






Case Number: 00253400 4

DESCRIPTION OF ISSUE:

Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FLCDD:ref
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Email Created Date: 2/19/2019 11:35:28 AM

Email Text Version: 

Good morning,

Attached is the TPV recording for PUCO Complaint No.00253400. As such, Verde will provide a 

final response by the end of business on 2/28/2019.

Thank you,

Louise Bourgeois

[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: Friday, February 15, 2019 12:17 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD: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: 00253400

COMPANY:

CUSTOMER: 

ADDRESS:   Massillon, Ohio 44646

SERVICE ADDRESS:   Massillon, Ohio 44646

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 



Case Number: 00253400 6

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

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

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

DESCRIPTION OF ISSUE:

Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C79ba715f13

4c424111bc08d696883e14%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636861909

239309126&sdata=eH1WFJQju5Skc8dyguRFye7fCuH6HO9njbhBNUc3cqo%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.



Case Number: 00253400 7

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

0000003i5oS]

ref:_00Dt0GzXt._500t0FLCDD:ref

Email Created Date: 2/26/2019 4:22:04 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253400.

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 she states that she felt pressured by the sales agent to enroll to Verde. Ms.  is 

requesting to terminate the account and be refunded the charges paid to Verde.

Investigative Results:

·         On 1/2/2019, Ms.  authorized her electric and gas accounts to Verde via LeBarron 

Brye (agent ID: 415014) a Door to Door sales agent associated with Energy Group Consultants, 

LLC. Ms.  enrolled the electric account onto Verde’s Price Lock 12 plan, which includes 

the fixed rate of $0.0929 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and 

a $0 Early Termination Fee (“ETF”). She enrolled the gas account onto Verde’s Price Lock 12 

plan, which includes the fixed rate of $0.6250 cents/CCF for 12 months, with a $0 MSF as well 

as a $0 ETF. (TPV Attached)

·         On 1/3/2019, Verde received an inbound pending enrollment transaction from the utility 

for the gas account.

o   Verde received an inbound enrollment acceptance with a date of 1/30/2019 for the electric 

account.

·         On 1/9/2019, the electric account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)



Case Number: 00253400 8

·         On 1/25/2019, the gas account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

o   Verde received an inbound enrollment acceptance transaction from the utility for the gas 

account.

·         On 1/30/2019, the electric account became active.

·         On 2/4/2019, Ms.  contacted Verde regarding the gift card that she was supposed 

to receive for signing up for Verde. The agent informed Ms.  that Verde has not billed 

her yet and that her account is not eligible until after the first invoice. Ms.  requested to 

cancel her electric account to return to Ohio Edison because she stated that her bills were going 

up; however the agent explained to Ms.  that Verde had not billed her so the charges 

are not from Verde.

o   Verde received an inbound cancellation confirmation with a date of 2/27/2019 for the 

electric account.

·         On 2/14/2019, Ms.  contacted Verde again and stated that she was scammed by 

the Door to Door agent and requested to cancel Verde from her gas account. The agent 

submitted an outbound cancellation request to the utility.

·         On 2/15/2019, Verde received an inbound pending cancellation request from the utility 

for the gas account of 3/7/2019.

o   Verde received PUCO Complaint No. 00253400.

Outcome:

We’d like to confirm per the attached TPV, Ms.  authorized her electric and gas accounts 

to Verde via a Door to Door sales agent associated with Energy Group Consultants on 1/2/2019 

with no objections. For this reason, the enrollment is valid and her accounts do not warrant any 

adjustments or credits.  Ms.  is responsible for the charges assessed to her account as it 

is for her household’s consumption.

Additionally, because Verde takes the nature of these claims very seriously we forwarded Ms. 

 concerns regarding the sales agent to our Vendor Compliance Manager- Vendor 

Quality Assurance for further investigation. We have also requested a copy of the signed 

enrollment documents for Ms.  once it is provided we will forward to you.

Furthermore, per the rules and guidelines on the Verde Energy website, to be eligible for the 

rebate gift cards the “customer must have an active account with Verde Energy in good 

standing, not pending cancellation, and remain on qualifying plan at time of Prepaid Card 

processing.”  Ms.  electric and gas account are not eligible to receive them due to her 

accounts now reflecting an inactive status.
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Lastly, Ms.  electric account is pending a cancellation date of 2/27/2019 and the gas 

account is pending a cancellation date of 3/7/2019. Please note that both of these dates were 

determined solely by the utility and not Verde.

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

Kindest Regards,

Louise Bourgeois

[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: Friday, February 15, 2019 12:17 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD: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: 00253400

COMPANY:

CUSTOMER: 

ADDRESS:   Massillon, Ohio 44646

SERVICE ADDRESS:   Massillon, Ohio 44646

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 



Case Number: 00253400 10

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

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

DESCRIPTION OF ISSUE:

Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1b27c65013

01489beafc08d69c303ac6%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636868129

094918174&sdata=8OtkQ8u4p3LILai%2FfoKT6fV59tDJa4u6eIC%2BTb326h0%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.
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i5oS]

ref:_00Dt0GzXt._500t0FLCDD:ref

Email Created Date: 3/12/2019 8:03:04 AM

Email Text Version: 

This is very confusing.  So, based on your records, you say this customer enrolled her gas and 

electric on 11-21-18 and then cancelled 1-3-19. Then you say that on January the 2nd she called 

for the 100.00 gift card for electric supply.  Then on case number 00253410, it states she 

enrolled on 1-2-19 for both gas and electric again.  How did she cancel enroll the accounts again 

on the 2nd and then cancel them on the 3rd of January, but she was still billed for both gas and 

electric.  Please advise.

I will be sending the same email on both cases, so please reply to each.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/26/2019 4:20 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253400.

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 she states that she felt pressured by the sales agent to enroll to Verde. Ms.  is 

requesting to terminate the account and be refunded the charges paid to Verde.

Investigative Results:
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· On 1/2/2019, Ms.  authorized her electric and gas accounts to Verde via LeBarron Brye 

(agent ID: 415014) a Door to Door sales agent associated with Energy Group Consultants, LLC. 

Ms.  enrolled the electric account onto Verde’s Price Lock 12 plan, which includes the 

fixed rate of $0.0929 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and a $0 

Early Termination Fee (“ETF”). She enrolled the gas account onto Verde’s Price Lock 12 plan, 

which includes the fixed rate of $0.6250 cents/CCF for 12 months, with a $0 MSF as well as a $0 

ETF. (TPV Attached)

· On 1/3/2019, Verde received an inbound pending enrollment transaction from the utility for 

the gas account.

o Verde received an inbound enrollment acceptance with a date of 1/30/2019 for the electric 

account.

· On 1/9/2019, the electric account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

· On 1/25/2019, the gas account Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

o Verde received an inbound enrollment acceptance transaction from the utility for the gas 

account.

· On 1/30/2019, the electric account became active.

· On 2/4/2019, Ms.  contacted Verde regarding the gift card that she was supposed to 

receive for signing up for Verde. The agent informed Ms.  that Verde has not billed her 

yet and that her account is not eligible until after the first invoice. Ms.  requested to 

cancel her electric account to return to Ohio Edison because she stated that her bills were going 

up; however the agent explained to Ms.  that Verde had not billed her so the charges 

are not from Verde.

o Verde received an inbound cancellation confirmation with a date of 2/27/2019 for the electric 

account.

· On 2/14/2019, Ms.  contacted Verde again and stated that she was scammed by the 

Door to Door agent and requested to cancel Verde from her gas account. The agent submitted 

an outbound cancellation request to the utility.

· On 2/15/2019, Verde received an inbound pending cancellation request from the utility for 

the gas account of 3/7/2019.

o Verde received PUCO Complaint No. 00253400.
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Outcome:

We’d like to confirm per the attached TPV, Ms.  authorized her electric and gas accounts 

to Verde via a Door to Door sales agent associated with Energy Group Consultants on 1/2/2019 

with no objections. For this reason, the enrollment is valid and her accounts do not warrant any 

adjustments or credits.  Ms.  is responsible for the charges assessed to her account as it 

is for her household’s consumption.

Additionally, because Verde takes the nature of these claims very seriously we forwarded Ms. 

 concerns regarding the sales agent to our Vendor Compliance Manager- Vendor 

Quality Assurance for further investigation. We have also requested a copy of the signed 

enrollment documents for Ms.  once it is provided we will forward to you.

Furthermore, per the rules and guidelines on the Verde Energy website, to be eligible for the 

rebate gift cards the “customer must have an active account with Verde Energy in good 

standing, not pending cancellation, and remain on qualifying plan at time of Prepaid Card 

processing.”  Ms.  electric and gas account are not eligible to receive them due to her 

accounts now reflecting an inactive status.

Lastly, Ms.  electric account is pending a cancellation date of 2/27/2019 and the gas 

account is pending a cancellation date of 3/7/2019. Please note that both of these dates were 

determined solely by the utility and not Verde.

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

Sent: Friday, February 15, 2019 12:17 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00253400

COMPANY:

CUSTOMER: 

ADDRESS:   Massillon, Ohio 44646

SERVICE ADDRESS:   Massillon, Ohio 44646

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:
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Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0FLCDD:ref

Email Created Date: 3/12/2019 8:03:11 AM

Email Text Version: 

This is very confusing.  So, based on your records, you say this customer enrolled her gas and 

electric on 11-21-18 and then cancelled 1-3-19. Then you say that on January the 2nd she called 

for the 100.00 gift card for electric supply.  Then on case number 00253410, it states she 

enrolled on 1-2-19 for both gas and electric again.  How did she cancel enroll the accounts again 

on the 2nd and then cancel them on the 3rd of January, but she was still billed for both gas and 

electric.  Please advise.

I will be sending the same email on both cases, so please reply to each.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/26/2019 4:20 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253400.

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 she states that she felt pressured by the sales agent to enroll to Verde. Ms.  is 

requesting to terminate the account and be refunded the charges paid to Verde.

Investigative Results:

·         On 1/2/2019, Ms.  authorized her electric and gas accounts to Verde via LeBarron 

Brye (agent ID: 415014) a Door to Door sales agent associated with Energy Group Consultants, 

LLC. Ms.  enrolled the electric account onto Verde’s Price Lock 12 plan, which includes 

the fixed rate of $0.0929 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and 

a $0 Early Termination Fee (“ETF”). She enrolled the gas account onto Verde’s Price Lock 12 

plan, which includes the fixed rate of $0.6250 cents/CCF for 12 months, with a $0 MSF as well 

as a $0 ETF. (TPV Attached)
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·         On 1/3/2019, Verde received an inbound pending enrollment transaction from the utility 

for the gas account.

o   Verde received an inbound enrollment acceptance with a date of 1/30/2019 for the electric 

account.

·         On 1/9/2019, the electric account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

·         On 1/25/2019, the gas account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

o   Verde received an inbound enrollment acceptance transaction from the utility for the gas 

account.

·         On 1/30/2019, the electric account became active.

·         On 2/4/2019, Ms.  contacted Verde regarding the gift card that she was supposed 

to receive for signing up for Verde. The agent informed Ms.  that Verde has not billed 

her yet and that her account is not eligible until after the first invoice. Ms.  requested to 

cancel her electric account to return to Ohio Edison because she stated that her bills were going 

up; however the agent explained to Ms.  that Verde had not billed her so the charges 

are not from Verde.

o   Verde received an inbound cancellation confirmation with a date of 2/27/2019 for the 

electric account.

·         On 2/14/2019, Ms.  contacted Verde again and stated that she was scammed by 

the Door to Door agent and requested to cancel Verde from her gas account. The agent 

submitted an outbound cancellation request to the utility.

·         On 2/15/2019, Verde received an inbound pending cancellation request from the utility 

for the gas account of 3/7/2019.

o   Verde received PUCO Complaint No. 00253400.

Outcome:

We’d like to confirm per the attached TPV, Ms.  authorized her electric and gas accounts 

to Verde via a Door to Door sales agent associated with Energy Group Consultants on 1/2/2019 

with no objections. For this reason, the enrollment is valid and her accounts do not warrant any 

adjustments or credits.  Ms.  is responsible for the charges assessed to her account as it 

is for her household’s consumption.
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Additionally, because Verde takes the nature of these claims very seriously we forwarded Ms. 

 concerns regarding the sales agent to our Vendor Compliance Manager- Vendor 

Quality Assurance for further investigation. We have also requested a copy of the signed 

enrollment documents for Ms.  once it is provided we will forward to you.

Furthermore, per the rules and guidelines on the Verde Energy website, to be eligible for the 

rebate gift cards the “customer must have an active account with Verde Energy in good 

standing, not pending cancellation, and remain on qualifying plan at time of Prepaid Card 

processing.”  Ms.  electric and gas account are not eligible to receive them due to her 

accounts now reflecting an inactive status.

Lastly, Ms.  electric account is pending a cancellation date of 2/27/2019 and the gas 

account is pending a cancellation date of 3/7/2019. Please note that both of these dates were 

determined solely by the utility and not Verde.

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

Kindest Regards,

Louise Bourgeois

[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: Friday, February 15, 2019 12:17 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD: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: 00253400

COMPANY:
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CUSTOMER: 

ADDRESS:   Massillon, Ohio 44646

SERVICE ADDRESS:   Massillon, Ohio 44646

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:

Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7Ccontactthepuco%40puco.ohio.gov%7Cb5fc3ac27a5
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lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Tuesday, March 12, 2019 7:03 AM

To: Customer Concerns

Cc: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD:ref ]

This is very confusing.  So, based on your records, you say this customer enrolled her gas and 

electric on 11-21-18 and then cancelled 1-3-19. Then you say that on January the 2nd she called 

for the 100.00 gift card for electric supply.  Then on case number 00253410, it states she 

enrolled on 1-2-19 for both gas and electric again.  How did she cancel enroll the accounts again 

on the 2nd and then cancel them on the 3rd of January, but she was still billed for both gas and 

electric.  Please advise.

I will be sending the same email on both cases, so please reply to each.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/26/2019 4:20 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00253400.

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 she states that she felt pressured by the sales agent to enroll to Verde. Ms.  is 

requesting to terminate the account and be refunded the charges paid to Verde.

Investigative Results:

•         On 1/2/2019, Ms.  authorized her electric and gas accounts to Verde via LeBarron 

Brye (agent ID: 415014) a Door to Door sales agent associated with Energy Group Consultants, 

LLC. Ms.  enrolled the electric account onto Verde’s Price Lock 12 plan, which includes 

the fixed rate of $0.0929 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) and 
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a $0 Early Termination Fee (“ETF”). She enrolled the gas account onto Verde’s Price Lock 12 

plan, which includes the fixed rate of $0.6250 cents/CCF for 12 months, with a $0 MSF as well 

as a $0 ETF. (TPV Attached)

•         On 1/3/2019, Verde received an inbound pending enrollment transaction from the utility 

for the gas account.

o   Verde received an inbound enrollment acceptance with a date of 1/30/2019 for the electric 

account.

•         On 1/9/2019, the electric account Welcome Letter was sent to the mailing address on 

file. (Letter Attached)

•         On 1/25/2019, the gas account Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

o   Verde received an inbound enrollment acceptance transaction from the utility for the gas 

account.

•         On 1/30/2019, the electric account became active.

•         On 2/4/2019, Ms.  contacted Verde regarding the gift card that she was supposed 

to receive for signing up for Verde. The agent informed Ms.  that Verde has not billed 

her yet and that her account is not eligible until after the first invoice. Ms.  requested to 

cancel her electric account to return to Ohio Edison because she stated that her bills were going 

up; however the agent explained to Ms.  that Verde had not billed her so the charges 

are not from Verde.

o   Verde received an inbound cancellation confirmation with a date of 2/27/2019 for the 

electric account.

•         On 2/14/2019, Ms.  contacted Verde again and stated that she was scammed by 

the Door to Door agent and requested to cancel Verde from her gas account. The agent 

submitted an outbound cancellation request to the utility.

•         On 2/15/2019, Verde received an inbound pending cancellation request from the utility 

for the gas account of 3/7/2019.

o   Verde received PUCO Complaint No. 00253400.

Outcome:

We’d like to confirm per the attached TPV, Ms.  authorized her electric and gas accounts 

to Verde via a Door to Door sales agent associated with Energy Group Consultants on 1/2/2019 

with no objections. For this reason, the enrollment is valid and her accounts do not warrant any 
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adjustments or credits.  Ms.  is responsible for the charges assessed to her account as it 

is for her household’s consumption.

Additionally, because Verde takes the nature of these claims very seriously we forwarded Ms. 

 concerns regarding the sales agent to our Vendor Compliance Manager- Vendor 

Quality Assurance for further investigation. We have also requested a copy of the signed 

enrollment documents for Ms.  once it is provided we will forward to you.

Furthermore, per the rules and guidelines on the Verde Energy website, to be eligible for the 

rebate gift cards the “customer must have an active account with Verde Energy in good 

standing, not pending cancellation, and remain on qualifying plan at time of Prepaid Card 

processing.”  Ms.  electric and gas account are not eligible to receive them due to her 

accounts now reflecting an inactive status.

Lastly, Ms.  electric account is pending a cancellation date of 2/27/2019 and the gas 

account is pending a cancellation date of 3/7/2019. Please note that both of these dates were 

determined solely by the utility and not Verde.

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

Kindest Regards,

Louise Bourgeois

[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: Friday, February 15, 2019 12:17 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00253400 [ 

ref:_00Dt0GzXt._500t0FLCDD: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
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CASE ID: 00253400

COMPANY:

CUSTOMER: 

ADDRESS:   Massillon, Ohio 44646

SERVICE ADDRESS:   Massillon, Ohio 44646

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:

Caller states that solicitors had come by three or four days in a row in the middle of December 

and had enrolled both electric and gas accounts.  She had given the account number and had 

gone through the TPV, but had felt pressured to do so with the reps insisting.

Halfway through the TPV, after she hung up with the sales rep, a  general manager for the sales 

rep came by to make sure she enrolled. Caller cannot recall if this was Verde or Vista doing this.

She  received the OE bill and saw Verde was on the account. Caller had cancelled out between 

1/2 and 1/7 and was advised of 1-2 billing cycles (Confirmation number 02141910366).  She 

was pressured by sales tactics and is looking to confirm cancellation and to be credited back for 

difference between Verde and OE.

PUCO Question(s):

How and when was this customer signed up?  Who agreed to the contract? How much was the 

term rate? Fixed or variable?  Please provide a copy of the contract, call script, recorded call 

with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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1/9/2019 

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

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

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

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee

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

Welcome to the Verde Energy Family

VE WELCOME 10.17.18 English





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

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

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

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

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

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

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

1/25/2019 

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!

VE WELCOME 10.17.18 English
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Case Number: 00254021 3

Case Emails

Email Created Date: 2/19/2019 5:15:09 PM

Email Text Version: 
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Case Number: 00254021 13

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:
00254021COMPANY: CUSTOMER:  ADDRESS:  Toledo, Ohio
43606SERVICE ADDRESS:  Toledo,
Ohio 43606AIQ:
Verde Energy USA Ohio LLCSERVICE 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:  This customer states he was approached by a door to door sales 
representative.  He did not complete the TPV recording but was still enrolled for 
service.************************Please provide all details of enrollment including 
TPV.   Sincerely,   Lee Garry Public Utilities Commission of
OhioService Monitoring and
Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 
(7826)www.PUCO.ohio.gov  
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This



Case Number: 00254021 25

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

ref:_00Dt0GzXt._500t0FLiKL:ref
Email Created Date: 3/4/2019 5:51:06 PM

Email Text Version: 
To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254021.

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 he was approached by a Door to Door sales representative. Mr.  states 
that he did not complete a TPV, but his account was still enrolled.

Investigative Results:

·         On 12/7/2018, Mr.  authorized his electric and gas accounts to Verde via Danny 
Golden (agent ID: 4003) an outbound telemarketer associated with Third Party Vendor Hound 
Energy. Mr.  enrolled the electric account onto Verde’s Price Lock 12 plan, which includes 
the fixed rate of $0.0929 cents/kWh for 12 months, with a $0 Monthly Service Fee (“MSF”) as 
well as a $0 Early Termination Fee (“ETF”). He enrolled the gas account onto Verde’s Price Lock 
12 plan, which includes the fixed rate of $0.6750 cents/CCF for 12 months, with a $0 MSF and a 
$0 ETF. (Sales call and TPV Attached)

·         On 12/14/2018, the Welcome Letter for the electric account was sent to the mailing 
address on file. (Letter Attached)

·         On 12/15/2018, the gas account became active.

·         On 12/17/2018, the Welcome Letter for the gas account was sent to the mailing address 
on file. (Letter Attached)

·         On 1/8/2019, the electric account became active.

·         On 1/31/2019, Verde received an inbound cancellation transaction from the utility with a 
date of 3/7/2019 for the electric account.

·         On 2/19/2019, Mr.  contacted Verde and requested to cancel his electric account. 
The agent informed Mr.  that his account was already pending a cancellation date of 
3/7/2019.
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o   Mr.  contacted Verde and requested to speak with a supervisor because he said the 
representative who enrolled him mislead him. Mr.  stated that he was told that the rate 
would be less than the utility rate but that was a lie.  He requested to cancel the accounts. The 
agent informed Mr.  that the electric account is pending a cancellation date but the gas 
account was still active. The call was transferred to a supervisor.

o   Mr.  informed the supervisor that he felt that he was lied to by the agent and 
requested to cancel the account. The supervisor confirmed that the electric account was 
pending a cancellation date of 3/7/2019 and submitted an outbound cancellation request to 
the utility for the gas account.

o   Verde received PUCO Complaint No. 00254021.
Outcome:

We’d like to confirm per the attached sales call and TPV recording, Mr.  authorized his 
electric and gas accounts to Verde on 12/7/2018 via an outbound telemarketer with no 
objections.   Mr.  complaint state that he enrolled with a Door –to-Door agent; 
however, that claim is not correct, During the sales pitch, the sales agent provided the details 
and did not mislead Mr.  For this reason, the enrollments to Verde are valid and are not 
due any credits or adjustments.

Lastly, Mr.  electric and gas accounts are pending cancellation dates determined solely 
by the utility and not Verde.

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

Kindest Regards,

Louise Bourgeois

[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: Lee Garry [mailto:contactthepuco@puc.state.oh.us]
Sent: Tuesday, February 19, 2019 4:15 PM
To: Regulatory
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254021 [ 
ref:_00Dt0GzXt._500t0FLiKL:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0
000000GzXt]
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00254021
COMPANY:
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS:  Toledo, Ohio 43606
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:
 This customer states he was approached by a door to door sales representative.  He did not 
complete the TPV recording but was still enrolled for service.
************************
Please provide all details of enrollment including TPV.

Sincerely,

Lee Garry
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%7Cbf3b609c3c
b948ba562a08d6a0f3a331%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873366
382786405&sdata=RbladmdJHEdNQ0Z9nkAbZ0Z0BR3vmxPO3osoMlynaIk%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.
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t
0000003i8kD]

ref:_00Dt0GzXt._500t0FLiKL:ref
Email Created Date: 3/13/2019 4:37:34 PM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254021
COMPANY: 
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43606
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: 

Sincerely,

Lee Garry
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 3/22/2019 1:55:57 PM

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

CASE ID:
00254021COMPANY: CUSTOMER:  ADDRESS:  Toledo, Ohio
43606SERVICE ADDRESS:  Toledo,
Ohio 43606AIQ:
Verde Energy USA Ohio LLCSERVICE 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:  
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An additional email was sent
to you on March 13 regarding misleading information provided to the customer. Please review 
the email and respond within three business days.  Sincerely,   Lee Garry 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._500t0FLiKL:ref
Email Created Date: 3/26/2019 11:22:35 AM

Email Text Version: 
Good morning,

Please be advised that the Cost Analysis is being processed; however, it will not be completed 
until Verde receives final payment on the account. If a refund is due, Mr.  will be 
refunded accordingly.

Thank you,
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Louise Bourgeois

 [cid:image001.png@01D4E008.4A4F53E0]
Louise Bourgeois | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

From: Lee Garry [mailto:contactthepuco@puc.state.oh.us]
Sent: Friday, March 22, 2019 12:56 PM
To: Regulatory
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254021 [ 
ref:_00Dt0GzXt._500t0FLiKL:ref ]

[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 3 Days

CASE ID: 00254021
COMPANY:
CUSTOMER: 
ADDRESS: 
Toledo, Ohio 43606
SERVICE ADDRESS:  Toledo, Ohio 43606
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:

An additional email was sent to you on March 13 regarding misleading information provided to 
the customer. Please review the email and respond within three business days.
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Sincerely,

Lee Garry
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C73069dc6e1
394f2bceab08d6b1fedd17%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636892105
522260072&sdata=9wmBtHAnSZ0C726ukYvw5y8KscpYILEOWyi4EVzBM6E%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
0000004Ms8r]

ref:_00Dt0GzXt._500t0FLiKL:ref
Email Created Date: 4/3/2019 11:59:43 AM

Email Text Version: 
Initial Submission of a Consumer Complaint
Please Respond Within 10 Business Days

CASE ID: 00254021
COMPANY: 
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS: 
 Toledo, Ohio 43606
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!***
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DESCRIPTION OF ISSUE: 

Sincerely,

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 4/8/2019 9:22:36 AM

Email Text Version: 
  

TOLEDO, OH  43606

Customer account # 

(See attached file: _12-17-2019.pdf)

(See attached file: _01-18-2019.pdf)

(See attached file: _02-18-2019.pdf)

(See attached file: _03-19-2019.pdf)

Please do not hesitate to contact me if I can be of further assistance.

Betsy | Columbia Gas of Ohio
Customer Care and Regulatory Compliance
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From: Lee Garry <contactthepuco@puc.state.oh.us>
To: "CustomerRelations@nisource.com"
            <customerrelations@nisource.com>,
Cc: "ohcommission@firstenergycorp.com"
            <ohcommission@firstenergycorp.com>
Date: 04/03/2019 11:59 AM
Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254021
            [ ref:_00Dt0GzXt._500t0FLiKL:ref ]

                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
              Initial Submission of a Consumer Complaint              
                Please Respond Within 10 Business Days                
                                                                      
  CASE ID: 00254021                                                   
  COMPANY:                                                            
  CUSTOMER:                                                
  ADDRESS:  Toledo, Ohio 43606                   
  SERVICE ADDRESS:  Toledo, Ohio 43606           
  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:                                               
   Verde has agreed to rerate the customer for all charges above rate 
  from EDU and LDC.                                                   
  *********************                                               
  Please provide bill copies from Dce 2018 to last bill with Verde    
  charges in 2019 so adjustment can be calculated.                    
                                                                      
                                                                      
  Sincerely,                                                          
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  Lee Garry                                                           
  Public Utilities Commission of Ohio                                 
  Service Monitoring and Enforcement Department                       
  Customer Service Investigator                                       
  (800) 686-PUCO (7826)                                               
  
https://gcc01.safelinks.protection.outlook.com/?url=www.PUCO.ohio.gov&amp;data=02%7C01
%7CContactThePUCO%40puco.ohio.gov%7C8205f0d7955c4f6b9e1408d6bc250573%7C50f8fcc4
94d84f0784eb36ed57c7c8a2%7C0%7C0%7C636903265510351620&amp;sdata=A22y80VDHm5
y90MEBvMyEhBwt0GF6ukqU7ni%2BCxIhkU%3D&amp;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.       
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      
                                                                      

(Embedded image moved to file: pic26500.gif)

ref:_00Dt0GzXt._500t0FLiKL:ref
Email Created Date: 4/9/2019 10:27:54 AM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254021
COMPANY: 
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43606
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: 

Sincerely,

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 4/15/2019 4:59:48 PM

Email Text Version: 
Good Afternoon Mr. Garry,

Thank you for allowing me to address your additional concerns.

I have attached the cost analysis for PUCO Complaint No. 00254021. Mr.  should receive 
a check via USPS mail in the amount of $202.87. Please allow up to 21 business days for Mr. 

 to receive  payment.

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

Best Regards,
Edwin Quinonez
[https://www.sparkenergy.com/SignatureImages/verdeusa.png]
Edwin Quinonez | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079

equinonez@verdeenergy.com<mailto:equinonez@verdeenergy.com>
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This email and any files transmitted with it are confidential and intended solely for the use of 
the individual or entity to whom they are addressed. If you are not the named addressee you 
should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 
e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 
you are not the intended recipient you are notified that disclosing, copying, distributing, or 
taking any action in reliance on the contents of this information is strictly prohibited.

From: Lee Garry <contactthepuco@puc.state.oh.us>
Sent: Tuesday, April 09, 2019 9:28 AM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254021 [ 
ref:_00Dt0GzXt._500t0FLiKL:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0
000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254021
COMPANY:
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS: Toledo, Ohio 43606
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:

Please be advised that the Cost Analysis is being processed; however, it will not be completed 
until Verde receives final payment on the account. If a refund is due, Mr.  will be 
refunded accordingly.
 ****************************
Is the cost analysis processed?  Please provide update and all details and calculations available 
for analysis.



Case Number: 00254021 79

Sincerely,

Lee Garry
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cfdcb00d9efc
f489edd4d08d6c1e50630%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6369095878
54432385&sdata=t8mcH43%2FaAbMX%2BXIGJscPq38v5XlpGGzXhwRl4smRNM%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
0000004NHim]

ref:_00Dt0GzXt._500t0FLiKL:ref
Email Created Date: 4/16/2019 8:00:56 AM

Email Text Version: 
Good morning,

Please provide bill copies from Dce 2018 to last bill with Verde charges in 2019 so adjustment 
can be calculated. Verde was active supplier 1/10/19 – 3/7/19; copies of bills from Dec 2018 
attached.

Thanks,

Princess Davis
FirstEnergy
Customer Service Compliance Specialist
Together Everyone Achieves More!

From: Lee Garry <contactthepuco@puc.state.oh.us>
Sent: Wednesday, April 03, 2019 12:00 PM
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To: CustomerRelations@nisource.com
Cc: Ohio Commission <ohcommission@firstenergycorp.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254021  
110125942232 [ ref:_00Dt0GzXt._500t0FLiKL: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: 00254021
COMPANY:
CUSTOMER: 
ADDRESS:  Toledo, Ohio 43606
SERVICE ADDRESS:  Toledo, Ohio 43606
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:
 Verde has agreed to rerate the customer for all charges above rate from EDU and LDC.
*********************
Please provide bill copies from Dce 2018 to last bill with Verde charges in 2019 so adjustment 
can be calculated.

Sincerely,

Lee Garry
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ccc0267bd72
f24661b5de08d6c262d45e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636910128
511074708&sdata=8DG4Ib7Wxy00MOCRuocdT0v6Bn%2BVfcfhUzkJInxI6ok%3D&reserved=0>















Account Number:
Statement Date: 12/17/2018

7225
Page  2 of 2

By providing Columbia Gas  a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

HeatShare, Columbia Gas of Ohio's fuel fund program, is a fund of
last resort for households who have exhausted all other sources of
assistance and still have trouble paying their heating bills. The fund
is supported through donations from Columbia Gas customers and
matching contributions from Columbia Gas.

* Your donation is tax-deductible.

Monthly Contribution One-Time Contribution

$10 $5 $1

$

$

 is equal to 100 cubic feet and is used to
measure your gas usage.

 are calculated based on
your typical monthly usage rather than on an
actual meter reading.

 covers a
portion of the fixed costs required to ensure
that natural gas service is available to your
home. This amount is the same with each bill.

 are basic charges for
natural gas supply services to retail customers,
excluding natural gas distribution services.

If your complaint is not resolved after you have
called Columbia Gas of Ohio, or for general
utility information, residential and business
customers may contact the Public Utilities
Commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at http://www.puco.ohio.gov.
Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service).

The Ohio Consumers' Counsel (OCC)
represents residential utility customers in
matters before the PUCO. The OCC can be
contacted at 1-877-742-5622 (toll free) from 8
a.m. to 5 p.m. weekdays, or at
http://www.pickocc.org.

A summary of customer rights and
responsibilities is available at
ColumbiaGasOhio.com or by calling 1-800-
344-4077. Information covers rules regarding
service installation, security deposits, billing
and payment, payment plans, low-income
assistance, disconnection and reconnection of
service, meter reading and testing, usage and
payment history, natural gas safety,
maintenance of customer owned service lines,
employee identification, rate information and
alternatives, Customer CHOICE, privacy rights,
and complaint procedures. You may obtain a
copy of the full minimum gas service standards
at the PUCO website or phone numbers shown
above.

For a comparison of available competitive
natural gas suppliers, visit the PUCO website at
www.energychoice.ohio.gov or call 1-800-686-
7826.

Mail to Columbia Gas of Ohio, Revenue
Recovery, PO Box 117, Columbus, OH 43216.

Mail to Columbia Gas of Ohio, P.O. Box 2318,
Columbus, OH 43216-2318 or contact us at
ColumbiaGasOhio.com.

This bill reflects the approval of rates by the Public Utilities Commission of Ohio,
which became effective November 29, 2018, that provide for recovery of costs
incurred in the operation of Columbia's Capital Expenditure Program.
This bill reflects the approval of a reduction in base rates by the Public Utilities
Commission of Ohio, retroactive to January 1, 2018, in recognition of the passage of
the Tax Reform Act of 2017.
Current billing charges include Direct Energy Services, LLC gas supply costs of
$1.50 at the rate of $0.49900 per Ccf and sales tax of $0.11.

As a participant of the Columbia Gas Customer CHOICE Program, your gas is being
supplied by Direct Energy Services, LLC. This bill reflects Columbia Gas charges for
service and delivery of natural gas and your supplier's charges for the gas supply. For
questions about your gas supply charges, please contact Direct Energy Services, LLC,
P.O. Box 180 N, Tulsa OK 74101-0180, at 1-888-566-9988. If your questions are not
resolved after you have called your supplier or Governmental aggregator, you may call
the Public Utilities Commission of Ohio (PUCO) or the Ohio Consumers' Counsel (OCC)
toll free number(s) listed under Legal Information in the left column of your bill.

 If you have
questions, need assistance, or want to explore alternative plans, we're here for you at 1-
888-566-9988, Monday - Friday, 8:00 a.m. - 8 00 p m. or Saturday, 8 00 a m. - 5:00 p.m.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Never worry about missing a payment or writing a check again by enrolling in
Automatic Payment today at
Take the seasonal highs and lows out by dividing your yearly energy use into 12
equal monthly payments - for budgeting that's a whole lot easier. Enroll today at

At Columbia Gas of Ohio, we believe saving matters. That's why we provide a
variety of energy efficiency offerings that not only keep your family warm in the
winter and cool in the summer, but also make sure you have a little extra in your
wallet. For more information, visit .

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1 06
Infrastructure Development Rider $0.01
Usage Based Charges $0 22

Gross Receipts Tax @ 4.987% $1.41

Customer CHOICE Program
Gas Supply Cost Incl Sales Tax $1.61
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Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery - +$28.34

Taxes & Fees +$1.41

Supply - +$1.61

$31.36

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

Direct Energy provides more than natural gas. We provide options.

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com.

ColumbiaGasOhio.com/Budget.

ColumbiaGasOhio.com/SavingMatters

Columbia Gas of Ohio

Direct Energy Services, LLC

Total Current Utility Charges





Account Number:
Statement Date: 01/18/2019

7117
Page  2 of 2

By providing Columbia Gas  a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

 is equal to 100 cubic feet and is used to
measure your gas usage.

 are calculated based on
your typical monthly usage rather than on an
actual meter reading.

 covers a
portion of the fixed costs required to ensure
that natural gas service is available to your
home. This amount is the same with each bill.

 are basic charges for
natural gas supply services to retail customers,
excluding natural gas distribution services.

If your complaint is not resolved after you have
called Columbia Gas of Ohio, or for general
utility information, residential and business
customers may contact the Public Utilities
Commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at http://www.puco.ohio.gov.
Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service).

The Ohio Consumers' Counsel (OCC)
represents residential utility customers in
matters before the PUCO. The OCC can be
contacted at 1-877-742-5622 (toll free) from 8
a.m. to 5 p.m. weekdays, or at
http://www.pickocc.org.

A summary of customer rights and
responsibilities is available at
ColumbiaGasOhio.com or by calling 1-800-
344-4077. Information covers rules regarding
service installation, security deposits, billing
and payment, payment plans, low-income
assistance, disconnection and reconnection of
service, meter reading and testing, usage and
payment history, natural gas safety,
maintenance of customer owned service lines,
employee identification, rate information and
alternatives, Customer CHOICE, privacy rights,
and complaint procedures. You may obtain a
copy of the full minimum gas service standards
at the PUCO website or phone numbers shown
above.

For a comparison of available competitive
natural gas suppliers, visit the PUCO website at
www.energychoice.ohio.gov or call 1-800-686-
7826.

Mail to Columbia Gas of Ohio, Revenue
Recovery, PO Box 117, Columbus, OH 43216.

Mail to Columbia Gas of Ohio, P.O. Box 2318,
Columbus, OH 43216-2318 or contact us at
ColumbiaGasOhio.com.

Current billing charges include Verde Energy Usa Ohio LLC gas supply costs of
$2.03 at the rate of $0.67500 per Ccf and sales tax of $0.15.

As a participant of the Columbia Gas Customer CHOICE Program, your gas is being
supplied by Verde Energy Usa Ohio LLC. This bill reflects Columbia Gas charges for
service and delivery of natural gas and your supplier's charges for the gas supply. For
questions about your gas supply charges, please contact Verde Energy Usa Ohio LLC,
101 Merritt 7, 2nd Floor, Norwalk CT 06851, at 1-800-388-3862. If your questions are not
resolved after you have called your supplier or Governmental aggregator, you may call
the Public Utilities Commission of Ohio (PUCO) or the Ohio Consumers' Counsel (OCC)
toll free number(s) listed under Legal Information in the left column of your bill.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Never worry about missing a payment or writing a check again by enrolling in
Automatic Payment today at
Having trouble making ends meet? Take advantage of our special payment
arrangements or energy assistance programs. Call  to see if you're
eligible.
At Columbia Gas of Ohio, we believe saving matters. That's why we provide a
variety of energy efficiency offerings that not only keep your family warm in the
winter and cool in the summer, but also make sure you have a little extra in your
wallet. For more information, visit .

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1 06
Infrastructure Development Rider $0.01
Usage Based Charges $0.23

Gross Receipts Tax @ 4.987% $1.44

Customer CHOICE Program
Gas Supply Cost Incl Sales Tax $2.18
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Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery - +$28.35

Taxes & Fees +$1.44

Supply - +$2.18

$31.97

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com.

1-800-344-4077

ColumbiaGasOhio.com/SavingMatters

Columbia Gas of Ohio

Verde Energy Usa Ohio LLC

Total Current Utility Charges





Account Number:
Statement Date: 02/18/2019

7148
Page  2 of 2

By providing Columbia Gas  a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

 is equal to 100 cubic feet and is used to
measure your gas usage.

 are calculated based on
your typical monthly usage rather than on an
actual meter reading.

 covers a
portion of the fixed costs required to ensure
that natural gas service is available to your
home. This amount is the same with each bill.

 are basic charges for
natural gas supply services to retail customers,
excluding natural gas distribution services.

If your complaint is not resolved after you have
called Columbia Gas of Ohio, or for general
utility information, residential and business
customers may contact the Public Utilities
Commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at http://www.puco.ohio.gov.
Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service).

The Ohio Consumers' Counsel (OCC)
represents residential utility customers in
matters before the PUCO. The OCC can be
contacted at 1-877-742-5622 (toll free) from 8
a.m. to 5 p.m. weekdays, or at
http://www.pickocc.org.

A summary of customer rights and
responsibilities is available at
ColumbiaGasOhio.com or by calling 1-800-
344-4077. Information covers rules regarding
service installation, security deposits, billing
and payment, payment plans, low-income
assistance, disconnection and reconnection of
service, meter reading and testing, usage and
payment history, natural gas safety,
maintenance of customer owned service lines,
employee identification, rate information and
alternatives, Customer CHOICE, privacy rights,
and complaint procedures. You may obtain a
copy of the full minimum gas service standards
at the PUCO website or phone numbers shown
above.

For a comparison of available competitive
natural gas suppliers, visit the PUCO website at
www.energychoice.ohio.gov or call 1-800-686-
7826.

Mail to Columbia Gas of Ohio, Revenue
Recovery, PO Box 117, Columbus, OH 43216.

Mail to Columbia Gas of Ohio, P.O. Box 2318,
Columbus, OH 43216-2318 or contact us at
ColumbiaGasOhio.com.

Current billing charges include Verde Energy Usa Ohio LLC gas supply costs of
$8.10 at the rate of $0.67500 per Ccf and sales tax of $0.59.

As a participant of the Columbia Gas Customer CHOICE Program, your gas is being
supplied by Verde Energy Usa Ohio LLC. This bill reflects Columbia Gas charges for
service and delivery of natural gas and your supplier's charges for the gas supply. For
questions about your gas supply charges, please contact Verde Energy Usa Ohio LLC,
101 Merritt 7, 2nd Floor, Norwalk CT 06851, at 1-800-388-3862. If your questions are not
resolved after you have called your supplier or Governmental aggregator, you may call
the Public Utilities Commission of Ohio (PUCO) or the Ohio Consumers' Counsel (OCC)
toll free number(s) listed under Legal Information in the left column of your bill.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Never worry about missing a payment or writing a check again by enrolling in
Automatic Payment today at
Having trouble making ends meet? Take advantage of our special payment
arrangements or energy assistance programs. Call  to see if you're
eligible.
At Columbia Gas of Ohio, we believe saving matters. That's why we provide a
variety of energy efficiency offerings that not only keep your family warm in the
winter and cool in the summer, but also make sure you have a little extra in your
wallet. For more information, visit .

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1 06
Infrastructure Development Rider $0.01
Usage Based Charges $0 94

Gross Receipts Tax @ 4.987% $1.47

Customer CHOICE Program
Gas Supply Cost Incl Sales Tax $8.69
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Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery - +$29.06

Taxes & Fees +$1.47

Supply - +$8.69

$39.22

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com.

1-800-344-4077

ColumbiaGasOhio.com/SavingMatters

Columbia Gas of Ohio

Verde Energy Usa Ohio LLC

Total Current Utility Charges





Account Number:
Statement Date: 03/19/2019

7123
Page  2 of 2

By providing Columbia Gas  a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

 is equal to 100 cubic feet and is used to
measure your gas usage.

 are calculated based on
your typical monthly usage rather than on an
actual meter reading.

 covers a
portion of the fixed costs required to ensure
that natural gas service is available to your
home. This amount is the same with each bill.

 are basic charges for
natural gas supply services to retail customers,
excluding natural gas distribution services.

If your complaint is not resolved after you have
called Columbia Gas of Ohio, or for general
utility information, residential and business
customers may contact the Public Utilities
Commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from 8 a.m. to 5 p.m.
weekdays, or at http://www.puco.ohio.gov.
Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service).

The Ohio Consumers' Counsel (OCC)
represents residential utility customers in
matters before the PUCO. The OCC can be
contacted at 1-877-742-5622 (toll free) from 8
a.m. to 5 p.m. weekdays, or at
http://www.pickocc.org.

A summary of customer rights and
responsibilities is available at
ColumbiaGasOhio.com or by calling 1-800-
344-4077. Information covers rules regarding
service installation, security deposits, billing
and payment, payment plans, low-income
assistance, disconnection and reconnection of
service, meter reading and testing, usage and
payment history, natural gas safety,
maintenance of customer owned service lines,
employee identification, rate information and
alternatives, Customer CHOICE, privacy rights,
and complaint procedures. You may obtain a
copy of the full minimum gas service standards
at the PUCO website or phone numbers shown
above.

For a comparison of available competitive
natural gas suppliers, visit the PUCO website at
www.energychoice.ohio.gov or call 1-800-686-
7826.

Mail to Columbia Gas of Ohio, Revenue
Recovery, PO Box 117, Columbus, OH 43216.

Mail to Columbia Gas of Ohio, P.O. Box 2318,
Columbus, OH 43216-2318 or contact us at
ColumbiaGasOhio.com.

Current billing charges include Verde Energy Usa Ohio LLC gas supply costs of
$3.38 at the rate of $0.67500 per Ccf and sales tax of $0.25.

As a participant of the Columbia Gas Customer CHOICE Program, your gas is being
supplied by Verde Energy Usa Ohio LLC. This bill reflects Columbia Gas charges for
service and delivery of natural gas and your supplier's charges for the gas supply. For
questions about your gas supply charges, please contact Verde Energy Usa Ohio LLC,
101 Merritt 7, 2nd Floor, Norwalk CT 06851, at 1-800-388-3862. If your questions are not
resolved after you have called your supplier or Governmental aggregator, you may call
the Public Utilities Commission of Ohio (PUCO) or the Ohio Consumers' Counsel (OCC)
toll free number(s) listed under Legal Information in the left column of your bill.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Never worry about missing a payment or writing a check again by enrolling in
Automatic Payment today at
Having trouble making ends meet? Take advantage of our special payment
arrangements or energy assistance programs. Call  to see if you're
eligible.
At Columbia Gas of Ohio, we believe saving matters. That's why we provide a
variety of energy efficiency offerings that not only keep your family warm in the
winter and cool in the summer, but also make sure you have a little extra in your
wallet. For more information, visit .

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1 06
Infrastructure Development Rider $0.01
Usage Based Charges $0.40

Gross Receipts Tax @ 4.987% $1.42

Customer CHOICE Program
Gas Supply Cost Incl Sales Tax $3.63
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Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery - +$28.52

Taxes & Fees +$1.42

Supply - +$3.63

$33.57

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com.

1-800-344-4077

ColumbiaGasOhio.com/SavingMatters

Columbia Gas of Ohio

Verde Energy Usa Ohio LLC

Total Current Utility Charges





















































































































Explanation of Terms
Bypassable Generation and Transmission Related Component -
Charges for purchasing power and delivering it through the transmission
system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter
reading, equipment, and service line maintenance.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Economic Development Component - Charges related to economic
development support.
Economic Development Component - Charges related to economic
development support.
Estimated Reading - On the months we do not read a meter, we calculate
the bi l based on past electrical usage.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.

Late Payment Charge - A charge added to the bill on balances owed after
the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable
generation and transmission; can be compared with the price offered by
another supplier.

Residential Distribution Credit - A distribution credit for a qua ifying rate
app ied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage
app ied to all usage over 2,000 KWH during the billing periods beginning
October 31 and ending March 31. All-Electric apartments receive the credit

on a l usage up to 2,000 KWH during the billing periods beginning October 31
and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate
app ied to all usage over 500 KWH during the winter billing period.

Cost Recovery Charges - Recovers previously incurred costs, including
PUCO-approved Phase-In Recovery Charges TE collects from all customers
on behalf of TE Funding, LLC which owns the right to impose and collect
such charges.

Important Information
If you have billing questions or complaints about your Toledo Edison account or for a written explanation of the Price to Compare:
Call Customer Service at 1-800-447-3333 from Monday - Friday, 8 a.m. - 6 p.m.
Call Payment Options at 1-800-995-0095 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com
Write to us at Toledo Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.
Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between
8 a.m. and 5 p.m.

For your protection, all of our employees wear Photo I.D. badges.
Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a
check. If you have questions about this program, call 1-866-283-8081.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called 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 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).
The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622
(toll-free) from 8 a.m. to 5 p.m. weekdays, or at http://www.pickocc.org.

To provide a customer meter reading, use the dials provided and enter the reading on-line at www.firstenergycorp.com/aboutyourbill or by calling

1-800-447-3333. Say "Meter Reading" when asked "Which of these can I help you w th today?" Have the date you took the reading available.

Provide reading by telephone or on-line only: DO NOT MAIL

Draw hands on the dials exactly as they appear on your electric meter. When reading your meter, f the hand falls

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

Page 2 of 2Invoice Number: 90834999057
Messages (Continued)





Explanation of Terms
Bypassable Generation and Transmission Related Component -
Charges for purchasing power and delivering it through the transmission
system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter
reading, equipment, and service line maintenance.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Economic Development Component - Charges related to economic
development support.
Economic Development Component - Charges related to economic
development support.
Estimated Reading - On the months we do not read a meter, we calculate
the bi l based on past electrical usage.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.

Late Payment Charge - A charge added to the bill on balances owed after
the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable
generation and transmission; can be compared with the price offered by
another supplier.

Residential Distribution Credit - A distribution credit for a qua ifying rate
app ied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage
app ied to all usage over 2,000 KWH during the billing periods beginning
October 31 and ending March 31. All-Electric apartments receive the credit

on a l usage up to 2,000 KWH during the billing periods beginning October 31
and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate
app ied to all usage over 500 KWH during the winter billing period.

Cost Recovery Charges - Recovers previously incurred costs, including
PUCO-approved Phase-In Recovery Charges TE collects from all customers
on behalf of TE Funding, LLC which owns the right to impose and collect
such charges.

Important Information
If you have billing questions or complaints about your Toledo Edison account or for a written explanation of the Price to Compare:
Call Customer Service at 1-800-447-3333 from Monday - Friday, 8 a.m. - 6 p.m.
Call Payment Options at 1-800-995-0095 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com
Write to us at Toledo Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.
Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between
8 a.m. and 5 p.m.

For your protection, all of our employees wear Photo I.D. badges.
Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a
check. If you have questions about this program, call 1-866-283-8081.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called 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 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).
The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622
(toll-free) from 8 a.m. to 5 p.m. weekdays, or at http://www.pickocc.org.

To provide a customer meter reading, use the dials provided and enter the reading on-line at www.firstenergycorp.com/aboutyourbill or by calling

1-800-447-3333. Say "Meter Reading" when asked "Which of these can I help you w th today?" Have the date you took the reading available.

Provide reading by telephone or on-line only: DO NOT MAIL

Draw hands on the dials exactly as they appear on your electric meter. When reading your meter, f the hand falls

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

The information below shows specific charges for the costs of energy
efficiency, peak demand reduction, and renewable energy. These
charges are not new, but are and previously were consolidated with
other charges on your bill.

Energy Efficiency 1,034 KWH x 0.003733 $3.86

Peak Demand Reduction 1,034 KWH x 0.000938 $0.97

Renewable Energy 1,034 KWH x 0.001035 $1.07

Your next meter reading is scheduled to occur on or about
Feb 06, 2019.

Pursuant to state law, the Universal Service Fund rider rate has been
adjusted effective with this bill.

Page 2 of 2Invoice Number: 90465506854
Messages (Continued)





Explanation of Terms
Bypassable Generation and Transmission Related Component -
Charges for purchasing power and delivering it through the transmission
system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter
reading, equipment, and service line maintenance.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Economic Development Component - Charges related to economic
development support.
Economic Development Component - Charges related to economic
development support.
Estimated Reading - On the months we do not read a meter, we calculate
the bi l based on past electrical usage.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.

Late Payment Charge - A charge added to the bill on balances owed after
the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable
generation and transmission; can be compared with the price offered by
another supplier.

Residential Distribution Credit - A distribution credit for a qua ifying rate
app ied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage
app ied to all usage over 2,000 KWH during the billing periods beginning
October 31 and ending March 31. All-Electric apartments receive the credit

on a l usage up to 2,000 KWH during the billing periods beginning October 31
and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate
app ied to all usage over 500 KWH during the winter billing period.

Cost Recovery Charges - Recovers previously incurred costs, including
PUCO-approved Phase-In Recovery Charges TE collects from all customers
on behalf of TE Funding, LLC which owns the right to impose and collect
such charges.

Important Information
If you have billing questions or complaints about your Toledo Edison account or for a written explanation of the Price to Compare:
Call Customer Service at 1-800-447-3333 from Monday - Friday, 8 a.m. - 6 p.m.
Call Payment Options at 1-800-995-0095 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com
Write to us at Toledo Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.
Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between
8 a.m. and 5 p.m.

For your protection, all of our employees wear Photo I.D. badges.
Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a
check. If you have questions about this program, call 1-866-283-8081.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called 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 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).
The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622
(toll-free) from 8 a.m. to 5 p.m. weekdays, or at http://www.pickocc.org.

To provide a customer meter reading, use the dials provided and enter the reading on-line at www.firstenergycorp.com/aboutyourbill or by calling

1-800-447-3333. Say "Meter Reading" when asked "Which of these can I help you w th today?" Have the date you took the reading available.

Provide reading by telephone or on-line only: DO NOT MAIL

Draw hands on the dials exactly as they appear on your electric meter. When reading your meter, f the hand falls

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

The information below shows specific charges for the costs of energy
efficiency, peak demand reduction, and renewable energy. These
charges are not new, but are and previously were consolidated with
other charges on your bill.

Energy Efficiency 1,579 KWH x 0.003281 $5.18

Peak Demand Reduction 1,579 KWH x 0.000820 $1 29

Renewable Energy 1,579 KWH x 0.001187 $1.87

Your next meter reading is scheduled to occur on or about
Mar 07, 2019.

If your bill is higher than normal due to the recent extreme
temperatures, you may be eligible for payment arrangements. We also
offer budget billing to help even out the seasonal highs and lows of
your electric bill. Please call 1-800-447-3333, or visit
www.firstenergycorp.com/bi lassist for more information.

We are required to include your name, address and usage information
on a list of eligible customers that is made available to other
competitive retail electric service providers. If you do not wish to be
included on this list, please call us at 1-800-225-0444, go to the
Customer Choice section of our website - www.firstenergycorp.com -
or write to us at 76 S. Main St., Akron, OH 44308 Attn: FECC. Please
note that an election to not be included on this list will not prevent Ohio
Edison, The Illuminating Company or Toledo Edison from providing
your information to governmental aggregators. If you previously made
a similar election, your name will continue to be excluded from the list
without any additional action on your part. If you previously decided not
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to be included on the list and would like to reverse that decision,
please call or write us at the same telephone number and address.

The Earned Income Tax Credit (EITC) is a tax credit for certain
lower-income families and individuals. For information and to
determine if you qualify, simply dial 1-800-829-1040, or visit
www.irs.gov/individuals.





Explanation of Terms
Bypassable Generation and Transmission Related Component -
Charges for purchasing power and delivering it through the transmission
system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter
reading, equipment, and service line maintenance.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Distribution Related Component - Charge for moving electricity over
distribution lines to a service location.
Economic Development Component - Charges related to economic
development support.
Economic Development Component - Charges related to economic
development support.
Estimated Reading - On the months we do not read a meter, we calculate
the bi l based on past electrical usage.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.
KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000
watts used for one hour.

Late Payment Charge - A charge added to the bill on balances owed after
the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable
generation and transmission; can be compared with the price offered by
another supplier.

Residential Distribution Credit - A distribution credit for a qua ifying rate
app ied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage
app ied to all usage over 2,000 KWH during the billing periods beginning
October 31 and ending March 31. All-Electric apartments receive the credit

on a l usage up to 2,000 KWH during the billing periods beginning October 31
and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate
app ied to all usage over 500 KWH during the winter billing period.

Cost Recovery Charges - Recovers previously incurred costs, including
PUCO-approved Phase-In Recovery Charges TE collects from all customers
on behalf of TE Funding, LLC which owns the right to impose and collect
such charges.

Important Information
If you have billing questions or complaints about your Toledo Edison account or for a written explanation of the Price to Compare:
Call Customer Service at 1-800-447-3333 from Monday - Friday, 8 a.m. - 6 p.m.
Call Payment Options at 1-800-995-0095 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com
Write to us at Toledo Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.
Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between
8 a.m. and 5 p.m.

For your protection, all of our employees wear Photo I.D. badges.
Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a
check. If you have questions about this program, call 1-866-283-8081.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called 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 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).
The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622
(toll-free) from 8 a.m. to 5 p.m. weekdays, or at http://www.pickocc.org.

To provide a customer meter reading, use the dials provided and enter the reading on-line at www.firstenergycorp.com/aboutyourbill or by calling

1-800-447-3333. Say "Meter Reading" when asked "Which of these can I help you w th today?" Have the date you took the reading available.

Provide reading by telephone or on-line only: DO NOT MAIL

Draw hands on the dials exactly as they appear on your electric meter. When reading your meter, f the hand falls

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

pay this amount by the due date on the bill. Failure to keep the terms
of the installment plan may result in the disconnection of your service.
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Case Number: 00254054 2

Transportation Information
Crossing ID:
Railroad:
Railroad Street Name:

Description Information
Description:

Resolution:

LVM, advised customer reviewed enrollment info, which was valid, co provided Renewal letters. Caller is responsible
for charges. Cancellation has been submitted.
ICB

Case Comments

Created Date Comment

2/19/2019 2:40:28 PM

Caller states signed up with CO. 2nd month 3 times what he usually pays. Told by co 
and told he had not responded to mailing (renewal Letter). Customer states he 
cancelled. States he does not agree with what was charged, just that it was a better 
deal. customer does not wish for them to contact him. 

advised caller would open investigation, provided case number and time frame.





Case Number: 00254054 4

Email Text Version: 
Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00254054

CUSTOMER: 

ADDRESS:  Sandusky, Ohio 44870

SERVICE ADDRESS:  Sandusky, Ohio 44870

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:

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



Case Number: 00254054 5

Please provide any additional information that may assist in investigation.

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
ref:_00Dt0GzXt._500t0FLixV:ref
Email Created Date: 2/21/2019 2:24:04 PM

Email Text Version: 
Good afternoon,

Attached you will find the TPV for PUCO Complaint No. 00254054.

Verde will provide final response to PUCO Complaint No. 00254054 on or before 2/28/2019.

Best Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Tuesday, February 19, 2019 3:18 PM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]
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[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: 00254054
CUSTOMER: 
ADDRESS:  Sandusky, Ohio 44870
SERVICE ADDRESS:  Sandusky, Ohio 44870
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:

 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





Case Number: 00254054 8

  *   On 1/16/2018, the electric account became active with Verde.
  *   On 11/29/2018, Verde generated and sent the Contract Expiration Notices for both gas and 
electric accounts. (Letters Attached)
  *   On 2/19/2019, Mr.  contacted Verde disputing the electric invoice he received. The 
agent advised it was due to the fixed-rate terminating. The agent offered to renew the account 
to a lower rate; however, he declined the offer and requested to cancel the account. The agent 
was able to submit the cancelation request on the electric account.
     *   On this same day, the utility responded with the termination date of 3/12/2019.
  *   On 2/21/2019, Verde received PUCO Complaint No. 00254054.
  *   On 2/27/2019, Verde submitted a cancellation request to the utility for the Gas account.
Outcome:
Verde would like to confirm that per the attached Sales Call completed on 12/22/2017, that Mr. 

 authorized and requested the enrollment with Verde. As such, the account was deemed 
valid and does not warrant any adjustments.
Lastly, please note that the termination dates are solely determined by the utility and not 
Verde.
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: Thursday, February 21, 2019 1:24 PM
To: 'PUCO Consumer Call Center' <contactthepuco@puc.state.oh.us>
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

Good afternoon,

Attached you will find the TPV for PUCO Complaint No. 00254054.

Verde will provide final response to PUCO Complaint No. 00254054 on or before 2/28/2019.

Best Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center 
<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>
Sent: Tuesday, February 19, 2019 3:18 PM
To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]
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[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: 00254054
CUSTOMER: 
ADDRESS:  Sandusky, Ohio 44870
SERVICE ADDRESS:  Sandusky, Ohio 44870
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:

 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
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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%7Cc56172726e
8647c28d0508d69d925a89%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636869649
868720933&sdata=a3vcpxCmytPcsub4KpCQRoO%2FvpNNgcMbCtsBM02Jots%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
0000003i8e5]

ref:_00Dt0GzXt._500t0FLixV:ref
Email Created Date: 2/28/2019 3:12:35 PM

Email Text Version: 
Can you please review the TPV you sent? It cuts off and is incomplete.
Thanks,
Maureen

--------------- Original Message ---------------
From: Customer Concerns [customerconcerns@sparkenergy.com]
Sent: 2/28/2019 10:35 AM
To: contactthepuco@puco.ohio.gov
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254054.

Thank you for bringing   concern to our attention and for allowing us to 
address it.
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From: Customer Concerns <customerconcerns@sparkenergy.com>
Sent: Thursday, February 21, 2019 1:24 PM
To: 'PUCO Consumer Call Center' <contactthepuco@puc.state.oh.us>
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

Good afternoon,

Attached you will find the TPV for PUCO Complaint No. 00254054.

Verde will provide final response to PUCO Complaint No. 00254054 on or before 2/28/2019.

Best Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Tuesday, February 19, 2019 3:18 PM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00254054

CUSTOMER: 

ADDRESS:  Sandusky, Ohio 44870
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SERVICE ADDRESS:  Sandusky, Ohio 44870

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:

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
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Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

ref:_00Dt0GzXt._500t0FLixV:ref
Email Created Date: 2/28/2019 5:17:18 PM

Email Text Version: 
Good afternoon Maureen,

I have re-attached the sales call to this email. Upon review of the call, we confirmed that the 
call is completed and it does not cut off. Please attempt it again as it may be a technical issue 
on that side.

Kindest Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Thursday, February 28, 2019 2:13 PM
To: Customer Concerns <customerconcerns@sparkenergy.com>
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

Can you please review the TPV you sent? It cuts off and is incomplete.
Thanks,
Maureen

--------------- Original Message ---------------
From: Customer Concerns [customerconcerns@sparkenergy.com]
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Xiomara Mendoza

From: Customer Concerns 
<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>
Sent: Thursday, February 21, 2019 1:24 PM
To: 'PUCO Consumer Call Center' 
<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV:ref ]

Good afternoon,

Attached you will find the TPV for PUCO Complaint No. 00254054.

Verde will provide final response to PUCO Complaint No. 00254054 on or before 2/28/2019.

Best Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center 
<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>
Sent: Tuesday, February 19, 2019 3:18 PM
To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254054 [ 
ref:_00Dt0GzXt._500t0FLixV: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: 00254054
CUSTOMER: 
ADDRESS:  Sandusky, Ohio 44870
SERVICE ADDRESS:  Sandusky, Ohio 44870
AIQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER:   
NIQ: 



Case Number: 00254054 17

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

 When was this account enrolled, and how?

Please provide copies of:

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

Please provide any additional information that may assist in investigation.

Sincerely,

Maureen Harbolt
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Caa99c271d3
4c4ce18cd708d69dca75b2%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636869890
253390777&sdata=Q4ekrJAwB%2FI4WAEwUb%2BXFZmI2Sjp1YZh7XGAub%2Fo5Hg%3D&reserv
ed=0>

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t
0000003i8e5]

ref:_00Dt0GzXt._500t0FLixV:ref
[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t
0000003iSfQ]
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Terms and Conditions of Service

Verde Energy USA Ohio, LLC, OH License 13-334G(2), with a business address of 101 Merritt Seven Corporate Park,
Second Floor, Norwalk, CT 06851 (“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 ARBITRATION for any and all disputes between Customer and Verde:

1. Price: During the first twelve (12) billing cycles Verde will supply natural gas to Customer at the fixed Supply Rate of
$0.479000 per ccf. After the first twelve (12) billing cycles, Verde will supply natural gas to Customer at a variable rate
that may change monthly with market conditions. The rate is based upon the costs incurred by 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 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 supply portion of Customer’s natural gas bill.
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.

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

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

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 Columbia Gas of Ohio at 800-344-4077.

6. Customer Relocation: Customer has a right to terminate this Agreement without penalty in the event Customer
relocates outside the service territory of the Utility or within the service territory of a Utility that does not permit
portability of this Agreement.

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.
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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, account number(s), or any customer information without Customer’s express written consent except in
accordance with rules 4901:1-28-04 and 4901:1-29-09 of the Ohio Administrative Code.

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,
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). 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 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, 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, and
lifetime limit of three cash-back savings offers per account per household. 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: Except as provided in Paragraph 17 below, this Agreement is governed by the laws of the State of
Ohio, without regard to its choice of law principles.

17. Agreement For Mandatory Arbitration & Class Action Waiver (the “Arbitration Agreement”):

Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of 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.
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Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing
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 101 Merritt Seven Corporate Park, Second Floor, Norwalk, CT 06851 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.

Right to Opt Out of this Arbitration Agreement. Customer may opt out of this Arbitration Agreement within the
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 101 Merritt Seven Corporate Park,
Second Floor, Norwalk, CT 06851. Customer 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 Association (“AAA”) under the AAA Commercial or Consumer rules, as applicable, in effect at the time the
claim is filed (“AAARules”). For information on how to file a claim, copies of the AAARules 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.

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

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

18. 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 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 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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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”), which
includes an agreement to ARBITRATION for any and all disputes between Customer and Verde:
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 Ohio Edison Company at 800-633-4766.
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.
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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.
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, 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, and
lifetime limit of three cash-back savings offers per account per household. 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: Except as provided in Paragraph 17 below, this Agreement is governed by the laws of the State of
Ohio, without regard to its choice of law principles.
17. Agreement For Mandatory Arbitration & Class Action Waiver (the “Arbitration Agreement”):

Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of 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.
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Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by
providing 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 101 Merritt Seven Corporate Park, Second Floor, Norwalk, CT 06851 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.

Right to Opt Out of this Arbitration Agreement. Customer may opt out of this Arbitration Agreement within the
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 101 Merritt Seven Corporate
Park, Second Floor, Norwalk, CT 06851. Customer 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 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.

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

Governing Law. This Arbitration Agreement shall be governed by the Federal Arbitration Act and interpreting
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.”
18. 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 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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Case Detail

Case Number: 00254247 Owner: Rayshon Eaves
Account Name: Account in Question: Verde Energy USA 

Ohio LLC
Type: Account Holder: 
Status: Closed Priority: Standard
Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:
Date Opened: 02-20-2019 Date Closed: 02-20-2019
Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 
Mobile: Email: 

Service Address Information

Service Account Number: Service Address County: Summit

Service Address Street: Service Address State: Ohio 
Service Address City: Cuyahoga Falls Service Address Zip: 
Service Address Country: United States Service Address Phone: 

Industry Information
AIQ Industry: Gas Territory Account: 

AIQ Sub-Industry: Competitive Retail Natural Gas Service 
Provider

General Code: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Call Company First
Non-Jurisdictional Case: 

Additional Information
PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 
Legacy Case ID: 



Case Number: 00254247 2

Transportation Information
Crossing ID: 
Railroad: 
Railroad Street Name: 

Description Information
Description: 

Resolution:

RTC

Case Comments

Created Date Comment

2/20/2019 11:03:20 AM
customer called for the number to Verde, he says he couldn't reach them before and 
he got some kind of survey on the line. advised he try again. ICB if it doesn't work.

2/20/2019 11:04:51 AM RTC

Web Information
Web Name: Web Account in Question: 
Web Home Phone: Web US Dot #: 
Web Email: 
Web Company: 
Web Zip Code: 

System Information
Created by: Rayshon Eaves Last Modified by: Sara Macey
# Tasks Correspondence Review: 0 Next Activity Date: 
# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails
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Case Images

Created Date Images
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00254264COMPANY: CUSTOMER:  ADDRESS:  Brooklyn 

Heights, Ohio

44131SERVICE ADDRESS:  Brooklyn Heights,

Ohio 44131AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:  



Case Number: 00254264 15

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

please reply to this email without changing the subject line.  A status update must be provided 

within 3 business days of the initial request and a final response needs to be provided within 10 

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

per O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:  The customer disputes being switched from Spark Energy to Verde 

Energy when not signing up for Verde energy service when purchasing their new home 

9/24/18.  The customer states being billed from July 2018 after the previous owners were 

signed up for service through Verde.  The customer has been billed by Verde from July 2018 till 

February 2019 after being promised a refund of the disputed charges.  When did service start 

with Spark?  When and how was service switched from Spark Energy to Verde Energy?  Provide 

the tpv, sales call and welcome letter with terms and conditions of the contract.  When did 

service start?  Has it ended?  Was a etf charged?  Please adjust the etf if it has been charged.  

Was a variable or fixed rate charged assessed?  Work to resolve the customer's 

concerns.  Sincerely,   Mariner Taft Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00254264 20

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 21

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 22

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 23

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 24

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 25

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00254264 26

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._500t0FLokJ:ref

Email Created Date: 2/25/2019 10:41:07 AM

Email Text Version: 

Good Morning,



Case Number: 00254264 27

Attached you will find the TPV requested for PUCO Complaint No. 00254264.  Also, included is 

the Customer Assignment Letter for the transition of the gas service from Spark to Verde.  As 

such, Verde will be providing the final response concerning  concerns by the end 

of business on 3/6/2019.

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

Sent: Thursday, February 21, 2019 8:40 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ: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: 00254264

COMPANY:

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  Brooklyn Heights, Ohio 44131

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:



Case Number: 00254264 28

 The customer disputes being switched from Spark Energy to Verde Energy when not signing up 

for Verde energy service when purchasing their new home 9/24/18.  The customer states being 

billed from July 2018 after the previous owners were signed up for service through Verde.  The 

customer has been billed by Verde from July 2018 till February 2019 after being promised a 

refund of the disputed charges.

When did service start with Spark?  When and how was service switched from Spark Energy to 

Verde Energy?  Provide the tpv, sales call and welcome letter with terms and conditions of the 

contract.  When did service start?  Has it ended?  Was a etf charged?  Please adjust the etf if it 

has been charged.  Was a variable or fixed rate charged assessed?  Work to resolve the 

customer's concerns.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd5899e7d6

42040d531f208d69b378928%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63686706

0621612651&sdata=l63EKSf8HEPe6tIZPyROhIBj9kqiZkyQm49bIIvqbLQ%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

0000003iAQA]

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 2/27/2019 8:40:26 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days



Case Number: 00254264 29

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS: 

 Brooklyn Heights, Ohio 44131

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. 

4901:1-29-06(D)(6)(b)(v)***

DESCRIPTION OF ISSUE: 

An initial complaint was sent to you on       . Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 2/27/2019 6:07:35 PM

Email Text Version: 

Good afternoon Mariner,



Case Number: 00254264 30

I want to ensure that we are responding accordingly and would like clarification. The note to 

supplier states “A status update must be provided within 3 business days of the initial request 

and a final response needs to be provided within 10 business days”. The Specialist are sending 

the TPV’s within the 3 days and do state on that initial response, that a follow up will be 

submitted by the due date, which according to the statement is 10 business days. This 

complaint was received on 2/21/2019; therefore we will respond by 3/6/2019.

In the email below, you are asking if we have a response yet. Are you simply checking in?

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

Sent: Wednesday, February 27, 2019 7:40 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ:ref ]

[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 3 Days

CASE ID: 00254264

COMPANY:

CUSTOMER: 



Case Number: 00254264 31

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  Brooklyn Heights, Ohio 44131

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. 

4901:1-29-06(D)(6)(b)(v)***

DESCRIPTION OF ISSUE:

 Do we have a final response at this point?  Work to provide a final response before 3/6/19.

An initial complaint was sent to you on       . Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C2977f028b6

434040463308d69d0854f1%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636869056

466097687&sdata=FQ%2Bl1jm%2FRB41fxDD7SzWXt8oOrs5PhfC5cqtY6zvCNc%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

0000003iPYd]

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 2/28/2019 2:49:08 PM



Case Number: 00254264 32

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

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: 

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 3/5/2019 5:00:17 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254264.

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

it.



Case Number: 00254264 33

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

disputing the switch from Spark Energy (“Spark”) to Verde.  Ms.  states she did not agree 

to Verde’s service when she purchased the home on 9/24/2018.

Investigative Results:

  *   On 8/2/2016,  authorized the electric and gas (Utility Account Number “UAN” 

 service for service address  Wickliffe, OH 44092 with door-

to-door sales agent Kenneth Husbands with third party vendor, Energy Group Consultants, LLC.  

As a result, the gas service enrolled onto Spark’s Preferred 12 Advantage plan, which offered a 

12 month fixed rate of 44.9 cents/CCF with $0 Monthly Service Fee (“MSF”) and $100 Early 

Termination Fee (“ETF”). (TPV Attached)

  *   On 8/18/2016, the gas account became active with Spark.

  *   On 6/22/2017, Spark generated and mailed the Contract Expiration Notice. (Notice 

Attached)

  *   On 8/19/2017, due to no response, the gas rate transitioned to the variable month-to-

month rate.

  *   On 6/26/2018, Spark generated and mailed the Customer Assignment Letter advising of the 

transition to Verde.  (Assignment Letter Attached)

  *   On 7/12/2018, due to no objections, the gas account became active with Verde.

  *   On 10/3/2018, Verde received an inbound transfer of service transaction from the utility, 

which enrolled the gas service for  for service address  

Brooklyn Heights, OH  44131 and terminated the gas service for UAN  for 

service address  Wickliffe, OH 44092.

  *   On 2/21/2019, Verde received PUCO Complaint No. 00254264.

  *   On 2/27/2019, Verde received an inbound termination transaction with the effective date 

of 2/22/2019.

Outcome:

Verde would like to confirm per the inbound enrollment transaction received from the utility on 

10/3/2018, the enrollment for service address  Brooklyn Heights, OH  44131 

is valid and warrants no credits or adjustments.  As such, Mr.  gas service remained 

active with Spark upon transitioning to Verde, which per the attached Customer Assignment 

letter mailed on 6/26/2018 confirms the customer was properly notified.  In addition, upon 

purchasing and moving into the new residence, Verde remained as the gas supplier which 

results in Mr.  being responsible for all charges billed for the household’s consumption.

Lastly, as it stands, the gas service terminated on 2/22/2019 without penalty and with the 

termination date being solely determined by the utility.

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



Case Number: 00254264 34

Tel: 281-833-4103

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

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

Sent: Thursday, February 21, 2019 8:40 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ: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: 00254264

COMPANY:

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  Brooklyn Heights, Ohio 44131

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:

 The customer disputes being switched from Spark Energy to Verde Energy when not signing up 

for Verde energy service when purchasing their new home 9/24/18.  The customer states being 

billed from July 2018 after the previous owners were signed up for service through Verde.  The 

customer has been billed by Verde from July 2018 till February 2019 after being promised a 

refund of the disputed charges.

When did service start with Spark?  When and how was service switched from Spark Energy to 

Verde Energy?  Provide the tpv, sales call and welcome letter with terms and conditions of the 

contract.  When did service start?  Has it ended?  Was a etf charged?  Please adjust the etf if it 

has been charged.  Was a variable or fixed rate charged assessed?  Work to resolve the 

customer's concerns.



Case Number: 00254264 35

Sincerely,

Mariner Taft

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%7Cfa4e766bf6

e645a894fc08d6a1b5d646%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636874200

103700622&sdata=BEE4I8H0K26inNlghv8nIIl2S1S7HP2yVZvSSng6%2Fjo%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

0000003iAQA]

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 3/7/2019 4:02:50 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 



Case Number: 00254264 36

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

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

DESCRIPTION OF ISSUE: 

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 3/8/2019 5:40:39 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254264.

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

it.

Attached you will find the TPV requested for PUCO Complaint No. 00254264 authorized with 

door-to-door sales agent on 8/2/2016.  Please be advised record retention rules require that 

the Terms of Service be retained for a period of two years from the date of the enrollment.  

Because of this rule, Verde no longer has record of the Welcome Letter.

As such, as of 8/19/2017, Mr.  gas service rate transitioned to the variable month-to-

month rate due to no response from the Contract Expiration Notice, which was mailed by Spark 

on 6/22/2017.  In as much, per the Customer Assignment Notice generated by Spark and mailed 

on 6/26/2018, Verde agreed to honor the current agreement in place with Spark and explained 

there would be no changes.  As a result, upon the transition of the gas service account from 

Spark to Verde, the gas account transitioned on the variable month-to-month rate; in addition, 

upon receipt of the transfer of service transaction from the utility on 10/3/2018, the gas service 

account continued to be billed at the variable month-to-month rate.

Kindest Regards,

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

Brandi Williams | Regulatory Specialist



Case Number: 00254264 37

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

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

Sent: Thursday, March 07, 2019 3:03 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY:

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS: Brooklyn Heights, Ohio 44131

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:

 Please check further on various issues.  When the Dominion service was transferred to the new 

address in Brooklyn Hts., what contract was agreed to?  Provide a copy of the sales call, tpv and 

welcome letter with terms and conditions of this contract for review.  Was there a introductory 

rate and then a change to a different variable rate on this contract?  When the customer 

transferred the service to the new address 10/3/18, was there a cancellation of the Verde 

contract at that time?

Sincerely,



Case Number: 00254264 38

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C2234e2d0f3

9245ea9bb208d6a416f40e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876816

324733110&sdata=hXdoICcdzwCEqp9yvRZJZjt3Yu4%2FEuCedf9EYGRnvnM%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

0000003idVY]

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 3/11/2019 8:54:33 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

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: 



Case Number: 00254264 39

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 3/18/2019 8:34:50 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

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: 

Sincerely,

Mariner Taft



Case Number: 00254264 40

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.

Email Created Date: 3/20/2019 2:21:31 PM

Email Text Version: 

Good Afternoon,

Attached you will find a copy of the cost analysis offered by Verde to Ms.    As such, 

Verde charged the same variable rate of $1.249 for both service addresses.  Lastly, Verde will 

mail a refund check via US Mail to mailing address of  Brooklyn Heights, 

Ohio 44131 in the name of  within the next 21 business days.

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

Sent: Monday, March 11, 2019 7:55 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY:



Case Number: 00254264 41

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS: Brooklyn Heights, Ohio 44131

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:

 In the customer's original complaint notes, they state a company rep advised there was no 

copy of a contract showing the account was transferred for Verde from the previous  

address to the  address and the company rep stated the customer would receive 

their money back.  Is there a note to this effect on the company's records?  What was the 

variable month-to-month rate the customer paid at the previous address and what was the 

variable  month-to-month rate the new home?  How does this compare to Dominion's sco rate?  

Was there a fixed rate charged at the new address?

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cad3a76a127

134ce602b908d6ad60dbfd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636887028

852972561&sdata=GFg%2FW9oktMuvjUjZiqp0lbsE2wiILXQUmafZzbT6az0%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

0000003iiH2]



Case Number: 00254264 42

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 3/22/2019 10:59:16 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

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: 

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 3/28/2019 3:08:29 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254264.



Case Number: 00254264 43

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

it.

As such, upon the transition of the gas service account from Spark to Verde, the gas account 

transitioned on the variable month-to-month rate; in addition, upon receipt of the transfer of 

service transaction from the utility on 10/3/2018, the gas service account continued to be billed 

at the variable month-to-month rate.  Furthermore, because there was no new enrollment 

completed or requested by the customer for the transfer of service from the  address 

to the  address, there was no new contract offered or completed.

Attached you will find a copy of the cost analysis offered by Verde for the billing period of 

7/12/2018 (date of inception) until 2/11/2019 (date of termination) which includes the usage 

for both of Ms.  service addresses billed by Verde.

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

Sent: Friday, March 22, 2019 9:59 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY:

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS: Brooklyn Heights, Ohio 44131

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 



Case Number: 00254264 44

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

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

DESCRIPTION OF ISSUE:

 Please check on some further issues.  Resend the cost analysis for the proposed refund in pdf 

or word format, since the jpeg file did not open for my computer.  Also, why would the contract 

from the  address transfer to the  address when the account final 

when the customer moved to the  address?  What is the amount of the refund and 

does it  bill for usage at both the  and  addresses?

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd8ba2a0484

244fcfa50b08d6b3b0a8d5%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636893969

050957518&sdata=mxLyRX2P%2F3Pu8E0MH7Lq6kSHVFs3TKmiH%2FGfv3z6lYY%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

0000004Mrth]

ref:_00Dt0GzXt._500t0FLokJ:ref

Email Created Date: 3/28/2019 3:55:42 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00254264 45

CASE ID: 00254264

COMPANY: 

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44131

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: 

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 3/28/2019 4:31:47 PM

Email Text Version: 

A refund check for $493.86 will be sent via US Mail to  Brooklyn Heights, 

Ohio 44131 within the next 21 business days.

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079



Case Number: 00254264 46

Tel: 281-833-4103

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

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

Sent: Thursday, March 28, 2019 2:56 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254264 [ 

ref:_00Dt0GzXt._500t0FLokJ:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00254264

COMPANY:

CUSTOMER: 

ADDRESS:  Brooklyn Heights, Ohio 44131

SERVICE ADDRESS: Brooklyn Heights, Ohio 44131

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 th

e subject line.  Thank you!***

DESCRIPTION OF ISSUE:

 Thank you for the cost analysis.  Please check what the total adjustment will be from July 2018 

to february 2019.  Will this amount be sent back to Dominion or will the customer receive a 

refund check?

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator





P.O. Box 421289
Houston, TX 77079

June 26, 2018

WICKLIFFE, OH 44092
Utility: DEO
Account Number:

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

Dear

Spark Energy Gas, LLC (�Spark�) has appreciated the opportunity to serve as the Competitive Retail Natural Gas Supplier
(CRNGS) for your DEO account. However, in accordance with your terms and conditions, we are writing to let you know that
Spark 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 July
31, 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
Spark 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 DEO bill as normal and
call DEO in case of an outage or emergency just as you do today. The same quality support and service that you are
used to with Spark will continue with Verde.

If you have a fixed rate plan with Spark, 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 Spark, 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 Spark by July 30, 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,

Nathan Kroeker
Chief Executive Officer and President
Spark Energy Gas, LLC Verde Energy USA Ohio, LLC
12140 Wickchester Ln., Ste. 100 12140 Wickchester Ln., Ste. 100
Houston, TX 77079 Houston, TX 77079
Phone: 877-547-7275 Phone: 800-388-3862
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday
10am-1pm EST Saturday

Email: service@verdeenergyusa.com

Call Center: 8am-6pm EST Monday-Friday



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 DEO
bill as normal.

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

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

Will my current rate change?

If you have a fixed rate plan with Spark, 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 Spark, your service will continue under the same variable natural gas rate. After July 30, 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 DEO 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 Spark?

Contract assignment is allowed per the terms and conditions of your Spark agreement. Verde will honor your current
agreements with Spark, so no changes will occur with their terms or conditions until the contract end date. If you are a
Spark 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 Spark, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Spark 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. Spark 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?

Spark 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 July 31, 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?

You can only opt out of the switch to Verde by requesting to drop to DEO or switch to another CRNGS while active
with Spark. Early Termination Fees will apply if set forth in your current contract with Spark and only if you cancel
your agreement with Spark 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 Spark.
Phone: 877-547-7275
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday, 10am-1pm EST Saturday

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

Please visit Verde online at www.verdeenergy.com.



Acct#:

WICKLIFFE, OH 44092

Dear

Our plans offer customers like you with:

� Energy savings on our competitively priced products on the market.

� Price security on a rate you can lock in for a year or longer.

through 4 pm Central Time on Saturday.

If you choose not to continue your service with us, you may switch to another supplier or return to your local utility company, without

a new plan or a new supplier, you will return to the utility service.

Sincerely,

Nathan Kroeker

CEO & President

June 22, 2017

12140 Wickchester Ln, Ste 100

Houston, TX 77079

TATTTTFFTFAFDFDDFFDAFADFFADFATTTADDTTDTTAADTTFDAAADDTTDDTDTADTTDA

14 1 192

Wickliffe, OH 44092-1627





P.O. Box 421289
Houston, TX 77079

June 26, 2018

WICKLIFFE, OH 44092
Utility: DEO
Account Number:

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

Dear

Spark Energy Gas, LLC (�Spark�) has appreciated the opportunity to serve as the Competitive Retail Natural Gas Supplier
(CRNGS) for your DEO account. However, in accordance with your terms and conditions, we are writing to let you know that
Spark 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 July
31, 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
Spark 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 DEO bill as normal and
call DEO in case of an outage or emergency just as you do today. The same quality support and service that you are
used to with Spark will continue with Verde.

If you have a fixed rate plan with Spark, 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 Spark, 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 Spark by July 30, 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,

Nathan Kroeker
Chief Executive Officer and President
Spark Energy Gas, LLC Verde Energy USA Ohio, LLC
12140 Wickchester Ln., Ste. 100 12140 Wickchester Ln., Ste. 100
Houston, TX 77079 Houston, TX 77079
Phone: 877-547-7275 Phone: 800-388-3862
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday
10am-1pm EST Saturday

Email: service@verdeenergyusa.com

Call Center: 8am-6pm EST Monday-Friday



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 DEO
bill as normal.

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

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

Will my current rate change?

If you have a fixed rate plan with Spark, 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 Spark, your service will continue under the same variable natural gas rate. After July 30, 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 DEO 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 Spark?

Contract assignment is allowed per the terms and conditions of your Spark agreement. Verde will honor your current
agreements with Spark, so no changes will occur with their terms or conditions until the contract end date. If you are a
Spark 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 Spark, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Spark 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. Spark 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?

Spark 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 July 31, 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?

You can only opt out of the switch to Verde by requesting to drop to DEO or switch to another CRNGS while active
with Spark. Early Termination Fees will apply if set forth in your current contract with Spark and only if you cancel
your agreement with Spark 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 Spark.
Phone: 877-547-7275
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday, 10am-1pm EST Saturday

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

Please visit Verde online at www.verdeenergy.com.



Acct#:

WICKLIFFE, OH 44092

Dear

Our plans offer customers like you with:

� Energy savings on our competitively priced products on the market.

� Price security on a rate you can lock in for a year or longer.

through 4 pm Central Time on Saturday.

If you choose not to continue your service with us, you may switch to another supplier or return to your local utility company, without

a new plan or a new supplier, you will return to the utility service.

Sincerely,

Nathan Kroeker

CEO & President

June 22, 2017

12140 Wickchester Ln, Ste 100

Houston, TX 77079

TATTTTFFTFAFDFDDFFDAFADFFADFATTTADDTTDTTAADTTFDAAADDTTDDTDTADTTDA

14 1 192

Wickliffe, OH 44092-1627





P.O. Box 421289
Houston, TX 77079

June 26, 2018

WICKLIFFE, OH 44092
Utility: DEO
Account Number:

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

Dear

Spark Energy Gas, LLC (�Spark�) has appreciated the opportunity to serve as the Competitive Retail Natural Gas Supplier
(CRNGS) for your DEO account. However, in accordance with your terms and conditions, we are writing to let you know that
Spark 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 July
31, 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
Spark 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 DEO bill as normal and
call DEO in case of an outage or emergency just as you do today. The same quality support and service that you are
used to with Spark will continue with Verde.

If you have a fixed rate plan with Spark, 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 Spark, 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 Spark by July 30, 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,

Nathan Kroeker
Chief Executive Officer and President
Spark Energy Gas, LLC Verde Energy USA Ohio, LLC
12140 Wickchester Ln., Ste. 100 12140 Wickchester Ln., Ste. 100
Houston, TX 77079 Houston, TX 77079
Phone: 877-547-7275 Phone: 800-388-3862
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday
10am-1pm EST Saturday

Email: service@verdeenergyusa.com

Call Center: 8am-6pm EST Monday-Friday



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 DEO
bill as normal.

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

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

Will my current rate change?

If you have a fixed rate plan with Spark, 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 Spark, your service will continue under the same variable natural gas rate. After July 30, 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 DEO 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 Spark?

Contract assignment is allowed per the terms and conditions of your Spark agreement. Verde will honor your current
agreements with Spark, so no changes will occur with their terms or conditions until the contract end date. If you are a
Spark 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 Spark, what does this mean for me?

If the contract expires before the effective date of your transfer, your service will continue under the Spark 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. Spark 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?

Spark 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 July 31, 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?

You can only opt out of the switch to Verde by requesting to drop to DEO or switch to another CRNGS while active
with Spark. Early Termination Fees will apply if set forth in your current contract with Spark and only if you cancel
your agreement with Spark 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 Spark.
Phone: 877-547-7275
Email: customercare@sparkenergy.com
Call Center: 9am-8pm EST Monday-Friday, 10am-1pm EST Saturday

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

Please visit Verde online at www.verdeenergy.com.



������� ���	�
� ����� ����� ���� ��	�
� ������ ����
� ���� ��� ���� ������ ������ ��� ��� ���� ��	�
� ������
�

��� ��������	 	�
����	 
��� ��� � ������ ���
���� ������ ����� ����� ����
 ���	� ��
���

��� 	�������	 
�������	 
��� ��� � ������ ������� ������ ����� ����� ����
 ���
� ��
��	

��� 
�������	 ���
����	 	��� �����
 ������ ���	
��� ������ �� � ����� ����� ����	 ��	���

��� ��������	 ���
����	 ���� ����� ������ ���
���� ������ �� �� ����� �� �� ����� �����

��� ���������	 ��������	 ����� ��� 	
 ������ ���
��� ������ ������ ����� �� �� ��	�	� ���	��

��� ���	����	 ���������	 �� �� ��	���� ������ ������� ������ ���
� ����� � �
 ����� ���� �	

��� ���������	 �������
 �
 �� ��	���� ������ ����	��� ������ ������ ����� ����� �����
 ����� �

��� ��������
 ��������
 ��� �� ����
� ������ ������� ������ ������ ����� ��  ����
� ����� 
�

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

���
�	�

�� ��� ������ ����������� ���� �!" �� #��$



������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����



������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����



������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����



������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

������ �� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����



�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����



�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����

�� �� �� �� ����� �����







































Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail
Case Number: 00254311 Owner: Samantha Boerstler
Account Name: Account in Question: Verde Energy USA 

Ohio LLC
Type: Account Holder: 
Status: Closed Priority: Standard
Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:
Date Opened: 02-20-2019 Date Closed: 02-20-2019
Case Age in Business Days: 1

Contact Information
Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 
Mobile: Email:

 Information
Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: Ohio 
Service Address City: Cleveland Service Address Zip: 
Service Address Country: United States Service Address Phone: 

Industry Information
AIQ Industry: Gas Territory Account: 

AIQ Sub-Industry: Competitive Retail Natural Gas Service 
Provider

General Code: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Competition Issues / Inquiries
Non-Jurisdictional Case: 

Additional Information
PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 
Legacy Case ID: 



Case Number: 00254311 2

Transportation Information
Crossing ID: 
Railroad: 
Railroad Street Name: 

Description Information
Description: 

Resolution:

CCF

Case Comments

Created Date Comment

2/20/2019 1:15:47 PM wanting to be switched to Verde. provided number to them and icb

2/20/2019 1:15:58 PM CCF

Web Information
Web Name: Web Account in Question: 
Web Home Phone: Web US Dot #: 
Web Email: 
Web Company: 
Web Zip Code: 

System Information
Created by: Samantha Boerstler Last Modified by: Sara Macey
# Tasks Correspondence Review: 0 Next Activity Date: 
# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails



Case Number: 00254311 3

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail
Case Number: 00254403 Owner: Michael Coady
Account Name: Account in Question: Verde Energy USA 

Ohio LLC
Type: Account Holder: 
Status: Closed Priority: Standard
Preferred Contact Method: Phone Service Type: Residential

CASE DATES:
Date Opened: 02-20-2019 Date Closed: 03-14-2019
Case Age in Business Days: 16

Contact Information
Contact: Preferred Contact Method: Phone

Phone: Preferred Contact Time: cellular
Mobile: Email: 

Service Address Information
Service Account Number: Service Address County: Fairfield

Service Address Street:  Service Address State: Ohio 

Service Address City: Millersport Service Address Zip: 
Service Address Country: United States Service Address Phone: 

Industry Information
AIQ Industry: Gas Territory Account: 001t0000008OFY7AAO

AIQ Sub-Industry: Competitive Retail Natural Gas Service 
Provider

General Code: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Do Not Call List
Non-Jurisdictional Case: 

Additional Information
PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 
Legacy Case ID: 



Case Number: 00254403 2

Transportation Information
Crossing ID: 
Railroad: 
Railroad Street Name: 

Description Information
Description: 

Resolution:

ent:
Called the customer to go over the company response and close. He says that there were multiple calls. Explained 
what the company response was to me. Advised that he did not take flow and that the company had removed. He 
says that he effectively rescinded with Verde for AEP and CGO. He says that there were a total of three calls 
including the one the next day he was called and threatened with disconnection for electric and gas. Advised that I 
would close the investigation with him and would follow up with Verde as to the vendor's name.

Case Comments

Created Date Comment

2/20/2019 4:40:01 PM

-caller says Verde Energy called him wanting him to change suppliers for his gas
-caller went thru the TPV, but at the end, he told them he would think about it
-caller says later on they called him back to give him a confirmation # for the 
enrollment, which resulted in a heated argument and the rep threatened to have his 
gas & electric svc shut off, etc...
-caller contacted his local EDU & LDC and they both assured him that his svcs would 
not be interrupted, and referred him to the PUCO to report what happened
-caller says he does not want Verde contacting him ever again!
-caller was advised that Verde will be notified to cease all contact with him
-case # provided for future reference

2/27/2019 10:59:47 AM

Called the customer to go over the company response and close.  He says that there 
were multiple calls.  Explained what the company response was to me.  Advised that 
he did not take flow and that the company had removed.  He says that he effectively 
rescinded with Verde for AEP and CGO.  He says that there were a total of three calls 
including the one  the next day he was called and threatened with disconnection for 
electric and gas.  Advised that I would close the investigation with him and would 
follow up with Verde as to the vendor's name.

3/14/2019 12:34:55 PM Reviewed company response

3/14/2019 12:35:59 PM

ent:
Called the customer to go over the company response and close. He says that there 
were multiple calls. Explained what the company response was to me. Advised that he 
did not take flow and that the company had removed. He says that he effectively 
rescinded with Verde for AEP and CGO. He says that there were a total of three calls 
including the one the next day he was called and threatened with disconnection for 
electric and gas. Advised that I would close the investigation with him and would 
follow up with Verde as to the vendor's name.
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Web Information
Web Name: Web Account in Question: 
Web Home Phone: Web US Dot #: 
Web Email: 
Web Company: 
Web Zip Code: 

System Information
Created by: L'Yshanya Davis Last Modified by: Sara Macey
# Tasks Correspondence Review: 0 Next Activity Date: 
# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/21/2019 1:01:22 PM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:
00254403COMPANY: CUSTOMER:  ADDRESS:   

 Millersport, Ohio
43046SERVICE ADDRESS:   Millersport,
Ohio 43046AIQ:
Verde Energy USA Ohio LLCSERVICE 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: 
This customer contacted the PUCO to dispute enrollment with the company.  He says that he 
went through a TPV, but at the end he told the company that he wanted to think about the 
enrollment.  He says that later, the company contacted him again to provide an enrollment 
confirmation number.  He states that this resulted in a heated argument with the 
representative threatening to have his gas and elecgtric servive disconnected.
1. What was the method of enrollment?
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2. Please provide all proof of enrollment consistent with the method of enrollment including, 
but not limited to, copies of any sales calls, copies of any welcome letters, copies of any TPVs, 
I.P. addresses used, e-mail addresses used to enroll, copies of any signed enrollment 
documents, and the terms and conditions of the enrollment. 
3.  Please place this customer on the company's Do Not Call, Do Not Knock and Do Not Mail 
lists.
4.  Please assure that all company vendors do the same.
5.  Please advise the effective date of this change. 
6.  Please advise the name of the vendor on this call. 
7.  Please confirm that the customer will not take service with the company.   Sincerely, 
  Michael Coady Public Utilities Commission of
OhioService Monitoring and
Enforcement DepartmentLead 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._500t0FLrVY:ref
Email Created Date: 2/22/2019 3:40:58 PM

Email Text Version: 
To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00254403.
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 with Verde. He stated that he went through a TPV, but at the end, he 
advised the company that he wanted to think about the enrollment. However, the company 
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only called him back to provide a confirmation number for the enrollment. He goes on to state 
that this resulted in an intense argument and the representative threatened him to have his gas 
and electric service disconnected.
Investigative Results:

  *   On 2/15/2019,  enrolled the gas account with Verde via outbound 
telemarketing agent, Salman Shaikh with North American Venture. (TPV Attached)
  *   On 2/21/2019, Verde received PUCO Complaint No. 00254403.
  *   On 2/22/2019, per the complaint details, Verde submitted a cancelation request to the 
utility.
Outcome:
Verde would like to confirm that per the attached TPV Completed on 2/15/2019, that  

 authorized the enrollment with Verde. In the TPV Mr.  questioned if he was 
able to change his mind; however, the TPV agent confirmed that she was unable to answer any 
questions and so he asked her to continue with the TPV to completion.
Additionally, because Verde does take complaints of this matter very serious, we have 
forwarded Mr.  concerns to Verde’s Compliance Manager-Vendor & Quality 
Assurance to provide us with the sales call for this enrollment. Once the call is provided, we will 
follow up on this complaint accordingly.

Lastly, Verde is awaiting cancelation from the utility. Please note that the termination date is 
solely determined by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.
Kindest Regards,
Xiomara Mendoza

From: Michael Coady <contactthepuco@puc.state.oh.us>
Sent: Thursday, February 21, 2019 12:01 PM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254403 [ 
ref:_00Dt0GzXt._500t0FLrVY: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: 00254403
COMPANY:
CUSTOMER: 
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ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:   Millersport, Ohio 43046
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:

This customer contacted the PUCO to dispute enrollment with the company.  He says that he 
went through a TPV, but at the end he told the company that he wanted to think about the 
enrollment.  He says that later, the company contacted him again to provide an enrollment 
confirmation number.  He states that this resulted in a heated argument with the 
representative threatening to have his gas and elecgtric servive disconnected.

1. What was the method of enrollment?

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

3.  Please place this customer on the company's Do Not Call, Do Not Knock and Do Not Mail 
lists.

4.  Please assure that all company vendors do the same.

5.  Please advise the effective date of this change.

6.  Please advise the name of the vendor on this call.

7.  Please confirm that the customer will not take service with the company.

Sincerely,

Michael Coady
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Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Lead Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C6155d01a52
0c47f588b108d69906083f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636864648
527699039&sdata=R4MCFmrKCkmwCRgVTt8AZbanwvJy3r2Z3ZZtvZqQF8U%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
0000003iAmF]

ref:_00Dt0GzXt._500t0FLrVY:ref
Email Created Date: 2/27/2019 11:10:03 AM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254403
COMPANY: 
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:   !Case.Service_Address_City__c}, 
Ohio 43046
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: 
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Sincerely,

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 3/6/2019 2:30:21 PM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254403
COMPANY: 
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:   !Case.Service_Address_City__c}, 
Ohio 43046
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: 

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 3/6/2019 5:36:59 PM

Email Text Version: 
Good afternoon,

Verde is in response to PUCO Complaint No. 00254403.
We would like to confirm that Verde’s Compliance Manager-Vendor & Quality Assurance 
confirmed that we do not have records of three outbound calls made to Mr.  including 
one where he was advised that his gas and electric services would be disconnected. Please 
know that Verde is not capable of disconnecting any customer’s gas and electric services from 
the utility.
Lastly, attached you will find the sales call for the enrollment that was completed on 2/15/2019 
with agent, Salman Shaikh with North American Venture.
Please let me know if you have any additional questions or concerns regarding this matter.
Kindest Regards,
Xiomara Mendoza

From: Michael Coady <contactthepuco@puc.state.oh.us>
Sent: Wednesday, March 06, 2019 1:30 PM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254403 [ 
ref:_00Dt0GzXt._500t0FLrVY:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0
000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254403
COMPANY:
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
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SERVICE ADDRESS:  Millersport, Ohio 43046
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:

I spoke with this customer just now.  He advised that there were a total of three calls, including 
one where he was told that unless he allowed the enrollment to continue, his gas and electric 
service would be disconnected.

Please provide copies of all of the phone calls associated with this enrollment.

Sincerely,

Michael Coady
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Lead Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C20c637d45b
254700c81308d6a2843a1a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875086
142920769&sdata=OFqxinVOL24w4afMDOYO1yIqIfbf96us4yDGXIzW8uI%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
0000003iaKV]

ref:_00Dt0GzXt._500t0FLrVY:ref
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Email Created Date: 3/7/2019 8:14:25 AM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254403
COMPANY: 
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:   !Case.Service_Address_City__c}, 
Ohio 43046
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: 

Sincerely,

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 3/14/2019 8:30:12 AM

Email Text Version: 
PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum
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CASE ID: 00254403
COMPANY: 
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:   !Case.Service_Address_City__c}, 
Ohio 43046
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: 

Sincerely,

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

This message and any response to it may constitute a public record and thus may be publicly 
available to anyone who requests it.
Email Created Date: 3/14/2019 11:42:47 AM

Email Text Version: 
Good morning,

We are in response to PUCO Complaint No. 00254403.

We would like to confirm that upon review of the Sales Call and the TPV, we determined that 
they were not in compliance with O.A.C. 4901:1-29-06(E)(1), O.A.C. 4901:1-29-06(E)(1)(f)(iv) 
and O.A.C. 4901:1-29-06(E)(1)(h)(ii). As such, the enrollment has been deemed as a “No Sale”.

Lastly, Mr.  gas account did not and will not become active with Verde.
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Please let me know if you have additional questions or concerns.

Kind regards,

Xiomara Mendoza

From: Michael Coady <contactthepuco@puc.state.oh.us>
Sent: Thursday, March 14, 2019 7:30 AM
To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00254403 [ 
ref:_00Dt0GzXt._500t0FLrVY:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0
000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00254403
COMPANY:
CUSTOMER: 
ADDRESS:   Millersport, Ohio 43046
SERVICE ADDRESS:  Millersport, Ohio 43046
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:

After reviewing the sales call and TPV provided, I have some further questions.

1.  O.A.C. 4901:1-29-06(E)(1) requires that the sales portion of the call be date and time 
stamped.   How is this TPV in compliance with that rule?

2.  How is the TPV in compliance with O.A.C. 4901:1-29-06(E)(1)(f)(iv)?
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3.  O.A.C. 4901:1-29-06(E)(1)(h)(ii) requires that the customer be verbally advised that he or she 
is allowed a seven-business-day period from the confirmation notice postmark date to rescind 
the enrollment.   How is this TPV in compliance with that rule?

Sincerely,

Michael Coady
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Lead Customer Service Investigator
(800) 686-PUCO (7826)
www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw
ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ca74408dc7c
df495b72d508d6a893b1fc%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881749
637664104&sdata=JLClDcRSfGVQVFo%2FVbV9v8v%2B5suiX1p6RQGJDCJKw9Y%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
0000004MfQq]

ref:_00Dt0GzXt._500t0FLrVY:ref

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail
Case Number: 00254508 Owner: Leslie Carter
Account Name: Account in Question: Verde Energy USA 

Ohio LLC
Type: Account Holder: 
Status: Closed Priority: Standard
Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:
Date Opened: 02-21-2019 Date Closed: 02-21-2019
Case Age in Business Days: 1

Contact Information
Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 
Mobile: Email: 

Service Address Information
Service Account Number: Service Address County: Trumbull

Service Address Street:  Service Address State: Ohio 

Service Address City: Girard Service Address Zip: 
Service Address Country: United States Service Address Phone: 

Industry Information
AIQ Industry: Electric Territory Account: 

AIQ Sub-Industry: Competitive Retail Electric Service 
Provider

General Code: General -- Electric

AIQ Sub-Sub-Industry: Specific Code: Competition Issues / Inquiries
Non-Jurisdictional Case: 

Additional Information
PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 
Legacy Case ID: 
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Transportation Information
Crossing ID: 
Railroad: 
Railroad Street Name: 

Description Information
Description: 

Resolution:

ICB

Case Comments

Created Date Comment

2/21/2019 11:31:55 AM

Customer calling about Verde.  Customer wanted to make sure they were giving her 
lower pricing.  Customer said Verde is offering a rate of 9.29.  Advised customer to 
check price to compare on bill before making any changes.  
Reviewed A2A optons for 5/18/12  months.  
Invited call back.

2/21/2019 11:33:07 AM ICB

Web Information
Web Name: Web Account in Question: 
Web Home Phone: Web US Dot #: 
Web Email: 
Web Company: 
Web Zip Code: 

System Information
Created by: Leslie Carter Last Modified by: Sara Macey
# Tasks Correspondence Review: 0 Next Activity Date: 
# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails



Case Number: 00254508 3

Case Images

Created Date Images



This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

11/1/2019 2:48:02 PM

in

Case No(s). 19-0958-GE-COI

Summary: Exhibit Exhibit 7 - Part 21 on behalf of The Office of The Ohio Consumers' Counsel
electronically filed by Mrs. Tracy J Greene on behalf of O'Brien, Angela D




