
continued to be billed according to the terms of her variable enrollment when Palmco began conducting business under 
its trade name, Indra Energy, in October 2018. 

The customer reached out to our Customer Service line on 9/7 /2018, and our CSR confirmed the customer's upcoming 
service start date of 10/5/2018. 

Prior to receiving her comp la int, we spoke with Ms num her of times on 1/15/2019 and 1/16/2019; the 
customer explained that she had been provided anorner rate from a different supplier. We reminded the customer of 
her options going forward, including an offer to swit ch to a fixed rate product. The customer declined our offer and 
instead decided to cancel with Indra; no termination fee was issued for the customer's decision to opt out of our supply, 
and Dominion established a service end date of 2/ 5/2019. 

The customer reached out to us again on 1/23/2019, and we again went over the terms of her enrollment, as well as 
confirming that she is currently receiving Indra's variable rate. 

Ms uthorized the enrollment of her accou upply, as a result of a telephone solicitation. However, we 
sh hat the sales agent who spoke with Ms as a female, while in her complaint Ms.- efers to a 
malP. sa les agent named Steve. Additionally, Ms the only individual present on the sales ca~o not have 
any record of a friend being present on the sales call or t e audio being cut short. With this in mind, we would assume 
that this portion of the customer's complaint may have been mis-attributed to Palmco/lndra. 

The customer was billed according to terms of which she agreed. The customer was d rapped upon her request, and was 
not issued a termination fee for cancelling. After reviewing the account, we do not believe the customer is due a 
refund. However, in the interest of providing a good customer experience, we will rerate the customer's final bill to 
what the utility would have charged her for this billing cycle, which will provide the financial effect of expediting her 
cancellation of service. 

Thank you. 

Orpheus Craigue - Asst. Co mpliance Officer 
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indra-. 
ENER G Y 

www.lnd raEnergy.com 

1515 Market Street Suite 1200 

Philadelphia, PA 19102 
P: 888.504.6372 
F: 718.851.2427# 

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us> 
Sent: Friday, January 18, 2019 16:24 
To: Indra Energy Compliance <Compliance@indraenergy.com> 
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE#: 00247778 [ ref:_OODtOGzXt._SOOtOEfnHd:ref] 

Ohio Pul>llo Utrlitfn 
CommJesron 

Initial Submission of a Consumer Complaint 
Provider of Electric 

Please Respond Within 3 Business Days 

CASE ID: 00 4 7778 
CUSTOME · 
ADDRESS: 
SERVICE ADORES 
AIQ: Palmco Power 
SERVICE ACCOUNT NUMBER: 
NIQ: 

a ton, Ohio 45439 
ayton, Ohio 45439 

***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. 

According to Ms. when she was marketed by an individual by the 
the name of Steve wnu represented himself as being with Palmco, she told 
the sale agent she did not want to enro~lmco, that she wanted to 
stay with Dayton Power and Light. Ms.- laims that the sales agent 
then stated he was with DPL. When he wou1a not take no for an answer, 
Ms. nded the phone to a friend who was ed to provide 
Ms. service and account information. Ms. tates the friend 
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hung up on the sales agent. 

Recently, Ms. ~iscovered charges billed by Indra Energy. When 
she called DPL, DPL told her a request to drop the supplier would be 
enerated but that the supplier would bill her for another two months. Ms. 

tates she didn't agree to any enrollment with Palmco or Indra 
........... :::i 1 and would like a re·rate of the charges billed by the supplier back 
to the DPL Price to Compare number. 

Please review this enrollment and advise: 

1. When, how, and by whom the enrollment was completed. Please 
provide copies of all enrollment materials, including the TPV, recorded 
sales call, and Welcome Letter issued following the enrollment. 

2. If a request to cancel the enrollment has been received from the 
EDU. If so, what is the service end effective date. 

3. If a re-rate and refund will be issued to this customer per her request. If 
not. please advise why not. 

4. If any ETFs has been or will be billed as a result of this customer's 
cancellation request. If so, please advise why. 

Thank you. 

Sincerely, 

Christina Cassady .? 

Public J.)tilities Commis,sion 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._SOOtOEfnHd:ref 
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