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Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

Letter sent to customer advising that the voice on the TPV was different than the account holder's voice and Verde
has agreed to issue a credit for the difference for what the utiltiy companies would have charged vs what the
customer was charged.
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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:

Mr.  states he was enrolled in Verde Energy without his authorization.

How and when was the customer solicited?

What was the agreed upon rate and for how long?

Has service started with Verde Energy? If so, when?

Has the enrollment been rescinded or cancelled? If so, when?

Please provide a copy of any sales calls, TPV, signed enrollment forms, signed contract, renewal 

letters, welcome letter with terms and conditions, and any other documentation regarding the 

case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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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:_00Dt0GzXt._500t0FL3XT:ref

Email Created Date: 2/13/2019 2:42:12 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00253107

COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio 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:

This customer has a dispute regarding suppliers. Please provide a copies of the past 12 months 

bills.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FL3XT:ref

Email Created Date: 2/13/2019 6:26:28 PM

Email Text Version: 

Good Afternoon,

Attached you will find the TPV requested for PUCO Complaint No. 00253107.  As such, Verde 

will be providing a final response regarding this matter by the end of business on 2/26/2019.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

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

Sent: Wednesday, February 13, 2019 1:42 PM

To: Regulatory <regulatory@sparkenergy.com>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253107 [ 

ref:_00Dt0GzXt._500t0FL3XT:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253107

COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Mr.  states he was enrolled in Verde Energy without his authorization.

  1.  How and when was the customer solicited?

  2.  What was the agreed upon rate and for how long?

  3.  Has service started with Verde Energy? If so, when?

  4.  Has the enrollment been rescinded or cancelled? If so, when?

  5.  Please provide a copy of any sales calls, TPV, signed enrollment forms, signed contract, 

renewal letters, welcome letter with terms and conditions, and any other documentation 

regarding the case.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C23f4e56c8a

4e419790d408d6920aa9d6%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685697

1842433974&sdata=VgrFNsXGTsLX0zSg6CN0mTRL5C93vCI88MxWn8v0%2Byw%3D&reserved=

0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i0ti]

ref:_00Dt0GzXt._500t0FL3XT:ref

Email Created Date: 2/26/2019 2:37:44 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253107.

Thank you for bringing  concerns to our attention and for allowing us to address 

it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

because he did not authorize the electric and gas enrollments to Verde.

Investigative Results:

  *   On 1/18/2019,  authorized the electric and gas service with door-to-door sales 

agent, Ashanti  with third party vendor,  Energy Group Consultants, LLC.  As a result, the 

electric service enrolled onto Verde’s Price Lock 12 plan at the rate of 8.99 cents/kWh with $0 

Monthly Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”).  The gas service enrolled 
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onto Verde’s Price Lock 12 plan at the rate of 64.95 cents/CCF with $0 MSF and $0 ETF.  (TPV 

Attached)

  *   On 1/28/2019, Verde generated and mailed the gas Welcome Letter. (Letter Attached)

  *   On 2/8/2019, Verde generated and mailed the electric Welcome Letter.  (Letter Attached)

  *   On 2/4/2019, the gas and electric accounts became active with Verde.

  *   On 2/13/2019, Mr.  contacted Verde disputing the gas and electric service to Verde.  

The Verde agent submitted the cancellation transactions to the utility.

     *   On the same day, Verde received PUCO Complaint No. 00253107.

Outcome:

Verde would like to apologize for any inconvenience this matter may have caused Mr.   

After the careful review of the TPV completed on 1/18/2019, Verde confirms there are 

noticeable discrepancies between the voice of the person who authorized the enrollment to 

Verde and the voice of the account holder who contacted Verde on 2/13/2019 to dispute the 

enrollments of the gas and electric accounts. Additionally, there are differences between the 

telephone number used to authorize the enrollments in comparison to the telephone number 

used to contact Verde and file the complaint.  For these reasons, Verde agrees to deem the 

enrollment as a “No Sale”.

As such, because we take complaints of this nature very seriously, we have forwarded this 

matter to Verde’s Compliance Vendor-Quality Assurance Manager for further investigation of 

the sales agent associated with this occurrence.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

dates of 2/4/2019 (date of inception) until 3/4/2019 (date of termination) for the electric 

account and for the service dates of 2/4/2019 (date of inception) until 3/5/2019 (date of 

termination) for the gas account.  In as much, please understand the cost analyses will not be 

processed until the final invoices are generated and if a credit is deemed as due, the customer 

will be refunded accordingly.

As it stands, Mr.  electric account is set to terminate on 3/4/2019 and the gas service is 

set to terminate 3/5/2019 without penalty.   Lastly, please understand the termination date is 

solely determined by the utility and not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

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

Sent: Wednesday, February 13, 2019 1:42 PM

To: Regulatory <regulatory@sparkenergy.com>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253107 [ 

ref:_00Dt0GzXt._500t0FL3XT:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253107

COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Mr.  states he was enrolled in Verde Energy without his authorization.

  1.  How and when was the customer solicited?

  2.  What was the agreed upon rate and for how long?

  3.  Has service started with Verde Energy? If so, when?

  4.  Has the enrollment been rescinded or cancelled? If so, when?

  5.  Please provide a copy of any sales calls, TPV, signed enrollment forms, signed contract, 

renewal letters, welcome letter with terms and conditions, and any other documentation 

regarding the case.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cefed7360c9

5c4dbef2c808d69c21b978%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636868066

554397384&sdata=OwI%2Fgx2DuDYCNIRlH%2BbfA4iuCG8E70zjnNmJE5njq4I%3D&reserved=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i0ti]

ref:_00Dt0GzXt._500t0FL3XT:ref

Email Created Date: 2/28/2019 8:39:52 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 5 Days

CASE ID: 00253107

COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio LLC
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SERVICE ACCOUNT NUMBER:

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 13, 2019. Please review the customer’s 

concerns and respond within five business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

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

Sent: 2/13/2019 2:42 PM

To: commission-agt@duke-energy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253107 [ 

ref:_00Dt0GzXt._500t0FL3XT:ref ]

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00253107
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COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio 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:

This customer has a dispute regarding suppliers. Please provide a copies of the past 12 months 

bills.

Sincerely,

Leah Lehman

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:_00Dt0GzXt._500t0FL3XT:ref

Email Created Date: 2/28/2019 11:16:04 AM

Email Text Version: 

Leah,

RE:          

                 

                Cincinnati, OH, 45215

Sorry for the delay.  I have reviewed the above address for Mr. 

Here is a breakdown of the suppliers:

ELECTRIC SUPPLIER

Supplier Name

Effective Date

Termination Date

Verde Energy USA Ohio

2/4/19

3/5/19

Josco Energy USA

7/3/18

8/2/18

Frontier Utilities NE
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4/4/18

7/3/18

GAS SUPPLIER

Supplier Name

Effective Date

Termination Date

Verde Energy USA Ohio

2/4/19

3/5/19

Josco Energy USA

7/3/18

8/2/18

Frontier Utilities NE

4/4/18

7/3/18

Gas PIPP Supplier

5/5/14

5/5/14

Gas PIPP Supplier

4/4/13

4/3/14

Gas PIPP Supplier
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12/3/10

8/2/12

Per your request, I have attached the past 12 months of bills.  Please let me know if you have 

any questions.

Thanks,

Kristi Stanifer

Consumer Affairs Specialist

317-838-1009

[cid:image001.png@01CDFAE3.306FDCD0]

CONFIDENTIALITY NOTICE: This e-mail message, including any attachments, is for the sole use 

of the intended recipient, and may contain confidential and privileged information. Any 

unauthorized review, use, disclosure or distribution is prohibited. If you are not the intended 

recipient, please contact the sender by reply e-mail and destroy all copies of the original 

message.

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

Sent: Thursday, February 28, 2019 8:40 AM

To: Commission-AGT@duke-energy.com

Subject: RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253107 [ 

ref:_00Dt0GzXt._500t0FL3XT:ref ]

*** Exercise caution. This is an EXTERNAL email. DO NOT open attachments or click links from 

unknown senders or unexpected email. ***

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 5 Days

CASE ID: 00253107
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COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio 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:

An initial complaint was sent to you on February 13, 2019. Please review the customer’s 

concerns and respond within five business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C78b46264f7

964acf7fb108d69d977b4b%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636869672

374978113&sdata=QVCwuZ%2BznRdAiOgJtkP0XWY%2FiNZswKsJAN5GPUEbgMc%3D&reserved

=0>

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]
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Sent: 2/13/2019 2:42 PM

To: commission-agt@duke-energy.com<mailto:commission-agt@duke-energy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253107 [ 

ref:_00Dt0GzXt._500t0FL3XT:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00253107

COMPANY:

CUSTOMER: 

ADDRESS: 

Apt, Cincinnati, Ohio 45215

SERVICE ADDRESS: 

 Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio 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:

This customer has a dispute regarding suppliers. Please provide a copies of the past 12 months 

bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C78b46264f7

964acf7fb108d69d977b4b%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636869672

374988121&sdata=SRMvgjIkniRjOEkth9b0bWe5bWA9acMt1DkyEFiajv8%3D&reserved=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i0ts]





Use your refer-a-friend ID JBROO20190119065113

Price Lock 12

8.99 Cents/KWH

12 Months

$0

$0

P.O. Box 421289

Houston, TX 77242

Cincinnati, OH  45215-3170
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AEOGC AGIGOEKMCEA EEM EK>003371 00886 026 P51121   

Refer-a-Friend and receive a $25 credit 
or gift card!

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee

VE WELCOME 10.17.18 English
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Page 1 of 503371 00886

A

2/8/2019 

Dear 

Thank you for signing up with Verde Energy. We look forward to providing 

you with 100% renewable energy at a very competitive rate.  

We"ve received your request to start service; you will officially be switched 

to Verde Energy on your next meter reading.  This can take your existing 

utility 1-2 billing cycles to complete, depending on the date you enrolled and 

on your next meter read date.

Once a customer, you"ll enjoy the many benefits of being part of the Verde 

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

If you need assistance, please feel free to call our dedicated Customer Care 

team at 1-800-388-3862 or by email at customercare@Verdeenergy.com.

We look forward to welcoming you to the Verde Energy family, where we 

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

Welcome to the Verde Energy Family





Price: During the first 12 Months. of service, Verde will supply electricity to Customer at a 100% renewable fixed generation 

Term: Verde is authorized to switch Customer"s utility supplier for the generation service charge. This Agreement will start 

Right of Rescission & Termination: Residential and small commercial customers shall have the right to rescind this Agreement 

Billing: Customer will continue to receive one monthly electric bill from the Utility. Payment is due to the Utility in accordance 

Emergency: For any service question or in the event of an emergency, such as a power failure or a downed power line, Customer 

Customer Relocation: If Customer moves to a new address within Verde"s service territory, Customer should contact Verde in 

Changes to Agreement: Verde may change, modify or amend this Agreement at any time (each a #Change$). Each Change will 

www.verdeenergy.com), and Customer will receive individual notice of the Change if required by applicable law. Customer should 

Verde Energy USA Ohio, LLC, OH License 12-489 E (1), with a business address of 12140 Wickchester Ln, Ste 100, Houston TX 
77079 (#Verde$), will supply you (#Customer$) with electricity in the service territory of your local distribution company 
(#Utility$), subject to these Terms and Conditions of Service (#Agreement$), which includes an agreement to ARBITRATION for 
any and all disputes between Customer and Verde:

rate of 8.99 Cents/KWH Plus $0 per month. After the first 12 Months of service, Verde will supply electricity to Customer at a 
100% renewable variable generation rate that may change monthly with market conditions. Verde will purchase and retire 
renewable energy certificates (#RECs$) or attributes to ensure that an amount equal to 100% of Customer"s electricity usage is 
generated by renewable sources. Customer shall also pay and be responsible for all other amounts related to the purchase and 
delivery of electricity, including applicable taxes and service and delivery charges from the Utility. Verde will serve only the 
supply portion of Customer"s electricity bill. All other services currently supplied by the Utility will continue to be supplied by 
the Utility. No deposit is required by Verde for service.

when the Utility completes Customer"s enrollment with Verde. Service with Verde will begin with the next available meter reading 
after processing of the request by the Utility and Verde. The Utility may charge switching fees to Customer. Customer will be 
responsible for the termination of any existing supplier agreement. This Agreement will continue until terminated by either 
Customer or Verde in accordance with this Agreement. If Customer switches back to the Utility, Customer may or may not be 
served under the same rates, terms, and conditions that apply to other customers served by the Utility.

within 7 calendar days following the postmark date on the Utility"s confirmation notice by calling the Utility at the designated local 
or toll-free number or by written notice to the Utility, which is effective as of the date of the postmark. Either Verde or Customer 
may terminate this Agreement at any time, for any reason and without an early termination fee. Verde may terminate this 
Agreement on at least 14 calendar days written notice should Customer fail to pay the bill or fail to meet any agreed-upon payment 
arrangements. The termination will become effective when the Utility switches Customer"s account from Verde to the new supplier 
selected by Customer, to the Utility or to such other default provider established for Customer"s account. Termination will not 
relieve Customer of any payment obligations for electricity provided to Customer by Verde prior to termination. 

with its standard billing practices. Failure to pay electric utility charges may result in Customer being disconnected in accordance 
with the electric utility tariff. Customer has the right to request from Verde, twice within a twelve month period, up to twenty-four 
months of Customer"s payment history without charge. Verde will support budget billing for the generation portion of the 
Customer"s to the extent that CRES budget billing is supported by the Utility.

should contact:

Duke Energy Corporation 800-544-6900
The Dayton Power and Light Company 800-433-8500
Ohio Power Company 800-672-2231
Columbus Southern Power Company 800-672-2231
The Cleveland Electric Illuminating Company 800-589-3101
Ohio Edison 800-633-4766
Toledo Edison 800-447-3333

order to re-enroll at the new location. 

be made by Verde in the manner required by applicable law. Each Change will be posted on Verde's website 
(
review the website periodically for applicable Changes. Customer"s continued use of Verde"s products and services following a 
Change constitutes Customer"s acceptance of this Agreement as so Changed.

1.

2.

3.

4.

5.

6.

7.

Verde Energy USA Ohio, LLC - Terms and Conditions of Service
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Assignment: Customer may not assign this Agreement without Verde's written consent. Verde may assign this Agreement or the 

Notice: Subject to Paragraph 7 above, any notice will be considered to have been made if mailed or emailed to the address for 

Disputes: Customer may contact Verde regarding this Agreement or any dispute related to this Agreement at 1-800-388

www.PUCO.ohio.gov. Hearing or speech impaired customers may contact PUCO via 7-1-1 (Ohio relay service). 

1-877-742-5622 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickocc.org.

Warranty Disclaimer: VERDE EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING 

LIMITATION OF LIABILITY:  NEITHER PARTY SHALL BE LIABLE TO THE OTHER FOR ANY INDIRECT, 

Force Majeure: Neither party shall be liable to the other for any delay or failure to perform caused by an event of Force 

Rewards, Bonuses and/or Incentives Program Terms. Rewards, Bonuses and/or Incentives are subject to the following terms 

herein. More information on the terms and conditions of any reward, bonus, and/or incentive programs are available by calling 

Entire Agreement: This Agreement sets forth the entire agreement between Customer and Verde and supersedes any oral or 

Governing Law: Except as provided in Paragraph 17 below, this Agreement is governed by the laws of the State of Ohio, 

Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of Customer"s 

revenues or proceeds due it hereunder: (a) in connection with any financing; (b) to any of its affiliates; (c) to anyone succeeding to 
all or substantially all of Verde's assets or business in the State of Ohio; or (d) to another supplier licensed by the Public Utilities 
Commission of Ohio. This Agreement is binding upon Customer and Verde, and each party's heirs, successors and permitted 
assigns. Verde is prohibited from disclosing Customer"s social security number and/or account number(s) without Customer"s 
consent except for Verde"s own collections and credit reporting, participation in programs funded by the universal service fund, 
pursuant to section 4928.52 of the Ohio Revised Code, or assigning a customer contract to another CRES provider.

Customer in Verde"s records. 

-3862 Monday + Friday 8AM to 6PM EST. Verde will attempt to resolve the dispute in an efficient, fair and timely manner. 
Verde will report the results of its investigation to Customer. If your complaint is not resolved after you have called Verde 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) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. 
weekdays, or at 
Residential customers may also contact the Ohio Consumers" Counsel for assistance with complaints and utility issues at 

ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

SPECIAL, CONSEQUENTIAL (INCLUDING LOST PROFITS OR REVENUE), INCIDENTAL, OR PUNITIVE DAMAGES 
FOR CLAIMS ARISING UNDER THIS AGREEMENT.

Majeure. #Force Majeure$ means events beyond a party"s reasonable control, including, without limitation, acts of God, strikes, 
terrorism, wars, lightning, hurricanes, blizzards, floods, civil disturbances, shortages, unavailability of transmission facilities, and 
actions of any governmental authority or the Utility that materially impair a party"s ability to perform. 

and conditions. 

For purposes of receiving any rewards, bonuses and/or incentives, active accounts are defined as those (i) that are billing more 
than $0 and (ii) for which we have not received a request to discontinue (drop) service or change programs and (iii) are in good 
standing (no past-due balance owed) during the minimum required number of days stated in the offer.

Rewards, bonuses, and/or incentives are also subject to the rewards, bonuses, and/or incentives" terms and conditions stated in 
the offer and as may be located on our website(s) and those terms and conditions in the Terms of Service between Verde Energy 
and you, including, but not limited to, all terms related to dispute resolution, 

1-800-388-3862. Verde Energy reserves the right to disqualify any account holder from participation in rewards, bonuses and/or 
incentives" programs.

written statements made in connection with this Agreement. This Agreement is governed by the laws of the State of Ohio.

without regard to its choice of law principles. 

enrollment, purchase, this Agreement, or the relationship between the parties (#Dispute$) shall be resolved by one arbitrator 
through binding arbitration using the process explained below.  The parties understand and agree that they are waiving their rights 
to sue or go to court to assert or defend their rights.  However, either party may bring an individual claim in small claims court 
consistent with the jurisdictional and dollar amount limitations that may apply, so long as maintained as an individual claim.  The 

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.

18. Agreement For Mandatory Arbitration & Class Action Waiver (the "Arbitration Agreement#): 
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in addition to the terms and conditions set forth 



Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing written 

Right to Opt Out of this Arbitration Agreement. Customer may opt out of this Arbitration Agreement within the first 30 

should include Customer"s printed name, mailing address, and the words #Reject Arbitration.$  

How Arbitration Works. Either party may initiate arbitration, which shall be conducted by the American Arbitration 

Waiver of Right to Bring Class Action & Representative Claims.  All Disputes, whether resolved informally, in small 

Governing Law. This Arbitration Agreement shall be governed by the Federal Arbitration Act and interpreting federal law. 

Privacy: Verde"s Privacy Policy governs the way Verde uses Customer"s personal information. To review or obtain the current 
version of the Privacy Policy, please visit Verde"s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or 

term #Dispute$ refers to any dispute, action, claim, or other controversy between the parties, whether in contract, warranty, tort, 
statute, regulation, ordinance, or any other legal or equitable basis. 

notice as specified below to the other party describing the facts and circumstances (including any relevant documentation) and 
allowing the receiving party 30 days in which to respond.  Notice shall be made by first class or registered mail (1) to Verde at 
12140 Wickchester Ln, Ste 100, Houston TX 77079 or (2) to Customer at the postal address on file with Verde.  Both Customer 
and Verde agree that this dispute resolution procedure is a condition precedent which must be satisfied before initiating any 
arbitration against the other party.

days after the earlier of the first time Customer (a) enrolls and begins purchasing services from Verde; or (b) signs up for any 
further program or service provided by Verde. Customer may also opt out of this Arbitration Agreement within 30 days after 
Verde notifies Customer regarding a material change to this Arbitration Agreement.  Customer may opt out by sending an email to 
Verde at service@verdeenergy.com or by sending a letter to 12140 Wickchester Ln, Ste 100, Houston TX 77079. Customer 

Association (#AAA$) under the AAA Commercial or Consumer rules, as applicable, in effect at the time the claim is filed (#AAA 
Rules$). For information on how to file a claim, copies of the AAA Rules and forms can be located at www.adr.org, or by calling 
1-800-778-7879. Arbitration shall take place in the county of Customer"s residence, as determined by Customer"s mailing address 
on file with Verde. Verde agrees to pay or reimburse all costs associated with any arbitration between the parties, including filing 
fees and arbitrator fees, and agrees to waive any right to recover an award of attorneys" fees and costs against Customer. The 
arbitrator"s decision shall be final, binding, and non-appealable. Judgment upon the award may be entered and enforced in any 
court having jurisdiction. 

claims court, or through arbitration, shall be brought on an individual basis. Disputes must be brought in the party"s individual 
capacity, and not as a plaintiff or class member in any purported class, collective, representative, multiple plaintiff, or similar 
proceeding (#Class Action$). The parties expressly waive any ability to maintain any Class Action in any forum, and the arbitrator 
shall not have authority to combine or aggregate similar claims or conduct any Class Action nor make an award to any entity or 
person not a party to the arbitration. Any claim that all or part of this Class Action waiver is unenforceable, unconscionable, void, 
or voidable may be determined only by a court of competent jurisdiction and not by an arbitrator. THE PARTIES 
UNDERSTAND THAT THEY WOULD HAVE HAD A RIGHT TO LITIGATE THROUGH A COURT, TO HAVE A JUDGE 
OR JURY DECIDE THEIR CASE AND TO BE PARTY TO A CLASS OR REPRESENTATIVE ACTION, HOWEVER, THEY 
UNDERSTAND AND CHOOSE TO HAVE ANY CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

To the extent state law applies to any aspect of this provision or the claim, the laws of the State of Ohio, without regard to its 
choice of law principles, shall apply. Neither party shall sue the other party other than as provided herein or for enforcement of this 
Paragraph 17 or of the arbitrator"s award; any such suit may be brought only in the federal court encompassing the county where 
the arbitration took place, or if any such court lacks jurisdiction, in any state court that has jurisdiction. The arbitrator, and not any 
federal, state or local court, shall have exclusive authority to resolve any dispute relating to the interpretation, applicability, 
unconscionability, arbitrability, enforceability or formation of this Arbitration Agreement including any claim that all or any part of 
the Arbitration Agreement is void or voidable. However, the preceding sentence shall not apply to the clause above entitled 
#Waiver of Right to Bring Class Action & Representative Claims.$

write to us at Privacy Policy Coordinator, Verde Energy USA, Inc., 12140 Wickchester Ln, Ste 100, Houston TX 77079. In general, 
Verde uses Customer"s personal information to allow Verde to provide the products and services that Customer has chosen and to 
manage and develop Verde"s business and operations, including informing Customer of products and services that 
carefully-selected third parties offer that may be of interest to Customer. Unless Customer contacts Verde and notifies Verde 
otherwise, by accepting electric service from Verde Customer consents to Verde collecting, retaining, using and disclosing 
Customer"s personal information in accordance with the Privacy Policy.

19.
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Use your refer-a-friend ID JBROO20190119065123

TAAAFFTDDTAFADDTDAFAAFTATDDFDADFFATFFTFTTFFTFDTAAFDFFADTTTATAADTA

A DND ENDKDNF AKH ANEIFK
A AHHBHGECINNANM GOKIKK
AEJKIAMCO ECOIB E BJ JOK
AHIAGNKHBENKE IHKK OBCIK
A E OEDH EFGMJ I EIO NK
AEMKK ACMCKGCEKAEAKMICMK

Refer-a-Friend and receive a $25 credit 
or gift card!

Cincinnati, OH  45215-3170
 

>003635 00869 024 P51121   

Price Lock 12

64.95 Cents/CCF

12 Months

$0

$0

P.O. Box 421289

Houston, TX 77242

Page 1 of 603635 00869

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee
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1/28/2019 

Dear 

Thank you for signing up with Verde Energy. We look forward to providing 

you with 100% renewable energy at a very competitive rate.  

We"ve received your request to start service; you will officially be switched 

to Verde Energy on your next meter reading.  This can take your existing 

utility 1-2 billing cycles to complete, depending on the date you enrolled and 

on your next meter read date.

Once a customer, you"ll enjoy the many benefits of being part of the Verde 

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

If you need assistance, please feel free to call our dedicated Customer Care 

team at 1-800-388-3862 or by email at customercare@Verdeenergy.com.

We look forward to welcoming you to the Verde Energy family, where we 

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

Welcome to the Verde Energy Family!

VE WELCOME 10.17.18 English





Terms and Conditions of Service

ARBITRATION for any and all disputes between Customer and Verde:

Price: During the first 12 Months Verde will supply natural gas to Customer at the 100% renewable fixed Supply Rate 

of 64.95 Cents/CCF  Plus $0 per month. After the first 12 Months Verde will supply natural gas to Customer at a 100% 

renewable variable rate that may change monthly with market conditions. The rate is based upon the costs incurred by 

supplied by the Utility will continue to be supplied by the Utility. No deposit is required by Verde for service. Verde will 

Term: Verde is authorized to switch Customer"s utility supplier for the supply portion of Customer"s natural gas bill. 

Right of Rescission & Termination: The Utility will be sending Customer a confirmation notice of the transfer of 

automatically terminated.  This Agreement automatically terminates if any of the following occurs: (1) The requested 

service location is not served by the Utility. (2) Customer moves outside the Utility"s service area or to an area not served 

by Verde. (3) Verde returns Customer to the Utility#s tariff service, provided that Verde is permitted to terminate this 

Billing: Customer will continue to receive one monthly natural gas bill from the Utility. Payment is due to the Utility in 

Emergency: For any service question or in the event of an emergency, such as a power failure or a downed power line, 

offset 100% of the estimated amount of carbon dioxide (CO2) emissions caused by Customer"s annual natural 

gas usage through the use of any approved carbon offset technology, which may include purchase and 

retirement of renewable energy certificates ($RECs&) or attributes generated by renewable sources and/or 

carbon credits. Purchase and retirement of carbon offset products does not actually reduce the CO2 emissions 

associated with Customer"s energy consumption, but helps offset the release of the applicable number of metric 

tons of CO2 emissions elsewhere.

1.

2.

3.

4.

5.

Verde Energy USA Ohio, LLC, OH License 13-334G(2), with a business address of 12140 Wickchester Ln, Ste 100, 

Houston, TX 77079 ($Verde&), will supply you ($Customer&) with natural gas in the service territory of your local natural 

gas company ($Utility&), subject to these Terms and Conditions of Service, which includes an agreement to 

Verde to supply natural gas to Customer (including, but not limited to, the costs of procuring natural gas, capacity charges 

and transportation costs), which costs can fluctuate with market factors such as supply and demand, weather and changes 

to laws and regulations, plus Verde"s other expenses and margins. Customer shall also pay and be responsible for all other 

amounts related to the purchase and delivery of natural gas, including applicable taxes and service and delivery charges 

from the Utility. Verde will serve only the supply portion of Customer"s natural gas bill. All other services currently 

This Agreement will start when the Utility completes Customer"s enrollment with Verde. The Utility may charge 

switching fees to Customer under the Utility"s tariff. Customer will be responsible for the termination of any existing 

supplier agreement. This Agreement will continue until terminated by either Customer or Verde in accordance with this 

Agreement. If Customer voluntarily returns to the Utility after choosing Verde, Customer may be charged a price other 

than the Utility"s applicable tariff rate.

service. Residential and small commercial customers shall have the right to rescind this Agreement within 7 business days 

following the postmark date on the Utility"s confirmation notice by calling the Utility at the designated local or toll-free 

number or by written notice to the Utility. Either Verde or Customer may terminate this Agreement at any time, for any 

reason and without an early termination fee. Should Customer fail to pay the bill or fail to meet any agreed-upon payment 

arrangements, Customer#s service may be terminated in accordance with the Utility#s tariffs and this Agreement may be 

Agreement under the terms and conditions of this Agreement.  The termination will become effective when the Utility 

switches Customer"s account from Verde to the new supplier selected by Customer, to the Utility or to such other default 

provider established for Customer"s account. Termination will not relieve Customer of any payment obligations for 

natural gas provided to Customer by Verde prior to termination. 

accordance with its standard billing practices. Failure to pay natural gas utility charges may result in Customer being 

disconnected in accordance with the natural gas utility tariff. Customer has the right to request from Verde up to 

twenty-four months of Customer"s payment history for services rendered by Verde without charge. Verde does not 

support budget billing for the supply portion of the Customer"s bill.

Customer should contact Duke Energy Corporation at 800-544-6900, Dayton Power and Light Company at 

800-433-8500, Ohio Power Company at 800-672-2231, The Cleveland Electric Illuminating Company at 800-589-3101, 

or The Toledo Edison Company at 800-447-3333

Page 3 of 603635 00869
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Customer Relocation: Customer has a right to terminate this Agreement without penalty in the event Customer 

Changes to Agreement: Verde may change, modify or amend this Agreement at any time (each a $Change&). Each 

www.verdeenergy.com), and Customer will receive individual notice of the Change if required by applicable law. 

Assignment: Customer may not assign this Agreement without Verde#s written consent. Verde may assign this 

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

Notice: Subject to Paragraph 7 above, any notice will be considered to have been made if mailed or emailed to the 

Disputes: Customer may contact Verde regarding this Agreement or any dispute related to this Agreement at 

www.PUCO.ohio.gov. Hearing or speech impaired customers may contact PUCO 

www.pickocc.org.

Warranty Disclaimer: VERDE EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, 

LIMITATION OF LIABILITY:  NEITHER PARTY SHALL BE LIABLE TO THE OTHER FOR ANY 

Force Majeure: Neither party shall be liable to the other for any delay or failure to perform caused by an event of 

Entire Agreement: This Agreement sets forth the entire agreement between Customer and Verde and supersedes any 

Governing Law: Except as provided in Paragraph 17 below, this Agreement is governed by the laws of the State of 

Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of 

Special Offer: Your plan may not include incentives.

6.

7.

8.

9.

10.

11.

12.

13.

14.

15.

16.

17. Agreement For Mandatory Arbitration & Class Action Waiver (the "Arbitration Agreement#): 

relocates outside the service territory of the Utility or within the service territory of a Utility that does not permit 

portability of this Agreement.

Change will be made by Verde in the manner required by applicable law. Each Change will be posted on Verde#s website 

(

Customer should review the website periodically for applicable Changes. Customer"s continued use of Verde"s products 

and services following a Change constitutes Customer"s acceptance of this Agreement as so Changed.

Agreement or the revenues or proceeds due it hereunder: (a) in connection with any financing; (b) to any of its affiliates; 

(c) to anyone succeeding to all or substantially all of Verde#s assets or business in the State of Ohio; or (d) to another 

supplier licensed by the Public Utilities Commission of Ohio. This Agreement is binding upon Customer and Verde, and 

each party#s heirs, successors and permitted assigns. Verde is prohibited from disclosing Customer"s social security 

number, account number(s), or any customer information without Customer"s express written consent except in 

address for Customer in Verde"s records. 

1-800-388-3862 Monday ' Friday 8AM ' 6PM EST. Verde will attempt to resolve the dispute in an efficient, fair and 

timely manner. Verde will report the results of its investigation to Customer. If your complaint is not resolved after you 

have called Verde, 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) or for TTY at 1-800-686-1570 (toll free) from 

8:00 a.m. to 5:00 p.m. weekdays, or at 

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 eight a.m. to five p.m. weekdays, or at 

INCLUDING ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

INDIRECT, SPECIAL, CONSEQUENTIAL (INCLUDING LOST PROFITS OR REVENUE), INCIDENTAL, OR 

PUNITIVE DAMAGES FOR CLAIMS ARISING UNDER THIS AGREEMENT.

Force Majeure. $Force Majeure& means events beyond a party"s reasonable control, including, without limitation, acts of 

God, strikes, terrorism, wars, lightning, hurricanes, blizzards, floods, civil disturbances, shortages, unavailability of 

transmission facilities, and actions of any governmental authority or the Utility that materially impair a party"s ability to 

perform. 

oral or written statements made in connection with this Agreement. This Agreement is governed by the laws of the State 

of Ohio.

Ohio, without regard to its choice of law principles. 

Customer"s enrollment, purchase, this Agreement, or the relationship between the parties ($Dispute&) shall be resolved by 

one arbitrator through binding arbitration using the process explained below.  The parties understand and agree that they 

are waiving their rights to sue or go to court to assert or defend their rights.  However, either party may bring an 

individual claim in small claims court consistent with the jurisdictional and dollar amount limitations that may apply, so 

long as maintained as an individual claim.  The term $Dispute& refers to any dispute, action, claim, or other controversy 

between the parties, whether in contract, warranty, tort, statute, regulation, ordinance, or any other legal or equitable 

basis. Page 4 of 603635 00869
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Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing 

Right to Opt Out of this Arbitration Agreement. Customer may opt out of this Arbitration Agreement within the 

How Arbitration Works. Either party may initiate arbitration, which shall be conducted by the American 

Waiver of Right to Bring Class Action & Representative Claims.  All Disputes, whether resolved informally, in 

Governing Law. This Arbitration Agreement shall be governed by the Federal Arbitration Act and interpreting 

Privacy: Verde"s Privacy Policy governs the way Verde uses Customer"s personal information. To review or obtain 

the current version of the Privacy Policy, please visit Verde"s website at www.verdeenergy.com; email us at 

18.

written notice as specified below to the other party describing the facts and circumstances (including any relevant 

documentation) and allowing the receiving party 30 days in which to respond.  Notice shall be made by first class or 

registered mail (1) to Verde at 12140 Wickchester Ln, Ste 100, Houston, TX 77079 or (2) to Customer at the postal 

address on file with Verde.  Both Customer and Verde agree that this dispute resolution procedure is a condition precedent 

which must be satisfied before initiating any arbitration against the other party.

first 30 days after the earlier of the first time Customer (a) enrolls and begins purchasing services from Verde; or (b) 

signs up for any further program or service provided by Verde. Customer may also opt out of this Arbitration Agreement 

within 30 days after Verde notifies Customer regarding a material change to this Arbitration Agreement.  Customer may 

opt out by sending an email to Verde at service@verdeenergy.com or by sending a letter to 12140 Wickchester Ln, Ste 

100, Houston, TX 77079. Customer should include Customer"s printed name, mailing address, and the words $Reject 

Arbitration.&  

Arbitration Association ($AAA&) under the AAA Commercial or Consumer rules, as applicable, in effect at the time the 

claim is filed ($AAA Rules&). For information on how to file a claim, copies of the AAA Rules and forms can be located 

at www.adr.org, or by calling 1-800-778-7879. Arbitration shall take place in the county of Customer"s residence, as 

determined by Customer"s mailing address on file with Verde. Verde agrees to pay or reimburse all costs associated with 

any arbitration between the parties, including filing fees and arbitrator fees, and agrees to waive any right to recover an 

award of attorneys" fees and costs against Customer. The arbitrator"s decision shall be final, binding, and non-appealable. 

Judgment upon the award may be entered and enforced in any court having jurisdiction. 

small claims court, or through arbitration, shall be brought on an individual basis. Disputes must be brought in the party"s 

individual capacity, and not as a plaintiff or class member in any purported class, collective, representative, multiple 

plaintiff, or similar proceeding ($Class Action&). The parties expressly waive any ability to maintain any Class Action in 

any forum, and the arbitrator shall not have authority to combine or aggregate similar claims or conduct any Class Action 

nor make an award to any entity or person not a party to the arbitration. Any claim that all or part of this Class Action 

waiver is unenforceable, unconscionable, void, or voidable may be determined only by a court of competent jurisdiction 

and not by an arbitrator. THE PARTIES UNDERSTAND THAT THEY WOULD HAVE HAD A RIGHT TO 

LITIGATE THROUGH A COURT, TO HAVE A JUDGE OR JURY DECIDE THEIR CASE AND TO BE PARTY TO 

A CLASS OR REPRESENTATIVE ACTION, HOWEVER, THEY UNDERSTAND AND CHOOSE TO HAVE ANY 

CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

federal law. To the extent state law applies to any aspect of this provision or the claim, the laws of the State of Ohio, 

without regard to its choice of law principles, shall apply. Neither party shall sue the other party other than as provided 

herein or for enforcement of this Paragraph 17 or of the arbitrator"s award; any such suit may be brought only in the 

federal court encompassing the county where the arbitration took place, or if any such court lacks jurisdiction, in any 

state court that has jurisdiction. The arbitrator, and not any federal, state or local court, shall have exclusive authority to 

resolve any dispute relating to the interpretation, applicability, unconscionability, arbitrability, enforceability or 

formation of this Arbitration Agreement including any claim that all or any part of the Arbitration Agreement is void or 

voidable. However, the preceding sentence shall not apply to the clause above entitled $Waiver of Right to Bring Class 

Action & Representative Claims.&

privacy@verdeenergyusa.com; or write to us at Privacy Policy Coordinator, Verde Energy USA, Inc., 12140 Wickchester 

Ln, Ste 100, Houston, TX 77079. In general, Verde uses Customer"s personal information to allow Verde to provide the 

products and services that Customer has chosen and to manage and develop Verde"s business and operations, including 

informing Customer of products and services that carefully-selected third parties offer that may be of interest to Customer. 

Unless Customer contacts Verde and notifies Verde otherwise, by accepting natural gas service from Verde Customer 

consents to Verde collecting, retaining, using and disclosing Customer"s personal information in accordance with the 

Privacy Policy.
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Case Number: 00253159 3

Case Emails

Email Created Date: 2/13/2019 2:27:41 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253159

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45212

SERVICE ADDRESS:  Cincinnati, Ohio 45212

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: &  &

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Mr.  contacted the PUCO regarding his enrollment with Verde.

When was this account enrolled, and how?



Case Number: 00253159 4

Please provide copies of:

*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

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FL4Un:ref

Email Created Date: 2/14/2019 2:09:03 PM

Email Text Version: 

Good afternoon,

Attached is the TPV recordings for PUCO Complaint No. 00253159. As such, Verde will provide a 

final response by the end of business on 2/26/2019.

Thank you,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist
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12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Wednesday, February 13, 2019 1:29 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253159 [ 

ref:_00Dt0GzXt._500t0FL4Un:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253159

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45212

SERVICE ADDRESS:  Cincinnati, Ohio 45212

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    & & 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Mr.  contacted the PUCO regarding his enrollment with Verde.

 When was this account enrolled, and how?

Please provide copies of:

*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
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Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ca6b91474f6

15447011fe08d692afde7a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857681

390099503&sdata=bQ1dSSneSd5UYEHyHV2rA%2BmRamU3xyrwlnhFUbngEHY%3D&reserved=0

>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i0sG]

ref:_00Dt0GzXt._500t0FL4Un:ref

Email Created Date: 2/22/2019 5:08:52 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253159.

Thank you for bringing  concern to our attention and for allowing us to address 

it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment to Verde.
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Investigative Results:

·         On 2/12/2019,  authorized his electric and gas accounts to Verde via Marcell 

Johnson (agent ID 830008) a Door to Door sales agent associated with Third Party Vendor 

Energy Group Consultants. Mr.  enrolled the two electric accounts onto Verde’s fixed rate 

of $0.0899 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and a $0 Early 

Termination Fee (“ETF”). He enrolled the gas account onto Verde’s fixed rate of $0.6495 

cents/CCF for 12 months, with a $0 MSF as well as a $0 ETF. (TPVs Attached)

·         On 2/13/2019, Verde received inbound enrollment acceptances for the two electric 

accounts and gas account with a date of 2/27/2019.

o   Verde received PUCO Complaint No. 00253159.

·         On 2/16/2019, Verde received two inbound cancellation transactions from the utility with 

a date of 2/16/2019 for the two electric accounts.

·         On 2/19/2019, Verde received an inbound cancellation transaction from the utility with a 

date of 2/19/2019 for the gas account.

·         On 2/22/2019, the Welcome Letter for the two electric accounts and gas account was 

sent to the mailing address on file. (Letters Attached)

Outcome:

We’d like to confirm that per the attached TPV Mr.  authorized his two electric and one 

gas accounts to Verde via a Door to Door sales agent on 2/12/2019 from Energy Group 

Consultants, LLC.  Verde does not have any correspondences from Mr.  regarding his 

enrollments and does not have a reason to believe that the person who authorized the 

enrollments is not Mr.  himself.

As such, the two electric accounts and one gas account will not be assessed any charges or fees 

as they terminated before the day they were scheduled to become active on 2/27/2019.

Lastly, since a Door to Door sales agent completed these enrollments, there is no sales call to 

provide. We have requested the signed enrollment agreements for the enrollments to Verde 

from the proper department. Once we are in receipt of it/them they will be provided to you.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois
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[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Wednesday, February 13, 2019 1:29 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253159 [ 

ref:_00Dt0GzXt._500t0FL4Un:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253159

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45212

SERVICE ADDRESS:  Cincinnati, Ohio 45212

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    & & 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Mr.  contacted the PUCO regarding his enrollment with Verde.

 When was this account enrolled, and how?

Please provide copies of:
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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 or e-mailed to the customer

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cfb73f798ee

a14a59c65908d699121217%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636864701

087329402&sdata=pb02iVpX6hF9W6cWB4ki0onFiv8pMRuuqxOQvbN8HfM%3D&reserved=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i0sG]

ref:_00Dt0GzXt._500t0FL4Un:ref

Email Created Date: 2/25/2019 3:10:30 PM

Email Text Version: 

Louise,

Thank you for the information provided. while the customers enrollment was cancelled and he 

will not receive services with Verde, he would like it documented the sales agent completed the 

TPV, not the customer.

Thank you,
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Maureen

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 5:06 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253159 [ 

ref:_00Dt0GzXt._500t0FL4Un:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253159.

Thank you for bringing  concern to our attention and for allowing us to address 

it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment to Verde.

Investigative Results:

· On 2/12/2019,  authorized his electric and gas accounts to Verde via Marcell 

Johnson (agent ID 830008) a Door to Door sales agent associated with Third Party Vendor 

Energy Group Consultants. Mr.  enrolled the two electric accounts onto Verde’s fixed rate 

of $0.0899 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and a $0 Early 

Termination Fee (“ETF”). He enrolled the gas account onto Verde’s fixed rate of $0.6495 

cents/CCF for 12 months, with a $0 MSF as well as a $0 ETF. (TPVs Attached)

· On 2/13/2019, Verde received inbound enrollment acceptances for the two electric accounts 

and gas account with a date of 2/27/2019.

o Verde received PUCO Complaint No. 00253159.

· On 2/16/2019, Verde received two inbound cancellation transactions from the utility with a 

date of 2/16/2019 for the two electric accounts.

· On 2/19/2019, Verde received an inbound cancellation transaction from the utility with a date 

of 2/19/2019 for the gas account.
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· On 2/22/2019, the Welcome Letter for the two electric accounts and gas account was sent to 

the mailing address on file. (Letters Attached)

Outcome:

We’d like to confirm that per the attached TPV Mr.  authorized his two electric and one 

gas accounts to Verde via a Door to Door sales agent on 2/12/2019 from Energy Group 

Consultants, LLC.  Verde does not have any correspondences from Mr.  regarding his 

enrollments and does not have a reason to believe that the person who authorized the 

enrollments is not Mr.  himself.

As such, the two electric accounts and one gas account will not be assessed any charges or fees 

as they terminated before the day they were scheduled to become active on 2/27/2019.

Lastly, since a Door to Door sales agent completed these enrollments, there is no sales call to 

provide. We have requested the signed enrollment agreements for the enrollments to Verde 

from the proper department. Once we are in receipt of it/them they will be provided to you.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Wednesday, February 13, 2019 1:29 PM

To: Regulatory
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253159 [ 

ref:_00Dt0GzXt._500t0FL4Un:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253159

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45212

SERVICE ADDRESS:  Cincinnati, Ohio 45212

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: &  &

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Mr.  contacted the PUCO regarding his enrollment with Verde.

When was this account enrolled, and how?

Please provide copies of:
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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 or e-mailed to the customer

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FL4Un:ref
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A

2/22/2019 

Dear  

Thank you for signing up with Verde Energy. We look forward to providing 

you with 100% renewable energy at a very competitive rate.  

We!ve received your request to start service; you will officially be switched 

to Verde Energy on your next meter reading.  This can take your existing 

utility 1-2 billing cycles to complete, depending on the date you enrolled and 

on your next meter read date.

Once a customer, you!ll enjoy the many benefits of being part of the Verde 

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

If you need assistance, please feel free to call our dedicated Customer Care 

team at 1-800-388-3862 or by email at customercare@Verdeenergy.com.

We look forward to welcoming you to the Verde Energy family, where we 

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

"" """" """""""

""""" """"""" """"" """""!

Welcome to the Verde Energy Family!





Terms !!! Conditions of Service

!!!!!!!!!!! !!! !!! !!! !!! !!!!!!!! !!!!!!! !!!!!!!! !!! !!!!!!

Price: !!!!!! !!! !!!!! !! !!!!!! !!!!! !!!! !!!!!! !!!!!!! !!! !! !!!!!!!! !! !!! !!!% !!!!!!!!! !!!!! !!!!!! !!!! 

!! 64.95 Cents/CCF  Plus $0 per month! !!!!! !!! !!!!! !! !!!!!! !!!!! !!!! !!!!!! !!!!!!! !!! !! !!!!!!!! !! ! !!!% 

!!!!!!!!! !!!!!!!! !!!! !!!! !!! !!!!!! !!!!!!! !!!! !!!!!! !!!!!!!!!!! !!! !!!! !! !!!!! !!!! !!! !!!!! !!!!!!!! !! 

!!!!!!!! !! !!! !!!!!!! !!!! !!!!!!!! !! !! !!!!!!!! !! !!! !!!!!!!! !! !!!!!!! !! !!!!!!!! !! !!!!! !!! !!!!!!!! !!!!! !!!! 

Term: !!!!! !! !!!!!!!!!! !! !!!!!! !!!!!!!!"! !!!!!!! !!!!!!!! !!! !!! !!!!!! !!!!!!! !! !!!!!!!!"! !!!!!!! !!! !!!!! 

Right of Rescission & Termination: !!! !!!!!!! !!!! !! !!!!!!! !!!!!!!! ! !!!!!!!!!!!! !!!!!! !! !!! !!!!!!!! !! 

!!!!!!!!!!!!! !!!!!!!!!!!  !!!! !!!!!!!!! !!!!!!!!!!!!! !!!!!!!!!! !! !!! !! !!! !!!!!!!!! !!!!!!! !!! !!! !!!!!!!!! 

!!!!!!! !!!!!!!! !! !!! !!!!!! !! !!! !!!!!!!! !!! !!!!!!!! !!!!! !!!!!!! !!! !!!!!!!"! !!!!!!! !!!! !! !! !! !!!! !!! !!!!!! 

!! !!!!!! !!! !!!!! !!!!!!! !!!!!!!! !! !!! !!!!!!!#! !!!!!! !!!!!!!! !!!!!!!! !!!! !!!!! !! !!!!!!!!! !! !!!!!!!!! !!!! 

Billing: !!!!!!!! !!!! !!!!!!!! !! !!!!!!! !!! !!!!!!! !!!!!!! !!! !!!! !!!! !!! !!!!!!!! !!!!!!! !! !!! !! !!! !!!!!!! !! 

Emergency: !!! !!! !!!!!!! !!!!!!!! !! !! !!! !!!!! !! !! !!!!!!!!!! !!!! !! ! !!!!! !!!!!!! !! ! !!!!!! !!!!! !!!!! 

!!!!!! !!!% !! !!! !!!!!!!!! !!!!!! !! !!!!!! !!!!!!! !!!!! !!!!!!!!! !!!!!! !! !!!!!!!!"! !!!!!! !!!!!!! 

!!! !!!!! !!!!!!! !!! !!! !! !!! !!!!!!!! !!!!!! !!!!!! !!!!!!!!!!! !!!!! !!! !!!!!!! !!!!!!!! !!! 

!!!!!!!!!! !! !!!!!!!!! !!!!!! !!!!!!!!!!!! !$!!!!&! !! !!!!!!!!!! !!!!!!!!! !! !!!!!!!!! !!!!!!! !!!!!! 

!!!!!! !!!!!!!! !!!!!!!! !!! !!!!!!!!!! !! !!!!!! !!!!!! !!!!!!!! !!!! !!! !!!!!!!! !!!!!! !!! !!! !!!!!!!!! 

!!!!!!!!!! !!!! !!!!!!!!"! !!!!!! !!!!!!!!!!!! !!! !!!!! !!!!!! !!! !!!!!!! !! !!! !!!!!!!!!! !!!!!! !! !!!!!! 

!!!! !! !!! !!!!!!!!! !!!!!!!!!!

!!

!!

!!

!!

!!

!!!!! !!!!!! !!! !!!!! !!!! !! !!!!!!! !!!!!!!!!!! !!!! ! !!!!!!!! !!!!!!! !! !!!!! ! !!!!!!!!!! !!! !!! !!!! 

!!!!!!!! !! !!!!! !$!!!!!&!! !!!! !!!!!! !!! !$!!!!!!!!&! !!!! !!!!!!! !!! !! !!! !!!!!!! !!!!!!!!! !! !!!! !!!!! !!!!!!! 

!!! !!!!!!! !$!!!!!!!&!! !!!!!!! !! !!!!! !!!!! !!! !!!!!!!!!! !! !!!!!!!! !!!!! !!!!!!!! !! !!!!!!!!! !! 

!!!!! !! !!!!!! !!!!!!! !!! !! !!!!!!!! !!!!!!!!!!! !!! !!! !!!!!!! !!! !!! !!!!! !! !!!!!!!!! !!!!!!! !!!! !!!!!!!! !!!!!!! 

!!! !!!!!!!!!!!!!! !!!!!!! !!!!! !!!!! !!! !!!!!!!!! !!!! !!!!!! !!!!!!! !!!! !! !!!!!! !!! !!!!!!! !!!!!!! !!! !!!!!!! 

!! !!!! !!! !!!!!!!!!!!! !!!! !!!!!"! !!!!! !!!!!!!! !!! !!!!!!!! !!!!!!!! !!!!! !!!! !!! !!! !! !!!!!!!!!!! !!! !!! !!!!! 

!!!!!!! !!!!!!! !! !!! !!!!!!!! !!! !!!!!!!! !! !!!!!!! !!!! !!!!!!!!! !!!!!!!!!! !!!!! !!! !!!!!!! !!! !!!!!!!! !!!!!!! 

!!!! !!! !!!!!!!! !!!!! !!!! !!!!! !!!! !!! !!!!!! !!!!!!! !! !!!!!!!!"! !!!!!!! !!! !!!!! !!! !!!!! !!!!!!!! !!!!!!!!! 

!!!! !!!!!!!!! !!!! !!!!! !!!! !!! !!!!!!! !!!!!!!!! !!!!!!!!"! !!!!!!!!!! !!!! !!!!!! !!! !!!!!!! !!! !!!!!! 

!!!!!!!!! !!!! !! !!!!!!!! !!!!! !!! !!!!!!!"! !!!!!!! !!!!!!!! !!!! !! !!!!!!!!!!! !!! !!! !!!!!!!!!!! !! !!! !!!!!!!! 

!!!!!!!! !!!!!!!!!! !!!! !!!!!!!!! !!!! !!!!!!!! !!!!! !!!!!!!!!! !! !!!!!! !!!!!!!! !! !!!!! !! !!!!!!!!!! !!!! !!!! 

!!!!!!!!!! !! !!!!!!!! !!!!!!!!!!! !!!!!!! !! !!! !!!!!!! !!!!! !!!!!!!! !!!!!! !!!!!!!! !!! !! !!!!!!! ! !!!!! !!!!! 

!!!! !!! !!!!!!!"! !!!!!!!!!! !!!!!! !!!!!

!!!!!!!! !!!!!!!!!!! !!! !!!!! !!!!!!!!!! !!!!!!!!! !!!!! !!!! !!! !!!!! !! !!!!!!! !!!! !!!!!!!!! !!!!!! ! !!!!!!!! !!!! 

!!!!!!!!! !!! !!!!!!!! !!!! !! !!! !!!!!!!"! !!!!!!!!!!!! !!!!!! !! !!!!!!! !!! !!!!!!! !! !!! !!!!!!!!!! !!!!! !! !!!!!!!!! 

!!!!!! !! !! !!!!!!! !!!!!! !! !!! !!!!!!!! !!!!!! !!!!! !! !!!!!!!! !!! !!!!!!!!! !!!! !!!!!!!!! !! !!! !!!!! !!! !!! 

!!!!!! !!! !!!!!!! !! !!!!! !!!!!!!!!!! !!!! !!!!!! !!!!!!!! !!!! !! !!! !!! !!!! !! !!!! !! !!!! !!! !!!!!!!!!!! !!!!!!! 

!!!!!!!!!!!!! !!!!!!!!#! !!!!!!! !!! !! !!!!!!!!!! !! !!!!!!!!!! !!!! !!! !!!!!!!#! !!!!!!! !!! !!!! !!!!!!!!! !!! !! 

!!!!!!!!! !!!!! !!! !!!!! !!! !!!!!!!!!! !! !!!! !!!!!!!!!!  !!! !!!!!!!!!!! !!!! !!!!!! !!!!!!!!! !!!! !!! !!!!!!! 

!!!!!!!! !!!!!!!!"! !!!!!!! !!!! !!!!! !! !!! !!! !!!!!!!! !!!!!!!! !! !!!!!!!!! !! !!! !!!!!!! !! !! !!!! !!!!! !!!!!!! 

!!!!!!!! !!!!!!!!!!! !!! !!!!!!!!"! !!!!!!!! !!!!!!!!!!! !!!! !!! !!!!!!! !!!!!!!! !! !!! !!!!!!! !!!!!!!!!!! !!! 

!!!!!!! !!! !!!!!!!! !! !!!!!!!! !! !!!!! !!!!! !! !!!!!!!!!!!! 

!!!!!!!!!! !!!! !!! !!!!!!!! !!!!!!! !!!!!!!!!! !!!!!!! !! !!! !!!!!!! !!! !!!!!!! !!!!!!! !!! !!!!!! !! !!!!!!!! !!!!! 

!!!!!!!!!!!! !! !!!!!!!!!! !!!! !!! !!!!!!! !!! !!!!!!! !!!!!!! !!!!!!!! !!! !!! !!!!! !! !!!!!!! !!!! !!!!! !! !! 

!!!!!!!!!!! !!!!!! !! !!!!!!!!"! !!!!!!! !!!!!!! !!! !!!!!!!! !!!!!!!! !! !!!!! !!!!!!! !!!!!!! !!!!! !!!! !!! 

!!!!!!! !!!!!! !!!!!!! !!! !!! !!!!!! !!!!!!! !! !!! !!!!!!!!"! !!!!!

!!!!!!!! !!!!!! !!!!!!! !!!! !!!!!! !!!!!!!!!!! !! !!!!!!!!!!!!! !!!!!! !!!!! !!! !!!!! !!!!!!! !! 

!!!!!!!!!!!!! !!!! !!!!! !!!!!!! !! !!!!!!!!!!!!! !!! !!!!!!!!! !!!!!!!! !!!!!!!!!!!! !!!!!!! !! !!!!!!!!!!!!! 

!! !!! !!!!!! !!!!!! !!!!!!! !! !!!!!!!!!!!!
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Customer Relocation: !!!!!!!! !!! ! !!!!! !! !!!!!!!!! !!!! !!!!!!!!! !!!!!!! !!!!!!! !! !!! !!!!! !!!!!!!! 

Changes to Agreement: !!!!! !!! !!!!!!! !!!!!! !! !!!!! !!!! !!!!!!!!! !! !!! !!!! !!!!! ! $!!!!!!&!! !!!! 

!!!!!!!!!!!!!!!!!!!!! !!! !!!!!!!! !!!! !!!!!!! !!!!!!!!!! !!!!!! !! !!! !!!!!! !! !!!!!!!! !! !!!!!!!!!! !!!! 

Assignment: !!!!!!!! !!! !!! !!!!!! !!!! !!!!!!!!! !!!!!!! !!!!!#! !!!!!!! !!!!!!!! !!!!! !!! !!!!!! !!!! 

!!!!!!!!!! !!!! !!!!! !!!!!!!!!!!! !!! !!!!!!!!!!!! !! !!! !!!! !!!!!!!!!!!!!! !!!!!  

Notice: !!!!!!! !! !!!!!!!!! ! !!!!!! !!! !!!!!! !!!! !! !!!!!!!!!! !! !!!! !!!! !!!! !! !!!!!! !! !!!!!!! !! !!! 

Disputes! !!!!!!!! !!! !!!!!!! !!!!! !!!!!!!!! !!!! !!!!!!!!! !! !!! !!!!!!! !!!!!!! !! !!!! !!!!!!!!! !! 

!!!!!!!!!!!!!!!!!! !!!!!!! !! !!!!!! !!!!!!!! !!!!!!!!! !!! !!!!!!! !!!! 

!!!!!!!!!!!!!!!!

Warranty Disclaimer! !!!!! !!!!!!!!! !!!!!!!!! !!! ! !!!!!!!!!! !!!!!!! !! !!!!!!!! 

LIMITATION OF LIABILITY!  !!!!!!! !!!!! !!!!! !! !!!!!! !! !!! !!!!! !!! !!! 

Force Majeure! !!!!!!! !!!!! !!!!! !! !!!!!! !! !!! !!!!! !!! !!! !!!!! !! !!!!!!! !! !!!!!!! !!!!!! !! !! !!!!! !! 

Rewards, Bonuses and/or Incentives Program Terms. !!!!!!!! !!!!!!! !!!!!! !!!!!!!!!! !!! !!!!!!! !! !!! 

terms and conditions set forth herein!!!!! !!!!!!!!!!! !! !!! !!!!! !!! !!!!!!!!!! !! !!! !!!!!!! !!!!!! !!!!!! 

Entire Agreement: !!!! !!!!!!!!! !!!! !!!!! !!! !!!!!! !!!!!!!!! !!!!!!! !!!!!!!! !!! !!!!! !!! !!!!!!!!!! !!! 

!!

!!

!!

!!

!!!

!!!

!!!

!!!

!!!

!!!

!!!!!!!!! !!!!!!! !!! !!!!!!! !!!!!!!!! !! !!! !!!!!!! !! !!!!!! !!! !!!!!!! !!!!!!!!! !! ! !!!!!!! !!!! !!!! !!! !!!!!! 

!!!!!!!!!!! !! !!!! !!!!!!!!!!

!!!!!! !!!! !! !!!! !! !!!!! !! !!! !!!!!! !!!!!!!! !! !!!!!!!!!! !!!! !!!! !!!!!! !!!! !! !!!!!! !! !!!!!#! !!!!!!! 

!

!!!!!!!! !!!!!! !!!!!! !!! !!!!!!! !!!!!!!!!!!! !!! !!!!!!!!!! !!!!!!!! !!!!!!!!"! !!!!!!!!! !!! !! !!!!!"! !!!!!!!! 

!!! !!!!!!!! !!!!!!!!! ! !!!!!! !!!!!!!!!!! !!!!!!!!"! !!!!!!!!!! !! !!!! !!!!!!!!! !! !! !!!!!!!!

!!!!!!!!! !! !!! !!!!!!!! !! !!!!!!!! !!! !! !!!!!!!!!! !!! !! !!!!!!!!!! !!!! !!! !!!!!!!!!! !!! !! !!! !! !!! !!!!!!!!!!! 

!!! !! !!!!!! !!!!!!!!!! !! !!! !! !!!!!!!!!!!!! !!! !! !!!!!#! !!!!!! !! !!!!!!!! !! !!! !!!!! !! !!!!! !! !!! !! !!!!!!! 

!!!!!!!! !!!!!!!! !! !!! !!!!!! !!!!!!!!! !!!!!!!!!! !! !!!!! !!!! !!!!!!!!! !! !!!!!!! !!!! !!!!!!!! !!! !!!!!! !!! 

!!!! !!!!!#! !!!!!! !!!!!!!!!! !!! !!!!!!!!! !!!!!!!! !!!!! !! !!!!!!!!!! !!!! !!!!!!!!!! !!!!!!!!"! !!!!!! !!!!!!!! 

!!!!!!! !!!!!!! !!!!!!!!!! !! !!! !!!!!!!! !!!!!!!!!!! !!!!!!! !!!!!!!!"! !!!!!!! !!!!!!! !!!!!!! !!!!!! !! 

!!!!!!! !!! !!!!!!!! !! !!!!!"! !!!!!!!! 

!!!!!!!!!!!!!! !!!!!! ( !!!!!! !!! ( !!! !!!! !!!!! !!!! !!!!!!! !! !!!!!!! !!! !!!!!!! !! !! !!!!!!!!!! !!!! !!! 

!!!!!! !!!!!!! !!!!! !!!! !!!!!! !!! !!!!!!! !! !!! !!!!!!!!!!!!! !! !!!!!!!!! !! !!!! !!!!!!!!! !! !!! !!!!!!!! !!!!! !!! 

!!!! !!!!!! !!!!!! !! !!! !!!!!!! !!!!!!! !!!!!!!!!!!! !!!!!!!!!!! !!! !!!!!!!! !!!!!!!!! !!! !!!!!!! !!! !!!!!! !!!!!!!!! 

!!!!!!!!!! !! !!!! !$!!!!&! !!! !!!!!!!!!! !! !!!!!!!!!!!!!! !!!!! !!!!! !! !!! !!! !! !!!!!!!!!!!!!! !!!!! !!!!! !!!! 

!!!! !!!! !! !!!! !!!! !!!!!!!!! !! !! 

!!! !!!!! !!!!! !!!!! !!!!!!!!! !!! !!!! !!!!!!!!!# !!!!!!! !!!!! !!!!!!!!!! !!!!!!!!!!! !!!!!!! !!!!!!!!! !! !!!!!!! 

!!!!!! !!! !!!!! !!! !!! !!! !! !!!!!!!!! !! !!!!!!!!!!!!!! !!!!! !!!!! !!!! !!!!! !!!! !! !!!! !!!! !!!!!!!!! !! !! 

!!!!!!!!! !!! ! !!!!!!!!! !! !!!!!!!!!!!!!!! !! !!!!!!! !!! ! !!!!!!!!!! !!!!!!!!

!!!!!!!!! !!!!!!!! !!!!!!!!!!!!! !!!!!!!!!! !!!! !!!!!!! !! !!!!!!!!! !!!!!!!!!!! !! 

!!!!!!!! !!!!!!! !!! !!!!!! !!!!!!! !!!!! !!!! !!!!!!!!!!

!!!!! !!!!!!!! $!!!!! !!!!!!!& !!!!! !!!!!! !!!!!! ! !!!!!"! !!!!!!!!!! !!!!!!!! !!!!!!!!!! !!!!!!! !!!!!!!!!!! !!!! !! 

!!!! !!!!!!!! !!!!!!!!!! !!!!! !!!!!!!!!! !!!!!!!!!!! !!!!!!!!!! !!!!!!! !!!!! !!!!!!!!!!!!! !!!!!!!!!! !!!!!!!!!!!!!! !! 

!!!!!!!!!!!! !!!!!!!!!!! !!! !!!!!!! !! !!! !!!!!!!!!!!! !!!!!!!!! !! !!! !!!!!!! !!!! !!!!!!!!!! !!!!!! ! !!!!!"! !!!!!!! !! 

!!!!!!!! 

!!!!!!!!! !!!!! !!! !!!!!!!!!!! 

!!! !!!!!!!! !! !!!!!!!!! !!! !!!!!!!! !!!!!!! !!!!!! !!!!!!!!!!! !!!!!! !!!!!!!! !!! !!!!!!! !! !!!!! !!! !!!! !!! 

!!!!!!! !!!! !!!! $! !!! !!!! !!! !!!!! !! !!!! !!! !!!!!!!! ! !!!!!!! !! !!!!!!!!!!! !!!!!! !!!!!!! !! !!!!!! !!!!!!!! 

!!! !!!!! !!! !! !!!! !!!!!!!! !!! !!!!!!!! !!!!!!! !!!!! !!!!!! !!! !!!!!!! !!!!!!!! !!!!!! !! !!!! !!!!!! !! !!! !!!!!!

!!!!!!!! !!!!!!!! !!!!!! !!!!!!!!!! !!! !!!! !!!!!!! !! !!! !!!!!!!! !!!!!!!! !!!!!! !!!!!!!!!!" !!!!! !!! !!!!!!!!!! 

!!!!!! !! !!! !!!!! !!! !! !!! !! !!!!!!! !! !!! !!!!!!!!!! !!! !!!!! !!!!! !!! !!!!!!!!!! !! !!! !!!!! !! !!!!!!! 

!!!!!!!!!!!! !!!!!! !!! !!!! !!!!!!!!!! !!! !!! !!!!!!! !!! !!! !!!!! !!!!!!! !! !!!!!!! !!!!!!!!!!! 

!!!!!!!!! !!!!!!!! !!! !!!!!!!!! !! !!!!!!! !!!!!!!!!!!!!!! !!!!! !!!!!! !!!!!!!! !!! !!!!! !! !!!!!!!!!! !!! !!!!!!! 

!!!!!! !!!! !!!!!!!!!!!!! !! !!!!!!!! !!!!!!! !!!!!! !!!!!!!!!!" !!!!!!!!!

!!!! !! !!!!!!! !!!!!!!!!! !!!! !! !!!!!!!!!! !!!! !!!! !!!!!!!!!! !!!! !!!!!!!!! !! !!!!!!!! !! !!! !!!! !! !!! !!!!! 

!! !!!!!
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in addition to the 



Governing Law: !!!!!! !! !!!!!!!! !! !!!!!!!!! !! !!!!!! !!!! !!!!!!!!! !! !!!!!!!! !! !!! !!!! !! !!! !!!!! !! 

!!!!! !! !!! !!!!!!!!!!! !!!!!!!!!! !!! !!!!! !!!!!!! !!!!!!! !!! !!!!!!! !!!!!!!!!! !! !!!!!!! !!! !! 
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Price: !!!!!! !!! !!!!! !! !!!!!!! !! !!!!!!!! !!!!! !!!! !!!!!! !!!!!!!!!!! !! !!!!!!!! !! ! !!!% !!!!!!!!! !!!!! !!!!!!!!!! 

Term: !!!!! !! !!!!!!!!!! !! !!!!!! !!!!!!!!"! !!!!!!! !!!!!!!! !!! !!! !!!!!!!!!! !!!!!!! !!!!!!! !!!! !!!!!!!!! !!!! !!!!! 

Right of Rescission & Termination: !!!!!!!!!!! !!! !!!!! !!!!!!!!!! !!!!!!!!! !!!!! !!!! !!! !!!!! !! !!!!!!! !!!! !!!!!!!!! 

Billing: !!!!!!!! !!!! !!!!!!!! !! !!!!!!! !!! !!!!!!! !!!!!!!! !!!! !!!! !!! !!!!!!!! !!!!!!! !! !!! !! !!! !!!!!!! !! !!!!!!!!!! 

Emergency: !!! !!! !!!!!!! !!!!!!!! !! !! !!! !!!!! !! !! !!!!!!!!!! !!!! !! ! !!!!! !!!!!!! !! ! !!!!!! !!!!! !!!!! !!!!!!!! 

Customer Relocation: !! !!!!!!!! !!!!! !! ! !!! !!!!!!! !!!!!! !!!!!"! !!!!!!! !!!!!!!!!! !!!!!!!! !!!!!! !!!!!!! !!!!! !! 

Changes to Agreement: !!!!! !!! !!!!!!! !!!!!! !! !!!!! !!!! !!!!!!!!! !! !!! !!!! !!!!! ! #!!!!!!$!! !!!! !!!!!! !!!! 

!!!!!!!!!!!!!!!!!!!!! !!! !!!!!!!! !!!! !!!!!!! !!!!!!!!!! !!!!!! !! !!! !!!!!! !! !!!!!!!! !! !!!!!!!!!! !!!! !!!!!!!! !!!!!! 
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Verde Energy USA Ohio, LLC - Terms and Conditions of Service
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Assignment: !!!!!!!! !!! !!! !!!!!! !!!! !!!!!!!!! !!!!!!! !!!!!'! !!!!!!! !!!!!!!! !!!!! !!! !!!!!! !!!! !!!!!!!!! !! !!! 

Notice: !!!!!!! !! !!!!!!!!! ! !!!!!! !!! !!!!!! !!!! !! !!!!!!!!!! !! !!!! !!!! !!!! !! !!!!!! !! !!!!!!! !! !!! !!!!!!! !!! 

Disputes! !!!!!!!! !!! !!!!!!! !!!!! !!!!!!!!! !!!! !!!!!!!!! !! !!! !!!!!!! !!!!!!! !! !!!! !!!!!!!!! !! !!!!!!!!!

!!!!!!!!!!!!!!!!!! !!!!!!! !! !!!!!! !!!!!!!! !!!!!!!!! !!! !!!!!!! !!!! !!! !!!!! !!!!! !!!!! !!!!!!!!! 

!!!!!!!!!!!!!! !!!!! !!!!! !!!! !!!! !!!! !! !!!! !!!! !!!!!!!!! !! !! !!!!!!!!!!!!!!!!

Warranty Disclaimer! !!!!! !!!!!!!!! !!!!!!!!! !!! ! !!!!!!!!!! !!!!!!! !! !!!!!!!! !!!!!!!!! 

LIMITATION OF LIABILITY!  !!!!!!! !!!!! !!!!! !! !!!!!! !! !!! !!!!! !!! !!! !!!!!!!!! 

Force Majeure! !!!!!!! !!!!! !!!!! !! !!!!!! !! !!! !!!!! !!! !!! !!!!! !! !!!!!!! !! !!!!!!! !!!!!! !! !! !!!!! !! !!!!! 

Rewards, Bonuses and/or Incentives Program Terms. !!!!!!!! !!!!!!! !!!!!! !!!!!!!!!! !!! !!!!!!! !! !!! !!!!!!!!! !!!!! 

herein!!!!! !!!!!!!!!!! !! !!! !!!!! !!! !!!!!!!!!! !! !!! !!!!!!! !!!!!! !!!!!! !!!!!!!!! !!!!!!!! !!! !!!!!!!!! !! !!!!!!! 
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Case Number: 00253204 4

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Mr.  contacted the PUCO regarding his Duke bills. The customer states he is unaware of 

how he was enrolled, and when he contacted Verde was told he was not a customer.

When was this account enrolled, and how?

Please provide copies of:

*The sales call to this customer

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

submit the enrollment request

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

*Any 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





Case Number: 00253204 6

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

Sent: Wednesday, February 13, 2019 3:24 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253204 [ 

ref:_00Dt0GzXt._500t0FL5JZ:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253204

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45215

SERVICE ADDRESS:  &  Cincinnati, Ohio

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   &

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Good afternoon,

Mr.  contacted the PUCO regarding his Duke bills. The customer states he is unaware of 

how he was enrolled, and when he contacted Verde was told he was not a customer.

 When was this account enrolled, and how?

Please provide copies of:

*The sales call to this customer

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

submit the enrollment request

*Welcome Letter with the Terms and Conditions for service mailed or e-mailed to the customer
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 AGREEMENT TO PURCHASE NATURAL GAS 
STARION SIMPLE PLAN 

OHIO TERMS OF SERVICE 
 

Starion Energy NY, Inc. (“Starion”) is a certified retail natural gas services provider (“retail supplier”) certified by the Ohio Public Utilities 
Commission (“PUCO”) to offer and supply natural gas to customers in the State of Ohio (Certificate No. 14-339G). The PUCO does 
not regulate the prices or other charges from Starion found in this Agreement. Customer understands that Starion is not affiliated with 
or representing the Local Utility (“Utility”) or the PUCO. You acknowledge that switching to Starion, or another retail supplier, is not 
mandatory, and that you have the option to receive standard service from your Utility. 
1. Agreement to Purchase Natural Gas: These Terms of Service, together with your Third-Party Verification (“TPV”) and/or or 

Customer Application, and your Contract Summary, constitute the agreement between Starion and the customer (“you” or 
“Customer”) by which Starion agrees to sell and supply natural gas to Customer, and Customer agrees to purchase and receive 
natural gas from Starion, pursuant to the terms set forth herein (the “Agreement”). Customer warrants that he/she is the account 
holder and/or fully authorized to enter into this Agreement for the natural gas account(s) specified and confirmed in the Contract 
Summary. This Agreement is contingent upon Customer providing complete and accurate information to Starion and subject to 
final acceptance by Starion. 

2. Nature of Services: This Agreement authorizes Starion to change your natural gas supplier. Starion will supply natural gas to the 
Customer for the natural gas account(s) authorized by the Customer. The natural gas supplied by Starion will be delivered to the 
Customer by the Utility. The amount of natural gas supplied under this Agreement is subject to change based on usage data 
provided to Starion by the Utility.   

3. Price � Charges for Service: 
a. Price: Under this Agreement, Customer’s price per Ccf will be Variable with no price cap and determined month-to-month based 

on Starion’s Variable Price Methodology. New customers may receive a one-time introductory price, as indicated in your TPV 
or Customer Application and confirmed in your Contract Summary. There is no limit on how much the Variable price may change 
from one billing cycle to the next. Your price may be higher or lower than the Utility’s price for standard service at any time and 
Starion cannot guarantee savings over the Utility’s price in any given month or over the duration of your contract. You can obtain 
your current variable price by calling 1-800-600-3040. 

b. Starion’s Variable Price Methodology: The Variable price shall be calculated monthly at Starion’s discretion to reflect energy 
market pricing and commodity, capacity, storage, balancing, transportation and related costs, other market-related factors, all 
applicable taxes, fees, charges and other assessments, plus Starion’s costs, expenses, and margins.  

c. Calculation of Charges: Starion will calculate your supply charges for each billing period by multiplying (i) the price of natural gas 
per Ccf by (ii) the amount of natural gas used during the billing period, and adding to the product of (i) and (ii) an Account 
Management Fee, if applicable. This Agreement does not include your Utility’s service and delivery charges or any applicable 
state and local taxes. 

d. Account Management Fee (“AMF”): An Account Management Fee may be applied to each billing cycle, as stated in your 
Contract Summary. The AMF is charged for customer database management, utility data reconciliation, energy procurement 
and other operating costs as determined in Starion’s discretion. 

4. Term: The term of this Agreement shall be month-to-month and will continue until it is terminated by your or Starion subject to the 
provisions of Section 9. Service under this Agreement will begin on the earliest date as determined by the Customer’s current 
account status and meter cycle. For a new customer, service under this Agreement will begin on the meter-read date following 
acceptance of the enrollment as determined by the Utility, and may take 1-2 billing cycles. While receiving service on a month-to-
month basis, you may choose to enter into a new Agreement with Starion, and either you or Starion may terminate this Agreement 
and/or cancel service without penalty. Starion can renew this Agreement without the Customer’s affirmative consent even 
when there is a change in the rate or other terms and conditions. 

5. Right to Rescind: Following enrollment, you will receive a confirmation notice from your Utility regarding the transfer of service. 
You have the right to rescind this Agreement without penalty within seven (7) business days following the postmark date of the 
confirmation notice. To rescind, you must contact your Utility and may do so orally, electronically, or in writing.  

6. Billing and Payment:  
a. Billing Arrangements: You will receive a consolidated bill from the Utility for each billing period containing the charges for both 

the natural gas supply services provided by Starion, in addition to the delivery and other services provided by your Utility. You 
will continue to make payment for all of these services to the Utility in accordance with the payment terms stated in the Utility’s 
tariffs. Starion’s charges are due when the Utility’s charges are due. Starion does not offer budget billing directly for its services 
provided under this Agreement. Customer agrees to timely review its invoices and agrees that subject to applicable tariff and 
law, unless notice is given to Starion within ninety (90) days of the invoice date, all invoiced amounts will be deemed by you to 
be correct and Customer shall waive any right to dispute amounts set forth and rate charged on such invoice. You have the right 
to request from Starion, twice within a twelve-month period, up to twenty-four (24) months of your payment history without 
charge, if available.  

b. Non-Payment: You will be responsible for any late payment fees charged by your Utility. In the event your Utility charges Starion 
for services related to your account, Starion reserves the right to bill you for these charges. Customer’s non-payment or failure 
to meet any agreed-upon payment terms may result in Customer’s service being terminated in accordance with the Utility’s 
tariffs, at which time this Agreement will be automatically terminated. 
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7. Cancellation of Existing Service: If you presently purchase your natural gas supply service from another retail supplier, you are 
responsible for canceling that service pursuant to the terms of your agreement with your existing retail supplier, and for any 
cancellation fees that may apply. Your Utility may charge you a switching fee, which you will be liable for, if applicable.  

8. Notices: Notices sent by Starion to Customer will be sent in the method chosen by the Customer, whenever possible. Otherwise, 
notices will revert to the default of U.S. Mail. If Customer selects to receive electronic communications from Starion, it is the 
Customer’s responsibility to ensure that the email address provided is current and notify Starion of any changes. If you provide 
Starion with your email address, you consent to receive communications from Starion in electronic form. 

9. Termination of Agreement: 
a. Termination by Customer: Customer may terminate this Agreement without penalty at any time by contacting Starion. If you 

terminate this Agreement, you will be returned to the Utility’s standard service unless you choose another retail supplier. The 
effective termination date will be determined as set forth in the Utility’s tariff and applicable law. You will be obligated to pay for 
the natural gas and related services provided pursuant to this Agreement prior to the date that such termination becomes 
effective. If you terminate this Agreement by enrolling with a different retail supplier or returning to standard service, Starion will 
not be liable for any switching time delays and you will be obligated to make payment for services under this Agreement until 
termination of service with Starion is effective. If you terminate this Agreement and return to the Utility’s standard service, you 
may or may not be served under the same rates, terms, and conditions that apply to other customers served by the Utility. 

b. Termination by Starion: Starion reserves the right to terminate this Agreement for any reason upon at least forty-five (45) but no 
more than ninety (90) calendar days’ notice to the Customer at the address provided. The effective termination date will be the 
next applicable meter-read date after the 45-day period has expired as set forth in the Utility’s tariff and applicable Ohio law. You 
will be obligated to pay for the natural gas and related services provided pursuant to this Agreement prior to the date that such 
termination becomes effective. If Starion terminates this Agreement early, you will be returned to your Utility’s standard service 
unless you choose another retail supplier, without penalty. This Agreement will automatically terminate if any of the following 
occurs: (i) the requested service location is not served by the Utility, (ii) the customer moves outside the Utility service area or 
an area not served by Starion, or (ii) if Starion returns your account to your Utility’s standard service.  

10. Privacy Policy � Customer Information and Release Authorization: By entering into this Agreement, you authorize Starion to 
obtain all information regarding your natural gas account including, but not limited to, account contact information and address(es), 
account number(s), billing and payment information and history, credit information, historical and future natural gas usage and 
peak natural gas demand, meter reading data, and characteristics of natural gas service. Starion will not release or sell your 
personal information to any other party without your consent unless required to do so by law or if necessary to defend or enforce 
the terms of this Agreement. Starion is prohibited from disclosing Customer’s SSN and/or account number(s) without the 
Customer’s consent except in accordance with 4901:1-28-04 and 4901:1-29-09 of the Ohio Administrative Code. 

11. Representations � Warranties: Starion makes no representations or warranties other than those expressly set forth in this 
Agreement, and STARION EXPRESSLY DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR IMPLIED. Starion does not 
represent any guarantee of savings under this Agreement. 

12. Limitation of Liability: Starion’s liability in connection with this Agreement, including without limitation any alleged liability for Early 
Termination by Starion as explained above, shall not exceed the amount of your largest monthly invoice for natural gas service 
during the twelve (12) months immediately preceding termination of this Agreement. In no event shall either party be liable to the 
other for any indirect, special, consequential (including lost profits or revenue), incidental, indirect or punitive damages for claims 
arising under this Agreement. 

13. Binding Effect � Agency � Assignment: This Agreement shall extend to and be binding upon Starion’s and Customer’s respective 
successors and permitted assigns; provided, however, that Customer may not assign this Agreement without Starion’s prior written 
consent, and any purported assignment without such consent shall be void. You appoint Starion as your agent to provide retail 
natural gas service, including the related services appropriate to provide that service to you. Starion may assign its rights and 
obligations under this Agreement to an affiliate of Starion or to another retail supplier licensed to do business in Ohio, in whole or 
in part, subject to compliance with applicable law. 

14. Force Majeure: Performance of any obligation required by this Agreement shall be suspended if compliance is prevented by an 
Act of God, strike, fire, war, civil disturbance, embargo, explosion, breakage or accident to machinery or lines of pipe; repairing or 
altering machinery or lines of pipe; freezing of wells or lines of pipe; by federal, state or local law, rule, order or regulation or by any 
other cause reasonably beyond the control of a party. Any party claiming such interference with the performance of its obligations 
hereunder shall provide notice to the other party, specifying the cause of interference. A party shall not be required by this paragraph 
to settle a labor dispute with its own employees on terms it deems unfavorable. 

15. Customer Service: 
a. In the event of a dispute or disagreement involving Starion’s services, you and Starion agree to use our best efforts to resolve 

the dispute. Most concerns can be resolved by calling our Customer Service Department at 1-800-600-3040. You may also 
email info@starionenergy.com or write to Starion Energy, P.O. Box 845, Middlebury, CT 06762. Starion’s Customer Service is 
available Monday through Friday from 9:00 a.m. to 5:00 p.m. Eastern Time. 

b. If your complaint is not resolved after you have contacted Starion, 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 eight 
a.m. to five 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 PUCO. 
The OCC can be reached at 1-877-742-5622 (toll-free) from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.  
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16. Claims Resolution:  
a. In the event Starion is unable to resolve a complaint to your satisfaction, this section explains how claims can be resolved 

through arbitration or litigation. It includes an arbitration provision. You may reject the arbitration provision by sending us written 
notice within 45 days after your first energy bill with Starion as your supplier. See Your Right to Reject Arbitration below. 

b. For this section, you and Starion (“us” or “we”) include any corporate parents, subsidiaries, affiliates or related persons or entities. 
Claim means any current or future claim, dispute or controversy relating to your account(s), this Agreement, or any agreement 
or relationship you have or had with us, except for the validity, enforceability or scope of the arbitration provision. Claim includes 
but is not limited to: (1) initial claims, counterclaims, cross-claims and third-party claims; (2) claims based upon contract, tort, 
fraud, statute, regulation, common law and equity; (3) claims by or against any third party using or providing any product, service 
or benefit in connection with any account; and (4) claims that arise from or relate to (a) any account created under any agreement 
with us or any rates charged on any such account, (b) advertisements, promotions or statements related to any rate plans, 
goods or services under any agreement with us, (c) benefits and services related to Customer’s account with us (including 
rewards programs) and (d) your application for any account. You may not sell, assign or transfer a claim. 

c. Sending a Claim Notice: Before beginning arbitration or a lawsuit, you and we agree to send a written notice (a Claim Notice) to 
each party against whom a claim is asserted, in order to provide an opportunity to resolve the claim informally. Go to 
www.starionenergy.com and select your state of residence for a sample form of Claim Notice. The Claim Notice must describe 
the claim and state the specific relief demanded. Notice to you will be sent to your billing address. Notice to us must include your 
name, address and account number and be sent to Starion Energy, Attn: Compliance Dept., P.O. Box 845, Middlebury, CT 
06762. If the claim proceeds to arbitration, the amount of any relief demanded in a Claim Notice will not be disclosed to the 
arbitrator until after the arbitrator rules. 

d. Arbitration: You or we may elect to resolve any claim by individual arbitration. Claims are decided by a neutral arbitrator. If 
arbitration is chosen by any party, neither you nor we will have the right to litigate that claim in court or have a jury trial on that 
claim. Further, you and we will not have the right to participate in a representative capacity or as a member of any class pertaining 
to any claim subject to arbitration. Arbitration procedures are generally simpler than the rules that apply in court, and discovery 
is more limited. The arbitrator's decisions are as enforceable as any court order and are subject to very limited review by a court. 
Except as set forth below, the arbitrator's decision will be final and binding. Other rights you or we would have in court may also 
not be available in arbitration. 
i. Initiating Arbitration: Before beginning arbitration, you or we must first send a Claim Notice. Claims will be referred to either 

JAMS or AAA, as selected by the party electing arbitration. Claims will be resolved pursuant to this Arbitration provision and 
the selected organization's rules in effect when the claim is filed, except where those rules conflict with this Agreement. If we 
choose the organization, you may select the other within 30 days after receiving notice of our selection. Contact JAMS or 
AAA to begin an arbitration or for other information. Claims also may be referred to another arbitration organization if you and 
we agree in writing or to an arbitrator appointed pursuant to section 5 of the Federal Arbitration Act, 9 U.S.C. sec. 1-16 (“FAA”). 
We will not elect arbitration for any claim you file in small claims court, so long as the claim is individual and pending only in 
that court. You or we may otherwise elect to arbitrate any claim at any time unless it has been filed in court and trial has begun 
or final judgment has been entered. Either you or we may delay enforcing or not exercise rights under this Arbitration provision, 
including the right to arbitrate a claim, without waiving the right to exercise or enforce those rights. 

ii. Limitations on Arbitration: If either party elects to resolve a claim by arbitration, that claim will be arbitrated on an individual 
basis. There will be no right or authority for any claims to be arbitrated on a class action basis or on bases involving claims 
brought in a purported representative capacity on behalf of the general public, other Starion customers or other persons 
similarly situated. The arbitrator's authority is limited to claims between you and us alone. Claims may not be joined or 
consolidated unless you and we agree in writing. An arbitration award and any judgment confirming it will apply only to the 
specific case and cannot be used in any other case except to enforce the award. Notwithstanding any other provision and 
without waiving the right to appeal such decision, if any portion of these Limitations on Arbitration is deemed invalid or 
unenforceable, then the entire Arbitration provision (other than this sentence) will not apply. 

iii. Arbitration Procedures: This Arbitration provision is governed by the FAA. The arbitrator will apply applicable substantive law, 
statutes of limitations and privileges. The arbitrator will not apply any federal or state rules of civil procedure or evidence in 
matters relating to evidence or discovery. Subject to the Limitations on Arbitration, the arbitrator may otherwise award any 
relief available in court. The arbitration will be confidential, but you may notify any government authority of your claim. If your 
claim is for $5,000 or less, you may choose whether the arbitration will be conducted solely on the basis of documents, 
through a telephonic hearing, or by an in-person hearing. At any party's request, the arbitrator will provide a brief written 
explanation of the award. The arbitrator's award will be final and binding, except for any right of appeal provided by the FAA; 
however, any party will have 30 days to appeal the award by notifying the arbitration organization and all parties in writing. 
The organization will appoint a three-arbitrator panel to decide anew, by majority vote based on written submissions, any 
aspect of the decision appealed. Judgment upon any award may be entered in any court having jurisdiction. At your election, 
arbitration hearings will take place in the federal judicial district of your residence. 

iv. Arbitration Fees and Costs: You will be responsible for paying your share of any arbitration fees (including filing, administrative, 
hearing or other fees), but only up to the amount of the filing fees you would have incurred if you had brought a claim in court. 
We will be responsible for any additional arbitration fees. At your written request, we will consider in good faith making a 
temporary advance of your share of any arbitration fees, or paying for the reasonable fees of an expert appointed by the 
arbitrator for good cause. 
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v. Additional Arbitration Awards: Only if the arbitrator rules in your favor for an amount greater than any final offer we made 
before the first arbitration hearing is conducted, the arbitrator's award will include: (1) any money to which you are entitled, 
but in no case less than $1,000; and (2) any reasonable attorneys' fees, costs and expert and other witness fees. 

vi. Your Right to Reject Arbitration: You may reject this Arbitration provision by sending a written rejection notice to us at: Starion 
Energy, Attn: Compliance Department, P.O. Box 845, Middlebury, CT 06762. Go to www.starionenergy.com and select your 
state of residence for a sample rejection notice. Your rejection notice must be mailed within 45 days after the date of your first 
energy bill with Starion as your supplier. Your rejection notice must state that you reject the Arbitration provision and include 
your name, address, account number and personal signature. No one else may sign the rejection notice. If your rejection 
notice complies with these requirements, this Arbitration provision will not apply to you, except for any claims subject to 
pending litigation or arbitration at the time you send your rejection notice. Rejection of this Arbitration provision will not affect 
your other rights or responsibilities under this Claims Resolution section or the Agreement. Rejecting this Arbitration provision 
will not affect your ability to receive energy supplied by us or any other benefit, product or service you may have with your 
account. 

e. Continuation: This Section 16 will survive termination of your Agreement, voluntary payment of your account balance, any legal 
proceeding to collect a debt, any bankruptcy and any sale of your account (in the case of a sale, its terms will apply to the buyer 
of your account). If any portion of this Claims Resolution section, except as otherwise provided in the Limitations on Arbitration 
subsection, is deemed invalid or unenforceable, it will not invalidate the remaining portions of this Claims Resolution section. 

17. Other Provisions: This Agreement sets forth the entire agreement between you and Starion for the purchase and sale of natural 
gas service and supersedes any and all prior agreements, whether written or oral. Nothing in this Agreement shall create or be 
construed as creating any express or implied rights in any person or entity other than you and Starion. Electronic acceptance of 
the terms is an agreement to initiate service and begin enrollment. This Agreement is subject to all applicable statutes and to all 
present and future orders, rules and regulations of governmental authorities having jurisdiction over the subject matter hereof. This 
Agreement shall be governed by the laws of Ohio. You acknowledge that this Agreement is a forward contract within the meaning 
of the United States Bankruptcy Code and that Starion is a forward contract merchant. By executing this Agreement, you represent 
and warrant that you have the necessary authority to execute this Agreement. 

18. Contact Information: Starion Energy NY, Inc. 
�Mailing Address: PO Box 845 Middlebury, CT 06762 
�Toll-Free Telephone: 1-800-600-3040 
�E-mail/Web: info@starionenergy.com � www.starionenergy.com 
In the event of an emergency, such as a natural gas leak, contact your Utility. If Customer smells gas immediately call 
the Utility at its emergency number and contact local emergency personnel. 
Duke Energy – General: 800-544-6900 · Emergencies: 800-543-5599 (electric) 800-634-4300 (gas) 
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 AGREEMENT TO PURCHASE ELECTRICITY 
STARION SIMPLE PLAN 

OHIO TERMS OF SERVICE 
 

Starion Energy PA, Inc. (“Starion”) is a certified retail electric supplier provider (“retail supplier”) certified by the Ohio Public Utilities 
Commission (“PUCO”) to offer and supply electricity to customers in the State of Ohio (Certificate No. 13-381E). The PUCO does not 
regulate the prices or other charges from Starion found in this Agreement. Customer understands that Starion is not affiliated with or 
representing the Local Utility (“Utility”) or the PUCO. You acknowledge that switching to Starion, or another retail supplier, is not 
mandatory, and that you have the option to receive standard service from your Utility. 
1. Agreement to Purchase Electricity: These Terms of Service, together with your Third-Party Verification (“TPV”) and/or or 

Customer Application, and your Contract Summary, constitute the agreement between Starion and the customer (“you” or 
“Customer”) by which Starion agrees to sell and supply electricity to Customer, and Customer agrees to purchase and receive 
electricity from Starion, pursuant to the terms set forth herein (the “Agreement”). Customer warrants that he/she is the account 
holder and/or fully authorized to enter into this Agreement for the electricity account(s) specified and confirmed in the Contract 
Summary. This Agreement is contingent upon Customer providing complete and accurate information to Starion and subject to 
final acceptance by Starion. 

2. Nature of Services: This Agreement authorizes Starion to change your electricity supplier. Starion will supply electricity to the 
Customer for the electricity account(s) authorized by the Customer. The electricity supplied by Starion will be delivered to the 
Customer by the Utility. The amount of electricity supplied under this Agreement is subject to change based on usage data provided 
to Starion by the Utility. 

3. Price � Charges for Service: 
a. Price: Under this Agreement, Customer’s price per kilowatt hour (“kWh”) will be Variable with no price cap and determined 

month-to-month based on Starion’s Variable Price Methodology. New customers may receive a one-time introductory price, as 
indicated in your TPV or Customer Application and confirmed in your Contract Summary. There is no limit on how much the 
Variable price may change from one billing cycle to the next. Your price may be higher or lower than the Utility’s price for standard 
service at any time and Starion cannot guarantee savings over the Utility’s price in any given month or over the duration of your 
contract. You can obtain your current variable price by calling 1-800-600-3040. 

b. Starion’s Variable Price Methodology: The Variable price shall be calculated monthly at Starion’s discretion to reflect the cost of 
electricity obtained from all sources (including energy, capacity, and ancillaries), market conditions in any or all of the PJM, 
NEISO, MISO, and NYISO territories, other market-related factors, all applicable taxes, fees, charges and other assessments, 
plus Starion’s costs, expenses, and margins.  

c. Calculation of Charges: Starion will calculate your supply charges for each billing period by multiplying (i) the price of electricity 
per kWh by (ii) the amount of electricity used during the billing period, and adding to the product of (i) and (ii) an Account 
Management Fee, if applicable. This Agreement does not include your Utility’s service and delivery charges or any applicable 
state and local taxes. 

d. Account Management Fee (“AMF”): An Account Management Fee may be applied to each billing cycle, as stated in your 
Contract Summary. The AMF is charged for customer database management, utility data reconciliation, energy procurement 
and other operating costs as determined in Starion’s discretion. 

4. Term: The term of this Agreement shall be month-to-month and will continue until it is terminated by your or Starion subject to the 
provisions of Section 9. Service under this Agreement will begin on the earliest date as determined by the Customer’s current 
account status and meter cycle. For a new customer, service under this Agreement will begin on the meter-read date following 
acceptance of the enrollment as determined by the Utility, and may take 1-2 billing cycles. While receiving service on a month-to-
month basis, you may choose to enter into a new Agreement with Starion, and either you or Starion may terminate this Agreement 
and/or cancel service without penalty. Starion can renew this Agreement without the Customer’s affirmative consent even 
when there is a change in the rate or other terms and conditions. 

5. Right to Rescind: Following enrollment, you will receive a confirmation notice from your Utility regarding the transfer of service. 
You have the right to rescind this Agreement without penalty within seven (7) calendar days following the postmark date of the 
confirmation notice. To rescind, you must contact your Utility and may do so orally, electronically, or in writing.  

6. Billing and Payment:  
a. Billing Arrangements: You will receive a consolidated bill from the Utility for each billing period containing the charges for both 

the electric supply services provided by Starion, in addition to the distribution, transmission and other services provided by your 
Utility. You will continue to make payment for all of these services to the Utility in accordance with the payment terms stated in 
the Utility’s tariffs. Starion’s charges are due when the Utility’s charges are due. Starion does not offer budget billing directly for 
its services provided under this Agreement. Customer agrees to timely review its invoices and agrees that subject to applicable 
tariff and law, unless notice is given to Starion within ninety (90) days of the invoice date, all invoiced amounts will be deemed 
by you to be correct and Customer shall waive any right to dispute amounts set forth and rate charged on such invoice. You 
have the right to request from Starion, twice within a twelve-month period, up to twenty-four (24) months of your payment history 
without charge, if available.  

b. Non-Payment: You will be responsible for any late payment fees charged by your Utility. In the event your Utility charges Starion 
for services related to your account, Starion reserves the right to bill you for these charges. Starion reserves the right to terminate 
this Agreement upon fourteen (14) calendar days’ notice to you for non-payment for failure to meet any agreed-upon payment 
terms. Customer’s failure to pay electric utility charges may result in Customer’s account being disconnected in accordance with 
the Utility’s tariff.  
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7. Cancellation of Existing Service: If you presently purchase your electric supply service from another retail supplier, you are 
responsible for canceling that service pursuant to the terms of your agreement with your existing retail supplier, and for any 
cancellation fees that may apply. Your Utility may charge you a switching fee, which you will be liable for, if applicable.  

8. Notices: Notices sent by Starion to Customer will be sent in the method chosen by the Customer, whenever possible. Otherwise, 
notices will revert to the default of U.S. Mail. If Customer selects to receive electronic communications from Starion, it is the 
Customer’s responsibility to ensure that the email address provided is current and notify Starion of any changes. If you provide 
Starion with your email address, you consent to receive communications from Starion in electronic form. 

9. Termination of Agreement: 
a. Termination by Customer: Customer may terminate this Agreement without penalty at any time by contacting Starion. If you 

terminate this Agreement, you will be returned to the Utility’s standard service unless you choose another retail supplier. The 
effective termination date will be determined as set forth in the Utility’s tariff and applicable law. You will be obligated to pay for 
the electricity and related services provided pursuant to this Agreement prior to the date that such termination becomes effective. 
If you terminate this Agreement by enrolling with a different retail supplier or returning to standard service, Starion will not be 
liable for any switching time delays and you will be obligated to make payment for services under this Agreement until termination 
of service with Starion is effective. If you terminate this Agreement and return to the Utility’s standard service, you may or may 
not be served under the same rates, terms, and conditions that apply to other customers served by the Utility. 

b. Termination by Starion: Starion reserves the right to terminate this Agreement for any reason upon at least forty-five (45) but no 
more than ninety (90) calendar days’ notice to the Customer at the address provided. The effective termination date will be the 
next applicable meter-read date after the 45-day period has expired as set forth in the Utility’s tariff and applicable Ohio law. You 
will be obligated to pay for the electricity and related services provided pursuant to this Agreement prior to the date that such 
termination becomes effective. If Starion terminates this Agreement early, you will be returned to your Utility’s standard service 
unless you choose another retail supplier, without penalty. 

10. Privacy Policy � Customer Information and Release Authorization: By entering into this Agreement, you authorize Starion to 
obtain all information regarding your electricity account including, but not limited to, account contact information and address(es), 
account number(s), billing and payment information and history, credit information, historical and future electricity usage and peak 
electricity demand, meter reading data including smart meter data, and characteristics of electricity service. Starion will not release 
or sell your personal information to any other party without your consent unless required to do so by law or if necessary to defend 
or enforce the terms of this Agreement. Starion is prohibited from disclosing Customer’s SSN and/or account number(s) without 
the Customer’s consent except for (i) Starion’s own collections and credit reporting; (ii) participation in programs funded by the 
universal service fund pursuant to 4928.52 of the Ohio Revised Code; or (iii) assigning this Agreement to another retail supplier. 

11. Representations � Warranties: Starion makes no representations or warranties other than those expressly set forth in this 
Agreement, and STARION EXPRESSLY DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR IMPLIED. Starion does not 
represent any guarantee of savings under this Agreement. 

12. Limitation of Liability: Starion’s liability in connection with this Agreement, including without limitation any alleged liability for Early 
Termination by Starion as explained above, shall not exceed the amount of your largest monthly invoice for electric generation 
service during the twelve (12) months immediately preceding termination of this Agreement. In no event shall either party be liable 
to the other for any indirect, special, consequential (including lost profits or revenue), incidental, indirect or punitive damages for 
claims arising under this Agreement. 

13. Binding Effect � Agency � Assignment: This Agreement shall extend to and be binding upon Starion’s and Customer’s respective 
successors and permitted assigns; provided, however, that Customer may not assign this Agreement without Starion’s prior written 
consent, and any purported assignment without such consent shall be void. You appoint Starion as your agent to provide retail 
electric service, including electric transportation, transmission and related services appropriate to provide that service to you. 
Starion may assign its rights and obligations under this Agreement to an affiliate of Starion or to another retail supplier licensed to 
do business in Ohio, in whole or in part, subject to compliance with applicable law. 

14. Force Majeure: Performance of any obligation required by this Agreement shall be suspended if compliance is prevented by an 
Act of God, strike, fire, war, civil disturbance, embargo, explosion, breakage or accident to machinery or lines of pipe; repairing or 
altering machinery or lines of pipe; freezing of wells or lines of pipe; by federal, state or local law, rule, order or regulation or by any 
other cause reasonably beyond the control of a party. Any party claiming such interference with the performance of its obligations 
hereunder shall provide notice to the other party, specifying the cause of interference. A party shall not be required by this paragraph 
to settle a labor dispute with its own employees on terms it deems unfavorable. 

15. Customer Service: 
a. In the event of a dispute or disagreement involving Starion’s services, you and Starion agree to use our best efforts to resolve 

the dispute. Most concerns can be resolved by calling our Customer Service Department at 1-800-600-3040. You may also 
email info@starionenergy.com or write to Starion Energy, P.O. Box 845, Middlebury, CT 06762. Starion’s Customer Service is 
available Monday through Friday from 9:00 a.m. to 5:00 p.m. Eastern Time. 

b. If your complaint is not resolved after you have contacted Starion and/or your electric 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 eight a.m. to five 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 PUCO. The OCC can be reached at 1-877-742-5622 (toll-free) from eight a.m. to five p.m. 
weekdays, or at http://www.pickocc.org.  
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16. Claims Resolution:  
a. In the event Starion is unable to resolve a complaint to your satisfaction, this section explains how claims can be resolved 

through arbitration or litigation. It includes an arbitration provision. You may reject the arbitration provision by sending us written 
notice within 45 days after your first energy bill with Starion as your supplier. See Your Right to Reject Arbitration below. 

b. For this section, you and Starion (“us” or “we”) include any corporate parents, subsidiaries, affiliates or related persons or entities. 
Claim means any current or future claim, dispute or controversy relating to your account(s), this Agreement, or any agreement 
or relationship you have or had with us, except for the validity, enforceability or scope of the arbitration provision. Claim includes 
but is not limited to: (1) initial claims, counterclaims, cross-claims and third-party claims; (2) claims based upon contract, tort, 
fraud, statute, regulation, common law and equity; (3) claims by or against any third party using or providing any product, service 
or benefit in connection with any account; and (4) claims that arise from or relate to (a) any account created under any agreement 
with us or any rates charged on any such account, (b) advertisements, promotions or statements related to any rate plans, 
goods or services under any agreement with us, (c) benefits and services related to Customer’s account with us (including 
rewards programs) and (d) your application for any account. You may not sell, assign or transfer a claim. 

c. Sending a Claim Notice: Before beginning arbitration or a lawsuit, you and we agree to send a written notice (a Claim Notice) to 
each party against whom a claim is asserted, in order to provide an opportunity to resolve the claim informally. Go to 
www.starionenergy.com and select your state of residence for a sample form of Claim Notice. The Claim Notice must describe 
the claim and state the specific relief demanded. Notice to you will be sent to your billing address. Notice to us must include your 
name, address and account number and be sent to Starion Energy, Attn: Compliance Dept., P.O. Box 845, Middlebury, CT 
06762. If the claim proceeds to arbitration, the amount of any relief demanded in a Claim Notice will not be disclosed to the 
arbitrator until after the arbitrator rules. 

d. Arbitration: You or we may elect to resolve any claim by individual arbitration. Claims are decided by a neutral arbitrator. If 
arbitration is chosen by any party, neither you nor we will have the right to litigate that claim in court or have a jury trial on that 
claim. Further, you and we will not have the right to participate in a representative capacity or as a member of any class pertaining 
to any claim subject to arbitration. Arbitration procedures are generally simpler than the rules that apply in court, and discovery 
is more limited. The arbitrator's decisions are as enforceable as any court order and are subject to very limited review by a court. 
Except as set forth below, the arbitrator's decision will be final and binding. Other rights you or we would have in court may also 
not be available in arbitration. 
i. Initiating Arbitration: Before beginning arbitration, you or we must first send a Claim Notice. Claims will be referred to either 

JAMS or AAA, as selected by the party electing arbitration. Claims will be resolved pursuant to this Arbitration provision and 
the selected organization's rules in effect when the claim is filed, except where those rules conflict with this Agreement. If we 
choose the organization, you may select the other within 30 days after receiving notice of our selection. Contact JAMS or 
AAA to begin an arbitration or for other information. Claims also may be referred to another arbitration organization if you and 
we agree in writing or to an arbitrator appointed pursuant to section 5 of the Federal Arbitration Act, 9 U.S.C. sec. 1-16 (“FAA”). 
We will not elect arbitration for any claim you file in small claims court, so long as the claim is individual and pending only in 
that court. You or we may otherwise elect to arbitrate any claim at any time unless it has been filed in court and trial has begun 
or final judgment has been entered. Either you or we may delay enforcing or not exercise rights under this Arbitration provision, 
including the right to arbitrate a claim, without waiving the right to exercise or enforce those rights. 

ii. Limitations on Arbitration: If either party elects to resolve a claim by arbitration, that claim will be arbitrated on an individual 
basis. There will be no right or authority for any claims to be arbitrated on a class action basis or on bases involving claims 
brought in a purported representative capacity on behalf of the general public, other Starion customers or other persons 
similarly situated. The arbitrator's authority is limited to claims between you and us alone. Claims may not be joined or 
consolidated unless you and we agree in writing. An arbitration award and any judgment confirming it will apply only to the 
specific case and cannot be used in any other case except to enforce the award. Notwithstanding any other provision and 
without waiving the right to appeal such decision, if any portion of these Limitations on Arbitration is deemed invalid or 
unenforceable, then the entire Arbitration provision (other than this sentence) will not apply. 

iii. Arbitration Procedures: This Arbitration provision is governed by the FAA. The arbitrator will apply applicable substantive law, 
statutes of limitations and privileges. The arbitrator will not apply any federal or state rules of civil procedure or evidence in 
matters relating to evidence or discovery. Subject to the Limitations on Arbitration, the arbitrator may otherwise award any 
relief available in court. The arbitration will be confidential, but you may notify any government authority of your claim. If your 
claim is for $5,000 or less, you may choose whether the arbitration will be conducted solely on the basis of documents, 
through a telephonic hearing, or by an in-person hearing. At any party's request, the arbitrator will provide a brief written 
explanation of the award. The arbitrator's award will be final and binding, except for any right of appeal provided by the FAA; 
however, any party will have 30 days to appeal the award by notifying the arbitration organization and all parties in writing. 
The organization will appoint a three-arbitrator panel to decide anew, by majority vote based on written submissions, any 
aspect of the decision appealed. Judgment upon any award may be entered in any court having jurisdiction. At your election, 
arbitration hearings will take place in the federal judicial district of your residence. 

iv. Arbitration Fees and Costs: You will be responsible for paying your share of any arbitration fees (including filing, administrative, 
hearing or other fees), but only up to the amount of the filing fees you would have incurred if you had brought a claim in court. 
We will be responsible for any additional arbitration fees. At your written request, we will consider in good faith making a 
temporary advance of your share of any arbitration fees, or paying for the reasonable fees of an expert appointed by the 
arbitrator for good cause. 



 

20170928OH-Electric-Simple-TOS   Page 4 of 4 

v. Additional Arbitration Awards: Only if the arbitrator rules in your favor for an amount greater than any final offer we made 
before the first arbitration hearing is conducted, the arbitrator's award will include: (1) any money to which you are entitled, 
but in no case less than $1,000; and (2) any reasonable attorneys' fees, costs and expert and other witness fees. 

vi. Your Right to Reject Arbitration: You may reject this Arbitration provision by sending a written rejection notice to us at: Starion 
Energy, Attn: Compliance Department, P.O. Box 845, Middlebury, CT 06762. Go to www.starionenergy.com and select your 
state of residence for a sample rejection notice. Your rejection notice must be mailed within 45 days after the date of your first 
energy bill with Starion as your supplier. Your rejection notice must state that you reject the Arbitration provision and include 
your name, address, account number and personal signature. No one else may sign the rejection notice. If your rejection 
notice complies with these requirements, this Arbitration provision will not apply to you, except for any claims subject to 
pending litigation or arbitration at the time you send your rejection notice. Rejection of this Arbitration provision will not affect 
your other rights or responsibilities under this Claims Resolution section or the Agreement. Rejecting this Arbitration provision 
will not affect your ability to receive energy supplied by us or any other benefit, product or service you may have with your 
account. 

e. Continuation: This Section 16 will survive termination of your Agreement, voluntary payment of your account balance, any legal 
proceeding to collect a debt, any bankruptcy and any sale of your account (in the case of a sale, its terms will apply to the buyer 
of your account). If any portion of this Claims Resolution section, except as otherwise provided in the Limitations on Arbitration 
subsection, is deemed invalid or unenforceable, it will not invalidate the remaining portions of this Claims Resolution section. 

17. Other Provisions: This Agreement sets forth the entire agreement between you and Starion for the purchase and sale of electric 
generation service and supersedes any and all prior agreements, whether written or oral. Nothing in this Agreement shall create 
or be construed as creating any express or implied rights in any person or entity other than you and Starion. Electronic acceptance 
of the terms is an agreement to initiate service and begin enrollment. This Agreement is subject to all applicable statutes and to all 
present and future orders, rules and regulations of governmental authorities having jurisdiction over the subject matter hereof. This 
Agreement shall be governed by the laws of Ohio. You acknowledge that this Agreement is a forward contract within the meaning 
of the United States Bankruptcy Code and that Starion is a forward contract merchant. By executing this Agreement, you represent 
and warrant that you have the necessary authority to execute this Agreement. 

18. Contact Information: Starion Energy PA, Inc. 
�Mailing Address: PO Box 845 Middlebury, CT 06762 
�Toll-Free Telephone: 1-800-600-3040 
�E-mail/Web: info@starionenergy.com � www.starionenergy.com 
In the event of an emergency, such as a downed power line, contact your Utility.  
Duke Energy – General: 800-544-6900 · Emergencies: 800-543-5599 (electric) 800-634-4300 (gas) 
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 AGREEMENT TO PURCHASE ELECTRICITY 
STARION SIMPLE PLAN 

OHIO TERMS OF SERVICE 
 

Starion Energy PA, Inc. (“Starion”) is a certified retail electric supplier provider (“retail supplier”) certified by the Ohio Public Utilities 
Commission (“PUCO”) to offer and supply electricity to customers in the State of Ohio (Certificate No. 13-381E). The PUCO does not 
regulate the prices or other charges from Starion found in this Agreement. Customer understands that Starion is not affiliated with or 
representing the Local Utility (“Utility”) or the PUCO. You acknowledge that switching to Starion, or another retail supplier, is not 
mandatory, and that you have the option to receive standard service from your Utility. 
1. Agreement to Purchase Electricity: These Terms of Service, together with your Third-Party Verification (“TPV”) and/or or 

Customer Application, and your Contract Summary, constitute the agreement between Starion and the customer (“you” or 
“Customer”) by which Starion agrees to sell and supply electricity to Customer, and Customer agrees to purchase and receive 
electricity from Starion, pursuant to the terms set forth herein (the “Agreement”). Customer warrants that he/she is the account 
holder and/or fully authorized to enter into this Agreement for the electricity account(s) specified and confirmed in the Contract 
Summary. This Agreement is contingent upon Customer providing complete and accurate information to Starion and subject to 
final acceptance by Starion. 

2. Nature of Services: This Agreement authorizes Starion to change your electricity supplier. Starion will supply electricity to the 
Customer for the electricity account(s) authorized by the Customer. The electricity supplied by Starion will be delivered to the 
Customer by the Utility. The amount of electricity supplied under this Agreement is subject to change based on usage data provided 
to Starion by the Utility. 

3. Price � Charges for Service: 
a. Price: Under this Agreement, Customer’s price per kilowatt hour (“kWh”) will be Variable with no price cap and determined 

month-to-month based on Starion’s Variable Price Methodology. New customers may receive a one-time introductory price, as 
indicated in your TPV or Customer Application and confirmed in your Contract Summary. There is no limit on how much the 
Variable price may change from one billing cycle to the next. Your price may be higher or lower than the Utility’s price for standard 
service at any time and Starion cannot guarantee savings over the Utility’s price in any given month or over the duration of your 
contract. You can obtain your current variable price by calling 1-800-600-3040. 

b. Starion’s Variable Price Methodology: The Variable price shall be calculated monthly at Starion’s discretion to reflect the cost of 
electricity obtained from all sources (including energy, capacity, and ancillaries), market conditions in any or all of the PJM, 
NEISO, MISO, and NYISO territories, other market-related factors, all applicable taxes, fees, charges and other assessments, 
plus Starion’s costs, expenses, and margins.  

c. Calculation of Charges: Starion will calculate your supply charges for each billing period by multiplying (i) the price of electricity 
per kWh by (ii) the amount of electricity used during the billing period, and adding to the product of (i) and (ii) an Account 
Management Fee, if applicable. This Agreement does not include your Utility’s service and delivery charges or any applicable 
state and local taxes. 

d. Account Management Fee (“AMF”): An Account Management Fee may be applied to each billing cycle, as stated in your 
Contract Summary. The AMF is charged for customer database management, utility data reconciliation, energy procurement 
and other operating costs as determined in Starion’s discretion. 

4. Term: The term of this Agreement shall be month-to-month and will continue until it is terminated by your or Starion subject to the 
provisions of Section 9. Service under this Agreement will begin on the earliest date as determined by the Customer’s current 
account status and meter cycle. For a new customer, service under this Agreement will begin on the meter-read date following 
acceptance of the enrollment as determined by the Utility, and may take 1-2 billing cycles. While receiving service on a month-to-
month basis, you may choose to enter into a new Agreement with Starion, and either you or Starion may terminate this Agreement 
and/or cancel service without penalty. Starion can renew this Agreement without the Customer’s affirmative consent even 
when there is a change in the rate or other terms and conditions. 

5. Right to Rescind: Following enrollment, you will receive a confirmation notice from your Utility regarding the transfer of service. 
You have the right to rescind this Agreement without penalty within seven (7) calendar days following the postmark date of the 
confirmation notice. To rescind, you must contact your Utility and may do so orally, electronically, or in writing.  

6. Billing and Payment:  
a. Billing Arrangements: You will receive a consolidated bill from the Utility for each billing period containing the charges for both 

the electric supply services provided by Starion, in addition to the distribution, transmission and other services provided by your 
Utility. You will continue to make payment for all of these services to the Utility in accordance with the payment terms stated in 
the Utility’s tariffs. Starion’s charges are due when the Utility’s charges are due. Starion does not offer budget billing directly for 
its services provided under this Agreement. Customer agrees to timely review its invoices and agrees that subject to applicable 
tariff and law, unless notice is given to Starion within ninety (90) days of the invoice date, all invoiced amounts will be deemed 
by you to be correct and Customer shall waive any right to dispute amounts set forth and rate charged on such invoice. You 
have the right to request from Starion, twice within a twelve-month period, up to twenty-four (24) months of your payment history 
without charge, if available.  

b. Non-Payment: You will be responsible for any late payment fees charged by your Utility. In the event your Utility charges Starion 
for services related to your account, Starion reserves the right to bill you for these charges. Starion reserves the right to terminate 
this Agreement upon fourteen (14) calendar days’ notice to you for non-payment for failure to meet any agreed-upon payment 
terms. Customer’s failure to pay electric utility charges may result in Customer’s account being disconnected in accordance with 
the Utility’s tariff.  
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7. Cancellation of Existing Service: If you presently purchase your electric supply service from another retail supplier, you are 
responsible for canceling that service pursuant to the terms of your agreement with your existing retail supplier, and for any 
cancellation fees that may apply. Your Utility may charge you a switching fee, which you will be liable for, if applicable.  

8. Notices: Notices sent by Starion to Customer will be sent in the method chosen by the Customer, whenever possible. Otherwise, 
notices will revert to the default of U.S. Mail. If Customer selects to receive electronic communications from Starion, it is the 
Customer’s responsibility to ensure that the email address provided is current and notify Starion of any changes. If you provide 
Starion with your email address, you consent to receive communications from Starion in electronic form. 

9. Termination of Agreement: 
a. Termination by Customer: Customer may terminate this Agreement without penalty at any time by contacting Starion. If you 

terminate this Agreement, you will be returned to the Utility’s standard service unless you choose another retail supplier. The 
effective termination date will be determined as set forth in the Utility’s tariff and applicable law. You will be obligated to pay for 
the electricity and related services provided pursuant to this Agreement prior to the date that such termination becomes effective. 
If you terminate this Agreement by enrolling with a different retail supplier or returning to standard service, Starion will not be 
liable for any switching time delays and you will be obligated to make payment for services under this Agreement until termination 
of service with Starion is effective. If you terminate this Agreement and return to the Utility’s standard service, you may or may 
not be served under the same rates, terms, and conditions that apply to other customers served by the Utility. 

b. Termination by Starion: Starion reserves the right to terminate this Agreement for any reason upon at least forty-five (45) but no 
more than ninety (90) calendar days’ notice to the Customer at the address provided. The effective termination date will be the 
next applicable meter-read date after the 45-day period has expired as set forth in the Utility’s tariff and applicable Ohio law. You 
will be obligated to pay for the electricity and related services provided pursuant to this Agreement prior to the date that such 
termination becomes effective. If Starion terminates this Agreement early, you will be returned to your Utility’s standard service 
unless you choose another retail supplier, without penalty. 

10. Privacy Policy � Customer Information and Release Authorization: By entering into this Agreement, you authorize Starion to 
obtain all information regarding your electricity account including, but not limited to, account contact information and address(es), 
account number(s), billing and payment information and history, credit information, historical and future electricity usage and peak 
electricity demand, meter reading data including smart meter data, and characteristics of electricity service. Starion will not release 
or sell your personal information to any other party without your consent unless required to do so by law or if necessary to defend 
or enforce the terms of this Agreement. Starion is prohibited from disclosing Customer’s SSN and/or account number(s) without 
the Customer’s consent except for (i) Starion’s own collections and credit reporting; (ii) participation in programs funded by the 
universal service fund pursuant to 4928.52 of the Ohio Revised Code; or (iii) assigning this Agreement to another retail supplier. 

11. Representations � Warranties: Starion makes no representations or warranties other than those expressly set forth in this 
Agreement, and STARION EXPRESSLY DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR IMPLIED. Starion does not 
represent any guarantee of savings under this Agreement. 

12. Limitation of Liability: Starion’s liability in connection with this Agreement, including without limitation any alleged liability for Early 
Termination by Starion as explained above, shall not exceed the amount of your largest monthly invoice for electric generation 
service during the twelve (12) months immediately preceding termination of this Agreement. In no event shall either party be liable 
to the other for any indirect, special, consequential (including lost profits or revenue), incidental, indirect or punitive damages for 
claims arising under this Agreement. 

13. Binding Effect � Agency � Assignment: This Agreement shall extend to and be binding upon Starion’s and Customer’s respective 
successors and permitted assigns; provided, however, that Customer may not assign this Agreement without Starion’s prior written 
consent, and any purported assignment without such consent shall be void. You appoint Starion as your agent to provide retail 
electric service, including electric transportation, transmission and related services appropriate to provide that service to you. 
Starion may assign its rights and obligations under this Agreement to an affiliate of Starion or to another retail supplier licensed to 
do business in Ohio, in whole or in part, subject to compliance with applicable law. 

14. Force Majeure: Performance of any obligation required by this Agreement shall be suspended if compliance is prevented by an 
Act of God, strike, fire, war, civil disturbance, embargo, explosion, breakage or accident to machinery or lines of pipe; repairing or 
altering machinery or lines of pipe; freezing of wells or lines of pipe; by federal, state or local law, rule, order or regulation or by any 
other cause reasonably beyond the control of a party. Any party claiming such interference with the performance of its obligations 
hereunder shall provide notice to the other party, specifying the cause of interference. A party shall not be required by this paragraph 
to settle a labor dispute with its own employees on terms it deems unfavorable. 

15. Customer Service: 
a. In the event of a dispute or disagreement involving Starion’s services, you and Starion agree to use our best efforts to resolve 

the dispute. Most concerns can be resolved by calling our Customer Service Department at 1-800-600-3040. You may also 
email info@starionenergy.com or write to Starion Energy, P.O. Box 845, Middlebury, CT 06762. Starion’s Customer Service is 
available Monday through Friday from 9:00 a.m. to 5:00 p.m. Eastern Time. 

b. If your complaint is not resolved after you have contacted Starion and/or your electric 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 eight a.m. to five 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 PUCO. The OCC can be reached at 1-877-742-5622 (toll-free) from eight a.m. to five p.m. 
weekdays, or at http://www.pickocc.org.  
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16. Claims Resolution:  
a. In the event Starion is unable to resolve a complaint to your satisfaction, this section explains how claims can be resolved 

through arbitration or litigation. It includes an arbitration provision. You may reject the arbitration provision by sending us written 
notice within 45 days after your first energy bill with Starion as your supplier. See Your Right to Reject Arbitration below. 

b. For this section, you and Starion (“us” or “we”) include any corporate parents, subsidiaries, affiliates or related persons or entities. 
Claim means any current or future claim, dispute or controversy relating to your account(s), this Agreement, or any agreement 
or relationship you have or had with us, except for the validity, enforceability or scope of the arbitration provision. Claim includes 
but is not limited to: (1) initial claims, counterclaims, cross-claims and third-party claims; (2) claims based upon contract, tort, 
fraud, statute, regulation, common law and equity; (3) claims by or against any third party using or providing any product, service 
or benefit in connection with any account; and (4) claims that arise from or relate to (a) any account created under any agreement 
with us or any rates charged on any such account, (b) advertisements, promotions or statements related to any rate plans, 
goods or services under any agreement with us, (c) benefits and services related to Customer’s account with us (including 
rewards programs) and (d) your application for any account. You may not sell, assign or transfer a claim. 

c. Sending a Claim Notice: Before beginning arbitration or a lawsuit, you and we agree to send a written notice (a Claim Notice) to 
each party against whom a claim is asserted, in order to provide an opportunity to resolve the claim informally. Go to 
www.starionenergy.com and select your state of residence for a sample form of Claim Notice. The Claim Notice must describe 
the claim and state the specific relief demanded. Notice to you will be sent to your billing address. Notice to us must include your 
name, address and account number and be sent to Starion Energy, Attn: Compliance Dept., P.O. Box 845, Middlebury, CT 
06762. If the claim proceeds to arbitration, the amount of any relief demanded in a Claim Notice will not be disclosed to the 
arbitrator until after the arbitrator rules. 

d. Arbitration: You or we may elect to resolve any claim by individual arbitration. Claims are decided by a neutral arbitrator. If 
arbitration is chosen by any party, neither you nor we will have the right to litigate that claim in court or have a jury trial on that 
claim. Further, you and we will not have the right to participate in a representative capacity or as a member of any class pertaining 
to any claim subject to arbitration. Arbitration procedures are generally simpler than the rules that apply in court, and discovery 
is more limited. The arbitrator's decisions are as enforceable as any court order and are subject to very limited review by a court. 
Except as set forth below, the arbitrator's decision will be final and binding. Other rights you or we would have in court may also 
not be available in arbitration. 
i. Initiating Arbitration: Before beginning arbitration, you or we must first send a Claim Notice. Claims will be referred to either 

JAMS or AAA, as selected by the party electing arbitration. Claims will be resolved pursuant to this Arbitration provision and 
the selected organization's rules in effect when the claim is filed, except where those rules conflict with this Agreement. If we 
choose the organization, you may select the other within 30 days after receiving notice of our selection. Contact JAMS or 
AAA to begin an arbitration or for other information. Claims also may be referred to another arbitration organization if you and 
we agree in writing or to an arbitrator appointed pursuant to section 5 of the Federal Arbitration Act, 9 U.S.C. sec. 1-16 (“FAA”). 
We will not elect arbitration for any claim you file in small claims court, so long as the claim is individual and pending only in 
that court. You or we may otherwise elect to arbitrate any claim at any time unless it has been filed in court and trial has begun 
or final judgment has been entered. Either you or we may delay enforcing or not exercise rights under this Arbitration provision, 
including the right to arbitrate a claim, without waiving the right to exercise or enforce those rights. 

ii. Limitations on Arbitration: If either party elects to resolve a claim by arbitration, that claim will be arbitrated on an individual 
basis. There will be no right or authority for any claims to be arbitrated on a class action basis or on bases involving claims 
brought in a purported representative capacity on behalf of the general public, other Starion customers or other persons 
similarly situated. The arbitrator's authority is limited to claims between you and us alone. Claims may not be joined or 
consolidated unless you and we agree in writing. An arbitration award and any judgment confirming it will apply only to the 
specific case and cannot be used in any other case except to enforce the award. Notwithstanding any other provision and 
without waiving the right to appeal such decision, if any portion of these Limitations on Arbitration is deemed invalid or 
unenforceable, then the entire Arbitration provision (other than this sentence) will not apply. 

iii. Arbitration Procedures: This Arbitration provision is governed by the FAA. The arbitrator will apply applicable substantive law, 
statutes of limitations and privileges. The arbitrator will not apply any federal or state rules of civil procedure or evidence in 
matters relating to evidence or discovery. Subject to the Limitations on Arbitration, the arbitrator may otherwise award any 
relief available in court. The arbitration will be confidential, but you may notify any government authority of your claim. If your 
claim is for $5,000 or less, you may choose whether the arbitration will be conducted solely on the basis of documents, 
through a telephonic hearing, or by an in-person hearing. At any party's request, the arbitrator will provide a brief written 
explanation of the award. The arbitrator's award will be final and binding, except for any right of appeal provided by the FAA; 
however, any party will have 30 days to appeal the award by notifying the arbitration organization and all parties in writing. 
The organization will appoint a three-arbitrator panel to decide anew, by majority vote based on written submissions, any 
aspect of the decision appealed. Judgment upon any award may be entered in any court having jurisdiction. At your election, 
arbitration hearings will take place in the federal judicial district of your residence. 

iv. Arbitration Fees and Costs: You will be responsible for paying your share of any arbitration fees (including filing, administrative, 
hearing or other fees), but only up to the amount of the filing fees you would have incurred if you had brought a claim in court. 
We will be responsible for any additional arbitration fees. At your written request, we will consider in good faith making a 
temporary advance of your share of any arbitration fees, or paying for the reasonable fees of an expert appointed by the 
arbitrator for good cause. 
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v. Additional Arbitration Awards: Only if the arbitrator rules in your favor for an amount greater than any final offer we made 
before the first arbitration hearing is conducted, the arbitrator's award will include: (1) any money to which you are entitled, 
but in no case less than $1,000; and (2) any reasonable attorneys' fees, costs and expert and other witness fees. 

vi. Your Right to Reject Arbitration: You may reject this Arbitration provision by sending a written rejection notice to us at: Starion 
Energy, Attn: Compliance Department, P.O. Box 845, Middlebury, CT 06762. Go to www.starionenergy.com and select your 
state of residence for a sample rejection notice. Your rejection notice must be mailed within 45 days after the date of your first 
energy bill with Starion as your supplier. Your rejection notice must state that you reject the Arbitration provision and include 
your name, address, account number and personal signature. No one else may sign the rejection notice. If your rejection 
notice complies with these requirements, this Arbitration provision will not apply to you, except for any claims subject to 
pending litigation or arbitration at the time you send your rejection notice. Rejection of this Arbitration provision will not affect 
your other rights or responsibilities under this Claims Resolution section or the Agreement. Rejecting this Arbitration provision 
will not affect your ability to receive energy supplied by us or any other benefit, product or service you may have with your 
account. 

e. Continuation: This Section 16 will survive termination of your Agreement, voluntary payment of your account balance, any legal 
proceeding to collect a debt, any bankruptcy and any sale of your account (in the case of a sale, its terms will apply to the buyer 
of your account). If any portion of this Claims Resolution section, except as otherwise provided in the Limitations on Arbitration 
subsection, is deemed invalid or unenforceable, it will not invalidate the remaining portions of this Claims Resolution section. 

17. Other Provisions: This Agreement sets forth the entire agreement between you and Starion for the purchase and sale of electric 
generation service and supersedes any and all prior agreements, whether written or oral. Nothing in this Agreement shall create 
or be construed as creating any express or implied rights in any person or entity other than you and Starion. Electronic acceptance 
of the terms is an agreement to initiate service and begin enrollment. This Agreement is subject to all applicable statutes and to all 
present and future orders, rules and regulations of governmental authorities having jurisdiction over the subject matter hereof. This 
Agreement shall be governed by the laws of Ohio. You acknowledge that this Agreement is a forward contract within the meaning 
of the United States Bankruptcy Code and that Starion is a forward contract merchant. By executing this Agreement, you represent 
and warrant that you have the necessary authority to execute this Agreement. 

18. Contact Information: Starion Energy PA, Inc. 
�Mailing Address: PO Box 845 Middlebury, CT 06762 
�Toll-Free Telephone: 1-800-600-3040 
�E-mail/Web: info@starionenergy.com � www.starionenergy.com 
In the event of an emergency, such as a downed power line, contact your Utility.  
Duke Energy – General: 800-544-6900 · Emergencies: 800-543-5599 (electric) 800-634-4300 (gas) 



October 30, 2018

Cincinnati, OH 45215

Utility: Duke
Account Number:

NO ACTION REQUIRED: Your service will continue under your current service agreement without interruption.

Dear

Starion Energy NY, Inc. (�Starion�) has appreciated the opportunity to serve as the Competitive Retail Natural Gas Supplier
(CRNGS) for your Duke account. However, in accordance with your terms and conditions, we are writing to let you know that
Starion will assign your natural gas service to Verde Energy USA Ohio, LLC (�Verde�), another CRNGS licensed by the
Public Utilities Commission of Ohio, effective with your first meter read date after the assignment transaction, on
approximately December 5, 2018. After such date, you should contact Verde directly regarding your natural gas supply
service.

Verde is run by an experienced team of energy experts with decades of retail energy supply and utility experience. The Verde
team�s experience in deregulated energy markets enables them to offer competitive prices and friendly customer service.

No action is required on your part when this transfer occurs. Verde will honor your current agreement in place with
Starion and there will be no changes to the terms or conditions through the life of your current contract. This transfer
will not cause an interruption of your natural gas services and you should continue to pay your Duke bill as normal and
call Duke in case of an outage or emergency just as you do today. The same quality support and service that you are
used to with Starion will continue with Verde.

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply if your current contract provides for them). If you are
currently served under a variable rate with Starion, your service will continue under the same variable natural gas rate. You
may also contact Verde directly to see what other options are available to you, including new options with Verde when your
contract expires.

If you have any questions about the transfer of service, please contact Starion by December 4, 2018. For your convenience, the
contact information for both companies is shown below. We thank you for the opportunity to serve you and we are confident
you will enjoy your new service with Verde.

Kind Regards,

Ruzhdi Dauti Nathan Kroeker
President Chief Executive Officer and President

Starion Energy NY, Inc. Verde Energy USA Ohio, LLC
P.O. Box 845 12140 Wickchester Ln., Ste. 100

Middlebury, CT 06762 Houston, TX 77079

Phone: 1-800-600-3040 Phone: 800-388-3862
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

Email: service@verdeenergyusa.com
Call Center: Mon�Fri: 8:00AM�6:00PM EST

P.O. Box 421289
Houston TX 77242



Frequently Asked Questions

Will my natural gas service be cut off?

No, this transfer will not cause an interruption of your natural gas services and you should continue to pay your Duke bill as

normal.

Who do I call in case of a power outage or emergency?

Your Utility has not changed; you should call Duke for any outage or emergency just as you do today.

Will my current rate change?

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply). If you are currently served under a variable rate with
Starion, your service will continue under the same variable natural gas rate. After December 4, 2018 you may also contact
Verde directly to see what other options are available when your contract expires.

Will my meter read cycle or utility charges change?

No, you will continue to receive your bill from Duke as you always have. The only change is that Verde will now be listed

as the CRNGS.

What will happen to my contract / agreement with Starion?

Contract assignment is allowed per the terms and conditions of your Starion agreement. Verde will honor your current
agreements with Starion, so no changes will occur with their terms or conditions until the contract end date. If you are a
Starion customer on a Variable Rate Plan, the variable natural gas rate will continue to remain on the same variable
rate. You will also be eligible to renew to a fixed rate plan with Verde.

My contract was about to expire with Starion, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Starion variable rate
unless you choose a new fixed rate from Verde. If your contract expires after the effective date of your transfer, contact
Verde for their current plan offerings.

Do I need to do anything to switch to Verde?

No, you will not need to do anything. We will make this transition as smooth as possible for you. Starion will assign your

natural gas service to Verde, another CRNGS licensed by the Public Utilities Commission of Ohio.

When can I expect Verde to become my official CRNGS?

Starion will assign your natural gas service to Verde, another CRNGS licensed by the Public Utilities Commission of
Ohio, effective with your first meter reading date after the assignment transaction, on approximately December 5, 2018.

Will I need to sign up with Verde or go through a credit check again?

No, Verde welcomes you as their customer in a clear and hassle-free way.

How will I know when I have started services with Verde?

Verde will appear as your CRNGS in the Energy Supply portion of your utility bill.

Will I be able to opt out of the switch to Verde?

Yes. You can opt out of the switch to Verde by requesting to stay with Starion, drop to Duke or switch to another CRNGS

while active with Starion. Early Termination Fees will apply if set forth in your current contract with Starion and only if you

cancel your agreement with Starion prior to the end of your contract term. Your Early Termination Fee would be $0.

Who do I contact should I have questions?

If you have any questions about the transfer of service, please contact Starion.
Phone: 1-800-600-3040
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

How can I learn more about Verde as my new CRNGS?

Please visit Verde online at www.verdeenergy.com.



October 30, 2018

Cincinnati, OH 45215

Utility: Duke
Account Number:

NO ACTION REQUIRED: Your service will continue under your current service agreement without interruption.

Dear

Starion Energy PA Inc. (�Starion�) has appreciated the opportunity to serve as the Competitive Retail Electric Supplier (CRES)
for your Duke account. However, in accordance with your terms and conditions, we are writing to let you know that Starion
will assign your electric service to Verde Energy USA Ohio, LLC (�Verde�), another CRES licensed by the Public Utilities
Commission of Ohio, effective with your first meter read date after the assignment transaction, on approximately December 5,
2018. After such date, you should contact Verde directly regarding your electric supply service.

Verde is run by an experienced team of energy experts with decades of retail energy supply and utility experience. The Verde
team�s experience in deregulated energy markets enables them to offer competitive prices and friendly customer service.

No action is required on your part when this transfer occurs. Verde will honor your current agreement in place with
Starion and there will be no changes to the terms or conditions through the life of your current contract. This transfer
will not cause an interruption of your electric services and you should continue to pay your Duke bill as normal and call
Duke in case of an outage or emergency just as you do today. The same quality support and service that you are used to
with Starion will continue with Verde.

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply if your current contract provides for them). If you are
currently served under a variable rate with Starion, your service will continue under the same variable electric rate. You may
also contact Verde directly to see what other options are available to you, including new options with Verde when your
contract expires.

If you have any questions about the transfer of service, please contact Starion by December 4, 2018. For your convenience, the
contact information for both companies is shown below. We thank you for the opportunity to serve you and we are confident
you will enjoy your new service with Verde.

Kind Regards,

Ruzhdi Dauti Nathan Kroeker
President Chief Executive Officer and President

Starion Energy PA Inc. Verde Energy USA Ohio, LLC
P.O. Box 845 12140 Wickchester Ln., Ste. 100

Middlebury, CT 06762 Houston, TX 77079

Phone: 1-800-600-3040 Phone: 800-388-3862
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

Email: customercare@verdeenergyusa.com
Call Center: Mon�Fri: 8:00AM�6:00PM EST

P.O. Box 421289
Houston TX 77242



Frequently Asked Questions

Will my electric service be cut off?

No, this transfer will not cause an interruption of your electric services and you should continue to pay your Duke bill as

normal.

Who do I call in case of a power outage or emergency?

Your Utility has not changed; you should call Duke for any outage or emergency just as you do today.

Will my current rate change?

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply). If you are currently served under a variable rate with
Starion, your service will continue under the same variable electric rate. After December 4, 2018 you may also contact
Verde directly to see what other options are available when your contract expires.

Will my meter read cycle or utility charges change?

No, you will continue to receive your bill from Duke as you always have. The only change is that Verde will now be listed

as the CRES.

What will happen to my contract / agreement with Starion?

Contract assignment is allowed per the terms and conditions of your Starion agreement. Verde will honor your current
agreements with Starion, so no changes will occur with their terms or conditions until the contract end date. If you are a
Starion customer on a Variable Rate Plan, the variable electric rate will continue to remain on the same variable rate. You
will also be eligible to renew to a fixed rate plan with Verde.

My contract was about to expire with Starion, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Starion variable rate
unless you choose a new fixed rate from Verde. If your contract expires after the effective date of your transfer, contact
Verde for their current plan offerings.

Do I need to do anything to switch to Verde?

No, you will not need to do anything. We will make this transition as smooth as possible for you. Starion will assign your

electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio.

When can I expect Verde to become my official CRES?

Starion will assign your electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio,
effective with your first meter reading date after the assignment transaction, on approximately December 5, 2018.

Will I need to sign up with Verde or go through a credit check again?

No, Verde welcomes you as their customer in a clear and hassle-free way.

How will I know when I have started services with Verde?

Verde will appear as your CRES in the Energy Supply portion of your utility bill.

Will I be able to opt out of the switch to Verde?

Yes. You can opt out of the switch to Verde by requesting to stay with Starion, drop to Duke or switch to another CRES
while active with Starion. Early Termination Fees will apply if set forth in your current contract with Starion and only if you

cancel your agreement with Starion prior to the end of your contract term. Your Early Termination Fee would be $0.

Who do I contact should I have questions?

If you have any questions about the transfer of service, please contact Starion.
Phone: 1-800-600-3040
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

How can I learn more about Verde as my new CRES?

Please visit Verde online at www.verdeenergy.com.



October 30, 2018

Cincinnati, OH 45215

Utility: Duke
Account Number:

NO ACTION REQUIRED: Your service will continue under your current service agreement without interruption.

Dear

Starion Energy NY, Inc. (�Starion�) has appreciated the opportunity to serve as the Competitive Retail Natural Gas Supplier
(CRNGS) for your Duke account. However, in accordance with your terms and conditions, we are writing to let you know that
Starion will assign your natural gas service to Verde Energy USA Ohio, LLC (�Verde�), another CRNGS licensed by the
Public Utilities Commission of Ohio, effective with your first meter read date after the assignment transaction, on
approximately December 5, 2018. After such date, you should contact Verde directly regarding your natural gas supply
service.

Verde is run by an experienced team of energy experts with decades of retail energy supply and utility experience. The Verde
team�s experience in deregulated energy markets enables them to offer competitive prices and friendly customer service.

No action is required on your part when this transfer occurs. Verde will honor your current agreement in place with
Starion and there will be no changes to the terms or conditions through the life of your current contract. This transfer
will not cause an interruption of your natural gas services and you should continue to pay your Duke bill as normal and
call Duke in case of an outage or emergency just as you do today. The same quality support and service that you are
used to with Starion will continue with Verde.

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply if your current contract provides for them). If you are
currently served under a variable rate with Starion, your service will continue under the same variable natural gas rate. You
may also contact Verde directly to see what other options are available to you, including new options with Verde when your
contract expires.

If you have any questions about the transfer of service, please contact Starion by December 4, 2018. For your convenience, the
contact information for both companies is shown below. We thank you for the opportunity to serve you and we are confident
you will enjoy your new service with Verde.

Kind Regards,

Ruzhdi Dauti Nathan Kroeker
President Chief Executive Officer and President

Starion Energy NY, Inc. Verde Energy USA Ohio, LLC
P.O. Box 845 12140 Wickchester Ln., Ste. 100

Middlebury, CT 06762 Houston, TX 77079

Phone: 1-800-600-3040 Phone: 800-388-3862
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

Email: service@verdeenergyusa.com
Call Center: Mon�Fri: 8:00AM�6:00PM EST

P.O. Box 421289
Houston TX 77242



Frequently Asked Questions

Will my natural gas service be cut off?

No, this transfer will not cause an interruption of your natural gas services and you should continue to pay your Duke bill as

normal.

Who do I call in case of a power outage or emergency?

Your Utility has not changed; you should call Duke for any outage or emergency just as you do today.

Will my current rate change?

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply). If you are currently served under a variable rate with
Starion, your service will continue under the same variable natural gas rate. After December 4, 2018 you may also contact
Verde directly to see what other options are available when your contract expires.

Will my meter read cycle or utility charges change?

No, you will continue to receive your bill from Duke as you always have. The only change is that Verde will now be listed

as the CRNGS.

What will happen to my contract / agreement with Starion?

Contract assignment is allowed per the terms and conditions of your Starion agreement. Verde will honor your current
agreements with Starion, so no changes will occur with their terms or conditions until the contract end date. If you are a
Starion customer on a Variable Rate Plan, the variable natural gas rate will continue to remain on the same variable
rate. You will also be eligible to renew to a fixed rate plan with Verde.

My contract was about to expire with Starion, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Starion variable rate
unless you choose a new fixed rate from Verde. If your contract expires after the effective date of your transfer, contact
Verde for their current plan offerings.

Do I need to do anything to switch to Verde?

No, you will not need to do anything. We will make this transition as smooth as possible for you. Starion will assign your

natural gas service to Verde, another CRNGS licensed by the Public Utilities Commission of Ohio.

When can I expect Verde to become my official CRNGS?

Starion will assign your natural gas service to Verde, another CRNGS licensed by the Public Utilities Commission of
Ohio, effective with your first meter reading date after the assignment transaction, on approximately December 5, 2018.

Will I need to sign up with Verde or go through a credit check again?

No, Verde welcomes you as their customer in a clear and hassle-free way.

How will I know when I have started services with Verde?

Verde will appear as your CRNGS in the Energy Supply portion of your utility bill.

Will I be able to opt out of the switch to Verde?

Yes. You can opt out of the switch to Verde by requesting to stay with Starion, drop to Duke or switch to another CRNGS

while active with Starion. Early Termination Fees will apply if set forth in your current contract with Starion and only if you

cancel your agreement with Starion prior to the end of your contract term. Your Early Termination Fee would be $0.

Who do I contact should I have questions?

If you have any questions about the transfer of service, please contact Starion.
Phone: 1-800-600-3040
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

How can I learn more about Verde as my new CRNGS?

Please visit Verde online at www.verdeenergy.com.



October 30, 2018

Cincinnati, OH 45215

Utility: Duke
Account Number:

NO ACTION REQUIRED: Your service will continue under your current service agreement without interruption.

Dear

Starion Energy PA Inc. (�Starion�) has appreciated the opportunity to serve as the Competitive Retail Electric Supplier (CRES)
for your Duke account. However, in accordance with your terms and conditions, we are writing to let you know that Starion
will assign your electric service to Verde Energy USA Ohio, LLC (�Verde�), another CRES licensed by the Public Utilities
Commission of Ohio, effective with your first meter read date after the assignment transaction, on approximately December 5,
2018. After such date, you should contact Verde directly regarding your electric supply service.

Verde is run by an experienced team of energy experts with decades of retail energy supply and utility experience. The Verde
team�s experience in deregulated energy markets enables them to offer competitive prices and friendly customer service.

No action is required on your part when this transfer occurs. Verde will honor your current agreement in place with
Starion and there will be no changes to the terms or conditions through the life of your current contract. This transfer
will not cause an interruption of your electric services and you should continue to pay your Duke bill as normal and call
Duke in case of an outage or emergency just as you do today. The same quality support and service that you are used to
with Starion will continue with Verde.

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply if your current contract provides for them). If you are
currently served under a variable rate with Starion, your service will continue under the same variable electric rate. You may
also contact Verde directly to see what other options are available to you, including new options with Verde when your
contract expires.

If you have any questions about the transfer of service, please contact Starion by December 4, 2018. For your convenience, the
contact information for both companies is shown below. We thank you for the opportunity to serve you and we are confident
you will enjoy your new service with Verde.

Kind Regards,

Ruzhdi Dauti Nathan Kroeker
President Chief Executive Officer and President

Starion Energy PA Inc. Verde Energy USA Ohio, LLC
P.O. Box 845 12140 Wickchester Ln., Ste. 100

Middlebury, CT 06762 Houston, TX 77079

Phone: 1-800-600-3040 Phone: 800-388-3862
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

Email: customercare@verdeenergyusa.com
Call Center: Mon�Fri: 8:00AM�6:00PM EST

P.O. Box 421289
Houston TX 77242



Frequently Asked Questions

Will my electric service be cut off?

No, this transfer will not cause an interruption of your electric services and you should continue to pay your Duke bill as

normal.

Who do I call in case of a power outage or emergency?

Your Utility has not changed; you should call Duke for any outage or emergency just as you do today.

Will my current rate change?

If you have a fixed rate plan with Starion, your service will continue with the same fixed rate until the end of your contract
term or upon cancellation of service (early termination fees may apply). If you are currently served under a variable rate with
Starion, your service will continue under the same variable electric rate. After December 4, 2018 you may also contact
Verde directly to see what other options are available when your contract expires.

Will my meter read cycle or utility charges change?

No, you will continue to receive your bill from Duke as you always have. The only change is that Verde will now be listed

as the CRES.

What will happen to my contract / agreement with Starion?

Contract assignment is allowed per the terms and conditions of your Starion agreement. Verde will honor your current
agreements with Starion, so no changes will occur with their terms or conditions until the contract end date. If you are a
Starion customer on a Variable Rate Plan, the variable electric rate will continue to remain on the same variable rate. You
will also be eligible to renew to a fixed rate plan with Verde.

My contract was about to expire with Starion, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Starion variable rate
unless you choose a new fixed rate from Verde. If your contract expires after the effective date of your transfer, contact
Verde for their current plan offerings.

Do I need to do anything to switch to Verde?

No, you will not need to do anything. We will make this transition as smooth as possible for you. Starion will assign your

electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio.

When can I expect Verde to become my official CRES?

Starion will assign your electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio,
effective with your first meter reading date after the assignment transaction, on approximately December 5, 2018.

Will I need to sign up with Verde or go through a credit check again?

No, Verde welcomes you as their customer in a clear and hassle-free way.

How will I know when I have started services with Verde?

Verde will appear as your CRES in the Energy Supply portion of your utility bill.

Will I be able to opt out of the switch to Verde?

Yes. You can opt out of the switch to Verde by requesting to stay with Starion, drop to Duke or switch to another CRES
while active with Starion. Early Termination Fees will apply if set forth in your current contract with Starion and only if you

cancel your agreement with Starion prior to the end of your contract term. Your Early Termination Fee would be $0.

Who do I contact should I have questions?

If you have any questions about the transfer of service, please contact Starion.
Phone: 1-800-600-3040
Email: service@starionenergy.com
Call Center: Mon-Fri: 9:00AM-5:00PM EST

How can I learn more about Verde as my new CRES?

Please visit Verde online at www.verdeenergy.com.
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 AGREEMENT TO PURCHASE NATURAL GAS 
STARION SIMPLE PLAN 

OHIO TERMS OF SERVICE 
 

Starion Energy NY, Inc. (“Starion”) is a certified retail natural gas services provider (“retail supplier”) certified by the Ohio Public Utilities 
Commission (“PUCO”) to offer and supply natural gas to customers in the State of Ohio (Certificate No. 14-339G). The PUCO does 
not regulate the prices or other charges from Starion found in this Agreement. Customer understands that Starion is not affiliated with 
or representing the Local Utility (“Utility”) or the PUCO. You acknowledge that switching to Starion, or another retail supplier, is not 
mandatory, and that you have the option to receive standard service from your Utility. 
1. Agreement to Purchase Natural Gas: These Terms of Service, together with your Third-Party Verification (“TPV”) and/or or 

Customer Application, and your Contract Summary, constitute the agreement between Starion and the customer (“you” or 
“Customer”) by which Starion agrees to sell and supply natural gas to Customer, and Customer agrees to purchase and receive 
natural gas from Starion, pursuant to the terms set forth herein (the “Agreement”). Customer warrants that he/she is the account 
holder and/or fully authorized to enter into this Agreement for the natural gas account(s) specified and confirmed in the Contract 
Summary. This Agreement is contingent upon Customer providing complete and accurate information to Starion and subject to 
final acceptance by Starion. 

2. Nature of Services: This Agreement authorizes Starion to change your natural gas supplier. Starion will supply natural gas to the 
Customer for the natural gas account(s) authorized by the Customer. The natural gas supplied by Starion will be delivered to the 
Customer by the Utility. The amount of natural gas supplied under this Agreement is subject to change based on usage data 
provided to Starion by the Utility.   

3. Price � Charges for Service: 
a. Price: Under this Agreement, Customer’s price per Ccf will be Variable with no price cap and determined month-to-month based 

on Starion’s Variable Price Methodology. New customers may receive a one-time introductory price, as indicated in your TPV 
or Customer Application and confirmed in your Contract Summary. There is no limit on how much the Variable price may change 
from one billing cycle to the next. Your price may be higher or lower than the Utility’s price for standard service at any time and 
Starion cannot guarantee savings over the Utility’s price in any given month or over the duration of your contract. You can obtain 
your current variable price by calling 1-800-600-3040. 

b. Starion’s Variable Price Methodology: The Variable price shall be calculated monthly at Starion’s discretion to reflect energy 
market pricing and commodity, capacity, storage, balancing, transportation and related costs, other market-related factors, all 
applicable taxes, fees, charges and other assessments, plus Starion’s costs, expenses, and margins.  

c. Calculation of Charges: Starion will calculate your supply charges for each billing period by multiplying (i) the price of natural gas 
per Ccf by (ii) the amount of natural gas used during the billing period, and adding to the product of (i) and (ii) an Account 
Management Fee, if applicable. This Agreement does not include your Utility’s service and delivery charges or any applicable 
state and local taxes. 

d. Account Management Fee (“AMF”): An Account Management Fee may be applied to each billing cycle, as stated in your 
Contract Summary. The AMF is charged for customer database management, utility data reconciliation, energy procurement 
and other operating costs as determined in Starion’s discretion. 

4. Term: The term of this Agreement shall be month-to-month and will continue until it is terminated by your or Starion subject to the 
provisions of Section 9. Service under this Agreement will begin on the earliest date as determined by the Customer’s current 
account status and meter cycle. For a new customer, service under this Agreement will begin on the meter-read date following 
acceptance of the enrollment as determined by the Utility, and may take 1-2 billing cycles. While receiving service on a month-to-
month basis, you may choose to enter into a new Agreement with Starion, and either you or Starion may terminate this Agreement 
and/or cancel service without penalty. Starion can renew this Agreement without the Customer’s affirmative consent even 
when there is a change in the rate or other terms and conditions. 

5. Right to Rescind: Following enrollment, you will receive a confirmation notice from your Utility regarding the transfer of service. 
You have the right to rescind this Agreement without penalty within seven (7) business days following the postmark date of the 
confirmation notice. To rescind, you must contact your Utility and may do so orally, electronically, or in writing.  

6. Billing and Payment:  
a. Billing Arrangements: You will receive a consolidated bill from the Utility for each billing period containing the charges for both 

the natural gas supply services provided by Starion, in addition to the delivery and other services provided by your Utility. You 
will continue to make payment for all of these services to the Utility in accordance with the payment terms stated in the Utility’s 
tariffs. Starion’s charges are due when the Utility’s charges are due. Starion does not offer budget billing directly for its services 
provided under this Agreement. Customer agrees to timely review its invoices and agrees that subject to applicable tariff and 
law, unless notice is given to Starion within ninety (90) days of the invoice date, all invoiced amounts will be deemed by you to 
be correct and Customer shall waive any right to dispute amounts set forth and rate charged on such invoice. You have the right 
to request from Starion, twice within a twelve-month period, up to twenty-four (24) months of your payment history without 
charge, if available.  

b. Non-Payment: You will be responsible for any late payment fees charged by your Utility. In the event your Utility charges Starion 
for services related to your account, Starion reserves the right to bill you for these charges. Customer’s non-payment or failure 
to meet any agreed-upon payment terms may result in Customer’s service being terminated in accordance with the Utility’s 
tariffs, at which time this Agreement will be automatically terminated. 



20170928OH-Gas-Simple-TOS   Page 2 of 4 

7. Cancellation of Existing Service: If you presently purchase your natural gas supply service from another retail supplier, you are 
responsible for canceling that service pursuant to the terms of your agreement with your existing retail supplier, and for any 
cancellation fees that may apply. Your Utility may charge you a switching fee, which you will be liable for, if applicable.  

8. Notices: Notices sent by Starion to Customer will be sent in the method chosen by the Customer, whenever possible. Otherwise, 
notices will revert to the default of U.S. Mail. If Customer selects to receive electronic communications from Starion, it is the 
Customer’s responsibility to ensure that the email address provided is current and notify Starion of any changes. If you provide 
Starion with your email address, you consent to receive communications from Starion in electronic form. 

9. Termination of Agreement: 
a. Termination by Customer: Customer may terminate this Agreement without penalty at any time by contacting Starion. If you 

terminate this Agreement, you will be returned to the Utility’s standard service unless you choose another retail supplier. The 
effective termination date will be determined as set forth in the Utility’s tariff and applicable law. You will be obligated to pay for 
the natural gas and related services provided pursuant to this Agreement prior to the date that such termination becomes 
effective. If you terminate this Agreement by enrolling with a different retail supplier or returning to standard service, Starion will 
not be liable for any switching time delays and you will be obligated to make payment for services under this Agreement until 
termination of service with Starion is effective. If you terminate this Agreement and return to the Utility’s standard service, you 
may or may not be served under the same rates, terms, and conditions that apply to other customers served by the Utility. 

b. Termination by Starion: Starion reserves the right to terminate this Agreement for any reason upon at least forty-five (45) but no 
more than ninety (90) calendar days’ notice to the Customer at the address provided. The effective termination date will be the 
next applicable meter-read date after the 45-day period has expired as set forth in the Utility’s tariff and applicable Ohio law. You 
will be obligated to pay for the natural gas and related services provided pursuant to this Agreement prior to the date that such 
termination becomes effective. If Starion terminates this Agreement early, you will be returned to your Utility’s standard service 
unless you choose another retail supplier, without penalty. This Agreement will automatically terminate if any of the following 
occurs: (i) the requested service location is not served by the Utility, (ii) the customer moves outside the Utility service area or 
an area not served by Starion, or (ii) if Starion returns your account to your Utility’s standard service.  

10. Privacy Policy � Customer Information and Release Authorization: By entering into this Agreement, you authorize Starion to 
obtain all information regarding your natural gas account including, but not limited to, account contact information and address(es), 
account number(s), billing and payment information and history, credit information, historical and future natural gas usage and 
peak natural gas demand, meter reading data, and characteristics of natural gas service. Starion will not release or sell your 
personal information to any other party without your consent unless required to do so by law or if necessary to defend or enforce 
the terms of this Agreement. Starion is prohibited from disclosing Customer’s SSN and/or account number(s) without the 
Customer’s consent except in accordance with 4901:1-28-04 and 4901:1-29-09 of the Ohio Administrative Code. 

11. Representations � Warranties: Starion makes no representations or warranties other than those expressly set forth in this 
Agreement, and STARION EXPRESSLY DISCLAIMS ALL OTHER WARRANTIES, EXPRESS OR IMPLIED. Starion does not 
represent any guarantee of savings under this Agreement. 

12. Limitation of Liability: Starion’s liability in connection with this Agreement, including without limitation any alleged liability for Early 
Termination by Starion as explained above, shall not exceed the amount of your largest monthly invoice for natural gas service 
during the twelve (12) months immediately preceding termination of this Agreement. In no event shall either party be liable to the 
other for any indirect, special, consequential (including lost profits or revenue), incidental, indirect or punitive damages for claims 
arising under this Agreement. 

13. Binding Effect � Agency � Assignment: This Agreement shall extend to and be binding upon Starion’s and Customer’s respective 
successors and permitted assigns; provided, however, that Customer may not assign this Agreement without Starion’s prior written 
consent, and any purported assignment without such consent shall be void. You appoint Starion as your agent to provide retail 
natural gas service, including the related services appropriate to provide that service to you. Starion may assign its rights and 
obligations under this Agreement to an affiliate of Starion or to another retail supplier licensed to do business in Ohio, in whole or 
in part, subject to compliance with applicable law. 

14. Force Majeure: Performance of any obligation required by this Agreement shall be suspended if compliance is prevented by an 
Act of God, strike, fire, war, civil disturbance, embargo, explosion, breakage or accident to machinery or lines of pipe; repairing or 
altering machinery or lines of pipe; freezing of wells or lines of pipe; by federal, state or local law, rule, order or regulation or by any 
other cause reasonably beyond the control of a party. Any party claiming such interference with the performance of its obligations 
hereunder shall provide notice to the other party, specifying the cause of interference. A party shall not be required by this paragraph 
to settle a labor dispute with its own employees on terms it deems unfavorable. 

15. Customer Service: 
a. In the event of a dispute or disagreement involving Starion’s services, you and Starion agree to use our best efforts to resolve 

the dispute. Most concerns can be resolved by calling our Customer Service Department at 1-800-600-3040. You may also 
email info@starionenergy.com or write to Starion Energy, P.O. Box 845, Middlebury, CT 06762. Starion’s Customer Service is 
available Monday through Friday from 9:00 a.m. to 5:00 p.m. Eastern Time. 

b. If your complaint is not resolved after you have contacted Starion, 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 eight 
a.m. to five 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 PUCO. 
The OCC can be reached at 1-877-742-5622 (toll-free) from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.  
 



20170928OH-Gas-Simple-TOS   Page 3 of 4 

16. Claims Resolution:  
a. In the event Starion is unable to resolve a complaint to your satisfaction, this section explains how claims can be resolved 

through arbitration or litigation. It includes an arbitration provision. You may reject the arbitration provision by sending us written 
notice within 45 days after your first energy bill with Starion as your supplier. See Your Right to Reject Arbitration below. 

b. For this section, you and Starion (“us” or “we”) include any corporate parents, subsidiaries, affiliates or related persons or entities. 
Claim means any current or future claim, dispute or controversy relating to your account(s), this Agreement, or any agreement 
or relationship you have or had with us, except for the validity, enforceability or scope of the arbitration provision. Claim includes 
but is not limited to: (1) initial claims, counterclaims, cross-claims and third-party claims; (2) claims based upon contract, tort, 
fraud, statute, regulation, common law and equity; (3) claims by or against any third party using or providing any product, service 
or benefit in connection with any account; and (4) claims that arise from or relate to (a) any account created under any agreement 
with us or any rates charged on any such account, (b) advertisements, promotions or statements related to any rate plans, 
goods or services under any agreement with us, (c) benefits and services related to Customer’s account with us (including 
rewards programs) and (d) your application for any account. You may not sell, assign or transfer a claim. 

c. Sending a Claim Notice: Before beginning arbitration or a lawsuit, you and we agree to send a written notice (a Claim Notice) to 
each party against whom a claim is asserted, in order to provide an opportunity to resolve the claim informally. Go to 
www.starionenergy.com and select your state of residence for a sample form of Claim Notice. The Claim Notice must describe 
the claim and state the specific relief demanded. Notice to you will be sent to your billing address. Notice to us must include your 
name, address and account number and be sent to Starion Energy, Attn: Compliance Dept., P.O. Box 845, Middlebury, CT 
06762. If the claim proceeds to arbitration, the amount of any relief demanded in a Claim Notice will not be disclosed to the 
arbitrator until after the arbitrator rules. 

d. Arbitration: You or we may elect to resolve any claim by individual arbitration. Claims are decided by a neutral arbitrator. If 
arbitration is chosen by any party, neither you nor we will have the right to litigate that claim in court or have a jury trial on that 
claim. Further, you and we will not have the right to participate in a representative capacity or as a member of any class pertaining 
to any claim subject to arbitration. Arbitration procedures are generally simpler than the rules that apply in court, and discovery 
is more limited. The arbitrator's decisions are as enforceable as any court order and are subject to very limited review by a court. 
Except as set forth below, the arbitrator's decision will be final and binding. Other rights you or we would have in court may also 
not be available in arbitration. 
i. Initiating Arbitration: Before beginning arbitration, you or we must first send a Claim Notice. Claims will be referred to either 

JAMS or AAA, as selected by the party electing arbitration. Claims will be resolved pursuant to this Arbitration provision and 
the selected organization's rules in effect when the claim is filed, except where those rules conflict with this Agreement. If we 
choose the organization, you may select the other within 30 days after receiving notice of our selection. Contact JAMS or 
AAA to begin an arbitration or for other information. Claims also may be referred to another arbitration organization if you and 
we agree in writing or to an arbitrator appointed pursuant to section 5 of the Federal Arbitration Act, 9 U.S.C. sec. 1-16 (“FAA”). 
We will not elect arbitration for any claim you file in small claims court, so long as the claim is individual and pending only in 
that court. You or we may otherwise elect to arbitrate any claim at any time unless it has been filed in court and trial has begun 
or final judgment has been entered. Either you or we may delay enforcing or not exercise rights under this Arbitration provision, 
including the right to arbitrate a claim, without waiving the right to exercise or enforce those rights. 

ii. Limitations on Arbitration: If either party elects to resolve a claim by arbitration, that claim will be arbitrated on an individual 
basis. There will be no right or authority for any claims to be arbitrated on a class action basis or on bases involving claims 
brought in a purported representative capacity on behalf of the general public, other Starion customers or other persons 
similarly situated. The arbitrator's authority is limited to claims between you and us alone. Claims may not be joined or 
consolidated unless you and we agree in writing. An arbitration award and any judgment confirming it will apply only to the 
specific case and cannot be used in any other case except to enforce the award. Notwithstanding any other provision and 
without waiving the right to appeal such decision, if any portion of these Limitations on Arbitration is deemed invalid or 
unenforceable, then the entire Arbitration provision (other than this sentence) will not apply. 

iii. Arbitration Procedures: This Arbitration provision is governed by the FAA. The arbitrator will apply applicable substantive law, 
statutes of limitations and privileges. The arbitrator will not apply any federal or state rules of civil procedure or evidence in 
matters relating to evidence or discovery. Subject to the Limitations on Arbitration, the arbitrator may otherwise award any 
relief available in court. The arbitration will be confidential, but you may notify any government authority of your claim. If your 
claim is for $5,000 or less, you may choose whether the arbitration will be conducted solely on the basis of documents, 
through a telephonic hearing, or by an in-person hearing. At any party's request, the arbitrator will provide a brief written 
explanation of the award. The arbitrator's award will be final and binding, except for any right of appeal provided by the FAA; 
however, any party will have 30 days to appeal the award by notifying the arbitration organization and all parties in writing. 
The organization will appoint a three-arbitrator panel to decide anew, by majority vote based on written submissions, any 
aspect of the decision appealed. Judgment upon any award may be entered in any court having jurisdiction. At your election, 
arbitration hearings will take place in the federal judicial district of your residence. 

iv. Arbitration Fees and Costs: You will be responsible for paying your share of any arbitration fees (including filing, administrative, 
hearing or other fees), but only up to the amount of the filing fees you would have incurred if you had brought a claim in court. 
We will be responsible for any additional arbitration fees. At your written request, we will consider in good faith making a 
temporary advance of your share of any arbitration fees, or paying for the reasonable fees of an expert appointed by the 
arbitrator for good cause. 
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v. Additional Arbitration Awards: Only if the arbitrator rules in your favor for an amount greater than any final offer we made 
before the first arbitration hearing is conducted, the arbitrator's award will include: (1) any money to which you are entitled, 
but in no case less than $1,000; and (2) any reasonable attorneys' fees, costs and expert and other witness fees. 

vi. Your Right to Reject Arbitration: You may reject this Arbitration provision by sending a written rejection notice to us at: Starion 
Energy, Attn: Compliance Department, P.O. Box 845, Middlebury, CT 06762. Go to www.starionenergy.com and select your 
state of residence for a sample rejection notice. Your rejection notice must be mailed within 45 days after the date of your first 
energy bill with Starion as your supplier. Your rejection notice must state that you reject the Arbitration provision and include 
your name, address, account number and personal signature. No one else may sign the rejection notice. If your rejection 
notice complies with these requirements, this Arbitration provision will not apply to you, except for any claims subject to 
pending litigation or arbitration at the time you send your rejection notice. Rejection of this Arbitration provision will not affect 
your other rights or responsibilities under this Claims Resolution section or the Agreement. Rejecting this Arbitration provision 
will not affect your ability to receive energy supplied by us or any other benefit, product or service you may have with your 
account. 

e. Continuation: This Section 16 will survive termination of your Agreement, voluntary payment of your account balance, any legal 
proceeding to collect a debt, any bankruptcy and any sale of your account (in the case of a sale, its terms will apply to the buyer 
of your account). If any portion of this Claims Resolution section, except as otherwise provided in the Limitations on Arbitration 
subsection, is deemed invalid or unenforceable, it will not invalidate the remaining portions of this Claims Resolution section. 

17. Other Provisions: This Agreement sets forth the entire agreement between you and Starion for the purchase and sale of natural 
gas service and supersedes any and all prior agreements, whether written or oral. Nothing in this Agreement shall create or be 
construed as creating any express or implied rights in any person or entity other than you and Starion. Electronic acceptance of 
the terms is an agreement to initiate service and begin enrollment. This Agreement is subject to all applicable statutes and to all 
present and future orders, rules and regulations of governmental authorities having jurisdiction over the subject matter hereof. This 
Agreement shall be governed by the laws of Ohio. You acknowledge that this Agreement is a forward contract within the meaning 
of the United States Bankruptcy Code and that Starion is a forward contract merchant. By executing this Agreement, you represent 
and warrant that you have the necessary authority to execute this Agreement. 

18. Contact Information: Starion Energy NY, Inc. 
�Mailing Address: PO Box 845 Middlebury, CT 06762 
�Toll-Free Telephone: 1-800-600-3040 
�E-mail/Web: info@starionenergy.com � www.starionenergy.com 
In the event of an emergency, such as a natural gas leak, contact your Utility. If Customer smells gas immediately call 
the Utility at its emergency number and contact local emergency personnel. 
Duke Energy – General: 800-544-6900 · Emergencies: 800-543-5599 (electric) 800-634-4300 (gas) 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00253250COMPANY: CUSTOMER:  ADDRESS:  

 Columbus, Ohio



Case Number: 00253250 14

43209SERVICE ADDRESS:  Columbus,

Ohio 43209AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:  (suplierAcountNb)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)***

Please review the customer email provided below and respond with resolution.  Please include 

a copy of the required notice that was sent to the customer or re-rate the charges.  

DESCRIPTION OF ISSUE:  Verde did not provide notification of my contract expiring prior to 

more than doubling my rate to over .1599 per Kwh since 11/2018. Multiple Calls to them have 

been unproductive. They said they would lock me into a new rate of .0749 on 1/10/2019 when I 

spoke to their representative Annette -Operator ID#10310, but continue to bill me at the .158 

rate. service delivery id: Sincerely,   Darita Patterson Public Utilities 

Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer 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:_00Dt0GzXt._500t0FL7CZ:ref

Email Created Date: 2/18/2019 4:13:57 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253250.
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Thank you for bringing  concerns to our attention and for allowing us to 

address them.

We would like to advise that Mr.  initially enrolled the account with Verde via Online on 

6/25/2013 and the account became active on 8/1/2013. For this reason, there would be no TPV 

to provide. The email used to enroll the account was, 

At this time we are still completing research on Mr.  account and Verde will respond to 

the complaint on or before due date of Wednesday, February 27, 2019.

Thank you,

Xiomara Mendoza

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

Sent: Thursday, February 14, 2019 1:00 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253250 [ 

ref:_00Dt0GzXt._500t0FL7CZ:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253250

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43209

SERVICE ADDRESS:  Columbus, Ohio 43209

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    (suplierAcountNb)

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)***

Please review the customer email provided below and respond with resolution.  Please include 

a copy of the required notice that was sent to the customer or re-rate the charges.

DESCRIPTION OF ISSUE:
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Verde did not provide notification of my contract expiring prior to more than doubling my rate 

to over .1599 per Kwh since 11/2018. Multiple Calls to them have been unproductive. They said 

they would lock me into a new rate of .0749 on 1/10/2019 when I spoke to their representative 

Annette -Operator ID#10310, but continue to bill me at the .158 rate.

service delivery id: 

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbeac517dc2

0949e3367508d695e5fc2d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636861212

351922591&sdata=uwvU9gV3QncnTm4qYMaiKR2L0yKwtCL0%2FN3XVmz5Z88%3D&reserved=

0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i4a5]

ref:_00Dt0GzXt._500t0FL7CZ:ref

Email Created Date: 2/27/2019 5:07:23 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253250.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

because he states that he was not notified of the fixed-rate terminating. He goes on to state 

when he called Verde that he renewed his account on 1/10/2019, but continues to bill at the 

higher rate.

Investigative Results:
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  *   On 12/21/2016, Mr.  renewed the account onto a 12-month plan, which offered the 

fixed-rate of $0.0699 cents/kWh. (Letter Attached)

  *   On 12/5/2018, the fixed-rate transitioned to the month-to-month variable rate.

  *   On 1/14/2019, Mr.  contacted Verde disputing the rate on his invoice stating he was 

not notified of the rate change. The agent advised him that the account was not renewed, so 

the rate transitioned; however, she offered him a lower rate for 12-months at $0.0749 

cents/kWh, but he declined the offer because he was debating staying with Verde or shopping 

around for lower rates.

     *   On this same day, Mr.  contacted Verde again regarding the same rate issue. The 

agent informed him that the agent prior submitted a request to have his account reviewed. Mr. 

 stated that he wanted to renew the account to a plan that offered no cancellation fee. 

However, due to miscommunication in the call with the agent and Mr.  the agent did 

not submit the renewal and Mr.  was under the impression that the account was 

renewed.

  *   On 2/14/2019, Verde received PUCO Complaint No. 00253250.

  *   On 2/25/2019, Verde made an outbound call to Mr.  to confirm if he still wanted to 

renew the account or cancel, but there was no answer so a voicemail was left.

  *   On 2/27/2019, Verde was able to speak to Mr.  and have the account renewed to a 

12-month plan at the fixed-rate of $0.0749 cents/kWh. He was advised that the account would 

be adjusted from (12/5/2018 – 1/8/2019) as well as for (1/8/2019 – 2/6/2019).

Outcome:

Verde would like to confirm that per the Renewal Confirmation letter sent on 12/21/2016 that 

Mr.  last renewal was on 12/21/2016 under a “100% Renewable Plan for 12-months at 

$0.0699 cents/kWh and a variable rate thereafter”. As such, the rate did not terminate until 

12/5/2018, which allowed Mr.  to benefit from the fixed-rate for an additional 11 

months.

Additionally, the Verde agent did not submit the renewal on the account so, due to 

opportunities within the call, Mr.  concerns were forwarded to the Director of 

Customer Experience for re-training purposes of the customer care agent involved. Because the 

renewal was not submitted, Verde will do a cost-analysis on Mr.  account for service 

periods of (12/5/2018 – 1/8/2019) and for (1/8/2019 – 2/6/2019) to the rate of $0.0749 

cents/kWh as well as any additional invoice until the renewal rate is applied on the account.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 18, 2019 3:14 PM

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

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253250 [ 

ref:_00Dt0GzXt._500t0FL7CZ:ref ]

To Whom This May Concern:
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This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253250.

Thank you for bringing  concerns to our attention and for allowing us to 

address them.

We would like to advise that Mr.  initially enrolled the account with Verde via Online on 

6/25/2013 and the account became active on 8/1/2013. For this reason, there would be no TPV 

to provide. The email used to enroll the account was, 

mailto

At this time we are still completing research on Mr.  account and Verde will respond to 

the complaint on or before due date of Wednesday, February 27, 2019.

Thank you,

Xiomara Mendoza

From: Darita Patterson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Thursday, February 14, 2019 1:00 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253250 [ 

ref:_00Dt0GzXt._500t0FL7CZ:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253250

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43209

SERVICE ADDRESS:  Columbus, Ohio 43209

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    (suplierAcountNb)

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)***

Please review the customer email provided below and respond with resolution.  Please include 

a copy of the required notice that was sent to the customer or re-rate the charges.
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DESCRIPTION OF ISSUE:

Verde did not provide notification of my contract expiring prior to more than doubling my rate 

to over .1599 per Kwh since 11/2018. Multiple Calls to them have been unproductive. They said 

they would lock me into a new rate of .0749 on 1/10/2019 when I spoke to their representative 

Annette -Operator ID#10310, but continue to bill me at the .158 rate.

service delivery id: 

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C52132baf71

4e4af80ced08d69cff4f9e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368690182

08575009&sdata=EGFZx5SSOIo1ddR%2Fbof8ugvkJhgE1OeJDgzgj6Qa7ts%3D&reserved=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i4a5]

ref:_00Dt0GzXt._500t0FL7CZ:ref

Email Created Date: 3/5/2019 10:51:40 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00253250

COMPANY: 









Verde Energy USA Ohio, LLC - Terms and Conditions of Service

Verde Energy USA Ohio, LLC, OH License 12-489 E (1), with a business address of 101 Merritt Seven Corporate
Park, Second Floor, Norwalk, CT 06851 (“Verde”), will supply you (“Customer”) with electricity in the service
territory of your local distribution company (“Utility”), subject to these Terms and Conditions of Service
(“Agreement”):

1. Price: During the first twelve (12) billing cycles of service, Verde will supply electricity to Customer at a 100%
renewable fixed generation rate of $0.069900 per kWh. After the first twelve (12) billing cycles of service, Verde will
supply electricity to Customer at a 100% renewable variable generation rate that may change monthly with market
conditions. Verde will purchase and retire renewable energy certificates (“RECs”) or attributes to ensure that an
amount equal to 100% of Customer’s electricity usage is generated by renewable sources. Customer shall also pay and
be responsible for all other amounts related to the purchase and delivery of electricity, including applicable taxes and
service and delivery charges from the Utility. Verde will serve only the supply portion of Customer’s electricity bill.
All other services currently supplied by the Utility will continue to be supplied by the Utility. No deposit is required by
Verde for service.

2. Term: Verde is authorized to switch Customer’s utility supplier for the generation service charge. This Agreement
will start when the Utility completes Customer’s enrollment with Verde. Service with Verde will begin with the next
available meter reading after processing of the request by the Utility and Verde. The Utility may charge switching fees
to Customer. Customer will be responsible for the termination of any existing supplier agreement. This Agreement will
continue until terminated by either Customer or Verde in accordance with this Agreement. If Customer switches back
to the Utility, Customer may or may not be served under the same rates, terms, and conditions that apply to other
customers served by the Utility.

3. Right of Rescission & Termination: Residential and small commercial customers shall have the right to rescind
this Agreement within 7 calendar days following the postmark date on the Utility’s confirmation notice by calling the
Utility at the designated local or toll-free number or by written notice to the Utility, which is effective as of the date of
the postmark. Either Verde or Customer may terminate this Agreement at any time, for any reason and without an early
termination fee. Verde may terminate this Agreement on at least 14 calendar days written notice should Customer fail
to pay the bill or fail to meet any agreed-upon payment arrangements. The termination will become effective when the
Utility switches Customer’s account from Verde to the new supplier selected by Customer, to the Utility or to such
other default provider established for Customer’s account. Termination will not relieve Customer of any payment
obligations for electricity provided to Customer by Verde prior to termination.

4. Billing: Customer will continue to receive one monthly electric bill from the Utility. Payment is due to the Utility in
accordance with its standard billing practices. Failure to pay electric utility charges may result in Customer being
disconnected in accordance with the electric utility tariff. Customer has the right to request from Verde, twice within a
twelve month period, up to twenty-four months of Customer’s payment history without charge. Verde will support
budget billing for the generation portion of the Customer’s to the extent that CRES budget billing is supported by the
Utility.

5. Emergency: For any service question or in the event of an emergency, such as a power failure or a downed power
line, Customer should contact Columbus Southern Power Company at 800-672-2231.

6. Customer Relocation: If Customer moves to a new address within Verde’s service territory, Customer should
contact Verde in order to re-enroll at the new location.

7. Changes to Agreement: Verde may change, modify or amend this Agreement at any time (each a “Change”). Each
Change will be made by Verde in the manner required by applicable law. Each Change will be posted on Verde's
website (www.verdeenergy.com), and Customer will receive individual notice of the Change if required by applicable
law. Customer should review the website periodically for applicable Changes. Customer’s continued use of Verde’s
products and services following a Change constitutes Customer’s acceptance of this Agreement as so Changed.

8. Assignment: Customer may not assign this Agreement without Verde's written consent. Verde may assign this
Agreement or the revenues or proceeds due it hereunder: (a) in connection with any financing; (b) to any of its
affiliates; (c) to anyone succeeding to all or substantially all of Verde's assets or business in the State of Ohio; or (d) to
another supplier licensed by the Public Utilities Commission of Ohio. This Agreement is binding upon Customer and
Verde, and each party's heirs, successors and permitted assigns. Verde is prohibited from disclosing Customer’s social
security number and/or account number(s) without Customer’s consent except for Verde’s own collections and credit
reporting, participation in programs funded by the universal service fund, pursuant to section 4928.52 of the Ohio
Revised Code, or assigning a customer contract to another CRES provider.
OH CSP 20160606 F 6.99
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9. Notice: Subject to Paragraph 7 above, any notice will be considered to have been made if mailed or emailed to the
address for Customer in Verde’s records.

10. Disputes: Customer may contact Verde regarding this Agreement or any dispute related to this Agreement at
1-800-388-3862 24 hours a day, 7 days a week. Verde will attempt to resolve the dispute in an efficient, fair and timely
manner. Verde will report the results of its investigation to Customer. If your complaint is not resolved after you have
called Verde 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) or for TTY at
1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.PUCO.ohio.gov. Hearing or speech
impaired customers may contact PUCO via 7-1-1 (Ohio relay service). Residential customers may also contact the
Ohio Consumers’ Counsel for assistance with complaints and utility issues at 1-877-742-5622 (toll free) from 8:00 a.m.
to 5:00 p.m. weekdays, or at www.pickocc.org.

11. Warranty Disclaimer: VERDE EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED,
INCLUDING ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

12. LIMITATION OF LIABILITY: NEITHER PARTY SHALL BE LIABLE TO THE OTHER FOR ANY
INDIRECT, SPECIAL, CONSEQUENTIAL (INCLUDING LOST PROFITS OR REVENUE), INCIDENTAL,
INDIRECT, OR PUNITIVE DAMAGES FOR CLAIMS ARISING UNDER THIS AGREEMENT.

13. Force Majeure: Neither party shall be liable to the other for any delay or failure to perform caused by an event of
Force Majeure. “Force Majeure” means events beyond a party’s reasonable control, including, without limitation, acts
of God, strikes, terrorism, wars, lightning, hurricanes, blizzards, floods, civil disturbances, shortages, unavailability of
transmission facilities, and actions of any governmental authority or the Utility that materially impair a party’s ability
to perform.

14. Cash-Back Savings: In order to redeem the cash-back savings offered to Customer at the time of enrollment,
Customer must comply with the terms, conditions and limitations applicable to the offer, which can be found on the
enclosed cash-back savings form (if applicable), the cash-back savings form provided at the time of enrollment or on
Verde’s website. To be eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an
active account when the cash-back savings form is processed. Limit one cash-back savings offer per enrollment.
Converting, renewing or switching from one Verde product to another is not considered a new enrollment, and those
customers are not eligible for any additional cash-back savings.

15. Entire Agreement: This Agreement sets forth the entire agreement between Customer and Verde and supersedes
any oral or written statements made in connection with this Agreement. This Agreement is governed by the laws of the
State of Ohio.

16.Governing Law and Arbitration: This Agreement is governed by the laws of the State of Ohio, without regard to
its choice of law principles. Any dispute arising between Customer and Verde will be submitted to binding arbitration
in the State of Ohio administered by the American Arbitration Association under its Consumer Arbitration Rules then
in effect. Verde will pay all AAA filing, administration, and arbitrator fees in connection with the arbitration, provided
that the arbitrator does not determine that Customer’s claim is frivolous or brought for an improper purpose. THE
ONLY PARTIES TO SUCH ARBITRATION WILL BE CUSTOMER (INDIVIDUALLY AND NOT ON A
REPRESENTATIVE OR CLASS BASIS) AND VERDE, AND NO OTHER PARTY (INCLUDING OTHER
CUSTOMERS) MAY BE JOINED IN SUCH ARBITRATION. As the only exception to arbitration, Verde and
Customer retain the right to pursue in a small claims court located in the State of Ohio any claim that is within the
court's jurisdiction and which proceeds on an individual basis and not on a representative or class basis. This paragraph
shall survive the termination, cancellation or expiration of this Agreement.

17. Privacy: Verde’s Privacy Policy governs the way Verde uses Customer’s personal information. To review or
obtain the current version of the Privacy Policy, or to obtain the contact information for Verde’s Privacy Policy
Coordinator, please visit Verde’s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or
write to us at Privacy Policy Coordinator, Verde Energy USA, Inc., 101 Merritt Seven Corporate Park, Second Floor,
Norwalk, CT 06851. In general, Verde uses Customer’s personal information to allow Verde to provide the products
and services that Customer has chosen and to manage and develop Verde’s business and operations, including
informing Customer of products and services that carefully-selected third parties offer that may be of interest to
Customer. Unless Customer contacts Verde and notifies Verde otherwise, by accepting electric service from Verde
Customer consents to Verde collecting, retaining, using and disclosing Customer’s personal information in accordance
with the Privacy Policy.
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This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

11/1/2019 2:47:22 PM

in

Case No(s). 19-0958-GE-COI

Summary: Exhibit Exhibit 7 - Part 20 on behalf of The Office of The Ohio Consumers' Counsel
electronically filed by Mrs. Tracy J Greene on behalf of O'Brien, Angela D




