




System Information

Case Emails

Email Created Date: 1/24/2019 1:21:35 AM

Email Text Version: 

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00249127.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0EgxF1:ref

Email Created Date: 1/24/2019 10:08:57 AM

Email Text Version: 

Case Number: 00249127

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 



progress.  Please note that the Company has three business days in which to respond to my 

initial information request.

Your case number is 00249127. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 1/24/2019 1:21 AM

To: outlook.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Your Case #00249127

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00249127.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)



www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0EgxF1:ref

Email Created Date: 1/24/2019 10:09:08 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00249127

COMPANY:

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS: 

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: (AEP #

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Mr.  states a representative came to his home and spoke with his wife. The 

representative claimed to be from AEP Ohio and stated he was there to inform her of new 

information about the electric account. The representative requested that she show him the 



bill. She agreed to the enrollment, even though she is not the account holder. The customer 

received an enrollment notification from AEP stating that Verde Energy had submitted for 

enrollment. The customer cancelled before the 7 day window expired.

Is your company aware of any representatives posing as the utility company?

Please confirm that cancellation has been completed.

Please provide a copy of the TPV, Welcome Letter, terms and conditions, and any other 

documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EgxF1:ref

Email Created Date: 1/28/2019 5:17:43 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00249127.

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

address it.



  has filed a complaint with the Public Utility Commissions of Ohio (“PUCO”) 

because she stated that a representative went to her home and misled her to believe that he 

was from the local utility authorization. She goes on to state that she authorized the enrollment 

despite not being the account holder.

Investigative Results:

·         On 01/16/2019,   authorized he electric enrollment to Verde via door to 

door representative associated with Energy Group Consultants LLC. (TPV Attached)

o   The electric account was enrolled into a 12 month fixed rate of $0.0925 cents/ kWh.

·         On 01/23/2019, Verde generated and sent a Welcome Letter. (Letter Attached)

·         On 01/24/2019, Verde was in receipt of a rescission transaction from the utility.

o   On this date, Verde was in receipt of PUCO Complaint No. 00249127.

Outcome:

We’d like to confirm that per the attached TPV completed on 01/16/2019,   

knowingly authorized the electric enrollment to Verde without any objections; however, please 

be aware that Verde was in receipt of a rescission transaction on 01/24/2019 and the electric 

account never became active with Verde.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

Ms.  information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list

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

Kindest 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>

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

Sent: Thursday, January 24, 2019 9:10 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00249127 [ 

ref:_00Dt0GzXt._500t0EgxF1: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: 00249127

COMPANY:

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS , Columbus, OH 43228

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   (AEP #)

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

 Mr.  states a representative came to his home and spoke with his wife. The 

representative claimed to be from AEP Ohio and stated he was there to inform her of new 

information about the electric account. The representative requested that she show him the 

bill. She agreed to the enrollment, even though she is not the account holder. The customer 

received an enrollment notification from AEP stating that Verde Energy had submitted for 

enrollment. The customer cancelled before the 7 day window expired.

  1.  Is your company aware of any representatives posing as the utility company?



2.  Please confirm that cancellation has been completed.

3.  Please provide a copy of the TPV, Welcome Letter, terms and conditions, and any other 

documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5225e99930

524095d33b08d6856e40f3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636843106

531903578&sdata=Bd3UWU9sGo4OzyG7WrPdWecf3%2FAabD88pgA7PQJok7k%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

0000003he5f]

ref:_00Dt0GzXt._500t0EgxF1:ref

Email Created Date: 1/29/2019 8:37:59 AM

Email Text Version: 

Case Number: 00249127

Dear Mr. 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) and allowing me to 

address your concerns regarding Verde Energy USA Ohio, LLC (Verde).





Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 

progress.  Please note that the Company has three business days in which to respond to my 

initial information request.

Your case number is 00249127. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 1/24/2019 1:21 AM

To: 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Your Case #00249127

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00249127.

















Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00250030 Owner: Leah Lehman

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: 01-29-2019 Date Closed: 03-18-2019

Case Age in Business Days: 35

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: Akron Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFYQAA4

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Misleading Information / 

Materials

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: 00250030 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

The total amount is $133.77. A refund check for $96.30 was mailed out on March 7, 2019 and another check for 
$37.47 will be mailed out as well.

Case Comments

Created Date Comment

1/29/2019 11:13:53 AM

Customer states the Verde rate on the hard copy is incorrect. The amount per MCF 

$0.649 per MCF is incorrect. The rate per MCF on the bill is $6.49. Customer states she 

verified with the company that the rate would be $0.649 per MCF. Customer enrolled 

with Verde on 12/13/2018. Customer enrolled in a new company today but was told 

that it will take about 3 statements before that goes into effect.

I advised I will contact company regarding misleading information.

1/29/2019 2:11:09 PM
Customer states that she got a call from Verde today and they wanted a copy of the 

bill where they misrepresented things.  Transferred to investigator.

1/30/2019 10:46:44 AM

-caller provided name & case #00250030

-caller was advised that LL has been assigned the case, and has since sent an initial 

submission to the company allowing them 3 business days to respond

-Note: at the present time, the company has not replied back

-caller says that the company has contacted her requesting that she submit evidence 

of the A2A chart & a copy of her bill

-caller says she left a msg for LL on Jan 29, and has not heard back from LL

-caller was advised that LL was scheduled to be out of the office as of 2pm on Jan 29 & 

on Jan 30, she is scheduled to be out - all day

-caller was offered vm, but declined

-caller asked that LL contact her via cell  asap

-caller was advised that her comments are noted

1/31/2019 7:33:39 AM
 left voicemail stating that Verde is requesting that they called her to 

request proof. Customer would like to know how to proceed.

1/31/2019 3:09:00 PM

I called customer and left voicemail stating that I have sent them the information from 

the A2A chart that the customer is referring to. I advised the customer should not 

need to send any proof to the company.

1/31/2019 3:18:31 PM

calling in.  Says she hung up on the INV on accident.  I explained the notes show INV 

left her a VM.  She said there is no VM.  attempted transfer reached INV VM.  advised I 

would request INV call her back.



Case Number: 00250030 3

1/31/2019 3:41:33 PM

I called customer back.

Customer states the company wanted a copy of her bill as well.

I advised if the company needs any information they should be contacting the PUCO. I 

advised I have sent the copy of the A2A chart and if they need a copy of the bill they 

should respond to the PUCO complaint. I advised depending on when the enrollment 

was, if the A2A website still said $0.649 the company would have to honor that rate, 

but if it was after they do not have to honor that rate.

Customer states she enrolled on December 13, 2018 for 12 months.

I advised the rate was not changed on the website until December 14. I advised I will 

continue the investigation.

2/4/2019 10:06:25 AM

Calling for investigator.  

Transferred call.

2/4/2019 10:15:00 AM
Customer left voicemail stating that Verde sent her a letter welcoming her back to 

them at $0.649/CCF. Customer states she chose Titan, not another rate with Verde.

2/8/2019 1:57:11 PM

Call came up on caller ID as being  and  on the ID.  Announced 

greeting with no response, called out "Hello" several times with no response.  

Disconnected the call due to no response from caller.

2/8/2019 2:25:24 PM cust called about case. Leah L was unavail requested to leave vm

2/8/2019 2:46:53 PM

Customer left voicemail stating Verde sent her a welcome letter. Customer does not 

know what to do. Customer wants to know if she would like to know if she should call 

to cancel with them.

2/26/2019 10:22:16 AM

Calling to speak w/ L.L. re: case.  She is rcving a welcome letter from Verde Energy 

even though she is supposed to have Titan Gas & Power.   Discussed co. response with 

customer.  Would like a call back.



Case Number: 00250030 4

3/5/2019 9:57:38 AM

I called customer and advised although the company refused to honor the rate of 

$0.649 per MCF, the PUCO found the TPV to be invalid and the company has re-rated 

the charges to what the utility company would have charged for the entirety of the 

service provided. A refund check for $96.30 should be received within 21 business 

days. Verde states the letter was mailed on February 23 and no other letters with 

Verde have generated since the account was terminated (February 22, 2019). 

Customer just received a bill for service and it was also with Verde.

I advised if the service was until February 22, then the customer would see Verde 

Charges on the account.

Customer states the bill is for service until February 19.

I advised then the customer should receive Verde charges on that bill, but next bill 

should not be with Verde.

Customer states the $96.30 seems like it is only for 1 bill.

I checked calculations, and yes, that is only for one bill. I advised I will reach back out 

to Verde to calculate final charges and if a separate check will be sent for the final bill. 

I will call customer when I have the final calculations.

Customer would like to know why she did not receive the rate at $0.649 per MCF.

I advised the PUCO cannot force the company to re-rate if it is a noticeable incorrect 

amount listed on the A2A chart.  The company stated that since the correct rate was 

agreed to in the TPV, then the customer was charged that rate. I advised the PUCO 

found the TPV to be invalid, which is why customer was re-rated to the utility's rate.

3/18/2019 2:48:34 PM

I called customer and advised The total amount is $133.77. A refund check for $96.30 

was mailed out on March 7, 2019 and another check for $37.47 will be mailed out as 

well. I advised the first bill was re-rated $57.78 and the second $75.99 for a total of 

$133.77.

Customer would like to know why the second check is less when the bill was more.

I advised Verde had originally said the total re-rated amount was $96.30, but the 

PUCO calculations determined that the re-rate should have been $133.77, so Verde 

agreed to send a second check for the difference.

3/18/2019 2:49:01 PM
The total amount is $133.77. A refund check for $96.30 was mailed out on March 7, 

2019 and another check for $37.47 will be mailed out as well.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 



Case Number: 00250030 5

System Information

Created by: Leah Lehman 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: 1/29/2019 11:20:56 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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)***



Case Number: 00250030 6

DESCRIPTION OF ISSUE:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 1/31/2019 3:03:43 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302



Case Number: 00250030 7

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:

 states that Verde Energy has contacted her several times requesting she send proof 

of the rate she was advised of on the Apples to Apples comparison chart. I have attached the 

rate indicated on the Apples to Apples hard copy that the customer requested be mailed to her 

from the PUCO. Please provide your response to the initial complaint received January 29.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 11:20 AM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas



Case Number: 00250030 8

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio



Case Number: 00250030 9

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._500t0EhcAj:ref

Email Created Date: 1/31/2019 5:27:24 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

·         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

·         On 12/18/2018, the account became active.



Case Number: 00250030 10

·         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

·         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

·         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas



Case Number: 00250030 11

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1b9df41266

be43c9733308d687cb04aa%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636845704

093329498&sdata=iMEc1RaW9I2844j4pMUkfZtLIzgN68AoW5oNzerivAE%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: 00250030 12

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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 2/1/2019 7:50:30 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio
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Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)



Case Number: 00250030 14

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 2/1/2019 11:39:24 AM

Email Text Version: 

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]
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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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C38cf3af381f

4478e73f008d68863cc64%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368463595

49420658&sdata=%2BtT09FLDcfm28EymxEayKTvHwLRYCkKEHS0Dfqsdit8%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:
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�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C38cf3af381f

4478e73f008d68863cc64%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368463595

49430660&sdata=0Fx16iFOvBj695pjBQfK77z2gKpcdxv7Myz9tcnctiA%3D&reserved=0>
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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.

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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

Email Created Date: 2/1/2019 12:57:57 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 
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Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois
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Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:
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· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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
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lbourgeois@verdeenergy.com

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:
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 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 2/1/2019 5:08:26 PM

Email Text Version: 

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 
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$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C88bf2c5033e24d1b752208d

68891c13f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636846556933455122&sda

ta=Hc9tSD%2Fdoovf6aoQnc0YUkw%2FpgmxvQi8MUhPq4U%2F54I%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C88bf2c5033

e24d1b752208d68891c13f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636846556

933465129&sdata=i3NLjzvqdQ2p4PaT5xsdI3FZKkRUEGZqE1ExjBnpOfY%3D&reserved=0>
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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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C88bf2c5033

e24d1b752208d68891c13f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636846556

933475142&sdata=9Gul0mPCfW7H5J3QaPc%2FUsqAHI%2BK7GmeMgfnLhsezX4%3D&reserved

=0>
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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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.
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Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC
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SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C88bf2c5033

e24d1b752208d68891c13f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636846556

933485150&sdata=IMopifm%2FJbKn7Uv%2BRd4PdGDXgp5OzAhmDf3owPpyrYo%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

0000003hhDm]
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ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

Email Created Date: 2/4/2019 1:44:46 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

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

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

DESCRIPTION OF ISSUE:

This customer has a dispute with a supplier. Please provide a copy of the past 5 months bills.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EhcAj:ref

Email Created Date: 2/4/2019 2:05:00 PM

Email Text Version: 

Hello Leah,

I have attached copies of the past 5 month�s bills.

Thank You,

Crystal-Dominion Customer Relations

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

Sent: Monday, February 04, 2019 1:46 PM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030
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COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

DESCRIPTION OF ISSUE:

 This customer has a dispute with a supplier. Please provide a copy of the past 5 months bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C7ad63d7f56

004db5038608d68ad37c10%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636849038

949683865&sdata=NRF2QeX6Ntvi0UJB235DN98eqnEEWIj4a69R8vvkIlU%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

0000003hpjF]

ref:_00Dt0GzXt._500t0EhcAj:ref
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________________________________

CONFIDENTIALITY NOTICE: This electronic message contains information which may be legally 

confidential and or privileged and does not in any case represent a firm ENERGY COMMODITY 

bid or offer relating thereto which binds the sender without an additional express written 

confirmation to that effect. The information is intended solely for the individual or entity 

named above and access by anyone else is unauthorized. If you are not the intended recipient, 

any disclosure, copying, distribution, or use of the contents of this information is prohibited and 

may be unlawful. If you have received this electronic transmission in error, please reply 

immediately to the sender that you have received the message in error, and delete it. Thank 

you.

Email Created Date: 2/4/2019 2:37:52 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.
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2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM
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To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.
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· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EhcAj:ref

Email Created Date: 2/5/2019 5:13:53 PM

Email Text Version: 

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.
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3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf57ba4b60f

3a47be555508d68bb73337%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685001

6292716591&sdata=d%2Bc7FAlMgRiFcrNou4h7oZoKLSlrj5AFuUFY%2FEJw8mQ%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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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf57ba4b60f3a47be555508d

68bb73337%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636850016292726605&sd

ata=m9Sswdjrz%2BZmtF0DOvP2W8P2jMUCVAoHudkzZSG9HLs%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
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lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf57ba4b60f

3a47be555508d68bb73337%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685001

6292736613&sdata=WZPplxU2UqXRuiV2IN1niD6h3IYFh%2B47vB%2BW6ci06gU%3D&reserved

=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman



Case Number: 00250030 54

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%7Cf57ba4b60f

3a47be555508d68bb73337%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685001

6292746621&sdata=sCpE20XHUnxdzsULnwT%2B269CJkmNpTnoV%2BQdiCb%2BRN0%3D&rese

rved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 
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a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf57ba4b60f

3a47be555508d68bb73337%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685001

6292756634&sdata=aFgFKjtOqd%2BKBMhugAFxh1JVuaMs56kHfsxiNR3iI9E%3D&reserved=0>
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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.

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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

Email Created Date: 2/8/2019 2:48:45 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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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 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

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

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.
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2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM
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To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.
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· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EhcAj:ref

Email Created Date: 2/13/2019 12:36:39 PM

Email Text Version: 

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
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lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00250030 70

(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%7C27038f39ed

764eac522908d691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856761

959216427&sdata=EJwEe4fIfLPPxxfu8SfZw%2Bo0PG7UrN%2FhpaX6WuYlcZE%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best 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: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.
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9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C27038f39ed

764eac522908d691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856761

959236448&sdata=4twvNh0KHisUohLv%2Bzq3Go%2FgJM0dJQa0SxSe5v%2FgvZw%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,
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Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C27038f39ed764eac522908d

691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856761959246450&sda

ta=QOkOCK1AtoARhmdjZBG%2Fn8CS6tDIsEdOAMR%2B6bMpeG8%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fww

w.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C27038f39ed7

64eac522908d691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368567619

59256458&sdata=m5PN1GJVC9p6stz2rPQfrrClWaQXRECDlA2EiPUDDw4%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C27038f39ed

764eac522908d691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856761

959266466&sdata=1hvswPZA30eX%2FbaudCYglEgS2MtQiZZolYiF6Hru9V0%3D&reserved=0>
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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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.
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�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 
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ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C27038f39ed

764eac522908d691d9cbcd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856761

959276473&sdata=yK%2F8%2FMpl8nCJ3UKBocnCO86jbKEl25qyb0hBzBAkCpc%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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

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

0000003hwGG]

Email Created Date: 2/13/2019 2:55:14 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio
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Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030
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COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 
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of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302
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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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,
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Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 
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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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.
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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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date determined solely by the 

utility and not Verde.
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Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC
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SERVICE ACCOUNT NUMBER: 

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 2/13/2019 3:45:14 PM

Email Text Version: 

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302
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SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104124754&sdata=URWLg7djI8ZDc0RkTP183DrmaUEeKyk%2F8DVW7MC4U3I%3D&reserved=0

>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,
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We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

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 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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: 00250030 96

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104134756&sdata=yVoU4dsEllfS1UUYvjeSo9oE%2Fh120fY5SPPpncwReZ4%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

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

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

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

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.
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2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104144770&sdata=FCq7XUpXjPrnlzW8DnsqjLNd7kvO9gerp1Dg4WFg44Q%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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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028bf9489c7ab808d

691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875104154783&sda

ta=Tkn%2BvuJhMuBmRFy7HjMi%2Fg7QVKG1H37LiW4mw8cAiFE%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
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lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104164786&sdata=q2icDyixs2X74PtLdWIJ0RJpCSFQFrZRy5E0X2gmNls%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman
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Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104184796&sdata=ebuCLixiZNvG4mZvlEKfotW8ihX2ZZU1TSyZyoC0wec%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)
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�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C87f5d4028b

f9489c7ab808d691f42452%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856875

104194815&sdata=ayR6NfmnSGL8ft8fN64zAVNkKWni5TD%2F62doo0BLSBw%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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

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

0000003hwGG]

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

0000003i0v0]

Email Created Date: 2/21/2019 8:52:21 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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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Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator
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(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]
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Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 
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ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 
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Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 
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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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,
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Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.
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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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date determined solely by the 

utility and not Verde.

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

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 
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NIQ:

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

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

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

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 2/22/2019 12:30:46 PM

Email Text Version: 

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

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: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   
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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:

 Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b

be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415018596&sdata=thQEWQ1VDRuKH28xsMVE%2BYRcsz3S5IFM0vIQZNO1NXw%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.
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Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the calculations for the re-rate been completed?
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b

be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415028604&sdata=F%2FpbYm4ZO8%2FUsmHwuH8KqEQisQGJus6KXHBldDcwQwE%3D&rese

rved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fww

w.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90bbe

04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645344

15038611&sdata=wkG0uS0OnmQqTAZ3qAYyIi4xdpHGmbmz2V3EkElAysM%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best 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: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.
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9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b

be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415048619&sdata=0P0VVmFx03vei4mfPptK4IWlOziZ88nM77YgLG32pOU%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 
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once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90bbe04a09878a08

d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636864534415058627&s

data=IkPwlH8sVmzyAUSNAbRxCG%2B1OARDQcHrwnzit3o85dQ%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b
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be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415078642&sdata=2KKxMo%2BaiisiTvXTF0llsShibgLz0gQyMlc2EeLazk8%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]



Case Number: 00250030 132

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b

be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415088649&sdata=pa9%2Fl6GRFjGc1vBPhRwogI%2Bjy7GiI6vC3NEW9vdhTtw%3D&reserved

=0>
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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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.
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Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302
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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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C809d7b90b

be04a09878a08d698eb766e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368645

34415098657&sdata=jYpcRSWhxdQPNnHcJSEzt554SeK6sWvxWWajjnu0%2B0A%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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

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

0000003hwGG]

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

0000003i0v0]

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

0000003iAH8]

Email Created Date: 2/26/2019 10:45:55 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,

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: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
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Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030
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Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,
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Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 
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in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois
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Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 
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should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois
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Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:



Case Number: 00250030 150

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:
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 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 3/4/2019 7:39:39 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:
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CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00250030 154

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov



Case Number: 00250030 155

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC



Case Number: 00250030 156

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:

Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,
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Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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



Case Number: 00250030 159

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.
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11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.



Case Number: 00250030 163

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division
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Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00250030 166

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM
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To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 



Case Number: 00250030 168

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:



Case Number: 00250030 169

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcAj:ref

Email Created Date: 3/4/2019 2:30:58 PM

Email Text Version: 

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.

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: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530905701&sdata=rto2Y%2BKiVR75z7PaJGohtLZVQMEN2yN%2B5JqiXvpsBSM%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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--------------- Original Message ---------------

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman
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Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530915703&sdata=vQb2k%2B5bOS89CZ%2FwaMru7vCzbh9oA7OfGbh4dujXjpo%3D&reserved=

0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

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: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns



Case Number: 00250030 174

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530925711&sdata=xuBI0lSP3Rqdf7D2hrAHBq7GgSWN2XOZ6ZBSqJkOYs8%3D&reserved=0>



Case Number: 00250030 175

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division



Case Number: 00250030 176

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530935724&sdata=RRHFLWu2eRmkPVN7qayvcD0LeckKezAI%2BouF8xrmeyU%3D&reserved=0

>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]



Case Number: 00250030 177

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

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 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:



Case Number: 00250030 178

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

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

DESCRIPTION OF ISSUE:

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530945732&sdata=G%2FTs%2Fpb30E%2Bcjf3QAD7rxh8IOBLTN2jfdiLl6BukEiY%3D&reserved=0

>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.



Case Number: 00250030 179

Best 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: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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: 00250030 180

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530955739&sdata=3l5QiI0D2bojV4H5nG5wDdKZBqCYF1FYoNp5GGzew2A%3D&reserved=0>



Case Number: 00250030 181

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169514a859fcc08d

6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246530965747&sda

ta=mVJTVWmWu0CNMOZ%2B0jOE48yfw7%2FCblnYuyhltRj98NQ%3D&reserved=0>. To be 

eligible, Customer must have enrolled with Verde directly (not any other supplier) and have an 

active account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.



Case Number: 00250030 182

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 



Case Number: 00250030 183

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530975755&sdata=enLkLqyPN49sBy34%2Fyw95ow%2B84miAKLB2F%2Bjs3SvYC0%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.



Case Number: 00250030 184

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.



Case Number: 00250030 185

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f16169

514a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873246

530985757&sdata=a8ARLN3FzlIciyh98C991aMnt9OJybcORnZ9X4hZcfw%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.



Case Number: 00250030 186

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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]



Case Number: 00250030 187

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)



Case Number: 00250030 188

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

w.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8818f161695

14a859fcc08d6a0d7c884%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368732465

30995764&sdata=b1bnlPOf%2F7hKB8alfoUZMxjVchQBvkJXqkRU6C3ZQ6I%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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

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

0000003hwGG]

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

0000003i0v0]

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

0000003iAH8]

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

0000003iL9G]

 

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

0000003iV0V]

Email Created Date: 3/5/2019 9:52:41 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 provide a copy of the customer's most recent bill.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: DominionCustomerRelations@dominionenergy.com 

[dominioncustomerrelations@dominionenergy.com]

Sent: 2/4/2019 2:03 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Hello Leah,
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I have attached copies of the past 5 month�s bills.

Thank You,

Crystal-Dominion Customer Relations

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

Sent: Monday, February 04, 2019 1:46 PM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

This customer has a dispute with a supplier. Please provide a copy of the past 5 months bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EhcAj:ref

CONFIDENTIALITY NOTICE: This electronic message contains information which may be legally 

confidential and or privileged and does not in any case represent a firm ENERGY COMMODITY 

bid or offer relating thereto which binds the sender without an additional express written 

confirmation to that effect. The information is intended solely for the individual or entity 

named above and access by anyone else is unauthorized. If you are not the intended recipient, 

any disclosure, copying, distribution, or use of the contents of this information is prohibited and 

may be unlawful. If you have received this electronic transmission in error, please reply 
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immediately to the sender that you have received the message in error, and delete it. Thank 

you.

Email Created Date: 3/5/2019 9:55:16 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division



Case Number: 00250030 194

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,
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The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois
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Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns
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Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).
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6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,
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Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]



Case Number: 00250030 205

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

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

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

· On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

· On 12/18/2018, the account became active.

· On 1/23/2019, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 1/29/2019, Verde received PUCO Complaint No. 00250030.

· On 1/30/2019, Verde received an inbound pending cancellation transaction from the utility.
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Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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

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

Sent: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas
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Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

 states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio
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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._500t0EhcAj:ref

Email Created Date: 3/5/2019 10:02:22 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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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Also, the re-rate to $60.84 is incorrect. Since the service for the billing period ended on 

February 18, the SCO rate at that time was $3.02. The credit for the final bill should be at least 

$75.99.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 3/5/2019 9:55 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

I see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.
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Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,
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Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the re-rate calculations been completed?
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]
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Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302



Case Number: 00250030 223

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate offers per account per household. Converting, renewing or switching from one Verde 
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product to another is not considered a new enrollment, and those customers are not eligible 

for any additional Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 
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directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

DESCRIPTION OF ISSUE:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Email Created Date: 3/5/2019 10:07:38 AM

Email Text Version: 

Good morning.

 can expect to receive a refund check for the total amount of $96.30, which includes 

the calculations for $60.84 and $35.46 via U.S. mail within 21 business days.

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: Tuesday, March 05, 2019 8:55 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536309607&sdata=5AKfMqj34ZGxKadBZAdGMcgF9zEhqEDbFOHzm7opZwo%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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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.

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: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030
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COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536319626&sdata=H8w21ujxnlooGGpr67ivqXqfww1y7SMotXU7GeTtFVo%3D&reserved=0>

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]



Case Number: 00250030 232

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536329629&sdata=V%2BybhcIQ4OfoHvoySTkNGmGPTZJfaabTZTbUNR4cojg%3D&reserved=0>



Case Number: 00250030 233

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

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: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO



Case Number: 00250030 234

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536339637&sdata=EojdP3jvNMqbTOHdbo30z2aAqiP1olaK9FocLEVD9LQ%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]



Case Number: 00250030 235

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   



Case Number: 00250030 236

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:

 Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536349645&sdata=9ruQONOeb8ULawLxAF1Buhf5%2FD6RTuJUgRWykO6W%2FsI%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.



Case Number: 00250030 237

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 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.



Case Number: 00250030 238

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536369666&sdata=93150eolNEPzOALZj%2FeYlhd%2B3Jzsa3EJSqUtFmtgb14%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best 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>



Case Number: 00250030 239

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.



Case Number: 00250030 240

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536379674&sdata=Jl0XdL7PNOl4vi%2FNZnwtmnsoXGrk%2F0lyCe%2FlnCK48wg%3D&reserved=

0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]



Case Number: 00250030 241

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://na01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenergy

.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4664ac7e0e908d

6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952536389682&sda

ta=aVK2A1f72glyCd5WNgjruDmM1ixCska9d4oeH32aUcE%3D&reserved=0>. To be eligible, 

Customer must have enrolled with Verde directly (not any other supplier) and have an active 

account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

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>



Case Number: 00250030 242

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,



Case Number: 00250030 243

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536399690&sdata=H%2Fp8pCyAigMhRpUAPsiUqozCdepHcT5ftDvRomgczZc%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM



Case Number: 00250030 244

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00250030 245

(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%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536409698&sdata=wOXQEf9ecyXTGRyuOVLVuxsv4xPH32cWkLBnE8xrzmo%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.



Case Number: 00250030 246

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas



Case Number: 00250030 247

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1bea13fdc4

664ac7e0e908d6a17c4a31%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873952

536419706&sdata=GIu%2F%2BJwKciMs8KWn%2FrM35YRZwq%2B6UdTwL3lANaCaTBA%3D&re

served=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: 00250030 248

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

0000003hhDm]

ref:_00Dt0GzXt._500t0EhcAj:ref

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

0000003hniK]

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

0000003ho9V]

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

0000003hpqk]

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

0000003hwGG]

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

0000003i0v0]

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

0000003iAH8]

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

0000003iL9G]

 

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

0000003iV0V]

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

0000003iYnu]

Email Created Date: 3/5/2019 10:14:49 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 249

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

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

DESCRIPTION OF ISSUE:

The re-rate should be as follows:

Service until January 22

20.8 MCF x $3.712 = $77.21

$134.99 -77.21 = $57.78

Service until February 19

21.9 MCF x $3.02 = $66.14

$142.13 - $66.14 = $75.99

Total Re-Rate

$57.78 + $75.99 = $133.77

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/5/2019 10:07 AM

To: contactthepuco@puco.ohio.gov



Case Number: 00250030 250

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning.

 can expect to receive a refund check for the total amount of $96.30, which includes 

the calculations for $60.84 and $35.46 via U.S. mail within 21 business days.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Tuesday, March 05, 2019 8:55 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 251

***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 see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.



Case Number: 00250030 252

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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: 00250030 253

Please respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 254

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

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

DESCRIPTION OF ISSUE:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,



Case Number: 00250030 255

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the re-rate calculations been completed?



Case Number: 00250030 256

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com



Case Number: 00250030 257

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

Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00250030 258

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division



Case Number: 00250030 259

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov



Case Number: 00250030 260

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302



Case Number: 00250030 261

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,



Case Number: 00250030 262

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate offers per account per household. Converting, renewing or switching from one Verde 



Case Number: 00250030 263

product to another is not considered a new enrollment, and those customers are not eligible 

for any additional Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 264

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

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

DESCRIPTION OF ISSUE:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 



Case Number: 00250030 265

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

Email Created Date: 3/5/2019 10:23:52 AM

Email Text Version: 

I have attached a copy of the 02/19/2019 bill.

Thanks,

Angela L



Case Number: 00250030 266

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

Sent: Tuesday, March 05, 2019 9:53 AM

To: Dominion Customer Relations

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 provide a copy of the customer's most recent bill.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cc75223a401



Case Number: 00250030 267

b74d00129e08d6a17e682e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63687396

2199878173&sdata=swZ%2FThmRRch6xJ4vRab7W6r%2BIRtUeQBvUR4JEWO4FP4%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: DominionCustomerRelations@dominionenergy.com 

[dominioncustomerrelations@dominionenergy.com]

Sent: 2/4/2019 2:03 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Hello Leah,

I have attached copies of the past 5 month�s bills.

Thank You,

Crystal-Dominion Customer Relations

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

Sent: Monday, February 04, 2019 1:46 PM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302



Case Number: 00250030 268

SERVICE ADDRESS:  Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

DESCRIPTION OF ISSUE:

 This customer has a dispute with a supplier. Please provide a copy of the past 5 months bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cc75223a401

b74d00129e08d6a17e682e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63687396

2199888180&sdata=Dam0QUAgCP29ehLx2Tnn4e7odhdaSyHlKT%2BL3cR370s%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

0000003hpjF]

ref:_00Dt0GzXt._500t0EhcAj:ref



Case Number: 00250030 269

________________________________

CONFIDENTIALITY NOTICE: This electronic message contains information which may be legally 

confidential and or privileged and does not in any case represent a firm ENERGY COMMODITY 

bid or offer relating thereto which binds the sender without an additional express written 

confirmation to that effect. The information is intended solely for the individual or entity 

named above and access by anyone else is unauthorized. If you are not the intended recipient, 

any disclosure, copying, distribution, or use of the contents of this information is prohibited and 

may be unlawful. If you have received this electronic transmission in error, please reply 

immediately to the sender that you have received the message in error, and delete it. Thank 

you.

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

0000003iYna]

CONFIDENTIALITY NOTICE: This electronic message contains information which may be legally 

confidential and or privileged and does not in any case represent a firm ENERGY COMMODITY 

bid or offer relating thereto which binds the sender without an additional express written 

confirmation to that effect. The information is intended solely for the individual or entity 

named above and access by anyone else is unauthorized. If you are not the intended recipient, 

any disclosure, copying, distribution, or use of the contents of this information is prohibited and 

may be unlawful. If you have received this electronic transmission in error, please reply 

immediately to the sender that you have received the message in error, and delete it. Thank 

you.

Email Created Date: 3/11/2019 8:24:25 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 270

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

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

DESCRIPTION OF ISSUE:

Have the appropriate changes to the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 3/5/2019 10:50 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 271

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

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

DESCRIPTION OF ISSUE:

The re-rate should be as follows:

Service until January 22

20.8 MCF x $3.712 = $77.21

$134.99 -77.21 = $57.78

Service until February 19

21.9 MCF x $3.02 = $66.14

$142.13 - $66.14 = $75.99

Total Re-Rate

$57.78 + $75.99 = $133.77

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/5/2019 10:07 AM

To: contactthepuco@puco.ohio.gov



Case Number: 00250030 272

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning.

 can expect to receive a refund check for the total amount of $96.30, which includes 

the calculations for $60.84 and $35.46 via U.S. mail within 21 business days.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Tuesday, March 05, 2019 8:55 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 273

***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 see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.



Case Number: 00250030 274

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, March 04, 2019 6:40 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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: 00250030 275

Please respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 276

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

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

DESCRIPTION OF ISSUE:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,



Case Number: 00250030 277

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the re-rate calculations been completed?



Case Number: 00250030 278

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com



Case Number: 00250030 279

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

Sent: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00250030 280

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division



Case Number: 00250030 281

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov



Case Number: 00250030 282

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302



Case Number: 00250030 283

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:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,



Case Number: 00250030 284

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on  www.verdeenergy.com/energy-rebate. To be eligible, Customer must have 

enrolled with Verde directly (not any other supplier) and have an active account when the 

Rebate form is processed. Limit one Rebate offer per enrollment, and lifetime limit of three 

Rebate offers per account per household. Converting, renewing or switching from one Verde 



Case Number: 00250030 285

product to another is not considered a new enrollment, and those customers are not eligible 

for any additional Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

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

Sent: Friday, February 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00250030 286

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

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

DESCRIPTION OF ISSUE:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Email Created Date: 3/14/2019 1:09:40 PM

Email Text Version: 

Good morning,

Attached is the correct Cost Analysis for  for $133.77. Please note that the refund 

check for $96.30 was mailed out on 3/7/2019 to the mailing address of , Akron, 

OH 44302. In addition to the $96.30,  will receive a refund check for the balance of 

$37.47 (subtracted from $133.77 and the $96.30) within 21 business days via U.S. mail.

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: Monday, March 11, 2019 7:24 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]



Case Number: 00250030 287

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the appropriate changes to the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732012678&sdata=2FGe1cZVJ%2FTSZbhceWhAPEjnd7tk5lORoWslZjmtKG4%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: 00250030 288

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

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

Sent: 3/5/2019 10:50 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

The re-rate should be as follows:

Service until January 22

20.8 MCF x $3.712 = $77.21

$134.99 -77.21 = $57.78

Service until February 19

21.9 MCF x $3.02 = $66.14

$142.13 - $66.14 = $75.99



Case Number: 00250030 289

Total Re-Rate

$57.78 + $75.99 = $133.77

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732032694&sdata=dpSZeD0vO0zZ%2F4SK45czzusXC0FRNYHzQRlo7H84zW0%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/5/2019 10:07 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning.

 can expect to receive a refund check for the total amount of $96.30, which includes 

the calculations for $60.84 and $35.46 via U.S. mail within 21 business days.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079



Case Number: 00250030 290

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

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

Sent: Tuesday, March 05, 2019 8:55 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 see that a cost analysis was provided for the final bill with Verde. Will the $60.84 also be 

provided via check or will this be a credit on the customer's bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00250030 291

(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%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732042701&sdata=5Fs%2FMyB5a21rLR%2Fyw2A%2Fo%2Fem50MuL2MjuHtZlFdDLDY%3D&res

erved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 2:29 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

There are no pending enrollments or active accounts with Verde for  To reconfirm 

the initial letter was mailed out on 1/23/2019 and no other letters have generated since the 

account was terminated on 2/22/2019. As such, the Cost Analysis has been completed and  

 can expect to receive a refund check for the total amount of $96.30 within 21 business 

days via U.S. mail.

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: Monday, March 04, 2019 6:40 AM

To: Customer Concerns



Case Number: 00250030 292

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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 respond to the follow up question sent on February 26.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732052709&sdata=uU9WNkPUFFhtGRdLDDq1HQ5aHwfDDfljEQgmOFSjbcU%3D&reserved=0>



Case Number: 00250030 293

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

available to anyone who requests it.

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

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

Sent: 2/26/2019 10:45 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 states she received a welcome letter from Verde today, but she is supposed to be 

with Titan Gas and Power. Has another enrollment from Verde been submitted to the 

customers electric and/or gas companies?



Case Number: 00250030 294

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732062717&sdata=%2FRjTPjVSNxkjiLab8Gu4ttr%2BrCiz6g9%2BzmLc9PWFRI4%3D&reserved=0

>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/22/2019 12:30 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good morning,

The Cost Analysis has not been completed as we are awaiting the final invoice from the utility. 

As such, once it is received the Cost Analysis will be processed and sent to you.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079



Case Number: 00250030 295

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

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

Sent: Thursday, February 21, 2019 7:52 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the re-rate calculations been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)



Case Number: 00250030 296

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%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732082738&sdata=CottDQkykQ5cOce1W5rqfIRAn4jic8NpeIuXVxS1a9g%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 3:45 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

The request has been submitted and is pending. Please be advised that once the calculations 

have been completed, we will forward them to you.

Kind 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: Wednesday, February 13, 2019 1:55 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]



Case Number: 00250030 297

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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:

 Have the calculations for the re-rate been completed?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732092740&sdata=ekpWBHPN4GZOVT9RxtGVUtpE4GGhLcEaNIzGT3d%2FdD4%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: 00250030 298

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 12:36 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good morning,

We would like to confirm that  gas account was the only account enrolled with 

Verde and was terminated on 1/25/2019. We would recommend that  contact her 

utility to prevent any future enrollments.

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 08, 2019 1:49 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302



Case Number: 00250030 299

SERVICE ADDRESS: Akron, Ohio 44302

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:

  states she received a letter from Verde thanking her for enrollment. Please verify 

that the customer no longer has gas or electric service with Verde and no enrollment request 

has been submitted recently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732102747&sdata=6j%2BFcgxy%2BycpviproDC%2FTQtp5KRP41TzbgVvcR7zE%2BQ%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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 5:13 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]



Case Number: 00250030 300

Good afternoon,

Per your request, Verde will make  account whole and complete the adjustments. 

As such, when the calculations are complete we will forward them to you.

Best 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: Monday, February 04, 2019 1:38 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:



Case Number: 00250030 301

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

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

DESCRIPTION OF ISSUE:

During the TPV the representative states that this is for electric. The customer then corrects the 

representative stating this is for gas. The rate should have been read as MCF, as the customer is 

in the Dominion Energy Ohio territory and all advertising and sales calls should have been 

stated in MCF. This is not a valid enrollment as the TPV portion of the call does not include the 

following:

1. 4901:1-29-06(E)(1)(k) A verbal request for and the customer's provision of the customer's 

mailing address.

2. 4901:1-29-06(E)(1)(j) A verbal request for and the customer's provision of the customer's 

natural gas company's account number.

3. 4901:1-29-06(E)(1)(h)(iii) The customer should contact the incumbent natural gas company 

to rescind the enrollment.

4. 4901:1-29-06(E)(1)(f)(x) The enrollment confirmation number.

5. 4901:1-29-06(E)(1)(f)(ix) Who will bill for the retail natural gas supplier's and governmental 

aggregator's service(s).

6. 4901:1-29-06(E)(1)(f)(viii) If applicable, whether the retail natural gas supplier or 

governmental aggregator will perform a credit check and require a deposit, including the 

amount.

7. 4901:1-29-06(E)(1)(f)(vii) Any fees or costs to the customer.

8. 4901:1-29-06(E)(1)(f)(vi) Any material limitations, conditions, or exclusions.

9. 4901:1-29-06(E)(1)(f)(v) The contract termination date, and any fees for customer 

cancellation prior to such date.

10. 4901:1-29-06(E)(1)(f)(iv) An approximate service commencement date.

11. 4901:1-29-06(E)(1)(e) A verbal question and the customer's acknowledgement that the 

customer is the customer of record or is authorized to switch the retail natural gas supplier or 

governmental aggregator for the customer of record.

Since the customer called within thirty days of receiving the bill please provide a refund of the 

charges to the customer.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00250030 302

(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%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732122763&sdata=jSuRmQlh94%2BzG76wIHlNoOSnrYTXkSxuK9rsx6yrasg%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 5:08 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

Good afternoon,

Please note that at the 1:56 mark when  asked what she will be billed at, the agent 

stated to  that it would be measured in either MCF, CCF or per Therm. Additionally, 

once the enrollment verification began at the 11:28 mark the agent states she will be billed at 

$0.649 per CCF and when she was asked if this is correct,  answered "yes" with no 

objections.

In regards to the $25 rebate checks, please be advised that the rebate form was not sent in 

after  account became active on 12/18/2018.  account is now pending 

a cancellation date as of 1/30/2019 and as per the terms of service:

�Rebate: In order to redeem the Rebate 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 Rebate form (if applicable), the Rebate form provided at the time 

of enrollment or on www.verdeenergy.com/energy-

rebate<https://gcc01.safelinks.protection.outlook.com/?url=http%3A%2F%2Fwww.verdeenerg

y.com%2Fenergy-

rebate&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea46340722a7108

d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801732132770&sd

ata=UPCJSfwhxLwRZfvhlFMrZRTHTx2jDwtEknktqw0G61w%3D&reserved=0>. To be eligible, 

Customer must have enrolled with Verde directly (not any other supplier) and have an active 

account when the Rebate form is processed. Limit one Rebate offer per enrollment, and 



Case Number: 00250030 303

lifetime limit of three Rebate 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 Rebates.�

For this reason,  is not eligible for the two $25 rebate checks.

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 01, 2019 11:58 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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!***



Case Number: 00250030 304

DESCRIPTION OF ISSUE:

The customer asks specifically if the rate is in MCF or CCF. The sales representative states if she 

has MCF then the rate for 24 months is 67.50 MCF. The customer specifically states �I have the 

apples to apples chart and it says $0.649 per MCF.� And the sales representative says �Ok. 

Wonderful. I do have that one available." The rate also reflects a special offer for two $25 

rebate, which will be received one month after being with Verde and the other six months after 

remaining with Verde, which the sales representative advised the customer. Thus, the rate 

should reflect the information provided on the Apples to Apples chart and what was agreed 

upon in the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732142778&sdata=AmzQRmxEtyzJyInyqlZMBQO5l3j4%2FP9QXb%2FBEFZGZ20%3D&reserved=

0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/1/2019 11:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030

Good Morning,



Case Number: 00250030 305

Thank you for your inquiry. Although, the metrics listed on the Apples to Apples website may be 

different from Verde,  agreed to the rate of $0.649 cents/CCF when she enrolled 

directly through Verde�s customer care department. As such,  is being billed 

correctly at the rate of $0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF; 

therefore no adjustments are warranted at this time.

Best 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 01, 2019 6:51 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj: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: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS: Akron, Ohio 44302

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!***



Case Number: 00250030 306

DESCRIPTION OF ISSUE:

The Apples to Apples website stated from December 7, 2018 until it was changed December 14, 

2018 a rate of $0.649 per MCF for 12 months. Not $0.649 per CCF. As this was still the rate 

posted, it should be honored as such.

[Image_2019-02-01_07-49-01.png]

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732152786&sdata=LnG%2F1IZBnz5tekfAG%2BEEjk1vUufjDP0yYx0KEHzfWQI%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/31/2019 5:24 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250030.



Case Number: 00250030 307

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 she enrolled to Verde on the fixed rate of $0.0649 cents/MCF and after she 

confirmed the rate with Verde she was billed at $6.49 cents/MCF.  would like to 

receive the rate that was advertised.

Investigative Results:

�         On 12/13/2018,  contacted Verde Customer Service and enrolled her gas 

account to Verde via a Customer Care Agent for Verde. She enrolled onto Verde�s Clean Choice 

12 plan, which includes the fixed rate of $0.6490 cents/CCF, with a $0 Monthly Service Fee and 

a $0 Early Termination Fee. The script was read that confirmed she would be billed at $0.6490 

cents/CCF. (Call Attached)

�         On 12/18/2018, the account became active.

�         On 1/23/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

�         On 1/29/2019, Verde received PUCO Complaint No. 00250030.

�         On 1/30/2019, Verde received an inbound pending cancellation transaction from the 

utility.

Outcome:

We�d like to confirm that  enrolled onto a fixed rate of $0.6490 cents/CCF; however 

due to Dominion East Ohio (�DEO�) bills their residential customer per MCF Verde�s rate is 

converted on their invoices to MCF.  As such,  is being billed at her correct rate of 

$0.649 cents/CCF but it will appear on her invoice as $6.49 cents/MCF. I have attached a 

summary of how Verde�s CCF rates are converted into DEO�s MCF rates. For this reason,  

 account does not warrant any credits or adjustments.

As it stands,  account is pending a cancellation date 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



Case Number: 00250030 308

[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: Tuesday, January 29, 2019 10:21 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250030 [ 

ref:_00Dt0GzXt._500t0EhcAj:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250030

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44302

SERVICE ADDRESS:  Akron, Ohio 44302

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:

  states she enrolled with Verde Energy with a rate of $0.0649 per MCF that was 

advertised on the Apples to Apples Comparison chart at EnergyChoice.Ohio.Gov. She states she 

confirmed that the rate was correct over the telephone with Verde. She received her first bill 

with Verde at $6.49 per MCF. She would like to receive the rate as advertised and advised.

Sincerely,



Case Number: 00250030 309

Leah Lehman

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%7C84d5c48ea4

6340722a7108d6a89fbbde%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636881801

732162793&sdata=IUnkJSHbnRzd%2BGyx3f8yUk8IQbiu4yqk%2BvLEZ%2F9e0RQ%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

0000003hhDm]
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Use your refer-a-friend ID CKirk20181213130810
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{ArchiveID}:00859004443+5ebf4ff7-9600-4e24-a426-93f9391897cd

{ProductType}:LETTER

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

Akron, OH  44302-1136

>004443 00859 023 P51121   

Clean Choice 12

64.90 Cents/CCF

12 Months

$0

$0

P.O. Box 421289

Houston, TX 77242

Page 1 of 604443 00859

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee
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1/23/2019 

Dear 

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

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

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

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

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

on your next meter read date.

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

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

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

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

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

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

Welcome to the Verde Energy Family!

VE_WELCOME_10.17.18_English





Terms and Conditions of Service

ARBITRATION for any and all disputes between Customer and Verde:

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

of 64.90 Cents/CCF  Plus $0 per month. After the first 12 Months Verde will supply natural gas to Customer at a 100% 

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

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

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

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

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

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

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

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

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

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

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

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

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

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

tons of CO2 emissions elsewhere.

1.

2.

3.

4.

5.

{ArchiveID}:00859004443+5ebf4ff7-9600-4e24-a426-93f9391897cd

{ProductType}:LETTER

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

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

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

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

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

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

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

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

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

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

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

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

than the Utility�s applicable tariff rate.

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

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

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

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

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

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

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

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

natural gas provided to Customer by Verde prior to termination. 

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

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

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

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

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

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

or The Toledo Edison Company at 800-447-3333

Page 3 of 604443 00859
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Customer Relocation: Customer has a right to terminate this Agreement without penalty in the event Customer 

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

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

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

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

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

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

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

www.pickocc.org.

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

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

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

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

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

Rebate: In order to redeem the Rebate 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 Rebate 

form (if applicable), the Rebate form provided at the time of enrollment or on 

www.verdeenergy.com/energy-rebate. To be eligible, Customer must have enrolled with Verde directly (not any 

other supplier) and have an active account when the Rebate form is processed. Limit one Rebate offer per 

enrollment, and lifetime limit of three Rebate 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 Rebates.

6.

7.

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.
{ArchiveID}:00859004443+5ebf4ff7-9600-4e24-a426-93f9391897cd

{ProductType}:LETTER Agreement For Mandatory Arbitration & Class Action Waiver (the �Arbitration Agreement�): 

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

portability of this Agreement.

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

(

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

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

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

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

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

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

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

address for Customer in Verde�s records. 

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

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

have called Verde, or for general utility information, residential and business customers may contact the Public Utilities 

Commission of Ohio (�PUCO�) for assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 

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

via 7-1-1 (Ohio relay service). The Ohio consumers' counsel (OCC) represents residential utility customers in matters 

before the PUCO. The OCC can be contacted at 1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at 

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

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

PUNITIVE DAMAGES FOR CLAIMS ARISING UNDER THIS AGREEMENT.

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

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

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

perform. 

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

of Ohio.

Ohio, without regard to its choice of law principles. 
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Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of 

{ArchiveID}:00859004443+5ebf4ff7-9600-4e24-a426-93f9391897cd

{ProductType}:LETTER

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

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

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

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

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

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

basis.

Page 5 of 604443 00859
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Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing 

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

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

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

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

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

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

18.

{ArchiveID}:00859004443+5ebf4ff7-9600-4e24-a426-93f9391897cd

{ProductType}:LETTER

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

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

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

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

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

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

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

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

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

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

Arbitration.�  

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

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

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

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

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

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

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

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

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

Action & Representative Claims.�

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

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

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

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

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

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

Privacy Policy.
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Verde uses conversion of gas to bill the customers accordingly.   

 

 is how the gas conversation used with Verde in 

relation to DEO.  

 

1 MCF = 10 CCF.  

 

 

 

DEO invoice.   
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Account Number Date Prepared Next Meter Reading

February 19, 2019 03/19 - 03/22/2019

Cycle  09

09

For questions about Dominion Energy Ohio charges call 1-800-362-7557

(See Next Page for Usage Comparison and Meter Readings)

Please detach and return this coupon with a check made payable to Dominion Energy Ohio.

A Message About the Energy Choice Program                                                                                    

        Thank you for participating in the Energy Choice Program.  This will be your last bill for gas supplied to you               

        by your current supplier.  Your next month's bill will reflect charges for gas supplied by the new natural gas               

        supplier that you selected.  Dominion Energy Ohio will continue to deliver the gas and provide customer service.             

         If you have any questions, please call us at the number at the top of this bill.                                            

To participate in the Energy Choice program, you must pay the amount due on time each month.                                 

DOMINION ENERGY OHIO

PO BOX 26785

RICHMOND VA 23261-6785

PLEASE PAY
Account Balance of $184.81 by Mar 8, 2019 to Avoid Late Payment Charge of 1.5% per month.

PLEASE PAY BY Mar 8, 2019 Account No.

Account Balance Amount Enclosed

$184.81

Summary of Payment Due

Current Gas Amount 181.82

Products and Services Charge 2.99

Total Payment Due by March 8, 2019 $184.81
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Gas Use in MCF

0

8

16

24

32

2018                                                             2019

Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb

Monthly Usage Comparison

 Average Daily Temperature 2018 2019

 For This Billing Period 31°F 28°F

Account Number Date Prepared Next Meter Reading

February 19, 2019 03/19 - 03/22/2019

Cycle  09

For questions about Dominion Energy Ohio charges call 1-800-362-7557

Avg Monthly Use:     10.1 MCF.

Total Annual Use:     121.0 MCF.

Billing Period and Meter Readings

Date Read Type Reading Difference

Meter Number

Feb 19, 2019 Actual         656.7

Jan 22, 2019 Actual         634.8 21.9

MCF Used in 28 Days 21.9

Credits and Charges Since Your Last Bill

Balance From Last Bill $171.70

Payment on Feb 5, 2019 - Thank You 171.70 CR

Balance $0.00

Current Charges

Dominion Energy Ohio Distribution Charges

Basic Service Charge $28.14

Usage-Based Charges

      21.9 MCF @      $.4474 9.80

Gross Receipts Tax (4.6044%) 1.75

Total Dominion Energy Ohio Charges $39.69

For questions about Dominion Energy Ohio charges, call us at

1-800-362-7557.

Verde Energy Usa Ohio, Llc Charges

Gas Cost 21.9 McF @ $6.49 $142.13

Total VERDE ENERGY USA OHIO, LLC

Charges

$142.13

For questions about gas supply costs, contact VERDE ENERGY USA OHIO,

LLC (acct#  at 1-800-388-3862 or 12140 Wickchester Lane

Houston, TX 77079 Suite 100 or www.verdeenergy.com.

Total Current Gas Charges $181.82

Total Gas Charges Balance $181.82

Products & Services Credits and Charges

Balance From Last Bill $2.99

Payment on Feb 5, 2019 - Thank You 2.99 CR

Balance 0.00

Current Charges

Products & Services Charges

Homeserve- Int Gas Plan $2.99

Products & Services Account Balance $2.99

If you have questions regarding your Products & Services, please contact

the administrator, HomeServe, at 1-833-808-6712 or go to

www.myhomeserveusa.com.

Total Current Charges $184.81
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Account Number Date Prepared Next Meter Reading

February 19, 2019 03/19 - 03/22/2019

Cycle  09

For questions about Dominion Energy Ohio charges call 1-800-362-7557

Total Account Balance $184.81

Rate Schedule: Energy Choice Transportation Service - Residential
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Payment Programs for Eligible Customers

Budget Payment Plan - A fixed monthly plan calculated on current rates and actual usage that is reviewed periodically and adjusted, with an annual true

up in May.

Budget Plus - Pay a budget amount, plus one of 12 equal payments of the past-due amount.

Current Plus - Pay current charges and make one of six equal payments of the past-due amount.

One-Third Winter Heating Plan - Pay one-third of the account balance if current charges include gas used between November 1 and April 15.

One-Ninth Plan - Pay a budget amount, plus one of nine equal payments of the past-due amount.

PIPP Plus - This program allows income-eligible residential customers to pay 6% of their monthly gross household income or $10, whichever is greater.

Call the Ohio Development Services Agency at 1-800-282-0880 for an application or for the location of the nearest Community Action Agency.

Graduate PIPP Plus - A special plan for customers no longer enrolled in PIPP Plus. Monthly amount is the average of the most recent PIPP Plus amount

and budget billing amount.

Explanation of Billing Terms

Basic Service Charges - The applicable Basic Service Charges for each rate schedule include a Service Charge for each billing period or any portion

thereof to cover the fixed costs for delivering gas, plus associated riders.

Cancel Billing - A credit issued to the account when a correction is needed on past charges.

CR - Credit

Estimated Gas Bill - When we cannot obtain a meter reading, your bill is based on previous gas usage, gas rates and the weather. An estimated bill will

be verified when your meter is read or you may enter your own meter reading online at www.DominionEnergy.com.

Gas Cost - The price charged to cover the cost of natural gas.

Gas Usage Charge - Covers expenses, including SSO gas cost and transportation charges, involved in providing gas services to customers who

purchase gas from Dominion Energy Ohio.

Gross Receipts Tax - Ohio tax levied on public utilities.

Investigation Fee - Fee to be levied in those circumstances where Dominion Energy Ohio has reasonable proof of the customer's fraudulent or

damaging practice related to gas service.

Late Payment Charge - A 1.5% late payment charge (LPC) may be imposed on all past-due balances if the required payment is not paid in full by the

time the next bill is generated. For Payment Plan and Budget customers, the LPC applies only to the past-due plan amount.

MCF - An abbreviation for the standard measure of gas meaning 1,000 Cubic Feet.

Meter Test Fee - Fee charged for a meter test performed at the customer's request.

Miscellaneous Charge(s) - An additional debit or credit applied to the account. An explanation of the reason for the charge or credit will be provided.

Monthly Variable Rate (MVR) - Cost of default natural gas for residential customers whose Energy choice or opt-in governmental aggregation contract

has expired, as well as for large volume and nonresidential customers. Under this rate, Dominion Energy Ohio assigns a participating supplier to provide

gas supply at that supplier's prevailing rate.

Reconnection Fee - Fee charged to restore gas service that was terminated by the Company or at a customer's request.

Reset Read - Adjusted meter reading that establishes the point from which you are responsible for gas use.

Returned Payment Fee - Fee for each returned item tendered or authorized as payment on the customer's account and returned for any reason.

Security Deposit Installment - One-third of the total security deposit required. Security deposits are billed to customers in three equal monthly

installments. A 3% rate of interest is paid if the full deposit is held for 180 days or longer. Deposits are refunded with interest to residential and small

commercial accounts if required payments are made for 12 consecutive months and were not late more than two months during that time, you are not

delinquent, or an account is closed for 10 days or longer. Deposits for large commercial and industrial accounts are reviewed every 24 months.

Service Charge - This charge includes fixed costs for delivering gas.

Standard Choice Offer (SCO) - Cost of acquiring default natural gas for sale to Energy Choice-eligible residential customers by a participating supplier

assigned by Dominion Energy Ohio to provide gas supply at the regulated rate.

Standard Service Offer (SSO) - Cost of acquiring natural gas for sale to customers who purchase gas from Dominion Energy Ohio.

Transportation Charges / Usage-Based Charges - Cover costs associated with delivering gas to the meter, including all applicable riders and taxes. All

customers are required to pay these charges regardless if they choose an alternate supplier through the Energy Choice or other transport programs. These

charges do not include the cost of the gas.
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Paying Your Bill

All bills may be paid from your bank account for free by registering in “Manage Your Account” as described below,

or it may be paid at any authorized payment center. A convenience fee may be charged by the authorized payment

center, which must be paid in cash. Be sure to bring the entire bill when paying in person. For the location of a

payment center near you, please visit www.DominionEnergy.com or call 1-800-362-7557. Also, pay online anytime

at www.DominionEnergy.com via debit/credit card or electronic check or call BillMatrix Corporation, toll free at

1-800-573-1153. Service fee applies. For your own protection, do not send cash through the mail. Allow six days

for payments to be applied to your account. Please record your account number on your check or money order and

mail to Dominion Energy Ohio, PO Box 26785, Richmond, VA 23261-6785. Do not include correspondence with your

payment.

AUTO PAY - Sign up for Bank Draft and have your bill automatically deducted from your checking or savings

account. Enroll online at www.DominionEnergy.com, “Manage Your Account.”

ELECTRONIC CHECK CONVERSION - Paying by check authorizes us to use the information from your check to

make a one-time electronic fund transfer from your account. The funds may be withdrawn as early as the date we

receive your payment, and you will not receive your check back from your financial institution.

MANAGE YOUR ACCOUNT - Register for free at www.DominionEnergy.com. Make payments, get eBills, update

your contact information, start, stop or transfer service, and view billing and usage history 365 days a year!

Billing, Service Inquiries or Concerns

If you have a billing or service problem, please call Dominion Energy Ohio first at 1-800-362-7557

between 7 a.m. and 7 p.m. weekdays. If your complaint is not resolved after you have called Dominion Energy

Ohio or your Energy Choice supplier or governmental aggregator at the number listed on the front of your bill, or

for general utility information, residential and business 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 www.puco.ohio.gov.

Hearing or speech impaired customers may contact PUCO via 7-1-1 (Ohio Relay Service). The Ohio Consumers╞

Counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

1-877-742-5622 (toll-free) from 8 a.m. to 5 p.m. weekdays or at www.pickocc.org. The PUCO address is 180 E. Broad

St. Columbus, Ohio 43215.

EMERGENCY SERVICE - We consider it an emergency when you smell a gas odor or when none of your gas

appliances are working. Call toll free 1-877-542-2630. Our 24-hour emergency personnel will take your call.

CALL BEFORE YOU DIG - Call the Ohio Utilities Protection Service at 811 at least two working days before

digging.

FOR HELP WITH YOUR BILL - There are several programs available that could help you with your winter heating

bills. For more information, call us at 1-800-362-7557.

Medical Certification - Delays a shutoff when it would be especially dangerous to the health of a permanent

member of your household. It allows you time to get financial help. It does not reduce the amount you owe. You can

request a medical certification form by calling 1-800-362-7557. A licensed medical professional must sign the form.

If gas service is off, return the signed form within 21 days of the shut-off date to restore service.

Energy Choice - This program provides eligible customers the ability to purchase gas from a supplier. To obtain an

“Apples to Apples” comparison of available competitive natural gas supplier offers, visit the PUCO's Energy Choice

Ohio website at www.energychoice.ohio.gov or call 1-800-686-PUCO (7826). Another resource for information is

www.DominionGasChoice.com

Removing Yourself from Customer Listing - We are required to include your name, address and usage

information on a list of eligible customers that is made available to other retail natural gas suppliers or

governmental aggregators. If you do not wish to be included on this list, please let us know: Call us at

1-800-362-7557, say “Energy Choice” and follow the prompts, write us at P.O. Box 5759, Cleveland, OH 44101-0759,

sign in or register your account at www.DominionEnergy.com and select “Opt-in/Opt-out of Supplier Lists” from

Edit Account Settings, or choose the "Email Us" option on the Contact Us page.  However, this does not prevent a

supplier from getting your information from another source or using information from a previous list.  

HOW TO REACH US -

By Internet - Visit us online at www.DominionEnergy.com to ‘Manage Your Account╞ 365 days a year!

By Phone - Call us at 1-800-362-7557. Our office hours are 7 a.m. to 7 p.m. Monday through Friday. The best days to

call are Tuesdays through Fridays. Mondays and days after a holiday are typically the busiest.

For Hearing/Speech-Impaired Customers - Customers with a Telecommunications Device for the Deaf can dial

711.

By Mail - Write to Dominion Energy Ohio, PO Box 5759, Cleveland, OH 44101. Please do not include payment with

your correspondence.

NOTE - For mailing address changes, visit Manage Your Account on www.DominionEnergy.com.
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Utility Service Period Usage Total invoice Rerate Correct rate Tax rate Energy Charge MSF Tax Total invoice Variance

DEO 12/18/2018 1/21/2019 208.00 $134.9900 >>>>>> 0.371200 $0.0000 $77.21 $0.00 $0.00 $77.21 -$57.78

DEO 1/22/2019-2/19/2019 219.00 $142.1300 >>>>>> $0.30200 $66.14 $0.00 $66.14 -$75.99

Total Credit Due: -$133.77



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00250036 Owner: Leah Lehman

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: 01-29-2019 Date Closed: 02-22-2019

Case Age in Business Days: 18

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Groveport Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

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: 00250036 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

the customer did consent to enrollment with Verde Energy via TPV after speaking with a sales representative. The 
Gas enrollment was rejected and the electric enrollment was rescinded prior to the service start date. The company 
no longer works with the Third Party Vendor that initiated the sales call and TPV. Verde has added the customer to 
their internal do not contact list.

Case Comments

Created Date Comment

1/29/2019 11:27:59 AM

Customer received a call from AEP and it was a supplier, Verde Energy. Customer 

states she was enrolled with Verde, but she did not want Verde to be her supplier.  

Customer states she never signed anything and did not give an okay for enrollment. 

Customer states she did go through the 3rd party verify. Customer states Verde has 

called her so many times and threatened that if she does not send them money they 

will do something. Customer does not want Verde and has cancelled four times and 

they will still not cancel. Customer states this happened a few weeks ago.

I advised of investigative process.

1/31/2019 8:53:25 AM Cust called in for update on case.  Transferred to LL.  vm.

1/31/2019 9:09:40 AM
Ms.  left voicemail requesting call back at  to verify if Verde enrolled 

her in both gas and electric.

2/1/2019 2:40:45 PM

Caller is calling back.  She said that she doesn't know about the electric being enrolled 

too, as she has only received her gas bill.  Verde is on the gas bill.  I asked her if she 

contacted AEP Ohio to see if Verde is on her acct. and she said she didn't.  

She states that Verde threatened her and said if she sent them $300.00 they will take 

her name off.  I asked off of what and she said she doesn't know, that's just what they 

said.  

Advd caller that I'll let the invt. know that the gas account is the only account that she 

knows for sure Verde is on.  

   ***when looking at the case, it was coded as elect. not gas***

Asked if she wanted to convey any other information to her Invt. and she said noting 

right now.

2/5/2019 9:36:16 AM

Caller states that she had received a notice from AEP on 2/4 advising of a pending 

cancellation with Verde. Advised caller that case is still open and LL is awaiting 

response from Verde.



Case Number: 00250036 3

2/6/2019 10:16:58 AM

I asked caller if her gas acct was enrolled also.  She said she didn't get a bill for the 

elect., but she did for the gas.  

Stated that she talked to Mike and Leach yesterday....   Asked how can I help today?  

She said that her invt was going to try to get this co. off her acct.  She said this co. is 

shifty and she just can't have this.  Caller seems confused.  Advd that I'll ck to see if 

invt. can speak to her.  W/permission transf. caller to inv.t vm.

2/6/2019 11:28:11 AM
Caller left a voicemail, but the call is broken up and I am unable to understand what is 

said.

2/7/2019 10:25:10 AM

I called customer and left voicemail stating that the case is still currently being 

investigated and waiting on a response from Verde. and no update is available at this 

time.

2/22/2019 10:45:20 AM

I called the customer and advised via voicemail that the customer did consent to 

enrollment with Verde Energy via TPV after speaking with a sales representative. The 

Gas enrollment was rejected and the electric enrollment was rescinded prior to the 

service start date. The company no longer works with the Third Party Vendor that 

initiated the sales call and TPV. Verde has added the customer to their internal do not 

contact list.

2/22/2019 10:45:37 AM

the customer did consent to enrollment with Verde Energy via TPV after speaking with 

a sales representative. The Gas enrollment was rejected and the electric enrollment 

was rescinded prior to the service start date. The company no longer works with the 

Third Party Vendor that initiated the sales call and TPV. Verde has added the customer 

to their internal do not contact list.

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: Leah Lehman 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: 1/29/2019 12:17:47 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric



Case Number: 00250036 4

Please Respond Within 3 Business Days

CASE ID: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125

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:

Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

Please provide a copy of the sales call, any calls the customer has had with Verde energy, TPV, 

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

When was the customer contacted?

Has the customer’s service started with Verde energy?

Has a cancellation date been set?

Is Verde aware of any representatives posing as the utility company?



Case Number: 00250036 5

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcIr:ref

Email Created Date: 1/29/2019 1:47:25 PM

Email Text Version: 

Good Afternoon,

Attached you will find the TPV requested for PUCO Complaint No. 00250036.  In as much, Verde 

will provide a final response by the end of business on 2/11/2019.

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>



Case Number: 00250036 6

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

Sent: Tuesday, January 29, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr: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: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125

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:

 Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

  1.  Please provide a copy of the sales call, any calls the customer has had with Verde energy, 

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

case.

  2.  When was the customer contacted?

  3.  Has the customer’s service started with Verde energy?
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  4.  Has a cancellation date been set?

  5.  Is Verde aware of any representatives posing as the utility company?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C128d2f9551

cd474443b908d6861a2c8c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636843844

389702161&sdata=ZkcmDHXJa66ZZoSwVeLJjcDdRLEqNGCN%2BUcWoTAovYY%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

0000003hhJ1]

ref:_00Dt0GzXt._500t0EhcIr:ref

Email Created Date: 2/5/2019 9:49:02 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250036

COMPANY:

CUSTOMER: 
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ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS: Groveport, Ohio 43125

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:

Did the customer enroll with her gas account as well? If so, please provide any enrollment 

information regarding the gas account as well and if the account has been cancelled.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 1/29/2019 1:47 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr:ref ]

Good Afternoon,
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Attached you will find the TPV requested for PUCO Complaint No. 00250036.  In as much, Verde 

will provide a final response by the end of business on 2/11/2019.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

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

Sent: Tuesday, January 29, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125
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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:

Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

Please provide a copy of the sales call, any calls the customer has had with Verde energy, TPV, 

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

When was the customer contacted?

Has the customer’s service started with Verde energy?

Has a cancellation date been set?

Is Verde aware of any representatives posing as the utility company?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

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

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhcIr:ref

Email Created Date: 2/11/2019 2:19:30 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250036.

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

it.

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

claiming Verde misrepresented themselves as the utility upon solicitation of her gas and electric 

service. Ms.  states she has called four times to cancel but has been refused cancellation.

Investigative Results:

  *   On 1/5/2019,  authorized the gas and electric service with telesales agent, 

John Miller with third party vendor Dark Star Marketing, LLC.  As a result, the electric account 

enrolled onto Verde’s Price Lock 12 month plan at the fixed rate of 9.25 cents/kWh with $0 

Monthly Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”).  The gas account enrolled 

onto Verde’s Price Lock 12 month plan at the fixed rate of 67.5 cents/Therm with $0 MSF and 

$0 ETF.  (TPV Attached)

  *   On 1/6/2019, Verde submitted the enrollment request transactions to the utility.

     *   On the same day, Verde received an inbound enrollment response for the electric service 

with the effective date of 2/15/2019.

     *   On the same day, Verde received an inbound enrollment rejection for the gas service.

  *   On 1/29/2019, Verde received PUCO Complaint No. 00250036.

     *   On the same day, Verde submitted the cancellation transaction to the utility.

     *   On the same day, Verde received an inbound termination response from the utility, which 

successfully rescinded the electric enrollment.

Outcome:
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Verde would like to confirm, per the attached TPV completed on 1/5/2019,  

willingly and knowingly authorized the electric and gas service without any objections.  Because 

of this, Verde agrees the enrollments are valid.

As such, after careful review, Verde’s records do not reflect any calls or cancellation requests 

made by Ms.   However, Verde would like to confirm the gas enrollment rejected by the 

utility because it is currently active on a public assistance program and the electric enrollment 

successfully rescinded without penalty and will not become active with Verde.

Lastly, because Verde takes complaints of this nature very service, this occurrence has been 

forwarded to Verde’s Compliance Manager - Vendor Quality Assurance for further review. We’d 

like to inform Staff that Verde has terminated its agreement with the Third Party Vendor, Dark 

Star Marketing, and has requested the Sales Call from them. In addition, Verde has requested 

to add Ms.  telephone number onto our internal “Do Not Contact” list.

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

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, January 29, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr: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: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125

AIQ: Verde Energy USA Ohio LLC
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SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

 Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

  1.  Please provide a copy of the sales call, any calls the customer has had with Verde energy, 

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

case.

  2.  When was the customer contacted?

  3.  Has the customer’s service started with Verde energy?

  4.  Has a cancellation date been set?

  5.  Is Verde aware of any representatives posing as the utility company?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C2993a2b8a5

9046a99b4908d69055b244%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685509

5634864303&sdata=W7gP39HNkZfBVTkLzF9mX1nKesa4xFs%2FxnjIDU%2FlqD0%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

0000003hhJ1]

ref:_00Dt0GzXt._500t0EhcIr:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103 | Mobile: 832-608-5655 |

bwilliams@sparkenergy.com<mailto:bwilliams@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C2993a

2b8a59046a99b4908d69055b244%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636

855095634874316&sdata=1pWMRl2A5mo2tW7xZjLAN5a0TV0BSN8i5dBeiZC%2BTi4%3D&reser

ved=0>

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.

Email Created Date: 2/15/2019 8:31:39 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS: Groveport, Ohio 43125

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 
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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:

Has a copy of the sales call been retrieved from the third party vendor? If so, please provide a 

copy in your response.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/11/2019 2:18 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250036.

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

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

claiming Verde misrepresented themselves as the utility upon solicitation of her gas and electric 

service. Ms.  states she has called four times to cancel but has been refused cancellation.

Investigative Results:

On 1/5/2019,  authorized the gas and electric service with telesales agent, John 

Miller with third party vendor Dark Star Marketing, LLC.  As a result, the electric account 

enrolled onto Verde’s Price Lock 12 month plan at the fixed rate of 9.25 cents/kWh with $0 

Monthly Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”).  The gas account enrolled 

onto Verde’s Price Lock 12 month plan at the fixed rate of 67.5 cents/Therm with $0 MSF and 

$0 ETF.  (TPV Attached)

On 1/6/2019, Verde submitted the enrollment request transactions to the utility.

On the same day, Verde received an inbound enrollment response for the electric service with 

the effective date of 2/15/2019.

On the same day, Verde received an inbound enrollment rejection for the gas service.

On 1/29/2019, Verde received PUCO Complaint No. 00250036.

On the same day, Verde submitted the cancellation transaction to the utility.

On the same day, Verde received an inbound termination response from the utility, which 

successfully rescinded the electric enrollment.

Outcome:

Verde would like to confirm, per the attached TPV completed on 1/5/2019,  

willingly and knowingly authorized the electric and gas service without any objections.  Because 

of this, Verde agrees the enrollments are valid.

As such, after careful review, Verde’s records do not reflect any calls or cancellation requests 

made by Ms.   However, Verde would like to confirm the gas enrollment rejected by the 

utility because it is currently active on a public assistance program and the electric enrollment 

successfully rescinded without penalty and will not become active with Verde.

Lastly, because Verde takes complaints of this nature very service, this occurrence has been 

forwarded to Verde’s Compliance Manager - Vendor Quality Assurance for further review. We’d 

like to inform Staff that Verde has terminated its agreement with the Third Party Vendor, Dark 

Star Marketing, and has requested the Sales Call from them. In addition, Verde has requested 

to add Ms.  telephone number  onto our internal “Do Not Contact” list.

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

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

Sent: Tuesday, January 29, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

Please provide a copy of the sales call, any calls the customer has had with Verde energy, TPV, 

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

When was the customer contacted?

Has the customer’s service started with Verde energy?

Has a cancellation date been set?

Is Verde aware of any representatives posing as the utility company?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EhcIr:ref

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103 | Mobile: 832-608-5655 |

bwilliams@sparkenergy.com | http://www.sparkenergy.com

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.

Email Created Date: 2/15/2019 2:06:40 PM

Email Text Version: 

Good Afternoon,

Ms.  concerns were forwarded directly to the vendor along with a request for the sales 

call.  Unfortunately, Dark Star Marketing was deactivated shortly after submitting our request.  

As such, we are unable to obtain the sales call for PUCO Complaint No. 00250036.

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

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

Sent: Friday, February 15, 2019 7:32 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>
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Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr: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: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS: Groveport, Ohio 43125

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:

 Has a copy of the sales call been retrieved from the third party vendor? If so, please provide a 

copy in your response.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cb3b592c1b3

a64c55d4b108d69378b42e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858543
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964424520&sdata=S%2FLkDtu0AW9Z0dHCL2xWjXvdw7lMTwdVoxgpeqhi9h8%3D&reserved=0

>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/11/2019 2:18 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250036.

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

it.

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

claiming Verde misrepresented themselves as the utility upon solicitation of her gas and electric 

service. Ms.  states she has called four times to cancel but has been refused cancellation.

Investigative Results:

  *   On 1/5/2019,  authorized the gas and electric service with telesales agent, 

John Miller with third party vendor Dark Star Marketing, LLC.  As a result, the electric account 

enrolled onto Verde’s Price Lock 12 month plan at the fixed rate of 9.25 cents/kWh with $0 

Monthly Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”).  The gas account enrolled 

onto Verde’s Price Lock 12 month plan at the fixed rate of 67.5 cents/Therm with $0 MSF and 

$0 ETF.  (TPV Attached)

  *   On 1/6/2019, Verde submitted the enrollment request transactions to the utility.

     *   On the same day, Verde received an inbound enrollment response for the electric service 

with the effective date of 2/15/2019.

     *   On the same day, Verde received an inbound enrollment rejection for the gas service.

  *   On 1/29/2019, Verde received PUCO Complaint No. 00250036.

     *   On the same day, Verde submitted the cancellation transaction to the utility.

     *   On the same day, Verde received an inbound termination response from the utility, which 

successfully rescinded the electric enrollment.
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Outcome:

Verde would like to confirm, per the attached TPV completed on 1/5/2019,  

willingly and knowingly authorized the electric and gas service without any objections.  Because 

of this, Verde agrees the enrollments are valid.

As such, after careful review, Verde’s records do not reflect any calls or cancellation requests 

made by Ms.   However, Verde would like to confirm the gas enrollment rejected by the 

utility because it is currently active on a public assistance program and the electric enrollment 

successfully rescinded without penalty and will not become active with Verde.

Lastly, because Verde takes complaints of this nature very service, this occurrence has been 

forwarded to Verde’s Compliance Manager - Vendor Quality Assurance for further review. We’d 

like to inform Staff that Verde has terminated its agreement with the Third Party Vendor, Dark 

Star Marketing, and has requested the Sales Call from them. In addition, Verde has requested 

to add Ms.  telephone number  onto our internal “Do Not Contact” list.

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

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, January 29, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250036 [ 

ref:_00Dt0GzXt._500t0EhcIr: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: 00250036

COMPANY:

CUSTOMER: 

ADDRESS:  Groveport, Ohio 43125

SERVICE ADDRESS:  Groveport, Ohio 43125



Case Number: 00250036 23

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:

 Ms.  states she was contacted by Verde Energy via telephone. She states the 

representative stated that they were with AEP and did not provide Verde’s name. She states 

she realized during the 3rd party verification call that it was not AEP. She states she has called 

four times to cancel, but has been refused cancellation and threatened if she did not keep her 

enrollment.

  1.  Please provide a copy of the sales call, any calls the customer has had with Verde energy, 

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

case.

  2.  When was the customer contacted?

  3.  Has the customer’s service started with Verde energy?

  4.  Has a cancellation date been set?

  5.  Is Verde aware of any representatives posing as the utility company?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cb3b592c1b3

a64c55d4b108d69378b42e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858543

964434522&sdata=9Szi%2FqSpjGv6muHe6YC1DAYyppw2Dv3UPyTmC2Vh9Z0%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: 00250036 24

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

0000003hhJ1]

ref:_00Dt0GzXt._500t0EhcIr:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103 | Mobile: 832-608-5655 |

bwilliams@sparkenergy.com<mailto:bwilliams@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cb3b59

2c1b3a64c55d4b108d69378b42e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

58543964444524&sdata=k6qaKANT6k3yUCFpaQVrIzgrMlmMZ28zvtVK4RM7fn0%3D&reserved

=0>

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.

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

0000003i5GB]

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

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

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

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

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

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

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

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

1.

2.

3.

4.

5.

6.

7.

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 12140 Wickchester Ln, Ste 100, Houston TX
77079 (#Verde$), will supply you (#Customer$) with electricity in the service territory of your local distribution company
(#Utility$), subject to these Terms and Conditions of Service (#Agreement$), which includes an agreement to ARBITRATION for
any and all disputes between Customer and Verde:

rate of 9.25 Cents/KWH Plus $0 per month. After the first 12 Months of service, Verde will supply electricity to Customer at a
100% renewable variable generation rate that may change monthly with market conditions. Verde will purchase and retire
renewable energy certificates (#RECs$) or attributes to ensure that an amount equal to 100% of Customer"s electricity usage is
generated by renewable sources. Customer shall also pay and be responsible for all other amounts related to the purchase and
delivery of electricity, including applicable taxes and service and delivery charges from the Utility. Verde will serve only the
supply portion of Customer"s electricity bill. All other services currently supplied by the Utility will continue to be supplied by
the Utility. No deposit is required by Verde for service.

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

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

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

should contact:

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

order to re-enroll at the new location.

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

Page 3 of 501110 00842
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Assignment: Customer may not assign this Agreement without Verde's written consent. Verde may assign this Agreement or the

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

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

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

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

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

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

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

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

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

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

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

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

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.

18.

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

Customer in Verde"s records.

-3862 Monday * Friday 8AM to 6PM EST. Verde will attempt to resolve the dispute in an efficient, fair and timely manner.
Verde will report the results of its investigation to Customer. If your complaint is not resolved after you have called Verde and/or
your Utility, or for general utility information, residential and business customers may contact the Public Utilities Commission of
Ohio (#PUCO$) for assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m.
weekdays, or at
Residential customers may also contact the Ohio Consumers" Counsel for assistance with complaints and utility issues at

ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

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

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

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

without regard to its choice of law principles.

enrollment, purchase, this Agreement, or the relationship between the parties (#Dispute$) shall be resolved by one arbitrator
through binding arbitration using the process explained below. The parties understand and agree that they are waiving their rights
to sue or go to court to assert or defend their rights. However, either party may bring an individual claim in small claims court
consistent with the jurisdictional and dollar amount limitations that may apply, so long as maintained as an individual claim. The
term #Dispute$ refers to any dispute, action, claim, or other controversy between the parties, whether in contract, warranty, tort,
statute, regulation, ordinance, or any other legal or equitable basis.

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

days after the earlier of the first time Customer (a) enrolls and begins purchasing services from Verde; or (b) signs up for any
further program or service provided by Verde. Customer may also opt out of this Arbitration Agreement within 30 days after
Verde notifies Customer regarding a material change to this Arbitration Agreement. Customer may opt out by sending an email to

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

Page 4 of 501110 00842
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should include Customer"s printed name, mailing address, and the words #Reject Arbitration.$

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

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

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

Privacy: Verde"s Privacy Policy governs the way Verde uses Customer"s personal information. To review or obtain the current
version of the Privacy Policy, please visit Verde"s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or
19.

Verde at service@verdeenergy.com or by sending a letter to 12140 Wickchester Ln, Ste 100, Houston TX 77079. Customer

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

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

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

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

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00250479 Owner: Samantha Boerstler

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: Service Type: Residential

CASE DATES:

Date Opened: 01-31-2019 Date Closed: 02-20-2019

Case Age in Business Days: 15

Contact Information

Contact: Preferred Contact Method: 

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: Akron 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: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Misleading Information / 

Materials

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: 00250479 3

Email Text Version: 

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00250479.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0Ehru0:ref

Email Created Date: 1/31/2019 12:13:14 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250479

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44308

SERVICE ADDRESS:  Akron, Ohio 44308

AIQ: Verde Energy USA Ohio LLC



Case Number: 00250479 4

SERVICE ACCOUNT NUMBER:

NIQ: (330) 730-4338

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

this email without changing the subject 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:

Goos afternoon,

Mr.  contacted the PUCO regarding a call he received from your company. He stated the 

number on his caller id was 330-615-6659. When he answered the rep informed him his name 

was Mike Turner from Verde. He then informed the customer Verde could see that the rate the 

customer is being billed is $0.1245 per KwH and would offer him a discounted rate of $0.0929 

and would not being charged a customer service fee. Mr.  stated he was provided false 

information regarding his rate and felt to be misled by your company.

Can you please advise how your reps are aware of the rate the customer is being charged?

How is your company able to remove a customer service charge form an electric bill?

Was this call recorded?

If so, can you please provide me with a recording of that call?

Can you please look into this and handle accordingly.

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

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00250479 5

(800) 686-PUCO (7826)

www.PUCO.ohio.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._500t0Ehru0:ref

Email Created Date: 1/31/2019 12:13:15 PM

Email Text Version: 

Case Number: 00250479

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 

progress.  Please note that the Company has three business days in which to respond to my 

initial information request.

Your case number is 00250479. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00250479 6

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

available to anyone who requests it.

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

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

Sent: 1/31/2019 9:24 AM

To: 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Your Case #00250479

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00250479.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0Ehru0:ref

Email Created Date: 1/31/2019 3:18:23 PM

Email Text Version: 

Good Afternoon,

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

it.  As such, Verde will be providing a final response to PUCO Complaint No. 00250479 by the 

end of business on 2/13/2019.

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>



Case Number: 00250479 7

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

Sent: Thursday, January 31, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250479 [ 

ref:_00Dt0GzXt._500t0Ehru0: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: 00250479

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44308

SERVICE ADDRESS:  Akron, Ohio 44308

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:

Goos afternoon,

Mr.  contacted the PUCO regarding a call he received from your company. He stated the 

number on his caller id was 330-615-6659. When he answered the rep informed him his name 

was Mike Turner from Verde. He then informed the customer Verde could see that the rate the 

customer is being billed is $0.1245 per KwH and would offer him a discounted rate of $0.0929 

and would not being charged a customer service fee. Mr.  stated he was provided false 

information regarding his rate and felt to be misled by your company.

Can you please advise how your reps are aware of the rate the customer is being charged?

How is your company able to remove a customer service charge form an electric bill?

Was this call recorded?



Case Number: 00250479 8

If so, can you please provide me with a recording of that call?

Can you please look into this and handle accordingly.

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

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C262be13f48

df46f21d7308d687b93c9f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368456269

88787574&sdata=QyAlglzCKnWwcIG%2BpwZNsgWpowYPXH1IbHGI4YAbBt0%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

0000003hjrM]

ref:_00Dt0GzXt._500t0Ehru0:ref

Email Created Date: 2/13/2019 6:04:32 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250479.

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

address it.

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

because he received a call from a solicitor that claimed Mr.  current rate was 12.45 



Case Number: 00250479 9

cents/kWh and offered him a lower rate with no Monthly Service Fee.  Mr.  states he was 

provided false information and feels he was misled.

Outcome:

After careful review, Verde confirms that our internal Sales Team has no record of contacting 

Mr.  at telephone number .  In as much, because Verde takes concerns of 

this nature very seriously, Mr.  concerns have been forwarded to Verde’s Vendor-

Quality Assurance Manager for further investigation into this occurrence.

In addition, Verde has requested to place Mr.  telephone number of  

onto Verde’s internal “Do Not Contact” list.

Lastly, our records do not reflect any pending or active accounts for Mr. Bellish.

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

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

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

Sent: Thursday, January 31, 2019 11:18 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250479 [ 

ref:_00Dt0GzXt._500t0Ehru0: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: 00250479

COMPANY:

CUSTOMER: 

ADDRESS:  Akron, Ohio 44308

SERVICE ADDRESS:  Akron, Ohio 44308

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

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

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

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

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

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

DESCRIPTION OF ISSUE:

Goos afternoon,

Mr.  contacted the PUCO regarding a call he received from your company. He stated the 

number on his caller id was 330-615-6659. When he answered the rep informed him his name 

was Mike Turner from Verde. He then informed the customer Verde could see that the rate the 

customer is being billed is $0.1245 per KwH and would offer him a discounted rate of $0.0929 

and would not being charged a customer service fee. Mr.  stated he was provided false 

information regarding his rate and felt to be misled by your company.

Can you please advise how your reps are aware of the rate the customer is being charged?

How is your company able to remove a customer service charge form an electric bill?

Was this call recorded?

If so, can you please provide me with a recording of that call?

Can you please look into this and handle accordingly.

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

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C0b1d2cc642

834eadc8da08d6920798e1%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856958

682176589&sdata=AzyFghFP%2BhFxVxAhZI5i59Zf7k2gH3D43NnTyYuJ2O4%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.





Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00250629 Owner: Courtney Fleming

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: 01-31-2019 Date Closed: 01-31-2019

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: Akron Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZIAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Misleading Information / 

Materials

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 







Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00250756 Owner: Shanequa Jones

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: 02-01-2019 Date Closed: 03-04-2019

Case Age in Business Days: 21

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Hamilton

Service Address Street: Service Address State: Ohio 

Service Address City: Cincinnati Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFY3AAO

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

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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Case Emails

Email Created Date: 2/1/2019 1:38:59 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250756

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good Morning,

Ms.  contacted the PUCO about an enrollment issue.

She states that she never authorized the company to switch her account.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?
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Was a TPV completed?

Has the customer contacted the company regarding this issue?  If so, what was the company’s 

response?

Has there been a request to cancel the switch to Verde? If so, when will it take effect?

Can the customer’s information be removed from the company’s marketing list?  If not, why 

not?

Please provide copies of the following:

TPV

The sales script and sales call used to market this customer

Welcome Letter with Terms and Conditions for the service mailed or emailed to the customer.

Any signed enrollment agreement (either by door/ kiosk/ or mailed in by the customer.)

Copy of the IP address used.  Copy of the email address used to enroll if applicable.

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0Ehzve:ref

Email Created Date: 2/1/2019 1:43:03 PM

Email Text Version: 

Case Number: 00250756
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Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 

progress.  Please note that the Company has three business days in which to respond to my 

initial information request.

Your case number is 00250756. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0Ehzve:ref

Email Created Date: 2/5/2019 11:29:20 AM

Email Text Version: 

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00250756.  As such, Verde 

will provide a final response by the end of business on 2/14/2019.
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Kindest Regards,

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, February 01, 2019 12:48 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250756 [ 

ref:_00Dt0GzXt._500t0Ehzve:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00250756

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45215

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

Good Morning,

Ms.  contacted the PUCO about an enrollment issue.

She states that she never authorized the company to switch her account.

 Please reply to the following questions:

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

  2.  When and how was the customer enrolled?

  3.  Was a TPV completed?

  4.  Has the customer contacted the company regarding this issue?  If so, what was the 

company’s response?

  5.  Has there been a request to cancel the switch to Verde? If so, when will it take effect?

  6.  Can the customer’s information be removed from the company’s marketing list?  If not, 

why not?

Please provide copies of the following:

  1.  TPV

  2.  The sales script and sales call used to market this customer

  3.  Welcome Letter with Terms and Conditions for the service mailed or emailed to the 

customer.

  4.  Any signed enrollment agreement (either by door/ kiosk/ or mailed in by the customer.)

  5.  Copy of the IP address used.  Copy of the email address used to enroll if applicable.

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd56d65145

d3e496ecb2a08d68b8710c9%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63684980

9552369760&sdata=dDapdScEQ9t934DIp4eYIFt9SoArtzqlDfB%2FUvFkFF8%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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ref:_00Dt0GzXt._500t0Ehzve:ref

Email Created Date: 2/8/2019 2:03:58 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250756.

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

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) disputing the gas enrollment to Verde.

Investigative Results:

  *   On 1/23/2019,   authorized the electric and gas service with door-to-door 

sales agent, David Dawson with third party vendor Alpha Energy Consultants, LLC.  As a result, 

the gas account enrolled onto Verde’s Price Lock 12 plan at the rate of 64.95 cents/Therm with 

$0 Monthly Service Fee and $0 Early Termination Fee.  (TPV Attached)

  *   On 1/24/2019, Verde submitted the outbound enrollment request to the utility.

  *   On 1/25/2019, Verde received an inbound enrollment response with the effective date of 

3/5/2019.

  *   On 1/29/2019, Verde received PUCO Complaint No. 00249996.

     *   On the same day, Verde submitted the cancellation transaction to the utility.

  *   On 1/31/2019, Verde received an inbound termination response from the utility, which 

successfully rescinded the enrollment.

Outcome:

After careful review of the TPV completed on 1/23/2019,   willingly and 

knowingly authorized the enrollment to Verde without objection.  For this reason, Verde agrees 

the enrollment is valid.

In as much, our records do not reflect any contact from Ms.  concerning the enrollment 

to Verde.  As such, Verde has requested to have Ms.  address of  

 Cincinnati, Ohio 45215 onto our internal “Do Not Solicit” list and has requested to add 

telephone number  added to our internal “Do Not Contact” list.

Lastly, as it stands, the gas account successfully rescinded and will not become active with 

Verde.

Please let me know if you have any additional questions or concerns.
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Ms.  contacted the PUCO about an enrollment issue.

She states that she never authorized the company to switch her account.

 Please reply to the following questions:

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

  2.  When and how was the customer enrolled?

  3.  Was a TPV completed?

  4.  Has the customer contacted the company regarding this issue?  If so, what was the 

company’s response?

  5.  Has there been a request to cancel the switch to Verde? If so, when will it take effect?

  6.  Can the customer’s information be removed from the company’s marketing list?  If not, 

why not?

Please provide copies of the following:

  1.  TPV

  2.  The sales script and sales call used to market this customer

  3.  Welcome Letter with Terms and Conditions for the service mailed or emailed to the 

customer.

  4.  Any signed enrollment agreement (either by door/ kiosk/ or mailed in by the customer.)

  5.  Copy of the IP address used.  Copy of the email address used to enroll if applicable.

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C4891f64503

5844d2251108d68df81efa%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636852494

308883623&sdata=UtW%2FDvNBkTQ35bbeE%2FkacnNRD978RBw2IZPA3TbzOBs%3D&reserve

d=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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ref:_00Dt0GzXt._500t0Ehzve:ref

Email Created Date: 2/14/2019 10:36:27 AM

Email Text Version: 

Good Morning,

Thanks for the prompt response

I contacted the customer in light of the company response and the customer states that she is 

not married and has never been married.

The company response indicates that this was done by a door-door salesman, however the 

customer states that no other person would have been at the location.

Please advise

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 2:03 PM

To: contactthepuco@puco.ohio.gov

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250756 [ 

ref:_00Dt0GzXt._500t0Ehzve:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250756.

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

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) disputing the gas enrollment to Verde.

Investigative Results:

On 1/23/2019,   authorized the electric and gas service with door-to-door sales 

agent, David Dawson with third party vendor Alpha Energy Consultants, LLC.  As a result, the 

gas account enrolled onto Verde’s Price Lock 12 plan at the rate of 64.95 cents/Therm with $0 

Monthly Service Fee and $0 Early Termination Fee.  (TPV Attached)

On 1/24/2019, Verde submitted the outbound enrollment request to the utility.

On 1/25/2019, Verde received an inbound enrollment response with the effective date of 

3/5/2019.

On 1/29/2019, Verde received PUCO Complaint No. 00249996.

On the same day, Verde submitted the cancellation transaction to the utility.

On 1/31/2019, Verde received an inbound termination response from the utility, which 

successfully rescinded the enrollment.

Outcome:

After careful review of the TPV completed on 1/23/2019,   willingly and 

knowingly authorized the enrollment to Verde without objection.  For this reason, Verde agrees 

the enrollment is valid.

In as much, our records do not reflect any contact from Ms.  concerning the enrollment 

to Verde.  As such, Verde has requested to have Ms.  address of  

 Cincinnati, Ohio 45215 onto our internal “Do Not Solicit” list and has requested to add 

telephone number  added to our internal “Do Not Contact” list.
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SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good Morning,

Ms.  contacted the PUCO about an enrollment issue.

She states that she never authorized the company to switch her account.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed?

Has the customer contacted the company regarding this issue?  If so, what was the company’s 

response?

Has there been a request to cancel the switch to Verde? If so, when will it take effect?

Can the customer’s information be removed from the company’s marketing list?  If not, why 

not?

Please provide copies of the following:

TPV

The sales script and sales call used to market this customer

Welcome Letter with Terms and Conditions for the service mailed or emailed to the customer.

Any signed enrollment agreement (either by door/ kiosk/ or mailed in by the customer.)

Copy of the IP address used.  Copy of the email address used to enroll if applicable.

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

Sincerely,
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Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0Ehzve:ref

Email Created Date: 2/26/2019 6:49:32 PM

Email Text Version: 

Good Afternoon,

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

address it.

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

matter to our Vendor Compliance-Quality Assurance Manger to further investigate this matter 

and the sales agent involved with this occurrence in which an update will be provided.

Lastly, as it stands, the gas account successfully rescinded without penalty or any additional 

fees or charges.
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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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 2:03 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250756 [ 

ref:_00Dt0GzXt._500t0Ehzve:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250756.

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

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) disputing the gas enrollment to Verde.

Investigative Results:

  *   On 1/23/2019,   authorized the electric and gas service with door-to-door 

sales agent, David Dawson with third party vendor Alpha Energy Consultants, LLC.  As a result, 

the gas account enrolled onto Verde’s Price Lock 12 plan at the rate of 64.95 cents/Therm with 

$0 Monthly Service Fee and $0 Early Termination Fee.  (TPV Attached)

  *   On 1/24/2019, Verde submitted the outbound enrollment request to the utility.

  *   On 1/25/2019, Verde received an inbound enrollment response with the effective date of 

3/5/2019.

  *   On 1/29/2019, Verde received PUCO Complaint No. 00249996.

     *   On the same day, Verde submitted the cancellation transaction to the utility.

  *   On 1/31/2019, Verde received an inbound termination response from the utility, which 

successfully rescinded the enrollment.

Outcome:

After careful review of the TPV completed on 1/23/2019,   willingly and 

knowingly authorized the enrollment to Verde without objection.  For this reason, Verde agrees 

the enrollment is valid.

In as much, our records do not reflect any contact from Ms.  concerning the enrollment 

to Verde.  As such, Verde has requested to have Ms.  address of  
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days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

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

DESCRIPTION OF ISSUE:

Good Morning,

Ms.  contacted the PUCO about an enrollment issue.

She states that she never authorized the company to switch her account.

 Please reply to the following questions:

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

  2.  When and how was the customer enrolled?

  3.  Was a TPV completed?

  4.  Has the customer contacted the company regarding this issue?  If so, what was the 

company’s response?

  5.  Has there been a request to cancel the switch to Verde? If so, when will it take effect?

  6.  Can the customer’s information be removed from the company’s marketing list?  If not, 

why not?

Please provide copies of the following:

  1.  TPV

  2.  The sales script and sales call used to market this customer

  3.  Welcome Letter with Terms and Conditions for the service mailed or emailed to the 

customer.

  4.  Any signed enrollment agreement (either by door/ kiosk/ or mailed in by the customer.)

  5.  Copy of the IP address used.  Copy of the email address used to enroll if applicable.

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd786fb0993

924c83ad4b08d69c4508ca%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636868217

673135868&sdata=%2BlEseVQskat8oAqd6N%2BgRJMNNOdSN1N8F1G5aAUTxgs%3D&reserved

=0>
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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._500t0Ehzve:ref

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

0000003i4G0]

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: 00250796 Owner: Darita Patterson

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: 02-01-2019 Date Closed: 02-21-2019

Case Age in Business Days: 15

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: Leavittsburg 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: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Misleading Information / 

Materials

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:

LM informing customer that there is no pending Verde enrollment for him, he's been placed on their DNC list and the 
rep is being addressed. 
ICB.

Case Comments

Created Date Comment

2/1/2019 12:35:47 PM

A Verde rep with a strong accent called and lied to him about everything he said.  He 

told him he is going to save  him 20% by bring his rate down from .11 to .09.  When 

the customer was smart enough to realize .09 is more than he's paying the rep told 

him the way to determine his  ate is to add the rate and the PTC on his bill.  When he 

told the rep that is not right and asked questions, the rep hung up on him.  

Informed customer I will be making our enforcement dept aware of this information 

and will also contact the co to address it.  ICB if he gets any kind of switch notice.

2/21/2019 2:59:24 PM

LM informing customer that there is no pending Verde enrollment for him, he's been 

placed on their DNC list and the rep is being addressed. 

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: Darita Patterson Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 



Case Number: 00250796 3

Case Emails

Email Created Date: 2/4/2019 10:08:02 AM

Email Text Version: 
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Case Number: 00250796 13

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00250796COMPANY: CUSTOMER:  ADDRESS:  Leavittsburg, 

Ohio

44430SERVICE ADDRESS:  Leavittsburg,

Ohio 44430AIQ:

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:  A Verde rep with a strong accent called and lied to him about 

everything he said. He told him he is going to save him 20% by bring his rate down from .11 to 

.09. When the customer was smart enough to realize .09 is more than he's paying the rep told 

him the way to determine his ate is to add the rate and the PTC on his bill. When he told the 

rep that is not right and asked questions, the rep hung up on him. Informed customer I will be 

making our enforcement dept aware of this information.  

Please address the blatant lies told to this customer to get them to enroll in a contract that 

would actually increase their charges. 

Please state resolution and confirm there are no pending enrollments for this customer. 

Please place customer on your "Do Not Contact" list.

 Sincerely,   Darita Patterson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00250796 24



Case Number: 00250796 25

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._500t0Ei0xo:ref

Email Created Date: 2/15/2019 8:33:08 AM

Email Text Version: 
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Please Respond Within 3 Days

CASE ID:

00250796COMPANY: CUSTOMER:  ADDRESS:  Leavittsburg, 

Ohio

44430SERVICE ADDRESS:  Leavittsburg,

Ohio 44430AIQ:



Case Number: 00250796 46

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: 

 A Verde rep with a strong accent called and lied to him about everything he said. He told him 

he is going to save him 20% by bring his rate down from .11 to .09. When the customer was 

smart enough to realize .09 is more than he's paying the rep told him the way to determine his 

ate is to add the rate and the PTC on his bill. When he told the rep that is not right and asked 

questions, the rep hung up on him. Informed customer I will be making our enforcement dept 

aware of this information.  

Please address the blatant lies told to this customer to get them to enroll in a contract that 

would actually increase their charges. 

Please state resolution and confirm there are no pending enrollments for this customer. 

Please place customer on your "Do Not Contact" list.Sincerely,   Darita Patterson Public Utilities 

Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00250796 57

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._500t0Ei0xo:ref

Email Created Date: 2/15/2019 12:51:49 PM

Email Text Version: 



Case Number: 00250796 58

Good morning,

We apologize for the delay. Unfortunately, we are unable to locate a sales call for PUCO 

Complaint No. 00250796 with the information that was provided.  If you can provide Mr. 

 telephone number and the number the sales agent called from so we can then 

further review to arrive at an amicable resolution.

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: Darita Patterson [mailto:contactthepuco@puc.state.oh.us]

Sent: Friday, February 15, 2019 7:33 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250796 [ 

ref:_00Dt0GzXt._500t0Ei0xo: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: 00250796

COMPANY:

CUSTOMER: 

ADDRESS: 

Leavittsburg, Ohio 44430

SERVICE ADDRESS:  Leavittsburg, Ohio 44430

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: 00250796 59

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:

 A Verde rep with a strong accent called and lied to him about everything he said. He told him 

he is going to save him 20% by bring his rate down from .11 to .09. When the customer was 

smart enough to realize .09 is more than he's paying the rep told him the way to determine his 

ate is to add the rate and the PTC on his bill. When he told the rep that is not right and asked 

questions, the rep hung up on him.

Informed customer I will be making our enforcement dept aware of this information.

Please address the blatant lies told to this customer to get them to enroll in a contract that 

would actually increase their charges.

Please state resolution and confirm there are no pending enrollments for this customer.

Please place customer on your "Do Not Contact" list.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C6eb170dcce

de4292a54308d6936e3f66%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858499

051861414&sdata=dVzz47%2F9xoEttSxyyVaI4BQDEI7UvN%2B1wDiYRC1Sv3c%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

0000003i5Ga]

ref:_00Dt0GzXt._500t0Ei0xo:ref



Case Number: 00250796 60

Email Created Date: 2/20/2019 1:15:49 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250796

COMPANY: 

CUSTOMER: 

ADDRESS:  Leavittsburg, Ohio 44430

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 44430

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,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Email Created Date: 2/20/2019 4:59:11 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250796.



Case Number: 00250796 61

Thank you for bringing  concern to our attention and for allowing us to address it.

 has filed a complaint with the Public Utilities of Ohio (“PUCO”) because he states a 

Verde representative called him and told him he was going to save him 20% by bringing his bill 

down. Mr.  states when he confronted the representative about the difference in rates, 

the representative hung up the phone. Mr.  is requesting to be placed on Verde’s “Do 

Not Call” list.

Outcome:

We’d like to confirm that there are no pending enrollments or active accounts associated with 

Mr.  service address or telephone number that was provided as no TPV verification 

was completed to enroll Mr.  account.  Additionally, because Verde takes claims of 

this nature very seriously, we forwarded Mr.  information our Vendor Compliance 

Manager-Vendor Quality Assurance for further investigation.

As such, Mr.  telephone number of  has been added onto Verde’s 

internal “Do Not Call” list and the address of  Leavittsburg, Ohio 44430 has 

been added onto our internal “Do Not Solicit” list.

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: Darita Patterson [mailto:contactthepuco@puc.state.oh.us]

Sent: Wednesday, February 20, 2019 12:16 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250796 [ 

ref:_00Dt0GzXt._500t0Ei0xo:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00250796 62

CASE ID: 00250796

COMPANY:

CUSTOMER: 

ADDRESS:  Leavittsburg, Ohio 44430

SERVICE ADDRESS: Leavittsburg, Ohio 44430

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:

The customers number is provided above.  Please confirm there is no enrollment for this 

address and place customer on DNC list.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C8327048da5

114352784208d6977ea2fc%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636862967

490091680&sdata=g3Oow8Krhn67fH2KBUYYu16A0Wyg9ZCxZeXnaHmNMYA%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

0000003i9eu]

ref:_00Dt0GzXt._500t0Ei0xo:ref





Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00250821 Owner: Courtney Fleming

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: 02-01-2019 Date Closed: 02-01-2019

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: Cuyahoga

Service Address Street: Service Address State: Ohio 

Service Address City: Solon Service Address Zip: 

Service Address Country: United States Service Address Phone: 4402486073

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: 



Case Number: 00250821 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

icb

Case Comments

Created Date Comment

2/1/2019 1:15:54 PM

cust wanted to know if verde were a legit company because they called and shes not 

sure if she did the right thing 

adv yes they are legit but if she doesn't want to go with them or feels uncomfortable 

she does have 7 days to cancel 

gave number 

icb

2/20/2019 4:00:00 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: Courtney Fleming 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: 00250821 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: 00250885 Owner: Leah Lehman

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: 02-01-2019 Date Closed: 02-07-2019

Case Age in Business Days: 4

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Stark

Service Address Street: Service Address State: Ohio 

Service Address City: Alliance Service Address Zip: 

Service Address Country: United States Service Address Phone:

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZIAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Posed as Utility

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: 00250885 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

I called customer and left a voicemail stating that Verde Energy stated that no enrollment request has been sent to 
the company and there is no account with her information located in their system. Verde has added her to their Do 
Not Call and Do Not Knock lists.

Case Comments

Created Date Comment

2/1/2019 3:49:30 PM

Customer states she called OE and was referred to the PUCO. Customer states two 

people called. A woman called and said she was the OE manager and asked her a lot of 

questions. The person asked for her account number and she said she did not have the 

account number. The person then asked for the customer number with CGO. She 

provided the customer number. The person said she would get a 30% discount on the 

bill. Customer then asked her how she could identify her as an OE employee. The 

woman then handed the telephone to a man, who said that they could also assist with 

CGO. The customer said that the call was fraudulent. The man said that the bill would 

be sent to Verde and Verde would be her new supplier.

Customer states 10 minutes ago she received another call stating that she enrolled her 

electric in Verde and she could enroll her gas as well. They said the rate would be 

$0.69/CCF She stated she did not want enrolled in Verde for either utility and hung up.

Customer states she enrolled at $0.44/CCF for 12 months with another company a few 

weeks ago.

I advised of investigative process.

2/7/2019 2:55:22 PM

I called customer and left a voicemail stating that Verde Energy stated that no 

enrollment request has been sent to the company and there is no account with her 

information located in their system. Verde has added her to their Do Not Call and Do 

Not Knock lists.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 



Case Number: 00250885 3

System Information

Created by: Leah Lehman 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: 2/1/2019 3:53:23 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250885

COMPANY:

CUSTOMER: 

ADDRESS: , Alliance, Ohio 44601

SERVICE ADDRESS: , Alliance, Ohio 44601

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)***



Case Number: 00250885 4

DESCRIPTION OF ISSUE:

 states she received two calls from Verde. She states the initial call she received 

was from a woman claiming that she was an Ohio Edison Manager and asked her questions 

regarding the account. When the customer asked for verification that she was an Ohio Edison 

employee, the phone was handed to a man who said that the account was now enrolled in 

Verde and disconnected. She received a call ten minutes later from a man stating that her 

electric account had been enrolled in Verde and requested her to enroll the gas account as well. 

She stated she did not want either account enrolled and disconnected the call.

Do you have any complaints of employees posing as the utility company?

Please verify that the customers electric and gas enrollments have been cancelled.

Please remove this customer from your contact list.

Please provide a copy of the sales call and TPV recordings.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0Ei2rG:ref

Email Created Date: 2/5/2019 6:08:30 PM

Email Text Version: 

To Whom This May Concern:



Case Number: 00250885 5

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250885.

Thank you for bringing  concern to our attention and for allowing us to address 

it.

 has filed a complaint with the Public Utility Commissions of Ohio (“PUCO”) 

because she states that she has been receiving calls from a woman claiming that she was an 

Ohio Edison Manager and asked her questions regarding the account.  indicated 

that she was told her service would be switched.

We’d like to confirm that Verde has not received an enrollment under . 

Additionally, Verde was unable to locate an account with the information provided. However, if 

 believes that she has an account with Verde, we recommend that she provide the 

account number in question or send us a copy of her invoice for review.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

 information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest 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>

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: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, February 01, 2019 2:54 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250885 [ 

ref:_00Dt0GzXt._500t0Ei2rG:ref ]



Case Number: 00250885 6

[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: 00250885

COMPANY:

CUSTOMER: 

ADDRESS: , Alliance, Ohio 44601

SERVICE ADDRESS: , Alliance, Ohio 44601

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:

  states she received two calls from Verde. She states the initial call she received 

was from a woman claiming that she was an Ohio Edison Manager and asked her questions 

regarding the account. When the customer asked for verification that she was an Ohio Edison 

employee, the phone was handed to a man who said that the account was now enrolled in 

Verde and disconnected. She received a call ten minutes later from a man stating that her 

electric account had been enrolled in Verde and requested her to enroll the gas account as well. 

She stated she did not want either account enrolled and disconnected the call.

  1.  Do you have any complaints of employees posing as the utility company?

  2.  Please verify that the customers electric and gas enrollments have been cancelled.

  3.  Please remove this customer from your contact list.

  4.  Please provide a copy of the sales call and TPV recordings.

Sincerely,

Leah Lehman
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Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C15d3225fe6

92405af08708d68bbed3ff%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368500490

65956672&sdata=6vSOa7lhmJdzQ5lGKwNheycos3Cz1HH%2BgDxM23zBVR8%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

0000003hoRo]

ref:_00Dt0GzXt._500t0Ei2rG: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: 00251394 Owner: Leah Lehman

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: Service Type: Residential

CASE DATES:

Date Opened: 02-05-2019 Date Closed: 02-13-2019

Case Age in Business Days: 6

Contact Information

Contact: Preferred Contact Method: 

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Montgomery

Service Address Street: Service Address State: Ohio 

Service Address City: New Lebanon Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFYIAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

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: 00251394 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Email sent to customer advising that there is no record of enrollment or account information in Verde's files. The 
company has added the customer to their internal Do not call and Do not knock lists.

Case Comments

Created Date Comment

2/6/2019 8:35:38 AM

My elderly mother received a call from Verde Energy asking her to switch suppliers. 

She told the guy that she could NOT switch without talking to her daughter (myself). 

She gave the guy my name and phone number. He called her back and told her he had 

spoken to me and I gave my permission to switch her supplier to Verde Energy. I 

NEVER spoke to anyone from this company and I would not have authorized a switch 

in providers because she is currently under a contract with Dynergy.

2/7/2019 3:41:08 PM

I called the number listed as the contact number and advised additional information is 

needed to complete investigation. IF CUSTOMER CALLS PLEASE OBTAIN THE 

FOLLOWING: if the customer is the POA, if not, the account holder needs to grant 

permission to investigate; if the address provided is the account holder's address or 

Ms.  address, if it is Ms.  address please obtain the account holder's 

address; if the number provided belongs to the account holder or Ms.  and 

obtain correct number for account holder; What date the incident occurred.

2/7/2019 3:46:43 PM
Customer is returning a call from LL.  I informed the customer LL is currently 

unavailable.  Transferred customer to LL voicemail as requested.

2/7/2019 3:58:16 PM Ms.  left a voicemail stating she would like a call back.

2/8/2019 1:57:41 PM

I called customer to inquire if she has POA over Ms.  account.

Customer states she is financial POA and confirmed the address provided is for Ms. 

 account. Customer states she called DPL a week ago and at that time Verde 

had not submitted for enrollment. Customer states she is more upset that companies 

like this seem to prey on the elderly.

I advised I will reach out to Verde to confirm no enrollment has been submitted.

2/13/2019 9:45:11 AM

Email sent to customer advising that there is no record of enrollment or account 

information in Verde's files. The company has added the customer to their internal Do 

not call and Do not knock lists.



Case Number: 00251394 3

Web Information

Web Name:  on behalf of Web Account in Question: Dayton Power & Light

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 45345

System Information

Created by: Default User Last Modified by: Sara Macey

# Tasks Correspondence Review: 2 Next Activity Date: 

# Tasks Correspondence Review:2 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/5/2019 2:12:35 PM

Email Text Version: 

Dear  on behalf of 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00251394.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0EiNxK:ref

Email Created Date: 2/6/2019 1:15:13 PM

Email Text Version: 

Initial Submission of a Consumer Complaint



Case Number: 00251394 4

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS:  New Lebanon, Ohio 45345

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:

Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 

enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

When was the customer solicited? Please provide copies of  both sales calls.

What was the agreed upon rate and for how long?

Has the enrollment come into effect?

Has the enrollment been cancelled? If so, when?



Case Number: 00251394 5

Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiNxK:ref

Email Created Date: 2/6/2019 1:15:55 PM

Email Text Version: 

Case Number: 00251394

Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 

progress.  Please note that the Company has three business days in which to respond to my 

initial information request.



Case Number: 00251394 6

Your case number is 00251394. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [noreply@puc.state.oh.us]

Sent: 2/5/2019 2:12 PM

To: 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Your Case #00251394

Dear  on behalf of 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00251394.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0EiNxK:ref

Email Created Date: 2/7/2019 11:17:10 AM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251394.

Thank you for bringing  concern to our attention and for allowing us to address it.

 has filed a complaint with the Public Utility Commission of Ohio (“PUCO”) because 

she states her elderly mother,  received a call from Verde Energy asking her to 

switch suppliers and that she advised them that she needed to speak to the account holder 

first. She then alleges that Verde contacted her once more and indicated that Ms.  had 

authorized the switch however, that was not the case.

We’d like to confirm that Verde has not received an enrollment under  

Additionally, Verde was unable to locate an account with the information provided. However, if 

Ms.  believes that she has an account with Verde, we recommend that she provide the 

account number in question or send us a copy of her invoice for review.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

Ms.  information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest 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>

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: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>



Case Number: 00251394 8

Sent: Wednesday, February 06, 2019 12:16 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK: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: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS:  New Lebanon, Ohio 45345

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:

 Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 

enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

  1.  When was the customer solicited? Please provide copies of  both sales calls.

  2.  What was the agreed upon rate and for how long?

  3.  Has the enrollment come into effect?

  4.  Has the enrollment been cancelled? If so, when?

  5.  Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ce6f1dcaca0

2947c2346408d68d17b3e2%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851530

274000560&sdata=3BeR5g0GPwbG6FsNxdHHiRl%2BzWyGzk1vJdjjmHPP6SA%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

0000003hrxA]

ref:_00Dt0GzXt._500t0EiNxK:ref

Email Created Date: 2/8/2019 1:59:35 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS: New Lebanon, Ohio 45345
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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:

Ms.  is has Power of Attorney over Ms.  account. The complaint is regarding 

sales calls to Ms.  and a possible enrollment of Ms.  account. The service address, 

account number, and number in question are in regards to Ms.  account.

Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 

enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

When was the customer solicited? Please provide copies of  both sales calls.

What was the agreed upon rate and for how long?

Has the enrollment come into effect?

Has the enrollment been cancelled? If so, when?

Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/7/2019 11:16 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251394.

Thank you for bringing  concern to our attention and for allowing us to address it.

 has filed a complaint with the Public Utility Commission of Ohio (“PUCO”) because 

she states her elderly mother,  received a call from Verde Energy asking her to 

switch suppliers and that she advised them that she needed to speak to the account holder 

first. She then alleges that Verde contacted her once more and indicated that Ms.  had 

authorized the switch however, that was not the case.

We’d like to confirm that Verde has not received an enrollment under  

Additionally, Verde was unable to locate an account with the information provided. However, if 

Ms.  believes that she has an account with Verde, we recommend that she provide the 

account number in question or send us a copy of her invoice for review.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

Ms.  information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,
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Edwin Quinonez

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

equinonez@verdeenergy.com

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: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 06, 2019 12:16 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS:  New Lebanon, Ohio 45345

AIQ: Verde Energy USA Ohio LLC
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SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 

enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

When was the customer solicited? Please provide copies of  both sales calls.

What was the agreed upon rate and for how long?

Has the enrollment come into effect?

Has the enrollment been cancelled? If so, when?

Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiNxK:ref

Email Created Date: 2/8/2019 2:22:33 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251394.

Thank you for bringing  concern to our attention and for allowing us to address it.

 has filed a complaint with the Public Utility Commission of Ohio (“PUCO”) because 

she states her elderly mother,  received a call from Verde Energy asking her to 

switch suppliers and that she advised them that she needed to speak to the account holder 

first. She then alleges that Verde contacted her once more and indicated that Ms.  had 

authorized the switch however, that was not the case.

 We’d like to confirm that Verde has not received an enrollment under  

Additionally, Verde was unable to locate an account with the information provided on the initial 

complaint.  However, if Ms.  believes that she has an account with Verde, we 

recommend that she provide the account number in question or send us a copy of her invoice 

for review.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

Ms.  information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest 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>

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 
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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: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, February 08, 2019 1:00 PM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK: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: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS: New Lebanon, Ohio 45345

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:

 Ms.  is has Power of Attorney over Ms.  account. The complaint is regarding 

sales calls to Ms.  and a possible enrollment of Ms.  account. The service address, 

account number, and number in question are in regards to Ms.  account.

 Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 
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enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

  1.  When was the customer solicited? Please provide copies of  both sales calls.

  2.  What was the agreed upon rate and for how long?

  3.  Has the enrollment come into effect?

  4.  Has the enrollment been cancelled? If so, when?

  5.  Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ce44026d93

6b446967d0508d68dfac242%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685250

5481162386&sdata=Y79ABjQdUmCtMKBnLlZDF0Grnrn3sOAp%2FZmfvggkX%2F4%3D&reserved

=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/7/2019 11:16 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK:ref ]
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To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251394.

Thank you for bringing  concern to our attention and for allowing us to address it.

 has filed a complaint with the Public Utility Commission of Ohio (“PUCO”) because 

she states her elderly mother,  received a call from Verde Energy asking her to 

switch suppliers and that she advised them that she needed to speak to the account holder 

first. She then alleges that Verde contacted her once more and indicated that Ms.  had 

authorized the switch however, that was not the case.

We’d like to confirm that Verde has not received an enrollment under  

Additionally, Verde was unable to locate an account with the information provided. However, if 

Ms.  believes that she has an account with Verde, we recommend that she provide the 

account number in question or send us a copy of her invoice for review.

Lastly, please be aware that Verde takes the nature of this complaint very seriously. As such, 

Ms.  information has been added to our internal “Do Not Call” as well as our “Do Not 

Knock” list.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest 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>

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: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, February 06, 2019 12:16 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK: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: 00251394

COMPANY:

CUSTOMER: 

ADDRESS:  New Lebanon, Ohio 45345

SERVICE ADDRESS:  New Lebanon, Ohio 45345

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:

 Ms.  states her elderly mother,  received a call from Verde Energy asking 

her to switch suppliers. Ms.  advised that she needed to speak with Ms.  before 

enrolling. The Verde representative disconnected the call and called Ms.  back 

immediately advising that Ms.  stated it was okay to enroll. Ms.  states she never 

received a call from Verde and never would have authorized enrollment as Ms.  already 

had a supplier.

  1.  When was the customer solicited? Please provide copies of  both sales calls.

  2.  What was the agreed upon rate and for how long?

  3.  Has the enrollment come into effect?

  4.  Has the enrollment been cancelled? If so, when?

  5.  Please provide a copy of the TPV, welcome letter with terms and conditions, and any other 

documentation relating to the case.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ce44026d93

6b446967d0508d68dfac242%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685250

5481172399&sdata=Ht2jkULeHhgINJhlzHQjx7VYOeAwXGBJB4n%2Fc6%2BLIHE%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

0000003hrxA]

ref:_00Dt0GzXt._500t0EiNxK:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003hwBk]

Email Created Date: 2/13/2019 9:44:24 AM

Email Text Version: 

Case Number: 00251394

Dear Ms. 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) and allowing me to 

address your concerns regarding Verde Energy USA Ohio, LLC (Verde).
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In your complaint, you stated that Verde contacted your elderly mother,  

requesting that she enroll in their services. Ms.  advised the representative that she 

could not enroll without your permission. The Verde representative called her back and advised 

that you had provided permission for her to enroll the account. You stated that you never 

spoke with a representative and you never would have authorized a switch in provided.

Verde’s response was that there is no enrollment or account information for Ms.  in 

their files. The company has added her to their internal “Do Not Call” and “Do Not Knock” lists.

Should you have any additional utility-related questions, please do not hesitate to contact the 

PUCO Call Center at (800) 686-PUCO (7826) or visit our website at www.PUCO.ohio.gov.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/6/2019 1:15 PM

To: 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Case #: 00251394 [ 

ref:_00Dt0GzXt._500t0EiNxK:ref ]

Case Number: 00251394
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Dear 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO) regarding Verde 

Energy USA Ohio LLC.  I opened an investigation on your behalf and will advise you of my 

progress.  Please note that the Company has three business days in which to respond to my 

initial information request.

Your case number is 00251394. If you have questions or need additional information, please 

contact me at (800) 686-PUCO (7826) or via our web site at www.PUCO.ohio.gov.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [noreply@puc.state.oh.us]

Sent: 2/5/2019 2:12 PM

To: 

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - Your Case #00251394



Case Number: 00251394 22

Dear  on behalf of 

Thank you for contacting the Public Utilities Commission of Ohio (PUCO).  Your case number is 

00251394.

A PUCO Call Center Representative will contact you as soon as possible to discuss your case.

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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._500t0EiNxK: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: 00251552 Owner: Darita Patterson

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: 02-06-2019 Date Closed: 02-06-2019

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: Akron 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: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Cancellation Issues

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:

Customer enrolled with Verde last week and has no idea what his contract terms are or even the rate.  When I asked 
the rate he said a dollar less per Kwh than DEO.  Explained kWh's are electric.  Stressed the importance of knowing 
and understanding contract terms before providing any account information as these are legally binding contracts and 
once they are on the bill there's nothing we can do about the rate if its billed per the contract terms.  
I asked if he's rcvd his switch notice from DEO yet.  He has.  I asked when he had to respond by in order to prevent 
the switch. He said 2/7. Provided DEO number and suggested he call to cancel immediately if this is not what he 
wants.  Informed him of importance of watching the mail for switch letters so he can respond timely.  There may be 
an electric enrollment.
ICB.

Case Comments

Created Date Comment

2/6/2019 10:21:31 AM

Customer enrolled with Verde last week and has no idea what his contract terms are 

or even the rate.  When I asked the rate he said a dollar less per Kwh than DEO.  

Explained kWh's are electric.  Stressed the importance of knowing and understanding 

contract terms before providing any account information as these are legally binding 

contracts and once they are on the bill there's nothing we can do about the rate if its 

billed per the contract terms.  

I asked if he's rcvd his switch notice from DEO yet.  He has.  I asked when he had to 

respond by in order to prevent the switch. He said 2/7. Provided DEO number and 

suggested he call to cancel immediately if this is not what he wants.  Informed him of 

importance of watching the mail for switch letters so he can respond timely.  There 

may be an electric enrollment.  

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: Darita Patterson Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 





Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00250666 Owner: Lee Garry

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Comment Added Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 01-31-2019 Date Closed: 

Case Age in Business Days: 68

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email: 

Service Address Information

Service Account Number: Service Address County: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Columbus 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: Billing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Billing Dispute

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:

Case Comments

Created Date Comment

1/31/2019 3:57:51 PM

Customer states they were billed for AEP and Verde for Nov to Dec $213.  Now she is 

billed $500 this month and Verde says they did not charge for supplier charges Nov to 

Dec.  Current bill Dec to Jan in dispute.  

explained time frames.

4/11/2019 9:22:25 AM Placed call to customer to update still working on issue.  no answer- no vm.

4/30/2019 3:16:14 PM call to customer. no answer no vm.

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: Lee Garry Last Modified by: Lee Garry

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 1/31/2019 4:35:36 PM

Email Text Version: 

Initial Submission of a Consumer Complaint



Case Number: 00250666 3

Please Respond Within 10 Business Days

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: 

 Columbus, Ohio 43231

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

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: 2/4/2019 12:05:29 PM

Email Text Version: 

2/4/19

Below are the responses to your inquiries based on the customer's concerns.  I have provided 

AEP-Ohio's response next to the individual questions to ensure that each question has been 

answered.

1.  Please hold any disconnections while this is being disputed.

A.  There is no pending disconnect for non-payment scheduled for the account at this time.
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2.  Please provide 4 month bill copies.

A.  Attached are copies of the requested bill copies.

3.  Was there Verde charges on the Nov to Dec bill cycle?

A.  Verde charges on the November bill:  $118.56;  December bill:  $213.96;  January bill:  

$395.97 ($213.96 and $182.01).  Our records indicate that Verde became the provider for this 

account effective 10/17/2018.  A drop for the provider is pending for 2/18/2019.

Additional Information:

·       It appears that the December charges were submitted twice by Verde -- once in December 

when the charges should have been and again in January along with the actual January usage.

·       The customer will need to dispute this matter through Verde for the credit of the double 

billing.

·       Attached is an account billing and payment history for your review.

Today, 2/4/19, an AEP Ohio credit coordinator spoke with  about her account.  

The coordinator explained that Verde did submit the December charges to AEP to include on 

the monthly bill twice -- once in December and again in January.  The coordinator advised that 

Verde will need to correct this and send a credit for AEP to include on the account.  The 

coordinator explained that her account is not subject to disconnect for non-payment as she is 

current.  The coordinator provided his direct contact information so that in the future if Verde 

is not timely in their correction, she can contact him directly and he will extended her account 

so that it is not disconnected because of Verde's issue.

Please consider this issue resolved.

Thanks,

Sherry

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Thursday, January 31, 2019 4:36 PM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]
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Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  Columbus, Ohio 43231

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

 This customer feels she was charged for Verde charges on the Nov 2018 to Dec 2018 billing 

cycle and paid that bill.  This month she says she has a bill with Verde charges for 2 months and 

is disputing those charges.

*****************************

Please hold any disconnections while this is being disputed.  Please provide 4 month bill copies.   

Was there Verde charges on the Nov to Dec bill cycle?

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3Dnpel2PWbjUCopWRvQB8N1BBXC3YSbWEAvLN5CcuWy7g%2

6s%3DvjGYEBcHj-

MBozoghDU3Yf9UKUwG1W2rXn9YzRQhfxk%26e%3D&data=02%7C01%7CContactThePUCO%4

0puco.ohio.gov%7C3f8173c9731d4ddcd71008d68ac2b58e%7C50f8fcc494d84f0784eb36ed57c7

c8a2%7C0%7C0%7C636848967242314902&sdata=UjwtKl09u9ZE4tX4eckwhjv6kz8giQmGx0AGF

u%2BBxG4%3D&reserved=0>
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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.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003hmnx]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 2/22/2019 2:13:07 PM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00250666COMPANY: CUSTOMER:  ADDRESS:  Columbus, 

Ohio

43231SERVICE ADDRESS:  Columbus,

Ohio 43231AIQ:

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 was charged twice for recent charges.  I verified the 

following info from AEP.

Verde charges on the November bill:  $118.56;  December bill:  $213.96;  January bill:  $395.97 

($213.96 and $182.01).  Our records indicate that Verde became the provider for this account 

effective 10/17/2018.  A drop for the provider is pending for 

2/18/2019. *****************************Please explain why the customer was billed 

twice and correct the billing.  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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Case Number: 00250666 28

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._500t0EhvgA:ref

Email Created Date: 2/26/2019 4:29:49 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00250666.

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 a double charge she states she received from Verde and she wants the invoice 

reviewed and corrected.

Investigative Results:

  *   On 11/15/2018, invoice for service period of 10/16/2018 � 11/14/2018 generated for 

$118.56

  *   On 11/21/2018, Verde received payment for $118.56.

  *   On 12/18/2018, invoice for service period of 11/14/2018 � 12/17/2018 generated for 

$213.96.

  *   On 12/19/2018, the invoice rejected and reversed on Verde�s account.

  *   On 12/28/2018, Verde received payment for $213.96. This payment left a credit with Verde 

of $213.96

  *   On 1/21/2019, invoice for service period of 11/14/2018 � 12/17/2018 re-generated for 

$213.98. Due to the $213.96 credit already on account, left the balance at $0.00.

     *   On this same day, invoice for service period of 12/17/2018 � 1/18/2019 generated for 

$182.01.

  *   On 2/7/2019, Verde received payment for $182.01.

  *   On 2/18/2019, the account with Verde terminated.



Case Number: 00250666 29

  *   On 2/19/2019, invoice for service period of 1/18/2019 � 2/18/2019 generated for $269.45.

  *   On 2/22/2019, Verde received PUCO Complaint No. 00250666.

Outcome:

Verde would like to confirm that on 12/18/2019 the invoice for service period of 11/14/2018 � 

12/17/2018 generated for $213.96; however, on 12/19/2018 Verde received an inbound 

transaction, which cancelled the invoice causing the account to re-generate the invoice on 

1/21/2019 for the unpaid amount of $213.96. We would like to confirm that  was 

not double billed, as this is the same invoice for a service period that previously generated but 

cancelled prior to being paid.

Additionally, I have attached a visual spreadsheet of the invoices, payments and current 

balance that are reflecting on  page.

Lastly, we would like to confirm that the cancelation date of 2/18/2019 was 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: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Friday, February 22, 2019 1:13 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA: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: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  Columbus, Ohio 43231

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: 00250666 30

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 was charged twice for recent charges.  I verified the following info from AEP.

Verde charges on the November bill:  $118.56;  December bill:  $213.96;  January bill:  $395.97 

($213.96 and $182.01).  Our records indicate that Verde became the provider for this account 

effective 10/17/2018.  A drop for the provider is pending for 2/18/2019.

 *****************************

Please explain why the customer was billed twice and correct the billing.

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%7C66690fcd17

534181a01308d69c314e83%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636868133

856475818&sdata=cj2Io4cJTyg3QiPlayL9P58GBrfLiz4N3JGr7imUaKA%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

0000003iDVE]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 2/26/2019 4:48:57 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00250666 31

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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

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: 3/4/2019 3:55:41 PM

Email Text Version: 

3/4/19

In regard to the follow-up submitted, 2/26/19, the CRES charges were duplicated, see 

attachment.

Please consider this request fulfilled.

Thanks,

Sherry
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From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 26, 2019 4:49 PM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: Columbus, Ohio 43231

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 see response from Verde below.  Verde states the initial invoice for December 18, 2018 

rejected so, those charges were re-submitted on Jan 21.  Please verify the customer was only 

charged once for the $213.96 charges.

  *   On 11/15/2018, invoice for service period of 10/16/2018 � 11/14/2018 generated for 

$118.56

  *   On 11/21/2018, Verde received payment for $118.56.
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  *   On 12/18/2018, invoice for service period of 11/14/2018 � 12/17/2018 generated for 

$213.96.

  *   On 12/19/2018, the invoice rejected and reversed on Verde�s account.

  *   On 12/28/2018, Verde received payment for $213.96. This payment left a credit with Verde 

of $213.96

  *   On 1/21/2019, invoice for service period of 11/14/2018 � 12/17/2018 re-generated for 

$213.98. Due to the $213.96 credit already on account, left the balance at $0.00.

     *   On this same day, invoice for service period of 12/17/2018 � 1/18/2019 generated for 

$182.01.

  *   On 2/7/2019, Verde received payment for $182.01.

  *   On 2/18/2019, the account with Verde terminated.

  *   On 2/19/2019, invoice for service period of 1/18/2019 � 2/18/2019 generated for $269.45.

  *

  *    Verde would like to confirm that on 12/18/2019 the invoice for service period of 

11/14/2018 � 12/17/2018 generated for $213.96; however, on 12/19/2018 Verde received an 

inbound transaction,which cancelled the invoice causing the account to re-generate the invoice 

on 1/21/2019 for the unpaid amount of $213.96. We would like to confirm that  

was not double billed, as this is the same invoice for a service period that previously generated 

but cancelled prior to being paid.

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DQ8_AzLxTmDzd43S6fC6LEN1qpeIjyyLJ_3deUmyZXx4%26s%3

DeDI-aiYHxYfkhcJ3-

c2ysHJAdtEKZPHhogU34kUcIPU%26e%3D&data=02%7C01%7CContactThePUCO%40puco.ohio.

gov%7C4951f086c6d547d5517708d6a0e3851c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0

%7C0%7C636873297371800352&sdata=IuW2L6ABA3DHXx6WhPMxdl9DpkokRkrhAvmrFOoJnH

M%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

0000003iOWH]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 3/8/2019 1:55:15 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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: 3/8/2019 3:16:17 PM

Email Text Version: 

Good Afternoon,

Verde records reflect that  does not have a balance as owed with Verde. If  

 feels that the balance shown on her AEP invoice is incorrect, then we recommend her 

to contact the utility directly and not Verde.

Verde cannot withdraw any invoices or charges that are reflecting on her invoice.

Kindest regards,

Xiomara Mendoza

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 12:55 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA: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: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: Columbus, Ohio 43231

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 your response you stated:On 1/21/2019, invoice for service period of 11/14/2018 � 

12/17/2018 re-generated for $213.98. Due to the $213.96 credit already on account, left the 

balance at $0.00.
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  *   On this same day, invoice for service period of 12/17/2018 � 1/18/2019 generated for 

$182.01.

However, how did the customer know to pay $213.96 exactly if the invoice rejected?  I 

reviewed the AEP bills and the $213.96 charge is on the bill and AEP reports that the invoice did 

not reject.  Hence the reason you got paid for the charge before you re-generated the charge.  

The second charge is still sitting due on the customer's bill and needs to be withdrawn as they 

do not need to pay it twice.

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%7C30120a32ee

944741b69608d6a402e877%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63687672

9742787477&sdata=xWfTKsuYuyV9ofX0CfOu4w9zukR9LoAsccY3GEOGMrk%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

0000003ig8X]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 3/13/2019 11:06:45 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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

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: 3/13/2019 11:33:27 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   
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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: 3/13/2019 2:52:00 PM

Email Text Version: 

Hi Lee � the attached spreadsheet from Verde did not come through.  Will you please re-send.

Thanks,

Sherry

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Wednesday, March 13, 2019 11:07 AM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: Columbus, Ohio 43231

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 see attached spreadsheet from Verde showing $213 charge rejected by EDU.

Since the customer dropped the supplier has this charge been removed from the customer's 

balance?

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DvcuM7VPUzkwi33NKaBtb5yf_cJCWN2k9DG_e20oafjM%26s

%3DYzQ0qyKbIaHQgC9Q-

aqdfeK2tvO9Ng0apvgHpKJ6Cqw%26e%3D&data=02%7C01%7CContactThePUCO%40puco.ohio.

gov%7C5b0dfcd470a04fabd01808d6a7e4f725%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%

7C0%7C636880999172184262&sdata=gnSHG6cyZrEctTOLQKJ70q1vmF%2BA8IrYf1ZjzdvPfpo%3

D&reserved=0>
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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.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004Mbxg]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 3/13/2019 2:59:05 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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)



Case Number: 00250666 41

www.PUCO.ohio.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 3:19:19 PM

Email Text Version: 

3/14/19

Since the customer dropped the supplier has this charge been removed from the customer's 

balance?

The last charge from Verde was $269.45 for service period 1/18/19 to 2/18/19.  That was the 

last time they could charge the account.  Verde has not sent any adjustments for this account.

Please consider this request fulfilled.

Thanks,

Sherry

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Wednesday, March 13, 2019 11:07 AM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231
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SERVICE ADDRESS: Columbus, Ohio 43231

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 see attached spreadsheet from Verde showing $213 charge rejected by EDU.

Since the customer dropped the supplier has this charge been removed from the customer's 

balance?

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DvcuM7VPUzkwi33NKaBtb5yf_cJCWN2k9DG_e20oafjM%26s

%3DYzQ0qyKbIaHQgC9Q-

aqdfeK2tvO9Ng0apvgHpKJ6Cqw%26e%3D&data=02%7C01%7CContactThePUCO%40puco.ohio.

gov%7C974db8b2775d4a532dbe08d6a8b1f20f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0

%7C0%7C636881879556344175&sdata=o5Ex%2BrfNXW9P54ASF%2FjQxoqc3FqcihLzW67ICOXf

Z98%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

0000004Mbxg]
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ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 4/1/2019 12:06:14 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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

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: 4/1/2019 2:53:13 PM

Email Text Version: 

4/1/19

Hi Lee,



Case Number: 00250666 44

The charge of $213.96 still appears on the customer statement.  Verde has up to May 8, 2019 to 

reverse the charge or send check to customer after.  AEP Ohio does not have a way to manage 

CRES corrections.

Please consider this request fulfilled.

Thanks,

Sherry

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Monday, April 1, 2019 12:06 PM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: Columbus, Ohio 43231

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: 00250666 45

The last charge from Verde was $269.45 for service period 1/18/19 to 2/18/19.  That was the 

last time they could charge the account.  Verde has not sent any adjustments for this account.

 *****************************

Verde has been dropped as the supplier.  When will this charge be reversed back to Verde and 

removed from the customer's balance?

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DZvyaORgsE6Y4rU7zT9ocEg7BB2kbwlP4pptL0iTs1LE%26s%3D

vXfq2SYQZKgJvnNquu0drDp79vyuJqtGCz2jVvUx77M%26e%3D&data=02%7C01%7CContactThe

PUCO%40puco.ohio.gov%7C03b67f4cb256493a378908d6b6d2f709%7C50f8fcc494d84f0784eb

36ed57c7c8a2%7C0%7C0%7C636897414539832893&sdata=0mhSPVo4qzKUD2onCL%2Bes3he

PkcxjgDHsTSpK1Fkkls%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

0000004N8I3]

ref:_00Dt0GzXt._500t0EhvgA:ref

Email Created Date: 4/5/2019 11:15:21 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00250666 46

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

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

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: 4/18/2019 1:42:57 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY: 

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS:  !Case.Service_Address_City__c}, Ohio 43231

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   



Case Number: 00250666 47

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: 4/18/2019 2:13:01 PM

Email Text Version: 

4/18/19

Below are the responses to your follow-up inquiries submitted on 4/5/19.  I have provided AEP-

Ohio's response next to the individual questions to ensure that each question has been 

answered.

This account has closed effective 03.31.2019.

The CRES does have until May 8 to reverse the charges with AEP Ohio.

AEP Ohio cannot confirm how any CRES apply credit or debits on their system.

Please consider this request fulfilled.

Thanks,

Sherry

.

From: Lee Garry <contactthepuco@puc.state.oh.us>



Case Number: 00250666 48

Sent: Thursday, April 18, 2019 1:43 PM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250666 [ 

ref:_00Dt0GzXt._500t0EhvgA:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250666

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43231

SERVICE ADDRESS: Columbus, Ohio 43231

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 says the charge was rejected by AEP and AEP says Verde charged the customer twice.  

Neither company is able to resolved the discrepancy to the customer's bill.

I asked for clarification of your last response on April 5.  Will the $213 charge be removed from 

the customer's bill and returned to Verde?

Is this the only way for this charge to be removed from the customer's AEP bill?

Sincerely,

Lee Garry



Case Number: 00250666 49

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%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMFAw%26c%3D16VmlS4MonZN71XwTUYWYA%26r%3

D-

ArkQxgp5umjFHx5tr_bfmid2ouGRMQ50TlKjOOSrXs%26m%3D0BxrRFNvzggBvCLbYY53Il_hakDt

wE9rUilpU_r9eec%26s%3DOFrNurf1rnqNfjiOxQEN7mAor96fQRRYfit5wltTa5Q%26e%3D&data=

02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ccbecede68bb440d60f8608d6c4297b15%7

C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636912079773136434&sdata=kkszekOq0

lV5oJN%2FSNjegqOC2bIc0Axt2FqwMcZHZfg%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.

ref:_00Dt0GzXt._500t0EhvgA:ref

Case Images

Created Date Images

4/18/2019 2:13:02 PM

4/18/2019 2:13:02 PM





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

   39825   

COLUMBUS, OH 43231-3005

CY 14

Notes from AEP Ohio:

    Usage History (kWh):

Sep Oct

59
5

1,
20
0

2018      

Need to get in touch?

Customer Operations Center: 1-855-654-7477

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Supply
Charge
$66.15

Delivery
Charge
$82.49

Current bill summary:
Billing from 09/18/18 - 10/16/18 (29 days)

$148.64
Current Charges

kWh
1,200

Bill mailing date is Oct 16, 2018
Account #

Amount due on or before
November 1, 2018 $117.89

SERVICE ADDRESS:     COLUMBUS, OH 43231-3005

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

14864

Account 

    COLUMBUS, OH 43231-3005

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
November 1, 2018 $117.89

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

We’ve changed our payment address! The new address is PO Box 
371496, Pittsburgh, PA 15250-7496. Please update your records or
any bill-pay services to avoid late fees or service disruption.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

 

   39827

Line Item Charges:

Previous Charges

Amount Due After Payment Agreement $ .00

Payment Agreement Amount Due  72.00

Payment 09/21/18 - Thank You -72.00

Payment 09/24/18 - Thank You  -140.00

Payment Agreement Installment Due 7.18

Payment Agreement Installment Due  18.93

Payment Agreement Installment Due 36.78

Previous Balance Due $ -77.11*

Remaining Payment Agreement Amount 294.27

Remaining Payment Agreement Amount 151.40

Remaining Payment Agreement Amount 57.43

Accumulated AMP Balance .00

Previous Accumulated PIPP Balance .00

Accumulated PIPP Balance .00

Total Previous Balance $ 425.99

Current AEP Ohio Charges

Tariff 013 - Residential Service  10/16/18
Service Delivery Identifier: 

Generation Service (Supply) $ 65.38

Transmission Service 24.05

Distribution Service 47.67

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.37

Power Purchase Agreement Rider .77

Current Electric Charges $ 148.64 

Average Monthly Payment (AMP) Amount Due $ 195.00*

Total Account Balance $ 574.63

Total Balance Due
*Charges make up the "Total Balance Due"

$ 117.89

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 605 kWh

Avg. Daily Cost:
 $0.47

Avg. Temperature:
 6 °F

Oct '17 Sep '18 Oct '18
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59
5

12
00

Oct '17 Sep '18 Oct '18

$0
.0
0

$5
.6
0

$5
.1
3

Oct '17 Sep '18 Oct '18

0º
F

71
ºF

65
ºF

Total usage for the past 12 months: 595 kWh

Average (Avg.) monthly usage: 595 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

53663 Actual 54863 Actual  1200 1,200 kWh

Service Period 09/17 - 10/16 Multiplier 1

Next scheduled read date should be between Nov 13 and Nov 16 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 013,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.18
Energy Efficiency Programs: $2.78

Peak Demand Reduction Programs: $1.29

Your Average Monthly Payment (AMP) plan amount due is $117.89.
The amount due would be based on your Current Charges of 
$148.64 if you were not on the AMP plan.  We will reevaluate your 
AMP payment in September.  Please see the line item charges for 
your accumulated balance.

Thank you for being a paperless customer!  Sign up for billing and 
outage alerts to stay informed. You can manage your account by 
logging in at aepohio.com.

In case number 16-1852-EL-SSO, the PUCO approved an adjustment
to Ohio Power Company’s Purchased Power Agreement (PPA) 
Rider effective with this bill. The PPA allows AEP Ohio to collect or 
pass back the difference between total costs and revenues 
associated with a specific purchase power agreement. A residential 
customer using 1,000 kWh of electricity will see an increase of 
$0.55 per month.

The Public Utilities Commission of Ohio, in case number 
18-1256-EL-RDR, approved AEP Ohio's request to adjust its 
Economic Development Rider (EDR) effective with this bill.  The 
EDR supports industrial customers that retain and increase Ohio 
jobs. A residential customer using 1,000 kWh of electricity will see 
an increase of $0.27 per month. 

The Public Utilities Commission of Ohio in Case number 
15-1549-EL-RDR on September 5, 2015 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.43 per month.



 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.



Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

   44873   

COLUMBUS, OH 43231-3005

CY 14

Notes from AEP Ohio:

    Usage History (kWh):

Sep Oct Nov

59
5

1,
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1,
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2018              

Need to get in touch?

Customer Operations Center: 1-855-654-7477

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Delivery
Charge
$99.62

Supplier
Charges
$118.56

Current bill summary:
Billing from 10/17/18 - 11/14/18 (29 days)

$218.18
Current Charges

kWh
1,562

Bill mailing date is Nov 15, 2018
Account 

Amount due on or before
December 3, 2018 $281.45

SERVICE ADDRESS:    , OH 43231-3005

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

9962

Account 

    COLUMBUS, OH 43231-3005

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
December 3, 2018 $281.45

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

In May 2018, our payment address changed! The new address is PO 
Box 371496, Pittsburgh, PA 15250-7496. Please update your 
records and any bill-pay services to avoid fees or service 
interruptions. If you have updated your records no action is needed.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

 

Account 

   44875

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 117.89

Payment 10/22/18 - Thank You  -117.89

Payment Agreement Installment Due 7.18

Payment Agreement Installment Due  18.93

Payment Agreement Installment Due 36.78

Previous Balance Due $ 62.89*

Remaining Payment Agreement Amount 257.49

Remaining Payment Agreement Amount 132.47

Remaining Payment Agreement Amount 50.25

Accumulated AMP Balance -46.36

Previous Accumulated PIPP Balance .00

Accumulated PIPP Balance .00

Total Previous Balance $ 456.74

Current AEP Ohio Charges

Tariff 820 - Residential Service  11/14/18
Service Delivery Identifier: 

Transmission Service $ 31.31

Distribution Service 56.01

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.90

Power Purchase Agreement Rider 1.00

Current Electric Charges $ 99.62 

Average Monthly Payment (AMP) Amount Due $ 100.00*

Current Verde Energy USA Ohio 

Service Delivery Identifier:  11/14/18

Energy Charge: 1562.00 Kh @ 0.075900000 $ 118.56

Current Supplier Balance Due $ 118.56*

More Line Item Charges:

Total Account Balance $ 674.92

Total Balance Due
*Charges make up the "Total Balance Due"

$ 281.45

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 362 kWh

Avg. Daily Cost:
 $1.69

Avg. Temperature:
 22 °F
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Total usage for the past 12 months: 1,795 kWh

Average (Avg.) monthly usage: 898 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

54863 Actual 56425 Actual  1562 1,562 kWh

Service Period 10/16 - 11/14 Multiplier 1

Next scheduled read date should be between Dec 14 and Dec 19 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.54
Energy Efficiency Programs: $3.62

Peak Demand Reduction Programs: $1.68

Your Average Monthly Payment (AMP) plan amount due is $281.45.
The amount due would be based on your Current Charges of 
$218.18 if you were not on the AMP plan.  We will reevaluate your 
AMP payment in September.  Please see the line item charges for 
your accumulated balance.

Thank you for being a paperless customer!  Sign up for billing and 
outage alerts to stay informed. You can manage your account by 
logging in at aepohio.com.

The Public Utilities Commission of Ohio in Case number 
15-1549-EL-RDR on September 5, 2015 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.43 per month.



 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC. 
This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

In Case Nos. 18-1007-EL-UNC and 18-1451-EL-ATA, the Commission 
approved a reduction to rates that reflects the pass back of the 
remaining tax savings recognized through the Tax Cuts and Jobs 
Act of 2017. The credits will be provided through the Tax Savings 
Credit Rider, the Distribution Investment Rider and the Pilot 
Throughput Balancing Adjustment Rider.  These riders will be 
updated until such time that the credit is fully distributed. A 
residential customer using 1,000 kilowatt hours will see a reduction 
of ($3.23) effective with this bill.

Register for online services at www.AEPOhio.com. Registration is  
free and easy and gives you the convenience of 24-hour access to 
your account. You can sign up for paperless billing, view your bill, 
check your usage, update your contact information, and much 
more.



Turn over for important information!Please tear on dotted line.
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-855-654-7477

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Delivery
Charge
$169.46

Supplier
Charges
$213.96

Current bill summary:
Billing from 11/15/18 - 12/17/18 (33 days)

$383.42
Current Charges

kWh
2,819

Bill mailing date is Dec 18, 2018
Account 

Amount due on or before
January 3, 2019 $377.85

SERVICE ADDRESS:     COLUMBUS, OH 43231-3005

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

16946

Account 

    COLUMBUS, OH 43231-3005

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
January 3, 2019 $377.85

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

In May 2018, our payment address changed! The new address is PO 
Box 371496, Pittsburgh, PA 15250-7496. Please update your 
records and any bill-pay services to avoid fees or service 
interruptions. If you have updated your records no action is needed.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

 

Account 

   44745

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 281.45

Payment 11/19/18 - Thank You  -281.45

Payment Agreement Installment Due 7.18

Payment Agreement Installment Due  18.93

Payment Agreement Installment Due 36.78

Previous Balance Due $ 62.89*

Remaining Payment Agreement Amount 220.71

Remaining Payment Agreement Amount 113.54

Remaining Payment Agreement Amount 43.07

Accumulated AMP Balance -46.74

Previous Accumulated PIPP Balance .00

Accumulated PIPP Balance .00

Total Previous Balance $ 393.47

Current AEP Ohio Charges

Tariff 820 - Residential Service  12/17/18
Service Delivery Identifier: 

Transmission Service $ 56.51

Distribution Service 98.04

Customer Charge 8.40

Deferred Asset Phase-In Rider 4.70

Power Purchase Agreement Rider 1.81

Current Electric Charges $ 169.46 

Average Monthly Payment (AMP) Amount Due $ 101.00*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier: 12/17/18

Energy Charge: 2819.00 Kh @ 0.075900000 $ 213.96

Current Supplier Balance Due $ 213.96*

More Line Item Charges:

Total Account Balance $ 776.89

Total Balance Due
*Charges make up the "Total Balance Due"

$ 377.85

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 1257 kWh

Avg. Daily Cost:
 $1.70

Avg. Temperature:
 8 °F
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Total usage for the past 12 months: 3,357 kWh

Average (Avg.) monthly usage: 1,119 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

56425 Actual 59244 Actual  2819 2,819 kWh

Service Period 11/14 - 12/17 Multiplier 1

Next scheduled read date should be between Jan 17 and Jan 22 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $2.77
Energy Efficiency Programs: $6.54

Peak Demand Reduction Programs: $3.02

Your Average Monthly Payment (AMP) plan amount due is $377.85.
The amount due would be based on your Current Charges of 
$383.42 if you were not on the AMP plan.  We will reevaluate your 
AMP payment in September.  Please see the line item charges for 
your accumulated balance.

Thank you for being a paperless customer!  Sign up for billing and 
outage alerts to stay informed. You can manage your account by 
logging in at aepohio.com.

In Case No. 16-1852-EL-SSO, the Public Utilities Commission of Ohio
approved adjustments to Ohio Power Company’s gridSMART Phase
2 rider. This rider allows the Company to recover costs for grid 
modernization projects.  A residential customer using 1,000 kWh 
per month will see an increase of $0.16 per month.



In Case No. 12-2627-EL-RDR, the PUCO approved an adjustment to 
decrease the Distribution Investment Rider, effective with this bill.  
This rider, which is adjusted quarterly, recovers capital costs 
associated with distribution infrastructure. A residential customer 
using 1,000 kWh per month will see a decrease of $0.05 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC. 
This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

To avoid unnecessary delays in crediting your electric payment, 
please do not paper clip or staple your check to the bill payment 
stub.

*If you pay your electric bill in person, remember to pay only at 
AUTHORIZED pay stations. These locations send notice of your 
payment immediately to AEP Ohio  which could prevent service 
disconnection. Pay stations may charge a fee for this service. Keep 
your receipt as proof of payment. For a list of authorized pay 
stations or other payment options, visit our website at
www.aepohio.com or call the number above.**

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.



Turn over for important information!Please tear on dotted line.

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-855-654-7477

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Delivery
Charge
$145.87

Supplier
Charges
$182.01

Current bill summary:
Billing from 12/18/18 - 01/18/19 (32 days)

$327.88
Current Charges

kWh
2,398

Bill mailing date is Jan 21, 2019
Account 

Amount due on or before
February 6, 2019 $550.86

SERVICE ADDRESS:    , COLUMBUS, OH 43231-3005

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

14587

Account #

    COLUMBUS, OH 43231-3005

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
February 6, 2019 $550.86

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Your Average Monthly Payment (AMP) plan amount due is $550.86.
The amount due would be based on your Current Charges of 
$327.88 if you were not on the AMP plan.  We will reevaluate your 
AMP payment in September.  Please see the line item charges for 
your accumulated balance.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

 

Account #

   47437

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 377.85

Payment 12/21/18 - Thank You  -377.85

Payment Agreement Installment Due 7.18

Payment Agreement Installment Due  18.93

Payment Agreement Installment Due 36.78

Previous Balance Due $ 62.89*

Remaining Payment Agreement Amount 183.93

Remaining Payment Agreement Amount 94.61

Remaining Payment Agreement Amount 35.89

Accumulated AMP Balance 21.72

Previous Accumulated PIPP Balance .00

Accumulated PIPP Balance .00

Total Previous Balance $ 399.04

Current AEP Ohio Charges

Tariff 820 - Residential Service  01/18/19
Service Delivery Identifier: 

Transmission Service $ 48.07

Distribution Service 82.85

Customer Charge 8.40

Deferred Asset Phase-In Rider 4.10

Power Purchase Agreement Rider 2.45

Current Electric Charges $ 145.87 

Average Monthly Payment (AMP) Amount Due $ 92.00*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  12/17/18

Energy Charge: 2819.00 Kh @ 0.075900000 $ 213.96

More Line Item Charges:

Service Delivery Identifier: 00040621028669931 01/18/19

More Line Item Charges:

Service Delivery Identifier:  01/18/19

Energy Charge: 2398.00 Kh @ 0.075900000 $ 182.01

Current Supplier Balance Due $ 395.97*

Total Account Balance $ 940.88

Total Balance Due
*Charges make up the "Total Balance Due"

$ 550.86

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 421 kWh

Avg. Daily Cost:
 $0.58

Avg. Temperature:
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Total usage for the past 12 months: 6,176 kWh

Average (Avg.) monthly usage: 1,544 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

59244 Actual 61642 Actual  2398 2,398 kWh

Service Period 12/17 - 01/18 Multiplier 1

Next scheduled read date should be between Feb 15 and Feb 20 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $2.88
Energy Efficiency Programs: $5.56

Peak Demand Reduction Programs: $2.57

Thank you for being a paperless customer!  Sign up for billing and 
outage alerts to stay informed. You can manage your account by 
logging in at aepohio.com.

In case number 16-1852-EL-SSO, the Public Utilities Commission of 
Ohio approved adjustments to Ohio Power Company’s Purchased 
Power Agreement (PPA) Rider.  The PPA allows AEP Ohio to 
collect or pass back the difference between total costs and 
revenues associated with a specific purchase power agreement.  A 
residential customer using 1,000 kWh of electricity will see an 
increase of $0.38 per month



Pursuant to state law in Case No. 18-976-EL-USF the Universal 
Service Fund (USF) rider has been adjusted effective with this bill. 
The USF helps low income customers avoid disconnect during the 
winter. A residential customer using 1,000 kWh per month will see a
decrease of $0.01.

The Public Utilities Commission of Ohio in Case number 
16-2154-EL-RDR on December 5, 2018 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.60 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC. 
This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.
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