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Kira Jordan - COctober 10, 2019

THE REPORTER. On the record, please

state your stipul ations.

MS. O BRI EN: OCC has none. This is

Angel a O Bri en.
MR, PROANG This is David Proano,

counsel for Verde Energy. W have no stipul ati ons.

THE REPORTER: Could we do roll call real
quick? I'msorry, | skipped ahead with the
sti pul ati ons.

M5. KEENE: Al exis Keene, general counsel

f or Verde.

M5. OBRIEN: And this is Angela O Brien

for OCC.
MR OLIKER Joe diker wth |IGS Energy.
M5. OBRIEN: W also have in the room
wth us, again, Chris Healey with OCC and JimWIIlians.

And Bryce McKenney who is al so counsel with OCC, he is

al so on the phone.

MR SHAFFER: Andy Shaffer, OChio General
Attorney's O fice on behalf of Staff.

M5. RAMSEY:

Nedra Ransey for PUCO Staff.

M5. SCARBERRY: Mel i ssa Scar berry, PUCO
St af f.
M5. TAMPESCUS:

Al l a Tenpesta, PUCO

St af f.
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Kira Jordan - COctober 10, 2019

MR. PROANO. And | believe you have ny

nane but just for the record, David Proano, counsel for

Verde Energy USA Chio, LLC

THE REPORTER: Thank you. Are there any

ot her stipulations that you would |i ke to make?

M5. O BRI EN: None from OCC.

MR, PRCANO | would |ike to make a
statenent on the record before we start. W have, from

the very beginning of this case, objected to the

producti on of any conpetitive business trade secret

information to | GS Energy, the intervenor. W' ve been

very cl ear about that position fromthe very begi nni ng.

Consi stent with that position and the

protection of trade secrets under Chio | aw, whenever

t here has been sensitive conpetitive busi ness

information that's not relevant to any clains that |I1GS

Ener gy may have agai nst Verde Energy, we have not

provided that to I GS Energy. W' ve been very cl ear

about that for this entire case.

M. diker is counsel for |IGS Energy,

he's on this tel ephone conference for this deposition.

And so I'd like to make clear that we wll continue to

protect Verde Energy's sensitive trade secret and
sensitive conpetitive business infornmation that is not

relevant to any clains that | GS Energy may have. For

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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that reason, | would |like to seek an agreenent for

M. diker that if it cones to a docunent or testinony

that we consider to be trade secret information, that

is not relevant to the clainms | GS may have, that we

have M. d i ker | eave the conference and we will advi se

M. diker by e-mail when we're done di scussing that

i nformati on.

After this deposition, | would |like the

opportunity also to review the transcript without IGS

Energy seeing it first, for us to be able to mark as

confidential and subject to a protective agreenent that

sensitive trade secret and busi ness conpetitive

information prior to the disclosure of the deposition

transcript to I GS Energy or its filing on the public

record. Thank you.

MR OLI KER: Thank you for that statenent

M. Proano. This is Joe Adiker speaking. W do not

agree to that stipulation. | understand that you don't

practice in front of the Conm ssion very often; but to

ny know edge there is no limtation on IGS s

intervention in this case and the i ssues we nay pursue.
We al so have a protective agreenent in

pl ace which neans that there is a docunent to protect

docunents transmtted between your client or any

information to ny client. That infornmnation cannot be

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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used for any conpetitive purpose or shared with any

i ndi vi dual that has not signed the nondi scl osure

agreenent. Therefore, it would be inappropriate to

limt my client's access to any information in this

deposition, and it would be inconsistent wth

Comm ssion practice. So while you may have concerns

for your client's information, | can assure you that

it's safe and that I will honor any obligations and

ethical obligations to protect that information.
But despite that interest in protecting
your client's information, | amnot going to start a

new process for your client that is inconsistent with

past Conmm ssion practice. So you do what you have to

do if you cone to that issue.

MR. PROANO. WwWell, if we cone to a point

in this deposition where we feel we need to get the

Conm ssion to review whether or not IG5 is entitled to

conpetitive information that has really nothing to do

wth IGS s clains, we may -- after consulting with ny

client, we may halt the depo and seek a protective
or der.

MR OLIKER: And | can assure you | have

revi ewed the protective agreenent in the time in which
this cane up before the deposition started and now, and

there are no restrictions in the agreenent but, of

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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course, we wll keep that information protected and not

share it with any individuals maki ng busi ness deci si ons
consistent with their f eel

obligations. But free to go

ahead and make that decision yourself with your client.
M5. OBRIEN: This is Angela O Brien

Are you guys done?

MR. PROANC | think we are for now.
M5. O BRI EN: Ckay. So with that, I'm
going to go ahead and get started. | did hear that the

W tness was sworn in, so I'll go ahead and get started.

Just for the record, this is the

deposition of Kira Jordan and it's being conducted in

PUCO Case No. 19-958-GE-CA in the matter of the

Commi ssion's investigation into Verde Energy USA Chi o,
LLC s conpliance with the Chio Adm nistrative Code and

potential renedial actions for nonconpliance.

Kl RA JORDAN,

havi ng been first duly sworn, testified as foll ows:

EXAM NATI ON
BY M. O BRI EN

Q Ms. Jordan, could you please state your nane

for the record?

A. Sur e. Ki ra Jordan

Q And coul d you state your business address?

A. | believe it is 12140 W ckchester Lane, Suite

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Kira Jordan - Cctober 10, 2019 10

100, Houston, Texas 77079.

Q Okay. And Ms. Jordan, have you ever been
deposed before?

A Yes, | have.

Q Okay. So you're generally famliar wth
the -- wth the process?

A I think so.

Q And |'' m sure your attorneys have given you

sone i nstructions on, you know, what wl | be happeni ng

and things |like that?

A Yes.
Q Okay. Now, because this is a tel ephonic
question -- or I'msorry -- a tel ephonic deposition,

l"mjust going to ask that you please refrain from

communi cati ng or tal king, passing notes, texting,

whi spering or, et cetera, wth counsel or any other

person in the roomwth you there. And if this does

occur, | would just ask the court reporter to note on

the record when those conmmuni cati ons occur. I'lIl al so

ask that you please turn off your el ectronic devices

and phones to prevent any such communi cati ons. I s that

okay with you?

MR. PROANO. Could | pause there, Angel a?

What are you asking specifically?

M5. O BRIEN:. What |'m asking

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Kira Jordan - Cctober 10, 2019 11

specifically is -- you know, David, | understand that

you're not in the roomw th her.

MR PROANO No, |' m not.

M5. OBRIEN:. So | nean, ny -- | just

don't want any communi cati ons between the w tness and

the attorneys while I"'mtrying to conduct the

deposi ti on. You know, I'mnot there in the roomw th

you, so | can't see what's going on, obviously. And to

t he extent that those kind of activities occur, | just

woul d like for the court reporter to note themfor the

record.

MR, PROANO. Well, | can represent to you

that neither Alexis nor |, apart from a verbal

statenent that's on the record, wll be communicati ng

with Ms. Jordan either electronically or otherw se.

But Ms. Keene and | -- Ms. Keene's going to be able to

have her conputer and her phone on, and | certainly can
communi cate with Ms. Keene, between counsel. So | just
want to make that clear on the record that, you know,

we certainly won't do that with respect to the w tness

and -- but that -- Ms. Keene and | can certainly

communi cate with each ot her.

M5. O BRI EN: Ckay. That's fine. | just

want to avoid any instances where counsel is directing

the witness how to answer a particul ar question. And

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Kira Jordan - Cctober 10, 2019 12

like | said, |"'mnot there in the room so | can't see.

And that's -- that's ny only notation. So with that

understanding, |I'll take you at your word and we can

nove on.

Q (By Ms. OBrien) M. Jordan, | just -- noving

on, | just want to let you know if at any tine you need

a break during the deposition, please just et ne know

and we can take one. The only thing | ask is that if |

have a question pending with you, if you could just

answer the question and then we can take a break

af t er war ds. s that okay with you?

A Yes, sounds good.
MR, PROANO. Could I just interject rea
qui ckly for the court reporter's benefit?
Court reporter, if you hear ny voice, I'm

going to be the one objecting if there's a question

that | believe requires one. This is David Proano.

Hopefully | don't need to announce nyself every tine |

make an obj ecti on. If it's not clear that it's ne

speaki ng, court reporter, please |et nme know. But you

can assune that any objections will conme from David

Proano, counsel for Verde Energy.
THE REPORTER Thank you.
Q (By Ms. OBrien) Gkay. And Ms. Jordan, if

anytinme you don't understand one of ny questi ons,

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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pl ease just let ne know "1l be happy to rephrase it
and nake it easier for you to understand. O, you
know, sonetines | nay not be as clear as | wanted. s

t hat okay with you?

A Yes, that's okay.

Q And it's also in -- you know, this is a

t el ephoni c deposition, so it's particularly inportant

to make sure that all of your responses to ny questions

are verbal because the court reporter can't properly

record a nod or a shaking of the head.
A Under st ood.
Q Do you understand that?

Great, okay.

So as a result -- ny understanding is
that you're the person responsible for verifying
Verde's responses to OCC s interrogatories and requests

for production of docunents, the discovery in this

case. Is that correct?
A Yes, | have signed sone verifications, yes.
Q Ckay. D d you verify all of Verde's

i nterrogatories and request for production of

docunent s?

A | believe so, yes.

Q Geat. And if you -- | believe it's in your

verification to Verde's responses to OCC s first set of
di scovery,

you i ndicate that your position with Verde

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Is a senior director, portfolio managenent, for Verde
Energy USA Chio, LLC, through a shared service
arrangenent with an affiliate of Verde Energy USA Chi o,
LLC. Is that correct?
A One nonent. I'mflipping through the binder.
Yes, ma'am that's correct.

Q Now, what is the shared service arrangenent

wth the affiliate of Verde Energy? Wat does that
mean?

A Well, ina-- 1 guess kind of in -- in
busi ness terns, that neans that in ny role | provide

pricing portfolio managenent functions for Verde Energy

Chi o and al so sone of the other brands.

Q And what ot her brands do you provi de services
for?

A Again, not -- not to try to recall all the
| egal entity names, but again from a business
standpoint, | provide services for Spark, Verde, and
what we call provider brands.

Q And what - -

A And Maj or --

Q -- are provider brands?

A Those woul d i nclude Electricity Maine, ENH
Power, and Provi der Power. Massachusetts.

Q | didn't nean to cut you off.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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And what are -- are those -- are those

retail energy suppliers simlar to Verde Energy?

A Yes.

Q And do they -- what states do those operate

i n?

A Il -- 1 think I1'"d struggle to nane all of the
st at es. | can certainly give it a -- ny best shot.

Q VWll, et nme ask you this: Wat provider
brands do you not provide services for?

A I think I understand your question. | provide
services in sone capacity for all of the again -- in

air quotes -- br ands.

Q Okay.

pr ovi der

So the provider brands would be all

of -- as | understand it, they would be all of the

conpani es that operate under Spark Hol di ng Conpany in

the different states providing retail electric and

retail natural gas supply service; is that correct?

A I " m honestly not sure what all is under Spark
Hol dco. But again, the brands that | work with are
Provi der, Spark, Verde; and | believe | left off Myjor
Ener gy.

Q Okay. Well, we can cone back to that if we
need to. Let's just nbpve on to -- nbve on.

Tell me -- tell nme what your

understanding is of this proceeding. Wy do you think

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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we're here today?

A I mean, ny understanding of why we're here
today is that you would Iike to ask ne questions

perhaps related to the -- you know, the questions in
t he discovery and related to the Staff

Q Ckay.

report.

And so are you famliar with the Staff

report that was filed in this proceeding? | believe it

was initially filed on May 3rd, and then a corrected

version was filed on May 29th. Are you famliar with

t hat ?

A I"'mcertainly famliar with it. | can't say

I'"ve commtted it all to nenory; but, yes, I'mfamliar

wthit.

Q Have you read it?

A I have.

Q Gkay. Now, ny understanding is that Verde
Energy -- and let's just back up a second. If | refer
to "Verde," will you understand ne to nean Verde Energy
USA Chi o, LLC?

A Yes, that is ny understanding of Verde in this

di scussi on.

Q Okay, great. And if for -- if for sone reason

| amreferring to a Verde that operates in a different

state, | wll let you know. But, you know, nost all of

my questions relate to Verde as it operates here in

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Ohi o, providing retail natural gas -- retail and

nat ural gas supply service.

And al so, just to get it out of the way,

are you famliar with the acronynms CRES and CRNGS?

A Yes.

Q And those acronyns stand for Conpetitive
Retail Electric Supply and Conpetitive Retail Natural
Gas Supply; is that your understandi ng?

A Yes, that is ny understandi ng.

Q Okay. So if | use those acronyns, you'll

under st and what | nean by then?

A Yes, nma' am

Q My understanding is that Verde provi des both

natural gas and electric supply service in Chio; is
t hat correct?

A That is ny understandi ng as well.

Q Okay. Now | would |ike to ask you sone

questi ons about your resune that you provided | ate

yesterday afternoon -- or actually Verde provided | ate

yest erday afternoon. So if you could get your resune

for reference, that would be hel pful.

THE W TNESS: David, where would |I find

it, other than in ny brain?

MR. PROANC It will be attached to tab

19.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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THE WTNESS: Tab 19 of what?

MR. PRQOANC It's page 4 there in your
bi nder.

THE W TNESS: St and by.

M5. OBRIEN: Ch, that's fine. Let ne

know when you're there.

THE W TNESS: | nmean, it's ny resune but

still... So hopefully I know what's in it.

Okay. We're having sone | ogistical

chal | enges over here.

MS. O BRI EN: That's fine. Take your

ti me.

THE W TNESS: Davi d, our tab nunbers

aren't the sane but, | nean, regarding ny resune, |

think I -- | think I can handle it.

MR, PROANO Ckay. It is the responses

to the Cctober 7th docunent request. Do you see that

I n your index?
THE W TNESS: (Oh,

MR, PROANO It

okay.

shoul d be near the end of

t he di scovery bi nder. It's attached as an exhibit to

t he di scovery responses to the Cctober 7th scope of

docunent request.

M5. O BRI EN: And | al so have it, as

well, attached to Verde's anended responses to a

CONTI NENTAL COURT REPORTERS, | NC.
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request for production of docunents propounded on

Sept enber 23rd, 2019, if that's hel pful.

THE W TNESS: That's fine. It's ny
resune. Il can't find it but -- oh, wait. It's ny
resune, so |'mpretty sure | know what's in there.

M5. OBRIEN:. Al right.

THE W TNESS: Actually, | found it.

M5. O BRI EN: Ch, perfect.

Q (By Ms. OBrien) So according to your resune,

you' ve been enpl oyed with Spark Energy since June of

2013; is that right?

A. Yes, that's correct.

Q And tell ne, according to your resune, you

started as a senior director of marketing; is that

correct?

A Actually, | started -- | think ny first title

was director of -- | think director of marketing or

di rector of channel

Q Ckay.

mar ket i ng.

Vell, let's tal k about the different --

the different roles you' ve had wth Verde.

VWhen you first began with Verde, do you
renmenber what your initial title was?
A So when | started, Verde was not part of
the -- was not a brand that | worked wth.
Q (By Ms. OBrien) Oh, I'"'msorry, it's Spark

CONTI NENTAL COURT REPORTERS, | NC.
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Energy. So you're technically enpl oyed by Spark

Energy; but as you nentioned, you provide services to

Verde. So when you began Spark Energy, what was your
initial title?

A Di rector of channel marketing.

Q Okay. And is that different than the seni or
director of narketing you have referenced here in your
resune?

A In terns of -- in terns of activities, no.
The senior director of marketing position actually just
enconpassed the channel marketing activities, plus
additional responsibilities.

Q Ckay.

A So in the interest of saving space, | didn't
list every role.

Q Oh, I"'msorry, | didn't nmean to cut you off.
VWhat were your responsibilities in that

rol e?

A In nmy -- inthe first role or the senior
di rector of marketing?

Q You nentioned your first role was the director
of channel marketing, | believe; is that correct?

A Yes.

Q Okay. Wiat were your responsibilities in that
rol e?

CONTI NENTAL COURT REPORTERS, | NC.
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A. When | started, the channel

primarily focused on door-to-door and tel enarketing

acqui si ti on channel s.

Q Okay. And when you say "focused on

door-to-door and tel emarketing,"” what specifically do

you nean? Wat did you do with respect to those

subj ect s?

A Anong other things, | nmean, the primary rol e

was working with third-party vendors to acquire

custoners via the channels | nmenti oned. So,

door -t o-door and out bound tel emarketing. There were

ot her channels that | had -- eventually had

responsibility for, but in terns of what the -- you

know, the lion's share of the job was, that was it.

Q VWhat ot her channels did you have

responsibility for?

A To a | esser extent, sone -- |'d say you know
affinity relationshi ps, web marketing, stuff |ike that.
Q VWhen you say affinity rel ationshi ps, what do

you nean by that?

A Oh, an exanple would be working with school s

or sonething to get -- or a nei ghborhood or a |l ocal --

| ocal organi zation to acquire custoners through their

menbershi p or, you know, parent base.

Q Is there anything else -- anything el se you

mar keti ng rol e was

CONTI NENTAL COURT REPORTERS,
(713) 522-5080

I NC.
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did in that role?

A I nmean, that's not -- that's the lion's share
of that role.

Q Okay. And then so after that, did you nove --
you noved on to senior director of marketing; is that
correct?

A Yes, that is correct.

Q And can you tell nme what your responsibilities

were in that rol e?

A So that was what | was referring to when |

said eventually other channels. So with the seni or

director of marketing position, | officially gained the

digital channel as, | guess, one of the channels that I

was responsible for. So really it was regarding

reporting structure and -- yeah, reporting structure

change.
Q And when you say "reporting structure

channel ," what does that nean?

A There was a | ady whose title |"mgoing to --

" m going off of nenory. Her title was -- let's call

her director of Internet narketing or maybe director of

di gital marketing. So she ended up reporting to ne,
and then | got

Q Okay.

a title change.
So is there anything else that you are

responsi ble for as the senior director of marketing?

CONTI NENTAL COURT REPORTERS, | NC.
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A No. | mean, that's the -- again, that's the

lion's share of it. That was the nost significant

change in those rol es.

Q Okay. Referring to your resune -- and I'm

specifically referring to the secti on where you say

you're a senior director.

VWhen you were a senior director of

mar keti ng, one of the bullet points -- the second

bull et point on there, it says that you expanded

door-to-door telenmarketing and direct mail channels to

achi eve double-digit growh in sales, acquiring over

150, 000 new custoners annually. Do you see that

st atenent ?

MR, PROANC Ms. Jordan, try tab 20 in

your bi nder. I want you to have that in front of you.

THE WTNESS: Oh, | was table to find it,
so we're good.
MR. PROANO. Oh, you were. Ckay, great.
Thank you.
A Yes, | see that line on ny resune.
Q (By Ms. OBrien) GCkay.

Wwhen - -

So tell me alittle

bit nore about that. when you referred to the
150, 000 custoners annually, were those custoners for
all of the Spark conpanies or all of the conpanies

owned by Spark Hol dco?

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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A. So at that time that role referred -- | nean,

there only was Spark Enerqgy.
Q Ckay.

So you were responsi ble for increasing

custoners annually just for Spark Energy at that tine?
A That's right. At that tinme Spark Energy and

Spark Energy Gas were the only conpanies that we had at

t he, you know - -
Q And - -
A Go ahead. Sorry.
Q And what was that tine frane?

A Oh, boy. I want to say | changed roles in --

so if you're asking -- if the question you're asking is

when did -- what is the second bullet point referring
to? |Is that what you're asking, what tine frane is
t hat ?

Q I guess what |'m asking is when you say you
expanded -- I'msorry, let ne ook at it.

When you achi eved doubl e-digit growh in

acqui ri ng over 150, 000 new custoners annually, when you

say "annually,"” what years are you referring to?

A Sure. So that was 2014. Yeah, 2013/' 14.

Q And at that point was Spark Energy operating
in Ohio?

A | really can't renenber. | can't renenber, to

be honest.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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101852 1 Q I"msorry, | didn't nean to cut anyone off.
10:1856 2 Okay. And can you tell nme a little bit
101857 3| about how you achi eved that sal es growt h?

10:19:10 4 A What do you want to know specifically?

1019:12 5 MR. PROANC Ms. OBrien, I'"'mgoing to
10:19:14 6 object. That's a pretty vague question. Are you just
101917 7| tal king about the '13/'14 tinme franme, or what are you
10:19:20 8 referring to.

101921 9 M5. OBRIEN:. Well, I'mreferring

10:19:21 10 specifically to her statenent here in her resune that

10:19:26 11 she, you know, achi eved double-digit growth in sales,

10:19:32 12 acquiring over 150, 000 new custoners annual ly. | just
101936 13| want to know how she achi eved t hat.

10:19:38 14 MR, PROANO. You're tal ki ng about which
10:19:40 15 markets? |I'mjust trying to understand the rel evance

10:19:42 16 her e.

10:19:43 17 M5. O BRI EN: Wll, that's what |I'm
10:19:43 18 trying to get at. Il mean, I'mtrying to figure out,
101948 19| you know, is -- what did -- did this growh occur in

10:19:51 20 OChio? Didit not occur in Chio? Wat years did it
10:19:55 21 occur and, you know, how did it occur? That's what |I'm

10:20:02 22 getting at.

10:20:03 23 MR, PROANC Ms. Jordan, you may proceed
10:20:05 24 i f you know.
10:20:08 25 A So what | can tell you -- to hel p answer your

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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question -- is that prior to ny comng to Spark, the
conpany in general was not -- not acquiring very nmany
custoners. Why that is, | don't know.

So a lot of the growth cane fromre --

reinvigorating or reestablishing relationships wth

those third-party sales vendors. So, | nean, that's a

lot of it. W were going froma very -- you know, a

very -- excuse ne -- a very -- a very different --

starting froma different -- a very different point in

t he conpany's, 1"l sales trajectory.

Ckay.

say,

Q (By Ms. O Brien) Which |l eads ne to ny

next question, the fourth bull et point under senior

director of narketing, you state that you expanded

vendor partner network to support expansion of retail

program across the US.
Can you explain to nme what you did to
acconmplish that?
A So the word "retail,"” kind of, in the | anguage
that we use within the conpany, refers to people at --

in or at storefronts. So that is simlar -- that would

be anot her

Q Ckay. I

type of a third-party vendor.

guess I'm-- | don't quite understand

when you say a storefront and third-party vendor. Wat
do you nean by third-party vendor in this statenent

here in your resune?

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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MR, PROANO

| ooking at, Ms. O Bri en.
M5. O BRI EN:
at the fourth bull et point
marketing -- I'msorry, it
vendor. It says vendor
MR, PROANO
Q (By Ms. O Brien)

partner"?

A A vendor partner

agency partner. In ny --

a conpany or an organi zati
contracted by Verde to --

a service.

In this context,

VWi ch bullet point are you

Ch, I'msorry. I ' m | ooki ng

, under senior director of

doesn't say third-party

part ner.

Thank you.

VWhat do you nean by "vendor

or a -- or an outsourced
when | say it, it neans a --
on that is -- that woul d be

for the purpose of providing

t he service woul d be

hel ping to acquire custoners.

Q Okay. Wwell, let®
di rector
director, retail
that's the current

A Yes, it is.

Q And when did you

portfolio managenent.

S nove on. From seni or

of marketing, you noved on to a role as senior

Is that the --

role you hold now, correct?

begi n your role as seni or

director, retail portfolio managenent ?

A | believe it was sonetine in 2015. Maybe | ate
' 15.

Q Ckay. And what were your primary -- or what

CONTI NENTAL COURT REPCORTERS,

(713)

I NC.
522-5080
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are your responsibilities in your role as retail
portfolio -- senior director, retail portfolio
managenent ?

A I think the first bullet point kind of

summari zes it, but | devel oped pricing and products.

VWhen | say "products,” plans for the -- primarily for

t he nmass nmar ket custoner

Q Ckay.

space.
Anyt hi ng el se?
A Yes.

Q Can you expl ai n?

A In nmy role today -- and it's changed over
tine -- | also have a marketing team and a busi ness

intelligence team

Q Okay. And how nany people report to you?
A Oh, boy. Ckay. One nonent, pl ease.
El even.
Q And where are those people |ocated? Do they

work there in Houston with you?

A Yes, except we have one renote enpl oyee but --
oh, | forgot the guy. Twelve. Sorry.

Q So does Verde have any enpl oyees in Chio?

A No, nma' am

Q VWho do you report to?

A | report to M ke Kuznar. I think his title is
head of retail or sonething |like that.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Q And who is the highest ranking officer with

Spar k Energy, LLC?

A VWhat do you nean by "hi ghest

Q Who is the boss at Spark Energy, LLC?

MR. PROANC ' m going to object to that.

Ms. O Brien, are you tal king about the publicly traded

conpany, Spark Energy, LLC

M5. O BRI EN: I amtal ki ng about the

conpany that Ms. Jordan works for

MR, PROANO And |I'm going to object.

think "the boss" is vague and anbi guous and i nproper.

Do you want to clarify that question,

pl ease?

Q (By Ms. OBrien) M. Jordan, you nentioned

that you report to a person; | can't recall that

person's nane offhand. Does that person report to

soneone el se?
A. Yes, he does.

Q And who does that person report to?

A As far as | know, he reports to Nat han
Kr oeker .
Q I"'msorry. Who is Nathan Kroeker, you sai d?

A Kr oeker .
Q And who is that?
A He's -- |

believe his title is president and

ranki ng officer"?

CONTI NENTAL COURT REPORTERS, | NC.
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CEQ

Q Ckay. So back to
director, retail portfolio
bul | et poi nt down, you say

and understand tariffs and

and pricing risks relating

your resune. Under seni or

managenent, the fourth
your duties are to research

mar ket rul es, procedures,

to products offered.

By researchi ng and under st andi ng mar ket

rul es, what do you nean?

A I"'mreferring to the context to which it

applies in ny role. So,
utilities that
certain --
changes and stuff
mean, you know,

Q So are part

research and under st and t he mar ket

A It

I"mcertainly responsible for --

extent that it
Q Well, are part of

the rul es that

retail gas and conpetitive
services in Chio?

A. I -- 1
consi der

f or
require a mninmumterm|l ength or
have certai n prohibitions agai nst
i ke that.
I n general.

of your

depends on what

certainly would not

my rol e responsible for

exampl e, there are sone
require
rate

So that's what |

duties in that respect to

rules in OChio?

you nean by "market rules.”

you know, to the

applies to pricing.

your duties to understand

govern the provision of conpetitive

retail electric supply

consi der --

a holistic

CONTI NENTAL COURT REPCORTERS,

(713)

I NC.
522-5080




10:31:03

10:31:09

10:31:14

10:31:21

10:31:24

10:31:25

10:31:34

10:31:39

© 00 N o o A w N P

10:31:42
10:31:45 10
10:31:49 11
10:31:53 12
10:31:56 13
10:31:57 14
10:32:03 15
10:32:07 16
10:32:12 17
10:32:14 18
10:32:23 19
10:32:25 20
10:32:28 21
10:32:32 22
10:32:35 23
10:32:38 24

10:32:40 25

Kira Jordan - Cctober 10, 2019 31

understanding of that, if that's what you're asking.
Q Do you have an understanding of the rules in

Ohi 0 governing the provision of conpetitive retai

el ectric and conpetitive retail natural gas supply
servi ces?
A I certainly have sone know edge. "' mjust

trying to communi cate that -- you're asking about ny

role, you know, in portfolio managenent; and |I'mtrying

to communicate that that is not -- kind of, that's not

one of ny key job roles to have a holistic
understanding of the rules in a given utility area.
But | i n order

certainly have sone, you know,

inny --
to do ny job.
Q Okay. So whose responsibility is it wthin
Spark Energy to understand the Chio rul es regarding the
provi sion of conpetitive retail electric and natural

gas supply service?

MR. PROCANO  (bj ecti on.
Q (By Ms. OBrien) WM. Jordan, you can still
answer .
A Wll, | don't -- I"mnot the one witing job
descriptions, but I can tell you we obviously have a

regul atory departnent.

Q Okay. And tell ne about the regul atory

departnment. How many people are in the regul atory

CONTI NENTAL COURT REPORTERS, | NC.
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depart nent ?

A | actually don't know their full org

structure, so | -- you know, | couldn't tell you that.

You know, | work with different fol ks, but | cannot

gi ve you an exhaustive |list of what -- who's considered

to be in the regul atory departnent.
Q Do you know who was in charge of that
depart nent ?

A I don't know the full reporting structure. |

can tell you we have a director of regulatory. And I'm

using that title colloquially. I don't know if that's
her official title.

Q And who woul d that be?

A I know her first nanme is Brianna, and her | ast
nane starts with an A

Q But you don't know who that person is?

A I just don't know how to spell her |ast nane.

Q Okay.

A Yes, | know who she is.

Q But does she work in the sane office as you in
Houst on?

A No, | don't think so.

Q VWher e el se does Spark Energy, LLC have
offices?

A I -- 1 don't know, ma' am | can tell you that

CONTI NENTAL COURT REPORTERS, | NC.
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the najority of the enpl oyees are in Houston.

Q But you did say Spark Energy has no enpl oyees

in Chio; is that correct?
A | said no one on ny team At |least that's
what | thought you were asking ne, if | had any people

in -- you know, that were anywhere el se.
Q Do you know i f Spark Energy has any enpl oyees

in Chio?

A There nmay be one person. I think there's one
per son. But again, that is a think, that's not a know.
Q Okay. Again, referring to your resune, toward
the top you list a nunber of different areas of
experti se. Do you see where |I'mreferenci ng?

A Yes.

Q And one of those areas of expertise is vendor
managenent . Can you explain to nme your expertise in
vendor managenent ?

A Do you have a specific question? |'m not
cl ear what you're | ooking for.

Q VWhat do you do in your position with Spark
Energy that makes you an expert in vendor managenent ?
A I'"ve certainly had experi ence nmanagi ng a
nunber of external vendors in the channel marketing
space, as well as various agencies on the marketing

si de.

CONTI NENTAL COURT REPORTERS, | NC.
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Q How many vendors woul d you say you' ve nanaged?

A Are you asking, kind of, over ny career or
over -- at any one tinme? O what are you aski ng.

Q No. During -- during your -- as part of your

job duties with Spark Energy.

A Oh, |I'd say, at any given tinme, 10 to 15, you

know, at any one tine.

Q You said 10 to 15 at any one tine?
A Yes.
Q Ckay.

And when you -- and by "vendors," do

you nean vendors that perform sal es and nmarketing for

Ver de?
A Well, again, during ny tine, you know, there
was no -- at least, you know, in ny context there was

no Verde. But as a Spark enpl oyee, that includes those

door-to-door and tel emarketing vendors. And also there

are, like | nentioned, web brokers, is what we call

them and digital agencies. So there are various

fl avors of vendors.

Q Do you currently manage any sal es or marketing

vendors that provide services for Verde?

A It depends on what you're calling sal es and

mar ket i ng. I do not nanage any door-to-door or

t el emar keti ng vendors.

Q You don't? Who within Spark Energy nanages

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




10:38:59

10:39:02

10:39:06

10:39:13

10:39:14

10:39:20

10:39:25

10:39:32

© 00 N o o A w N P

10:39:37
10:39:40 10
10:39:42 11
10:39:44 12
10:39:47 13
10:39:51 14
10:39:55 15
10:39:57 16
10:40:09 17
10:40:13 18
10:40:16 19
10:40:22 20
10:40:25 21
10:40:32 22
10:40:36 23
10:40:38 24

10:40:40 25

Kira Jordan - Cctober 10, 2019 35

t he vendors who provide the sal es and marketi ng
servi ces for Verde?
A VWhat channel s are you aski ng about
specifically?

Q I
who - -

guess what |'mwanting to figure out is

who i s responsi ble for nmanagi ng the sal es and

mar keti ng vendors that provide services for Verde?

A I"'mnot trying to be difficult. So it just

depends on the -- it depends on the channel. It's a

different person for it, depending on the channel.
That's why I

Q Ckay.

m aski ng ny questi on.
Wwll, let me back up.

So ny understanding is that Verde in Ohio
utilizes the services of third-party vendors for

tel emarketing; is that correct?

A Not right now but, yes, it has in the past.
Q And when you say "not right now, " why are they
not using vendors right now? |s that because of these

proceedi ngs that are occurring right now? | guess what

I"masking is: Are they not currently marketing

because Verde has agreed to not market for a period of
ti me because of --
A There's no activity.
MR. PROANO Hold on a second,

Ms. Jor dan.

CONTI NENTAL COURT REPORTERS, | NC.
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I"mjust going to object. Ms. O Bri en,

could you ask that question again? | just want to nmake
sure --

M5. O BRI EN:  Yeah. I"mjust trying to
clarify. And she says -- you know, she says that

currently there are no third-party vendors providing

mar keti ng services for Verde in Chio. I s that because

right now Verde is actively not
custoners?

MR, PROANC Do you understand the

question Ms. Jordan?
THE W TNESS: | believe |I do.
MR. PROANO Proceed.
A So there are no third-party tel emarketi ng or
door-to-door vendors in -- I'll say actively acquiring

custoners in Chio because we at Verde voluntarily
deci ded to stop.
So when Ver de does

Q (By Ms. OBrien) GCkay.

mar keti ng and enrol ling

mar ket and enroll to custoners in Chio, there are
third-party vendors who provide those sal es and
mar keti ng services to Verde; is that correct?

MR. PROANO (bjection. Are you talking
about past or when the marketing stay is over?

MS. O BRI EN: Bot h.

MR. PROANO Ms. Jordan, do you

CONTI NENTAL COURT REPORTERS, | NC.

(713) 522-5080
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understand the question with that clarification?

THE W TNESS: Sur e.

A So in the past, yes, third-party vendors were

used to help acquire custoners for Verde in Ohio.

Q (By Ms. OBrien) Gkay. Wwo wthin Spark

Energy manages the relationship with those third-party
vendor s?

A It depends on the vendor. But, | nean, we

have a sales -- you know, we have a sal es teamthat

woul d handl e that type of activity.

Q So the sales team-- now, the sales -- when

you say a sales team I'"'ma little bit unclear as to

what that neans. What do you nean by "sal es teani?
MR. PROANO. Can | just pause for one
second? Sorry, Ms. O Brien. | think you were cutting

off the witness there. And maybe --

M5. O BRI EN: Ch, I'msorry.

MR PROANO -- allow her to finish her
answer, that would be great.
M5. O BRI EN: Ch, I'msorry. | didn't
realize she was still going.
Q (By Ms. OBrien) Please, continue.
A Oh, so, | nean, a sales team-- when | say

"sales team " | nean enpl oyees of, you know, Spark

Energy that provide shared services to Verde Energy

CONTI NENTAL COURT REPORTERS, | NC.
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Chi o.

M5. O BRI EN: Could | possibly take a

break for a few m nutes, two m nutes?

MR. PROANO. Could we actually all take a

break nmore than two m nutes?
M5. OBRIEN: That's fine if you want to
take i ke a five m nute break.
MR, PROANC:

Sur e. Reconvene in five

m nut es.

(Of the record 10:44 a.m to 10:55 a.m)
Q (By Ms. OBrien) So before the break we were
tal ki ng about who within Spark Energy nanages the
vendors, the third-party marketi ng and sal es vendors,
who wi thin Spark Energy nmanages the relationship with
bel i eve, that

t hose conpani es? And you nentioned, |

there's a sales departnent. |[|Is ny recollection

correct, Ms. Jordan?

A Yes, that is what | said, there's a sal es
t eam

Q Okay. So the sales team what are -- when you
say it's a sales team is it a sales teamthat --
expl ai n what you nean by a sales team \Wat do they
do?

A Excuse ne. They're -- it's a group of people
t hat are responsi bl e and accountabl e for managi ng those

CONTI NENTAL COURT REPORTERS, | NC.
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relati onships, |like you asked ne. So nanagi ng the

relati onships with those third-party vendors.

Q Okay. And are any of the individuals on that

sal es teamresponsible for marketi ng and soliciting

custoners thensel ves?

A I don't understand what you nean. Do you

nmean, like, are they -- are they signhing up custoners?

I s that what you're asking ne.

Q Yeabh. Do they directly solicit and mar ket

custoners on behal f of Verde?
A No.

Q They don't. Does Verde have any enpl oyees

that are specifically responsible for soliciting and

mar keti ng custoners in Chio?

A I am not aware of that being soneone's --

soneone's sole job. W do have a commerci al sal es

team but | do not think that that's the -- the context

| was referring to was a -- you know, in mass

mar ket / resi denti al .

Q Okay. So does any Spark Energy or Verde
enpl oyee solicit or market services to residenti al
custoners in Chio?

MR. PROANO. Are you tal ki ng about
directly, Ms. O Brien?

Ms. O BRI EN:  Yes.

CONTI NENTAL COURT REPORTERS,
(713) 522-5080
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MR. PROANO That they personally

directly market?
MS. O BRI EN: Yes.

MR. PROANO.  Ckay.

A No, we don't have anyone on the sal es team who

has that responsibility.

Q (By Ms. OBrien) So when Verde nmarkets and

solicits custoners in Chio, they rely 100 percent on

the services of third-party vendors?

MR. PROANC l'"msorry, Ms. O Brien.

M5. O BRI EN: Ch, no, that's okay.

MR. PRQOANC | just want to clarify.

You' re speaki ng about past marketing, since it's not

currently ongoi ng?
M5. O BRI EN: Yes.

MR. PROCANO  Thank you.

M5. OBREN: And -- both past and what

Verde will do in the future when eventually it resunes

mar ket i ng.

A So | would not say that would be a hundred

percent, you know, in the past or in the future. Ther e

are -- as | nentioned earlier, we have nultiple sales

channel s, so no to your question of would it be a

hundred percent relying on third-party vendors.

Q (By Ms. OBrien) WIlIl, what percentage woul d

CONTI NENTAL COURT REPORTERS, | NC.
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you say it would be?

A I wouldn't want to specul ate because, you
know, it coul d depend. It depends on -- it just
depends.

Q I guess, it depends on what?

A I nmean, | guess |I'm speaking from nore of | ust
a -- nore of a mathemati cal, you know, exerci se. Li ke
it depends on -- it depends on the production of -- it

depends on whether or not we -- when | say "we,"

Verde -- you know, opted to use a third-party vendor.

It depends on the nunber of sales those vendors woul d

bring versus other channels. So that's what | nean,

you know.

Q Wul d you say that Verde relies 75 percent on

the services of third-party vendors?
MR. PROCANO  (bj ecti on.

A I wouldn't want to put a nunber on it.

Q (By Ms. OBrien) Wuld it be nore than

50 percent of the tine they rely on third-party
vendor s?
MR. PROANC Ms. OBrien, are you still

t al ki ng about the past?

M5. O BRIEN  Yes. No, not just the
past . | nmean -- well, prinmarily the past but, you
know, to the extent Verde enrolls and narkets the

CONTI NENTAL COURT REPORTERS, | NC.
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custoners in Ghio in the future. I nean, what |I'm

trying to get at, basically, is how nmuch -- how much

you rely on third-party vendors. I nmean, do you rely a

hundred percent? M. Jordan testified that, no, not a

hundred percent. OCkay, well, is it 75 percent?

80 percent? How much? That's what |'mgetting at.

MR. PROANC | guess | just -- 1'm going
to obj ect because the witness already said she doesn't
know. And also | think the question should be
clarified as to past and future nore clearly. There is
no current marketing in OChio.

M5. O BRI EN: Ckay.

MR. PRQOANC | just feel like it's
i nportant to clarify the tinme frane, basically.

M5. O BRI EN: Ckay.

Q (By Ms. OBrien) Well, in the past, how nuch

has Verde relied on the services of third-party vendors
in marketing and soliciting to custonmers in Ohio?

A I did not specifically |Iook at that -- that

channel m x. You know, generally speaking, as a -- if

I"mwearing ny portfolio managenent hat, you know, we

would like a -- we would like a m x of channel s. So, |

mean, | didn't go back and | ook at what that -- what
t hat specific m x was.
Q And can you identify what those channels are?

CONTI NENTAL COURT REPORTERS, | NC.
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A So whil e not bei ng exhaustive, | nean,

certainly door-to-door and out bound tel enarketing are

sal es channels. Also inbound tel ephonic sales. Direct

mai | . Internet fromkind of what we call organic

Internet. You know, think about Google ads, stuff |iKke

that, and web brokers and retail storefronts would all

be -- I'd consider those all channels. Again, it's not

an exhaustive list, but those are probably the | arger

ones that | can think of.

Q Okay. Are there any other ones that you can
t hi nk of ?

A I mean, well, sure. | nean, we could go --
you know, be here, you know, forever, | nean, talKking
about the --

Q Wll, | nmean, how many are -- how many -- is
there how nmany -- I'msorry, I'mtrying to clarify it.

How many ways are there to narket to a

custoner in Chio? There's only -- well, you just

identified several.

A So | think those are the -- those are the
| argest ones, but |I'msure that -- |'mjust saying that
there's -- that, you know, ny intention -- I'mnot -- |
know | ' m not bei ng exhaustive. That's all.

Q Okay. Fai r enough.

A But those are the | arger ones.
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Q Okay. Fai r enough.
Does Verde have any retail storefronts in
Chi 07
A So of course, no, we don't now

Q Did you ever have any retail storefronts in

Chi 07
A I do not know the answer to that question.
Q Okay. Just give ne a mnute here.
So |l want to switch gears a little bit.
Tell me about your participation in the discovery

process during this proceedi ng. as we di scussed,

|\/y__
you verified Verde's responses to interrogatories and

request for production of docunents. But explain to

me, you know, what your other -- what your other

responsibilities were in respondi ng to di scovery.

MR, PROANC Ms. Jordan, |I'mjust going

to caution you that to the extent you had

communi cations with i n-house counsel or outside counsel

i n connection with your work on di scovery responses,

you cannot disclose that information; but certainly

out si de of those bounds, you're welcone to answer these

questi ons.
THE W TNESS: Can you reask the question,
pl ease? |'msorry.

Q (By Ms. OBrien) Wat did you do to assist in

CONTI NENTAL COURT REPORTERS, | NC.
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Verde's responses to interrogatories and requests for

producti on of docunments in this case?

A " m not sure how nuch | assisted but, | nean,
I certainly, you know, reviewed vari ous docunents, you
know, and spoke with Verde's counsel and outside -- you
know, internal and outside counsel. You know, | ooked

at sone spreadsheets and spoke with a few of ny --

wel |, actually, one coworker.

Q And did you draft any of the responses?

A | certainly hel ped provide the information
that is in the responses. | don't know that -- | nean,
I"mnot going to say that | -- you know, |I'm not the
one that physically typed them

Q No, fair enough.

So did other people within Verde or Spark
Energy help draft the responses?
MR, PROANC Ms. O Brien, you nean other

t han counsel ?

MS. O BRIEN:  Yeah, other than counsel.
MR. PROCANO  Thank you.
A So |l don't -- so if you' re asking who
actually -- who typed themup, | actually don't know
t he answer to that question. | know it's soneone, you

know - -

Q (By Ms. OBrien) GCkay.

CONTI NENTAL COURT REPORTERS, | NC.
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A Someone with sone -- sone | egal type of

person. But | can tell you that, yes, | did have a

role in providing, you know, sone of the information in

t hem
Q Okay, great. Now, just to go back a m nute,
ny understanding -- and | think we discussed this a

little bit before -- is that Verde is a wholly owned

subsi di ary of Spark Holdco. |Is ny understanding

correct?

A. | believe that is the case.

Q Okay. And Spark Hol dco, the parent

conpany,

has nultiple conpanies that it owns that provide retail

energy services in other states; is that correct?

A That is ny understandi ng of the structure,

yes.

Q And if | were to refer to these other

conpani es that provide services in other states, if |

refer to those as Spark conpanies, will you understand

what I"'mreferring to?

A I can agree to that definition for this

pur pose, sure.

Q Ckay. Now, have you participated in preparing

di scovery or verifying discovery responses for Spark

conpanies in other states?

A. Yes.

CONTI NENTAL COURT REPORTERS, | NC.
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Q And what other -- what other -- well, let ne
back up.
What about in Chio?
A Qutside of this particular matter?
Q Uh- huh, yes.
A Not that | recall. This is -- to the best of
my menory, this is -- this is the only one that |I've

been involved in and the only one |I'm aware of.

Q And for Spark conpanies in other states, how

many di scovery productions have you assisted wth?
A I would not want to guess.

Q More than 107

A So I"'msaying | don't want to guess because |
don't -- you know, because I'mnot legal; | don't know
what a -- you know, | have not commtted to nmenory what

a di scovery response i S versus answeri ng questions or
sonet hi ng, you know.
Q Ckay.

A So, yeah, | don't feel like it's nore than --

I don't feel like it's nore than 10.

Q kay. No, that's fine. That's fair enough.

W'l actually nove on to a different
topic, actually. Now | want to nove off of your
resune, actually, and refer you to a docunent that

Verde provided to OCC in response to di scovery. And

CONTI NENTAL COURT REPORTERS, | NC.
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the stanp is Verde 000909.

A Ckay. Just a mnute. Wait, 909. ' mthere.
Q Are you there?

A Yes.

Q Have you revi ewed this docunent ?

A Yes. Excuse ne. Yes.

Q Ckay. Now, on this page there's a reference

to a Verde conpliance manager, vendor quality

assur ance. Do you see that reference?

A | do.

Q Who is that?

A | believe that person is Juan Trevino.

Q l'"msorry?

A I"'msorry, ny voice is going. Juan Trevino.

Q Does that person work in the sane office as
you?

A Yes, ma' am he does.

Q And can you tell ne about -- does he work in

the sane -- | guess, does he work in the sane division
as you or is it just -- is he the only conpliance
manager for Verde or are there other people who are in

a simlar rol e?

A He is the -- he's the sol e vendor conpli ance
manager .

Q So there's only one?

CONTI NENTAL COURT REPORTERS, | NC.
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A Yes, you know, at l|least that |I'm aware of,

yes.
Q And do you know whet her -- and do you know

whet her his responsibilities are for all of the Spark

conpani es?

A Yes, | believe that they are.
Q Okay. Let's see, now if you could turn to
anot her docunent that Verde provided to OCC in response

to discovery. And this docunent is nmarked Verde

000880.
A 8807
Q Uh- huh, yes.
A Ckay. Found it.

Q Ckay, great. And have you reviewed this

docunent ?

A I nmean, this one doesn't ring a bell but, I

mean, | reviewed the docunents in general and certainly

I"m |l ooking at it now.

Q Ckay.

right

If you could turn to -- as part of that

docunent, if you could turn to Verde 000883. Let ne

know when you're there.

A Actually, | don't know if | have an 883. Hol d

on.
So assuming it's in chronol ogi cal order,

| actually do not have an 883.

CONTI NENTAL COURT REPORTERS, | NC.
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Q Ckay.
A Let ne see, this is... One nonent, please.
MR, PRCANO It's in the sane docunent,
Ms. Jordan.

THE W TNESS: Ch, it's in 8807

MR. PROANO. Yes. Just turn a couple of

pages in the sane docunent.

THE WTNESS: Oh, well, that coul d help.

Oh, | see, | see. So the 880 is like the start of it.
Okay. | got it. | got it now. Thank you Davi d. I
see, | see.

A Ckay. "' mthere now

Q (By Ms. OBrien) GCkay, great. And do you see
on that page a reference to a seni or manager, sales
collections and rem ttance custoner support?

A One nonent, please. Yes, | see that.

Q Ckay, great. Wio is that?

A So | believe that that -- you're asking ne who

t he seni or manager of sales collections and remttance?
Q Yeah.
A That's quite a title. | believe that's

referring to John Beijer, a guy naned John Beijer. |
think it's like B-E-1-J-E-R |

Q Okay.

don't know.

Does that person work with you in the

Houston offi ce?

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




11:18:32

11:18:38

11:18:41

11:18:44

11:18:48

11:18:58

11:19:00

11:19:09

© 00 N o o A w N P

11:19:16
11:19:16 10
11:19:18 11
11:19:21 12
11:19:24 13
11:19:27 14
11:19:32 15
11:19:38 16
11:19:46 17
11:19:55 18
11:20:00 19
11:20:01 20
11:20:02 21
11:20:05 22
11:20:06 23
11:20:21 24

11:20:28 25

Kira Jordan - COctober 10, 2019

51

A He is no | onger enployed wth Spark.

Q Okay. Does soneone el se within Spark Energy
hold that title now?

A No, not to ny know edge.

Q So who within Spark Energy assuned the

responsibilities that the seni or manager of sal es

collections and rem ttance custoner support had -- who

assuned those responsibilities if there's no | onger a

seni or nanager ?

A To ny know edge those responsibilities were
split between various -- various folks.

Q I"'msorry, | didn't hear you.

A | said | believe it was -- those

responsibilities were split between various folks.

Q Ckay. Do you know -- do you know what the
responsibilities of that title were or are?
A No, ma'am not -- you know, not beyond the --

not beyond, you know, kind of the context in which I

woul d have interacted with them
Q Okay.

A So, no, | don't know, you know, totally what

he was responsi ble for.

Q Now | 'd I'i ke to nove on to anot her docunent

t hat was provided to OCC in discovery, and this one is

Verde 000840. Let nme know when you are there.

CONTI NENTAL COURT REPORTERS,
(713) 522-5080
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A. I am t here.

Q And this docunent refers to -- or is --

there's an e-mail here, and it's signed "Ki ndest

regards, Xi omara Mendoza." Do you see that?

A. Yes, | see it.
Q And who is that?
A. So she -- she is or

was -- |'m honestly not

sure if she's still wth the conpany -- on one of the

teans that is responsible for responding to Conmm ssi on
conpl ai nt s.

Q How many teams are within Spark Energy that
respond to fake Comm ssion conpl aints?

MR, PROANO. Are you tal king about,

Ms. OBrien, conplaints fromall over the country or
just in Ohio?

M5. OBRIEN:. Well, if it's just one
team-- that's what I"'mtrying to determne, if there's

one team that addresses conplaints fromall of the

states in which Spark operates or if there are

mul ti pl e. | believe | heard Ms. Jordan say that --

refer to one of the teans, so that's what ny question

I's going to.

MR. PROCANO Thank you.

Ms. Jordan, you may proceed if you know.

THE W TNESS: Sur e.

CONTI NENTAL COURT REPORTERS, | NC.
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A So to ny know edge, there is one primary team

that is tasked with doing that. But |I'm sure that --

you can understand that dependi ng on the nature of that

correspondence, they m ght have to get other folks in

t he organi zati on i nvol ved.
Q (By Ms. O Brien)

Sure. And do you know how

many people are on that teanf

A No, ma'am | don't.

Q But it's not just one person?

A No, ma'am it is not. I just don't -- you
know, | just don't know how many. It is -- it is
definitely a team

Q Okay. And just to back up, how nmany -- how

many enpl oyees are in your office there in Houston?

A Oh, | can give you a range but. ..

Q That woul d be fi ne.

A Yeabh. I'd say | think it's around nmaybe 150
f ol ks.

Q Ckay.

A 150 physi cal peopl e. Now, you know, agai n,
you know, I'mnot in HR | don't know who's an

enpl oyee versus a contractor. You know, there's 150

folks in the office.
Q Okay. Thank you.

Now goi ng back, | believe you nenti oned

CONTI NENTAL COURT REPORTERS, | NC.
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that you had reviewed the Staff report that was fil ed

in this case on May 29th; is that correct?

A Yes.

Q And having reviewed it, are you aware that the

PUCO Staff nade specific findings regarding Verde's

conpliance or nonconpliance with various PUCO rul es?

MR PROANO (bjection to the form of the
questi on.

Q (By Ms. OBrien) Let ne rephrase.

Are you aware that in the Staff report,

the PUCO Staff made specific allegations regardi ng
Verde's conpliance wth PUCO rul es?

A Yes, | certainly can -- | see the section

called "D scussion of Violations." Yes, |'mfamliar

wth that section, if that's what you're asking.

Q Now, as a result of the Staff report, did

Ver de undertake any sort of internal audit to review

the allegations in the Staff report?

MR, PROANC Ms. Jordan, |I'mjust going

to caution you that to the extent there's any
privileged information relating to any such work, you
cannot di scl ose that but you certainly are entitled to
di scl ose any other information that's responsive to
t hi s questi on.

A So |I''m not

really clear what you' re asking

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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because -- | nean, obviously there is nore work done to

respond to all of the, you know, interrogatories or

what ever they're called. So what are you -- is that

what you nean?
Q (By Ms. OBrien) Yeah. Wll, did -- 1"II
back up.

When the teamthat is responsible for

noni toring state conmm ssion conpl ai nts, when those

peopl e receive conplaints fromthe Public Uilities

Comm ssions of Ohio, ny understanding is that they

respond and do an investigation regardi ng that
conpl ai nt. Is that correct?

A. Yes, that is correct.

Q So ny question is, is in response to the Staff

report that was filed in this case, did Verde undert ake

any -- any steps in addition to that to reviewits
mar keting of retail electric -- of retail electric and
of retail natural gas supply service to custoners in

Ohio to address the allegations in the conplaint?

MR. PROANC Ms. OBrien, | guess I'm

confused. You're tal king about before the staff report

was i ssued and before the conplaint was -- before this

case was open, did Verde investigate all egations?

M5. OBRIEN: Wll, | guess what |I'm

getting at is: Was there an investigation separate and

CONTI NENTAL COURT REPORTERS, | NC.
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apart fromthe nornal investigations that Verde

conpletes when it receives a specific custoner

conplaint, if that makes sense.

MR. PROANO Again, M. Jordan, if you
know t he answer, go ahead. If it's subject to
privilege, you know, and we need to discuss it, let ne
know.

THE W TNESS: Ckay.

A So to answer your question -- so, at |east

iIt's ny understandi ng, you know, of the conplaints in

the -- you know, referenced in the report, those -- you
know, those were investigated at the tine they were
received, to the extent that they were sent to -- to
Verde, you know, to the extent that the conpany had

t hem "' m not personally aware of whether or not, |
guess, an additional -- like you said, an additional --

I think you said -- used the word "investigation" or

"audi t" was done. l'"'mnot privy to that.

Q (By Ms. OBrien) GCkay. Now, are you famliar

wth the joint stipulation that PUCO Staff and Verde

filed in this case on Septenber 6th?
A Yes, nma'am
Q Have you revi ewed that?
A Yes, | have.
Q And is it your understanding that the

CONTI NENTAL COURT REPORTERS, | NC.
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settl enent between Staff and Verde addresses the

findings set forth in the Staff report?

MR PROANO (bjection to the form of the
questi on.

Q (By Ms. OBrien) Wll, let nme ask you this:

VWhat do you think the purpose of the settl enent between

Staff and Verde is?

A Agai n, not to use, you know, |egal or

regulatory lingo, I nean, it's ny understandi ng that

the stipulation is related to the -- to the Staff

report in sone way or to this -- this matter.
Q But you have reviewed it, correct?
A Uh- huh, | have. Excuse ne. Sorry for not

sayi ng "yes."

Q And you're aware that in the settl enent that

Ver de nmakes vari ous comm t nents?

A | certainly see that the joint -- the joint --

Section 3, Joint Recommendation of Signatory Parties, |

see those handful of statenents or -- yeah, | guess you

can call them statenents, paragraphs.

Q And based on your review of the paragraphs,
they required Verde to do certain things; is that your
under st andi ng?

A Yes. As |

read it, it requires us to do

certain things and to not do certain things.

CONTI NENTAL COURT REPORTERS, | NC.
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Q Ckay. Fair enough.

I want to nove on to -- let's see, let's

nove on to your -- well, actually Verde's responses to

OCC s interrogatories. And we're going to start with

the responses to the first set. And I'll direct your

attention to Verde's response to OCC s Interrogatory

1-3.

MR. PROANO These are the responses
dated May 13th, 2019; is that correct, Ms. OBrien? To
hel p | ocate t he docunent.

MS. O BRIEN:  Yeah, that should be, |

beli eve. Yeah, that sounds right.
A Okay. |"ve got that one. You said May 13th,
right, correct?
M5. O BRI EN: Yeah.
THE W TNESS: | got it.
Q (By Ms. OBrien) Gkay. |If you |ook at the

response, Verde's response to Interrogatory 1-3 --

actually I think we already covered the topic that I
want to discuss here, so | amgoing to nove ahead. I
apol ogi ze.
Let's nove onto Verde's response to
Interrogatory 1-47?
A Ckay.

Q Do you see the response there? And here Verde

CONTI NENTAL COURT REPORTERS, | NC.
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responds that it recruits third-party nmarketers through

I ndustry rel ati onshi ps.

A. Yes, | see that.

Q Can you descri be for ne what you nean by

"industry rel ati onshi ps"?

A Sure. That neans that it is commonpl ace, 1'1]|

say, that people that -- you know, people who have

worked in sales roles within the industry have -- you

know, have vendor rel ationshi ps or have experience with

a certain third-party vendor. And as they -- you know,
and they would -- they can, if they so choose,
I ntroduce those relationships to -- to their -- to
Verde or to their -- you know, to their current
conpany. That's all that neans.

Q Okay. And do you see further in that response

where it says "Once a marketing firmis sel ected by

Verde Energy, the marketing firm nust undergo Verde

Energy' s onboardi ng process”"? Do you see that
st at enent ?

A Yes, | do.

Q Can you descri be for ne Verde Energy's
onboar di ng process?

A So this -- in this context, the process for
onboardi ng the conpany and then the agents, but in

general it includes obviously educati on about the

CONTI NENTAL COURT REPORTERS, | NC.
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utility area that the particular vendor is going to

work in, so kind of an educati onal piece about that.

An educati onal piece about the conpany, you know, about

Ver de. And educati on around how to do busi ness with

Verde. So what that -- you know, what | nean by that

Is not only the, kind of, admnistrative stuff but, you

know, what's expected froma sal es and marketi ng
standpoint with regard to conpliance and quality and
things |ike that.

Q And how i s the onboardi ng process

acconplished? 1Is it -- for exanple, is it a training

progran? O tell ne how it worKks.

A I mean, | could say it -- those conversati ons,

dependi ng on the content -- you know, again, |ike I

said, part of it's working with the -- with regards to

the third-party conpany, so those conmnuni cati ons coul d

happen, you know, via phone or -- or Wbex or sonething

li ke that.

And then in regards to the agent, that

coul d happen -- excuse ne. That coul d happen via --

you know, via onsite interactions or, you know, via

conference calls or Webex. There are multiple ways

t hat coul d happen, if you' re asking about how

information is delivered to the field, so to speak.

Q kay. And is there soneone -- is there

CONTI NENTAL COURT REPORTERS, | NC.
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soneone enpl oyed by Verde who is responsible for
conducti ng the onboardi ng processes?

A I wouldn't say it's one person. But, vyes,

there are -- there are certainly people responsible for
t hat, yes.

Q And how many?

A To answer that question today woul d be
different -- a different answer than it would have been
six or eight nonths ago. So what tine period are you

aski ng ne?

Q Well, | guess, why would it be different? Are

you saying it would be different because right now

Verde is not actively marketing and enrolling

custoners?

A Oh, | sinply nean that, you know, enpl oyees
are hired, you know, that cone on and cone off. That's
all | nmean. It's just -- it's just different.

Q Ckay. | get that.

A Yeah.

Q But in general, how many people are

responsible in Verde? 1Is it one person? 1Is it five

people? |Is there a specific group whose --

A I can tell you --

Q Oh, go ahead.

A I can tell you today there's -- there are five

CONTI NENTAL COURT REPORTERS, | NC.
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peopl e today that have -- that could -- again, could,

dependi ng on how the -- you know, dependi ng on what

vendor they're working with, could be involved in that
pr ocess.

Q And how | ong does the process take?

A Can you clarify what you nean? Wich part?
The training or what?

Q Wl l, when Verde -- you know, we di scussed how

Verde chooses third-party marketers through industry

rel ati onshi ps. Once Verde chooses a third-party

mar keter, how | ong does it take for Verde to conduct

its onboardi ng process before that third-party marketer
iIs actually nmarketing to custoners?

A It could take -- | would say -- | nean, |

can't give you a -- it depends, but | could -- it

takes -- again, |I'll give you a range. It's certainly
on the order of weeks, not days, and can be up to --
you know, |'ve seen it be nonths, with an S. So it
j ust depends.

Q Ckay.

A Like | said, it's certainly not days.

Q So what happens in those weeks and nont hs

before the third-party nmarketer can actually start

soliciting to custoners?

A Oh, | nean, it could be a nunmber of things.

CONTI NENTAL COURT REPORTERS, | NC.
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You know, sonetines it's about gathering docunentation

fromthe -- fromthe conpany itself. O gathering

docunentation fromthe -- you know, related to the

agents that intend to sell on our behalf. You know,

any nunber of things kind of related to nobilizing a

group of folks to go sell in a location. And it also

depends on channels as well, so..
Q Is there --
A You know, | can't just -- |I'msorry, go ahead.

Q Oh, go ahead. Were you finished? |'msorry.

A I was just going to say it just -- there are a
| ot of variables that can lead to -- that i npact that
time. It really depends on the situation. | can't --

there's no -- | can't give you a hard and fast rule,

like it takes, you know, five days to do X and then

five nore days to do Y. It doesn't -- unfortunately,

it doesn't work that way.

Q Okay. Well, does Verde have a fornal process
f or onboardi ng?

A There is a -- | have seen an onboardi ng --
ki nd of a checklist, yes. | do not have it commtted
to nenory.

Q Do you know what the steps are on that
checklist?

A That's why | say | don't have it conmtted to

CONTI NENTAL COURT REPORTERS,
(713) 522-5080
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menory. Wat |'ve told you -- what | outlined before

are sone of the steps. Again, you know, at a high

| evel, you know, they need to be educated about our

conpany. They need to be educated about the utility.

They need to be educated about the rules within a

utility or a state. They need to be educated about the
rules with respect to doing business with Verde. They
need to be educated about the product that they are

going to sell. You know, t here's the,

ki nd of,

they need to --

adm ni strative side, right? They need to

be -- what's the word 1'd use -- provisioned into the

third-party verification system So those are sone of

the things they need to do. Like |I said, that is --

that's not exhaustive, but those are the ones that cone

to m nd.
Q Are background checks included in that?

A Yes. That's part of the -- that's what |'d

consi der part of the provisioning. So in order to be,

you know, an agent, yes.

Q And for the third-party vendors that Verde

uses, do you know whet her -- do you know whet her the

agents that are used are primarily |located in the

United States or are they | ocated overseas?

A I would say -- | nean, as far as | know, they

are -- froma door-to-door standpoint, obviously

CONTI NENTAL COURT REPORTERS, | NC.
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they're located -- they're located in the United

St at es.

Q Yeah, clearly.

A I am aware of sone third-party vendors that
are not |located in the United States.

Q Do you know about how many third-party vendors

that Verde uses that are not |located in the US?

A No, | don't know how nmany.

Q Okay.

A Especially right -- like, you know, obviously
the answer is zero right now

Q Sur e.

A But, no, I'"'mnot -- | don't have any
information that would tell ne that.

Q OCkay. Now if | could direct your attention to

Verde's response to OCC Interrogatory 1-005.

A Oh, the sane tab. GOkay. Sorry.

Yes, |'mthere.

Q Okay, great. And here in the response you

state that Verde conpensates its own enpl oyees via an

hourly rate with an additional fixed doll ar anount

i ncentive for each successful enroll nent. Do you see

t hat statenent?
A Yes.
Q What is the hourly rate that Verde pays its

CONTI NENTAL COURT REPORTERS, | NC.
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enpl oyee sal es representatives?

A I do not know.

Q Can you describe for ne the additional fixed
dol I ar anmount i ncentive?

A I can tell you that it's -- again, |I'mjust
aware from personal know edge that it's on the -- you
know, it's on the order of a single -- you know, it's a

single digit nunber. | don't know what it is, but it's

one digit.
Q So by "one digit," do you nean like if a Verde

enpl oyee enrolls a custoner, they m ght receive $5 per

custoner? |Is that what we're tal king about, or is it

sonething different?

A The -- what this is referring to, it would be
for a successful enroll nment or, you know, renewal.
It'd be between, like, 1 and -- yeah, between 1 and $9.
Yeah, that's what | nean.

Q And then that woul d be on top of whatever the
hourly rate would be?

A Yes.

Q And is the hourly rate nore than m ni mrum wage?

A | believe that it is. I thought -- what's

m ni mum wage?

Q I
A. |

Li ke 7-sonet hi ng?

m not sure.

know what it was when | was worKking, so...

CONTI NENTAL COURT REPORTERS, | NC.
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don't even want to tell

Q I

wage was when |

you what the m ni nrum
started worki ng eons ago because it was

pretty pathetic.

A So assuming that it's |Iike 7-sonething, |
believe that the hourly rate is over that.
Q Okay, great. And here, further in that

response, Verde states that for agents and i ndependent

contractors of marketing firnms, Verde does not directly
conpensate those representatives and cannot verify how
the representati ves are conpensat ed.

How does Verde conpensate the marketing

firne

A Can you be nore specific?

Q Ckay. ['"I'l try to give you an exanpl e. For
exanpl e, does Verde pay the marketing firm-- do they

pay themon a nonthly basis or is it like a yearly

contract? That's what I'"'mtrying to get at.

A Most of the vendors, to ny know edge, are paid
on a -- are paid weekly or biweekly, for the nost part.
|"m sure that that varies, though.

Q Okay. So if they are paid weekly or biweekly,

does Verde -- when it works with a marketi ng vendor,

does it have like a contract with that vendor? [|I'm
trying to understand how the rel ati onshi p works. ' m
assunm ng that there's sonme sort of contract but | don't

CONTI NENTAL COURT REPORTERS, | NC.
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know and that's what |'m aski ng you.

A So that's why | said that the -- that the

paynents -- paynent schedul e or paynent arrangenents

could vary, because it varies by contract.

Q Gkay. So when -- and so when Verde enters

into a contract wwth a nmarketing vendor, is it --

what's usually the termof that contract? Is it a year

or six nonths or what's the nature of the tine frane?

A I don't know the answer to that question

because |'"'msure that it varies from vendor to vendor.

Q Okay. And just to get an idea, what -- do you

know what Verde pays these vendors on a weekly or a
bi weekl y basi s?

MR, PROANC Ms. O Brien, do you nean the

i ndi vi dual representatives of the vendor or the vendor

itsel f?

M5. O BRI EN: No, the vendors thensel ves

because the response here to the discovery request says

t hat Verde doesn't know how t he i ndi vi dual

representati ves are conpensat ed.

Q (By Ms. OBrien) So ny question is, you know,

what are the vendors pai d?

MR, PROANO I f you know t he answer, you

may proceed, M. Jordan.

A I don't know vendor to vendor, you know,

CONTI NENTAL COURT REPORTERS, | NC.
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sitting here today, what each vendor is paid, you know,
on their -- during their pay cycle with respect to when
they were selling for Verde Ohio.

Q (By Ms. OBrien) Gkay. So you don't have an
idea -- any idea at all -- as to what they're paid or
what a particular vendor contract is worth?

MR, PROANC " mjust going to object
to -- this is just kind of vague. I mean, we're
t al ki ng about a nunber of vendors that have provided
services in the state of Chio, and Ms. Jordan testified
she doesn't know specifically what vendor was paid
what . | just want to nmake sure the record is clear
that it's just a little bit undefined questi on.

Q (By Ms. OBrien) For exanple -- and | have
no -- because | have no idea at all. So, for exanpl e,
Is a vendor paid -- you said that they were paid on --

to be paid on a biweekly basis or a weekly basis.

Wuld -- would it be -- would Verde, for
exanpl e, pay a vendor, | don't know, a thousand doll ars
a week for services or is that -- I"'mtrying to get an

i dea of just a general nunber of what they pay vendors.

A I understand what you're asking. The answer
is that it varies. It's all over the nap.

Q Ckay.

A There is no -- | literally -- there is no hard

CONTI NENTAL COURT REPORTERS, | NC.
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and fast -- | couldn't even give you a rule of thunb,
it's that nust vari ation.

Q Okay. Do you know what the high range would
be?

A No. | nean, if anything | did would be -- it
woul d be guessi ng, so no.

Q Ckay.

A It's truly -- it truly is -- it truly varies

quite w dely.

Q Okay. Yeah, | don't want you to guess.
But on top of whatever the vendor would
be paid for the services, would there be an incentive

for a certain nunber of enroll nents?

A I do not know of -- I'mnot aware of any
relative to the -- the sales in Onhio. | can tell you
as a general practice, | nean, there -- you know, there
coul d be. "' m not aware of any, but | have heard of
that just from ny busi ness know edge.

Q Ckay. And tell nme alittle bit about the

reasons why Verde would term nate a relationship wwth a

vendor .
A I mean, are you just asking ne, |ike, why?
What are -- | nean, there could be a nunber of reasons.
Q Well, what are sone of thenf
A One, conveni ence. Just because we deci de from

CONTI NENTAL COURT REPORTERS, | NC.
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a -- because we decide to. You know, quality could be
a reason. You know, maybe -- again, there could be a
nunber of reasons. It could be a disagreenent on

contract terns. Those are a few --
Q Ckay.

fini shed?

Wll, let's go back to -- were you

A. | said those were a few.

Q Okay. So let's go back to quality. | n what

circunstances would Verde termnate its relationship

with a vendor for quality concerns?

A I nmean, | haven't -- again, not sitting here
| ooki ng at each individual contract, but generally
speaki ng, | nmean, we can term nate for any -- you know,
any kind of fraud or violations of state utility rules

and violations of, kind of, the code of conduct

within -- within Verde's code of conduct.

Q And in your experience, has -- when Verde does

termnate a relationship wwth a vendor is -- you know,

how severe does a violation need to be before Verde
term nates the relationship wwth a vendor?
A. |

coul dn't specul ate on that because |I'm not

the one that would do it, but | certainly knowit's
happened.
who within --

Q wel |, who wi t hin Spark Energy

woul d be responsible for term nati ng vendor

CONTI NENTAL COURT REPORTERS, | NC.
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rel ati onshi ps?

A I don't knowif |I'd say, you know,

responsi bl e. I mean, but like |I nentioned, there were

fol ks that manage vendor rel ati onshi ps.

Q Ckay.

A I guess, you know, as a matter -- a | egal
matter, | guess, would be, you know, soneone in | egal

to technically do it. But, you know, the folks in

sal es woul d be having those conversations that, you

know -- that would say, hey, you know, we're parting
ways.

Q Let's junp ahead to Verde's response to
And | et

I nterrogatory 1-006. me know when you're

t here.
MR, PROANC Ms. O Brien, before we get

into a newtopic, is this a good tine to break for

| unch?

M5. O BRIEN:  Yeah, actually, that woul d
be. Wiy don't we do that. | didn't look at the tine.
But, yes, you are correct. It's 1: 00 o' cl ock. How

| ong would you like to take?
MR, PROANC l'"d like to wap up the depo

this afternoon, obviously, by 5:00. So if everyone can

have | unch i n about 40 m nutes, does that work for

everyone?
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MS. O BRI EN: Yes, that works for us.

MR PROANO Ms. Jordan? Ms. Keene?

M5. KEENE: It will fine with us. Well,

we'll reconvene at 1:40 our tine and 12:40 central --

12: 45 central.
(Of the record 11:58 a.m to 12:55 p.m)

Q (By Ms. OBrien) M. Jordan, if you could
turn to Verde's response to Interrogatory 1-6. Let nme

know when you're there.

A Yes, | found it.

Q Okay. And here the response references Verde
Energy's quality audit process. Can you describe that
for nme?

A So there are a couple of things. There's an

audit of a sanpling of sales calls, if it's

tel emarketing. There's an audit of TPV, third-party
verifications, for those channels that have those. The
process al so includes -- | guess you could call them --

field audits or spot checks. Yeah, | guess that's
the -- sonme pieces of the audit process.
Q Okay. And how often do the audits take pl ace?
A Well, the review of third-party verifications
and of sales calls is ongoing, right? It's a
conti nuous process. It's not -- not limted to one

point in tine.
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Q Okay. So |l gets it's -- for exanple, if you
were applying the quality audit process to a particul ar
vendor that provides tel emarketing services, how -- |
mean, what would that |ook |ike? | nmean, how often --
what woul d that consist of? Wat would the auditor do?

MR PROANO (bject. That question is
very conpound.

M5. OBR EN Yeah, | realize that. [ 1
rephrase.

Q (By Ms. OBrien) Wat | want to knowis if

you're auditing a particular tel enarketing vendor, for

exanpl e, when does -- when does the auditor conduct its
audit? | mean, you said it was an ongoi ng process. I
just -- can you explain that further --

A Yes.

Q -- what you nean by that?

A So what | nean by a "conti nuous process"” is
that, for exanmple, if a -- if the audit conpany is
auditing TPVs, for exanple -- let's just say, for

exanpl e, they had a hundred TPVs to review. \Wat |
mean by it's happening in an ongoi ng process, it's

not -- you know, | would not think -- | don't know, but
I would not think it's feasible to review all 100 in
one day. That's what | nean. So they would be wor ki ng

t hrough a battery or a collection of files and scoring
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t hem
Q Ckay.

A And that process -- that's what | nean by an

ongoi ng process. That's not sonething that can be done

at a given point in tine.

Q And with respect to door-to-door narketing,

how are -- how are those narketing or the vendors

audi ted for door-to-door services?

A So the part about the TPVs, the third-party

verifications, | nean, that applies to door-to-door
agents, as well.

Q Okay.

A There also are the field audits. And then |
don't know if you -- | don't knowif this is considered

part of the audit process, but that we al so have

wel conme calls that occur -- that are -- go out to

custoners or go out to people who have been enroll ed

shortly after that process as a -- as another type of

QA neasure. | don't know if you'd consider that part

of an audit, but it's another QA neasure.

Q And when you say QA -- oh, quality audit; is

that what you're referring to as QA?

A I was actually nmeaning quality assurance.
Q Oh, okay. Wll, I'"'mglad | asked, then
Okay. Now, further down in the response,
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Verde responds "In very limted cases, sone internal

call service enployees, internal call center

representatives, interact with potential custoners."”

Can you expl ain what those circunstances

are?

A Yeah. The nobst obvious one, right, is if a
custoner makes an i nbound call to the custoner service
nunber .

Q Okay.

A I'd say that's the primary way that woul d
happen.

Q So would it
who cal |

be primarily for those custoners
into Verde who are seeking i nformati on about

enrol |l ing?

A Can you rephrase the question?

Q Well, | guess your response here, it says "in
very limted cases.” I|I'mtrying to get at what those
very limted cases are.

A So the sentence, yeah, with potenti al

custoners, that would be the limted case, that there

is a -- that, you know, soneone woul d nake an i nbound
cal | .

The other -- you know, that's one way.
And then in, again, very, very limted cases there --
possibly -- again, | do not know if this happened in

CONTI NENTAL COURT REPORTERS,
(713) 522-5080
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OChio, but there is a teamthat can nmake an out bound

call to, like, let's say a contract is comng up for

expiration, you know, and they want to have a custoner

renew or they mght call a potential custoner. And
when | say "potential custoner,” if it's |like a wn
back. So soneone who was a custoner and dropped, maybe

totry to win back that business. So | guess, you

know -- so technically that would be a potenti al
cust oner agai n.
Q Ckay. So in those cases when you're tal king

about a wn back situation, which I'mtaking to nean

I nvol ves a case where you have a custoner that's been a

Verde custoner and then | eaves and you have an internal

call service enployee who contacts that custoner to win

back t he busi ness, do you ever -- or does Verde ever

use third-party vendors for that function?

MR PROANO (bject to the form of the

questi on.

A Are you asking ne if Verde uses or has used

third-party vendors for wn backs?

Q (By Ms. OBrien) Yes. Thank you

A. So, no, not that |I'm aware of. W& have not,

you know, retained the services of anyone to go after

f ornmer custoners.

Q Okay. So would you say that for the

CONTI NENTAL COURT REPORTERS, | NC.
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internal -- for Verde's internal call service

enpl oyees, would you say that their -- their function

is primarily w nning back prior Verde custoners, as
opposed to directly marketi ng services to new
custoners?

MR PROANO (bjection to the form of the
questi on.
You can - -

Q (By Ms. O Brien) i f you understand

my question, you can go ahead and answer. "1

rephrase it, though, if you don't understand.

A I can tell you that acquisition is generally
not their primary role in any way, in either
ci rcunst ance.

Q Ckay.

A Because | think you said "primarily." No,
that's not their -- that's not their primry job.

Q Okay. Thank you. Actually, that was the
answer | was | ooking for.

And then with respect to the internal

call service enpl oyees who are involved in wi nni ng back

custoners, how many of these enpl oyees does Verde have?

A I do not know the answer to that question.

Q Ckay. If you could turn now to your
response -- or Verde's response -- to Interrogatory
1-007.
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A Yes, yes, | have it.

Q And the response references or states that

Verde Energy enploys an audit firmresponsible for

review ng the conpliance of randomy sel ected TPV

cal |l s. VWhat -- who is that audit firn?

A That woul d be J. Lodge.

Q And is that the only auditing firmthat Verde
uses?
A To ny --
MR, PROANO Are you talking about

currently or just in GChio, Ms. OBrien?

M5. O BRI EN: I n OChio.

A To ny know edge that is the only one that has

been used with respect to Ghio. And that's the only

one |'m aware of today.

Q (By Ms. OBrien) Gay. And further down in

the response there's a statenent: "Additionally Verde

Ener gy conducts random field audits of marketing

firns." Explain the randomfield audit.
A It's pretty much what's outlined in the rest
of the response with respect to the in-person -- an

I Nn-person visit.
Q And how often are they conducted?

A I don't know how often they were conducted

with respect to Chio, you know, in the | ast several --
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several nonths.

Q Okay. But are they nornally conducted on a
certain schedule; |ike, for exanple, twce a year?

A I can tell you I'maware that, at a m ni num

that the directive is to visit quarterly at a -- but

that's a mnimum And again, | don't know, you know,

what occurred back then. I didn't -- | did not | ook

into that.

Q Ckay. How does Verde -- how does Verde

determne who it will narket its services to?

MR. PRQOANC In Chio, Ms. O Brien?
M5. O BRI EN: Yes.
MR. PRQOANC How it marketed in the past?

M5. O BRI EN: Yes.

MR. PROANO Ckay. Thank you.
A Can you be nore specific?
Q (By Ms. OBrien) Like, for exanple, how does

Ver de determ ne what potential custoners they wll
call ?
A Okay. So you' re aski ng about --
MR, PROANO ' m going to object.
Hold on, Ms. Jordan. Sorry to cut you
of f.
| know this is detailed, Ms. O Brien, but
I think it is inportant that we use the right tense
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because Verde is not marketing in Chio currently. So

l"mgoing to object every tine there's a question that

I ndi cates there's current marketing. This is all in
t he past.

M5. O BRI EN: Ckay.

MR, PROANO. And I'msorry to be so
detail oriented, but it is an inportant issue in this

case.

Q (By Ms. OBrien) GCkay. How has -- in the

past how has Verde determ ned who it is going to cal
to nmarket services to?

A I mean, in general, | nean, the process -- |
mean, the first filter would be to identify peopl e who

live within the territory that can be served by -- you

know, in a deregul ated territory. That's the first
criteri a.
Q Okay. And how does Verde get that

i nformati on?

A I would -- | would be speculating if | knew

how -- kind of the -- the data aggregation behind it,

but that typically involves working with a conpany
whose conpany that --

whose job it is to provide | eads.

Q Okay.
A When | say "leads," tel enarketing | eads.
Q Sure. Now, the conpanies that woul d provide
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tel emarketing | eads, are they different than the

vendors that Verde used to narket and enroll custoners,

potential custoners, in Chio?

MR. PROANO. Could you restate the --

Ms. OBrien, I"'mjust going to object. Could you
restate the question, please?
M5. O BRI EN: Ckay.
Q (By Ms. OBrien) WlIl, when Verde was

mar keti ng and enrolling custoners in the past and Verde

obt ai ned | eads from a conpany, nmarketing |leads, is the

conpany that provides those |eads different fromthe

vendor that nmarkets and solicits the custoners?

A Yes. And | want to clarify sonething that I

sai d.

So in nost cases, Verde will acquire the

| eads and -- and provide themto the vendor. There are

ot her cases where the | eads can be acquired el sewhere.

In both cases -- or in all cases, the leads are, |'lI
say -- what's the word I want to say -- consoli dated
wth a vendor that is -- consolidated with a -- with
Verde's | ead vendor. I know that's super confusing.

Q No, actually --

A But | wanted it to be clear.

Q No, that's fine.

And is the sane true for | eads regarding

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




01:12:29

01:12:34

01:12:48

01:12:48

01:12:50

01:12:52

01:12:56

01:13:09

© 00 N o o A w N P

01:13:14
o01:13:23 10
01:13:26 11
01:13:35 12
01:13:38 13
01:13:47 14
01:13:54 15
01:13:56 16
01:14:02 17
o1:14:07 18
o1:14:17 19
o1:14:24 20
o1:14:28 21
01:14:34 22
01:14:36 23
01:14:40 24

01:14:43 25

Kira Jordan - Cctober 10, 2019 83

custoners who Verde solicited through door-to-door
mar ket i ng?

A. The sane true about -- | nean, what | was

referring to was tel emarketing | eads; so, no, that

woul d not apply to door-to-door.

Q Okay. So how does -- or how did Verde obtain
| eads for it's door-to-door marketing?

A I nmean, that process is different in that the

teans are physically | ocated, It's nore obvious

who or

right?
whi ch househol ds or which resi dences are | ocated
Iin an area that Verde serves. So | woul d not
characterize that

Q Okay.

as a |l ead, per se.
Wl l, how did Verde deterni ne which
doors to knock on?

MR PROANO (bject to the form of the

questi on.
A Il -- 1 don't -- I"'mnot privy to any specifics
around that. Wat | do know is that there are general,

kind of, internal guidelines of where not to go. ' m

not privy to -- you know, again, that would be the

sales teamthat would work on which -- |like you said,

what doors to knock or what areas to go to wthin a --

Q (By Ms. OBrien) Gkay. Wat are the interna

gui del i nes regardi ng what areas not to go to?

MR. PROANO (bject to the form of the
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questi on.
A So when | say "where not to go," obviously
there are -- | nean, just when you think of our own

hones, you know, there are nei ghborhoods that say
t hi ngs and, you know, have posted non-soliciting signs.
And obviously if it's a -- | don't know, maybe it's not
obvi ous. But for exanple, you m ght not want
door-to-door agents to go inside of a closed -- you
know, a cl osed apartnent buil ding or sonething |ike
t hat . That's what |I'mtal ki ng about.

Q (By Ms. OBrien) And why is that?

A I nean, it's just -- that's an internal -- |
guess just an internal guideline. You know, | am aware

t hat sone suppliers are perfectly okay wth that.

Q I"msorry, | didn't catch that |ast part.

A | said that -- | said it's just a -- it's a
conpany internal -- it's just an internal conpany
pref erence. | said that | amaware that there are sone

suppliers that are perfectly okay with that.

Q And Verde is not?

A In general -- again, |I'mnot speaking to
specific -- specific vendor contracts; but based on ny
per sonal know edge, in general, door-to-door agents are
prohi bited fromgoing -- going inside those types of,

you know, buil dings where there's a single entrance and
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then you -- you know, a single entrance that gains

access to, you know, multiple apartnments or sonething

li ke that.
Q Okay. Does Verde have other restrictions with
respect to door-to-door soliciting?

MR PROANO (bject to the form of the

question to the extent it's in the present tense.

A. I mean, there's a -- there's a code of conduct
that outlines sone of that. And there -- | believe
it's also in the training. But, yes, there -- | nean,

again, | don't have it in front of ne. l"msure it's

I n here sonewher e. But, yes, there are other -- other

gui del i nes.

Q (By Ms. OBrien) Do you know of sone of thent

A Oh, sure. I mean, are we talking -- so we're
t al ki ng about door-to-door still?
Q Yes.
MR. PROANO. Could I -- objection. S
there a question pendi ng?
M5. OBR EN: Yeah. | asked her if she

knows of sone of the guidelines. She said that she was

aware -- | believe she testified that she was aware of

guidelines that are set forth in the code of conduct

but she didn't know all of them

If I'm m scharacterizing your statenent,
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Ms. Jordan, please let nme know But |I'mjust asking

her whi ch gui deline she knows of.

MR, PROANC Ms. Jordan, do you
under st and t he questi on?
THE WTNESS: Yes, | believe | understand
t he questi on.
A So, there are -- like | said, there are a | ot

of guidelines. So sone of themare, you know,

regarding do not -- it's kind of a list of dos and

don'ts, right? There's: Do not represent yourself as

being with the utility. Don't sell or solicit to

people who are, |I'Il just say, unable to make deci si ons

for thensel ves; so mnors or people that are, you

know -- you know -- or, you know, seniors that don't

under stand what they're signing up for. There are

gui del i nes around not -- you know, not going into the

custoner's hone or the prospect's hone. You know,

al ways wearing your -- when | say "always weari ng

your," that the agents are required to wear a coupl e of

identifying clothes and/or tags or |ID badges. Sorry.

So those -- those are a few.

Q Okay. Now let's talk a little about the

custoner conpl ai nt process.

When a custoner has a conplaint, either

about being enrolled in Verde's services or Verde's
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service itself, describe for -- describe for ne the

process that Verde takes to resol ve the conpl aint.

A It depends. So, can you be nore specific with

what you want to know?

Q For exanpl e, suppose a potential Verde

custoner has a conpl aint about enroll nent, and that

custoner contacts Verde and notifies them of that
conplaint. Wat would Verde do?

MR PROANO (bject to the form of the
questi on.

A Ckay. So if the custoner contacts Verde and

it cones in, you know, through the call center, a

coupl e of things happen. Obviously the imedi ate --

you know, it depends on the nature of the inquiry. So

the i nmedi ate custoner -- custonmer concern is
addressed. So if it's regarding -- kind of, you know,
if they're asking, hey, was | enrolled or not, or

what ever, obviously that has to be addressed. And then
the -- after that, | nean, an effort to gather

I nformati on begi ns, again, depending on the nature of

t he conpl ai nt.

Q (By Ms. OBrien) Gkay. Does Verde have

enpl oyees that are dedicated to custoner conpl ai nts?

A I would not say we have custoners -- enpl oyees

dedi cated to custoner conplaints. Qur custoner care
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agents, you know, have -- have multiple skills, as used
in the -- in the -- you know, the term nol ogy used in
the call center. They're skilled in different nultiple
pr ocesses.

Q And how many custoner care agents does Verde

have?

A. Oh, ma'am | do not know.

Q Wuld you say it's 25?7 Mre than 25?2

A | amcertain that there are nore than 25
people that are on -- you know, considered on the
custoner care team Now, agai n, whether or not they
are enpl oyees or contractors, | don't know. But if
you' re asking -- you know, functionally speaking, are
there nore than 25 fol ks that answer the phones? Yes,
ma' am

Q But, for exanple, less than 50, would you say?

A I would not venture a guess.

Q Okay.

A I can tell you it's less than a hundred.

Q Okay. Now | would |ike for you to take a | ook

at anot her docunent that Verde provided in response to

di scovery, and this one is | abel ed Verde 000528. |

you could |l ocate that and | et nme know when you found

it.

A. I found it.

CONTI NENTAL COURT REPORTERS, | NC.
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Q Geat. And on the first page there, about

three quarters of the way down, you'll see a statenent
there that says "W determ ne that due to it not

conplying to various Chio adm nistrative codes, it
shoul d be deened a no sale.” Do you see that

st atenent ?

A I do see that.

Q VWhat is a no sal e?

A I "m not going to speculate, |like, what this
per son neant. But in, kind of, conpany nonencl at ure,
that neans -- that it's typically referred to a -- a

sales intersection that gets to the point of

verification and then should not have been verifi ed.

That is what it neans to ne. | do not know what she
meant in -- you know, | don't know if she neans that
specific definition in this e-mail. But in general --
I nmean, either way, you know, it should not -- it's
sonet hi ng that should not have ended up in a --
resulted in an enroll nent.

Q Ckay. In what circunstances would -- would a
potenti al customer enroll nent be deened a no sal e?

A Again, | don't know what -- you know, what she
meant in this particular issue; but in general, a no

sal e woul d be caused by a custoner failing to conpl ete

the TPV process. So what that neans is they could

CONTI NENTAL COURT REPORTERS, | NC.
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have -- there are a nunber of reasons that a TPV
could -- mght not be conpleted. But in general --
again, the general idea of it, of a third-party

verification, is to make sure that the custoner or the

prospecti ve custoner understands -- understands what

they're signing up for and that they are agreeing to

it. So --
Q Are there any other -- oh, I'msorry.
A That's all right.
Q Are there any --
A So to the --
Q Oh, I'msorry I'mtal king over you.
A Yeah, | know it's hard. I was just saying to

the extent that that's -- you know, that is the general

idea in terns of a -- you know, again, using ny -- the

way that | have used the term"no sale,” that's how

soneone would fail a TPV.

Q Are there any other circunstances where a
potential enroll nent woul d be deened a no sal e?
A Yes.

Q And what are those?

MR PROANO (bject to the form of the
questi on.

so when | said "no sale," |

A Agai n, was

referring to a TPV. But any circunstance where a --

CONTI NENTAL COURT REPORTERS, | NC.
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you know, a -- again, a custoner -- there seens to be a
m smat ch bet ween t he under st andi ng of the custoner and
the -- you know, and the contract that was signed. | f

there's a msmatch between those two i n understandi ng,

you know, that could be a no sale. O if the -- or

said differently, if the QA process, for exanple, hears

sonething -- and again, there are a nunber of things

t hat they coul d hear. But it's possible for that

process, the QA process, to turn sonething into a no
sale. O for the welcone call process to -- when | say
turn to -- to result in an enroll nent then being turned
into a -- quote, unquote -- no sale.

Q (By Ms. OBrien) Nowl'd like to refer you to

the... GCkay. |If you could turn back to the docunent
t hat begi ns with page Verde 000840.

A Ckay.

Q Let nme know when you're there.

A Yes, |I'mthere.

Q Have you revi ewed this docunent ?

A Yes.

Q And if you take a | ook on the second page,
000841, there's a description of a custoner conpl aint

about a Verde sal es representative naned Ryan who tol d

a custoner that the rate of 7.5 was better than the

rate of 5.3 that the custoner already had because the

CONTI NENTAL COURT REPORTERS, | NC.
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AEP custoner service fee would drop upon enroll nent.

Do you see that?
MR PROANO (bjection to the form of the
questi on.

A Yes, | see -- yes, | see that verbiage in the

description of the issue section, yes, ma' am

Q (By Ms. OBrien) And if you go back to

000840, do you see the statenent there by, it | ooks

| i ke, Xi omara Mendoza, that those actions by the sales
agent are unaccept abl e?

A Yes, | see that.
Q Do you know whet her
Ryan,

contract agent?

this particul ar sal es

agent, was a Verde enployee or a third-party

A No, | don't have personal know edge of that.

I can -- | only know what's here that says -- refers to

an out bound tel emarketing representati ve.
Q And do you see the statenent in here where it

says that this matter was escal ated to the proper

departnment to investigate?

A I do see that.

Q Ckay. \Wiat departnment would this nmatter have
been escal ated to?

A Again, | don't want to -- you know, | don't

know about this particular natter. Generally speaking,

CONTI NENTAL COURT REPORTERS, | NC.
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the fol ks that would be i nvol ved would be the -- the

vendor conpliance person and the -- and soneone in
sales to investigate, in general. Again, | don't know
about this one, but that's the general process.

Q Okay. And so you woul dn't know what the
outcone of this investigation would be?

A I don't believe | have seen what -- anything
regarding this Randy -- what's his nane? Ryan.

Q Ryan

A Ryan. | haven't seen anything. That doesn't
mean anyt hi ng didn't happen. | just have not -- |

personally have not seen it.

Q Okay. Now | think before you indicated to ne
that you had reviewed the joint settl enment between
Staff and Verde in this case; is that correct?

A Yes. I reviewed the joint -- the stipulation
docunent? That?

Q Yes.

A Yes.

Q Uh-huh. And if | refer to it as "the
settlenent,” wll we be on the sane page? WII| you

know that I'"'mreferring to the joint stipulation and

recommendati on?

A Okay. | was just naking sure.

Q Yeah. No, |'mjust asking because | know

CONTI NENTAL COURT REPORTERS, | NC.
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sonetines that we use different term nology; but | plan

to refer to it as "the settlenent.” | just want to

make sure that you know what I'mreferring to.

A Ckay.

Q So you reviewed the settlenent, right?

A Yes.

Q Okay. Can you tell ne what in the settl enent

prevents Verde sal es agents fromsoliciting custoners
in this way?

A In what way are you referring to?

Q I"m asking you if there's anything in the

settl ement that prevents Verde's sales agents from

soliciting custoners in the manner described in 000840.

MR PROANO (bjection to the form of the
questi on.

A I can tell you that there is sonething in the

stipulation, No. 5, that tal ks about an action plan for

conpliance prior to -- 90 days prior to resum ng any
marketing in the state. In ny view, that -- that plan
woul d out -- you know, would outline in nore detail the
quality -- | would say QA processes and any -- you
know, any plans that the conpany has regarding
mar keti ng and sal es.

Q (By Ms. OBrien) GCkay. But isn't it true

that the action plan hasn't been drafted yet?

CONTI NENTAL COURT REPORTERS, | NC.
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A The action plan referenced here has not been

drafted. The -- 1'll say famly of conpanies, in

| ayman's terns, certainly has a conpliance program and

sone, you know, sone foundational elenents that apply

across the board, and then |I'm sure after, you know,
this matter is finalized, obviously we wll finalize
t hat pl an.

Q But in the -- in the settlenent itself,

not hi ng prevents Verde from marketing services to a

custoner in the nanner described in 000840; is that

correct?

MR. PROANO (bjection. She just said

t hat was not correct and pointed to paragraph 5 of the

stipulation. So | object.

Q (By Ms. OBrien) You can go ahead and answer

t he questi on.

A So | don't -- you know, not speaking to the
stipulation, I would say that Verde's own -- own
gui del i nes, you know, prohibit that. And |I already

stated that's -- sonething |li ke m srepresenting the

rate is very clearly prohibited in training and in that

code of conduct that | was referencing earlier before

| unch -- or nmaybe that was after lunch. Sorry.

So sonething |like that would be kind of
off -- you know, sonething like that is kind of just
CONTI NENTAL COURT REPORTERS, | NC.

(713) 522-5080
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whol Iy not okay in the first place, just wth respect
to our own rul es.

Q Ckay. And going back to the action plan
actually referenced in the settlenent -- it was a
par agr aph. Let ne | ook here.

One mnute. GCkay. Here we go. I n

paragraph 5, the action plan referenced here. The
settlenent here states that the action plan will be

submtted at | east 90 days pri or

in Ohio.

to resum ng marketi ng

and custoner enroll nent

My under standi ng -- and you can correct

me if I"mwong -- is that Staff wll have input to

t hat action pl an?

A | actually don't know the answer to that

questi on. Let nme -- unless it's outlined here.

Q Actually if it hel ps any, you can reference
Verde's response to interrogatory 4-49 which
specifically states that Staff can provide comments or

suggest ed changes to the action pl an.

A VWhere is the -- I'"'msorry. Wat docunent are
you referring to? Can you repeat it again? |'msorry.
Q Verde's response to interrogatory 4-49. And

bel i eve actually that was a suppl enental response that

was provided... nmaybe it was one of the suppl enental

responses. Let ne just see where it is.
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MR. PROANC Ms. OBrien, it was served

| ast ni ght.

M5. O BRI EN: Ckay.

MR PROANO | don't know if -- | don't

know if the witness has a copy of this since it was

served so late | ast night.

M5. O BRI EN: Ckay.

MR, PRCANO If you wsh, | could read

the answer into the record.

MS. O BRI EN: Yeah, that's fine, if you

would |i ke to.

MR. PROANO. Yeah. The response was,

"The action plan for conpliance does not yet exist.

Pursuant to the terns of the joint stipulation and
recommendat i on,

Verde antici pates that the action plan

wll provide a detail ed explanati on of how Verde Energy
W Il ensure conpliance of Chio rules and regul ati ons
and address the concerns identified in the Staff

Verde Energy w ||

report. provide the action plan to

staff at | east 90 days prior

in Ohio,

to resum ng marketi ng and

cust oner enrol |l nent duri ng which period Staff

can provide comments or suggested changes to Verde
Energy, intended to ensure Verde Energy's conpliance
with Chio | aw and prevent future issues associated with

i nstances of nonconpli ance.”
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Q (By Ms. O Brien) Ckay. Ms. Jordan, do you

under stand t hat response?

A So |l was able -- | was actually able to | ocate

it. Yes, | understand the response. I under stood your

question to be did the stipulation expressly require --

you know, require input fromthe -- did it say it

there? So that's how | understood your question.

Q Yeah. Exactly. So -- so that response to

interrogatory 4-49 clarifies that Staff will have i nput

to the action plan. | s that your understandi ng now?

A That is ny under st andi ng.
Q Okay. WIIl Verde agree to allow OCC to
comment on what is included in the action plan?
MR, PROANC l"mjust going to object to
t hat question. That's nore of a | egal question, |
t hi nk, between | awers. And certainly this person is

not designated to testify as a corporate rep on this
sti pul ated settl enent.
So |'m happy to tal k about that offline,

if you wsh, Ms. OBrien, but we have not put this

w t ness on for that purpose.

Q (By Ms. OBrien) M. Jordan, you can answer
i f you can.
A I was going to say | don't think that I'mthe

person to nmake that call
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Q Okay. Fai r enough.
Ckay. Let ne -- let nme nove onto anot her
docunent . Now | "d |Ii ke you to take a | ook at anot her

docunent Verde provided in response to OPC s di scovery.

Ms. Jordan, | just want to backtrack on

one prior question, on the previous question regardi ng

whet her or not Verde would commt to allowing OCC to
comment on the action plan. You stated that you
weren't the person to ask on that. Who woul d be?
A I don't know that | had a specific person in
m nd. | just -- you know, | would expect that that
woul d be sonething that is handl ed by our | egal and
regul atory team | didn't necessarily -- | didn't have
a specific person in mnd, other than it not bei ng ne.
Q Okay. Fai r enough. If you could refer to

Verde 004274 and |l et ne know when you have it.

A I have located it.

Q Okay. Geat. And if you refer to page
004277, which is part of that sane docunent, you'll see
it describes a custoner conplaint froma 77 -- |I'm
sorry, excuse ne -- 77-year old custoner about
receiving harassing calls froma sal es agent, who

referred to hinself as Al ex, about how she could | ower

her rate, and inform ng her that if she did not swtch

her service she would be turned off and it woul d cost
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her $2,000 to turn her service back on. Do you see
t hat ?
MR PROANO (bjection to the form of the
questi on.
Q (By Ms. O Brien)

Do you see that statenent,

Ms. Jordan?

A Yes, | see the verbi age about the $2000 and so
on. Yes, | see that.
Q Okay. And this docunent also refers to --

refers to a KAA Energy Agency as a third party vendor.
Do you see that?

A Yes, | see that.
Q Does Verde still work with KAA Energy?
MR. PROANO  You nean outside of OChi o,

Ms. O Brien?

Q (By Ms. OBrien) WIlIl, do you still work wth
KAA Energy in Chio or otherw se?

A I do not know because | haven't -- | don't
know. That's not sonething that | | ooked at, you know,
in preparation for this. So | don't know the answer to
t hat questi on.

Q Okay. And can you tell nme what in the

settl enment prevents Verde fromusing tel emarketers |ike
KAA Energy in the future?

MR. PROANO (bjection to the form of the

CONTI NENTAL COURT REPORTERS, | NC.
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questi on.

A Can you ask your question again, please?

Q (By Ms. OBrien) Wat in the settl enent

prevents Verde fromusing tel emarketers |i ke KAA Energy
in the future?

MR. PROANO Again, objection to the form

of the questi on.

A I don't see anything specific about obviously

that vendor in the -- in the stipulation. | would say

that Verde has a significant interest in not working

wth third-party vendors whose agents engage in this

ki nd of behavior. There's no -- you know, yeah. |

nmean, there's a -- we have an interest in that anyway

because as | nentioned before, the intent is that

peopl e under -- the custoners and prospective custoners

under stand what they are signing up for. W don't want

to do business with fol ks that do that anyway.

Q (By Ms. OBrien) So is your answer, no,

there's nothing in the settlenent that prevents Verde

fromusing tel emarketers |i ke KAA Energy?

MR. PROANO (bjection. That's not her

answer. (Objection to the form of the question.
M5. OBRIEN:. WlIl, then she can -- she
can answer whether it is or not.
A What | said was | did not see anything in the

CONTI NENTAL COURT REPORTERS, | NC.
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sti pul ation regardi ng a specific marketer.
Q (By Ms. OBrien) Okay.

Ckay.

Thank you.

Now turning to the Staff report,

you indicated that you reviewed the Staff report; is

that correct?

A One m nut e. I"'mtrying to -- |I'mjockeying
bi nders.

MR, PROANO. Change of topic,
Ms. O Brien. Is this a good tine to take a 5-m nute
br eak?

M5. O BRI EN: If the witness needs a

break, that's fi ne. W& can take a break.

MR PROANO Ms. Jordan?
THE W TNESS: I would happily take a bio
br eak.

(Of the record 2:03 p.m to 2:04 p.m)
M5. OBRIEN. Are we good to go back on

the record?

THE REPORTER Yes, ma' am On the
record.
M5. O BRI EN: Ckay, G eat.
Q (By Ms. OBrien) M. Jordan, what is your

under st andi ng of the term "spoofing"?

MR. PROANO. Could | pause here,

Ms. OBrien? Are we getting into the corporate rep

CONTI NENTAL COURT REPORTERS, | NC.
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noti ce?

M5. OBRIEN:. Well, we're getting into

t he deposition questions regarding spoofing, if that's
what you're asking.
into

MR, PROANO.  Ckay. Bef ore you get

the topics that you' ve noticed pursuant to your

Cct ober 17th seventh notice, |I'"'mjust -- if you could
del i neate when you are going to ask those questions in
her corporate capacity because that's different.

M5. O BRI EN: Ckay.
MR. PRQOANC | woul d appreciate that.

That would help clarify the record and al so | et

Ms. Jordan know. Thank you.

MS. OBRIEN: | guess --

MR OLIKER: Before you go, also -- this
Is Joe Aiker. | do have a few questions, and | wasn't

sure how you want to separate those questions in the
deposi ti on.

M5. OBRIEN: Yeah, | guess just at the

end of the deposition. | mean, as opposed to what?

Asking them-- 1 don't understand the question. Wen

el se woul d you ask then?
MR OLI KER: I

t hi nk what he's identified

iIs that he wants there to be a break in the deposition

from when the corporate section begi ns and when the

CONTI NENTAL COURT REPORTERS, | NC.
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prior questions to Ms. Jordan were specified, and |I'm

just trying to nake sure that I'mnot told that |I've

m ssed ny chance because you' ve noved the corporate
si de.

M5. OBRIEN:. Well, | nean, |I'mnot going

to tell you that. You know, |I'm going to ask the

questions in the order that | have it laid out. ' m

not planning on setting aside a different order based

upon Ms. Jordan's corporate desi gnee.

"' m not sure exactly that there shoul d be

a di fference. But regardless, | guess ny answer is,

you know, if you can ask them at the end. I need to

get -- | have a bunch of stuff to get through and 1'd

like to get through it, so... are we good?

MR, OLI KER: Sur e.

M5. OBRIEN:. Yeah, | nean, |'m not going
to tell you not to ask any questions. That's -- |
mean, you can ask sone questions at the end. | ' m not

going to try to tell you that you' ve m ssed any

opportunity or anything, so --

MR. PROANC | don't think ny statenent
was for you, Angel a.

M5. OBRIEN: Ckay. So let's go ahead
and -- are we back on the record?

THE REPORTER: I've been on the record.

CONTI NENTAL COURT REPORTERS, | NC.
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M5. OBRIEN. Are we -- okay. So we're

on now, right?

THE REPORTER: Yes, na'am |'ve been on

t he record. l'"'m sorry, nobody told ne to go off.
M5. OBRIEN: Ckay. | just wanted to
make sure.

Q (By Ms. OBrien) GOkay. So, M. Jordan, what
I's your understanding of the term "spoofing"?

A The term as | understand it, is -- at | east
in this context is, | guess, as faking or | guess
maki ng a phone nunber seemlike it's from anot her one.
That's ny -- you know, how t hat happens, | don't know.

But that's |like ny, you know, |ayperson's understanding

of what spoofing is.

Q Okay. So l'dlike you to refer to a docunent
t hat was produced by Verde in response to OCC s
di scovery. It's Verde 000957. Let ne know when you
have it.
A | found it.
Q Ckay, great. And have you reviewed this
docunent ?
A Yes, |

Q Ckay.

have.

Now, this docunent descri bes a custoner

conpl ai nt where the custoner received a call froma

Verde sal es representative and it showed up on her

CONTI NENTAL COURT REPORTERS, | NC.
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caller I D as an AEP Ohi o custoner servi ce nunber.

Do you know whet her the sal es
representative referenced in this docunent is a Verde
enpl oyee, or a third-party contractor?
MR. PROANC oj ection to the formof the
questi on.
A Can you ask the question again, please?
Q (By Ms. OBrien) Do you know whet her the sal es
representative referenced in this docunent is a Verde

enpl oyee or a third-party contractor?

MR PROANO (bject to the form of the
questi on.
A There is nothing specifically in this that
identifies a vendor. You know, | can nmake --
Q (By Ms. OBrien) | guess ny -- go ahead.

A I guess | can nmake inferences, but it would be
just that. I don't see anything explicitly that says
it, other than it refers to a vendor. So therefore a
vendor would not be an internal -- a Verde enpl oyee.

Q l"msorry. | didn't hear that |ast part.

A Excuse ne. | said so there's a sentence --
one, two -- | guess the third sentence in the response

from Loui se. Says, "Verde's vendor records do not
reflect any calls made to the tel ephone nunber 614" et
cetera. | said while | don't see a vendor nane, that

CONTI NENTAL COURT REPORTERS, | NC.
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sentence |l eads ne to believe that that woul d be a

third-party vendor versus a Verde enpl oyee. And when

say enpl oyee, again, you know, Verde -- a Verde cal

center

Q Ckay.

agent or enpl oyee.

So Verde doesn't know -- so by your

prior answers, you indicated that Verde doesn't really

get involved wth outbound sales marketing; is that
correct?
MR. PROCANO  (bj ecti on.
Q (By Ms. OBrien) Soliciting and marketing
services to custoners, correct?

MR PROANO (bjection to the form of the

questi on.

A What | said is there are sone -- sone |limted
occasi ons where they would do that, but it's not -- |
woul d not consider it their primary -- you know, their

primary j ob. But that's what | said.

Q (By Ms. O Brien) Ckay. Do you know why this

custoner would -- do you know why the custoner would
receive a call froma Verde sales narketer and the
caller 1D wuld reflect an AEP Chi o custoner service
nunber ?

MR, PROANC | " m going to obj ect because

there's nothing in this docunent that says that a Verde

sal es representative nade that call.

CONTI NENTAL COURT REPORTERS, | NC.
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M5. OBRIEN:. Ckay. Well, you know, we

can nove on to anot her docunent, actually.

Q (By Ms. OBrien) Let's nove on to Verde

000965. Let nme know when you are there.

A. I am t here.

Q Okay. If you go to page 000966, this reflects

a custoner conplaint that a Verde Energy representative

claimng to work for AEP Ohi o naned Kevin Brown -- and

there's an | D nunber here -- offered a $30 di scount

since the AEP 10 percent di scount has expired.

Do you know whet her or not this Verde
Energy representative was a Verde Energy enpl oyee, or

was it a third-party contractor?

A So | do not see anything that specifically, in
t he response, addresses that. I could only answer you
wth regards to our -- to Verde's general practices.

Q Ckay. But do you know why this custoner would

receive a call froma Verde Energy representative that

refl ected an AEP nunber on the caller |D?

A No, | don't know why a prospective custoner

woul d receive a call like that. | don't see in here --

I "' mreadi ng agai n. | see where the custoner was added

to the do not call list, but | don't see where -- where
a-- likel said, | don't see where a vendor was
i denti fi ed.
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Q

specifically. I

recei ve a cal

I"m not asking you if a vendor was identified

m j ust aski ng you why a custonmer would

from Verde Energy that shows up on her

caller 1D as an AEP Ohi o nunber?
MR, PROANO. (bj ection; asked and
answer ed.
M5. OBREN: Well, what was her answer?
MR, PROANC Reporter, could you read
back her answer?
(The |l ast answer was read.)
Q (By Ms. OBrien) If we can nove on to the

docunent that's stanped Verde 004312.

Let ne know when

you're there.

A "' mthere.

Q Just give ne a mnute here.

A Sur e.

Q Okay. If you turn to page 004315. This
reflects a custoner conplaint that the custoner
received a call from Verde and it showed up in her
custoner I D as Ohio Edison. Do you see that?

MR, PROANO (bjection to the form of the
questi on.

A Page 43157

Q (By Ms. O Brien) Uh-huh.

A Yes, | see the section you're referring to.
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(713) 522-5080




02:18:14

02:18:16

02:18:21

02:18:26

02:18:27

02:18:30

02:18:34

02:18:45

© 00 N o o A w N P

02:18:53
02:19:01 10
02:19:05 11
02:19:14 12
02:19:17 13
02:19:30 14
02:19:36 15
02:19:36 16
02:19:41 17
02:19:43 18
02:19:48 19
02:19:57 20
02:20:03 21
02:20:05 22
02:20:08 23
02:20:12 24

02:20:16 25

Kira Jordan - Cctober 10, 2019 110

Q Ckay. Do you know why this custoner would

receive a call from Verde Energy that showed a nunber

in the caller I D as an Ohi o Edi son nunber ?

MR, PROANO. (bject agai n because the

docunent doesn't say "Verde Energy" in the conplaint.

So ny objection stands on the form of the question.

Q (By Ms. OBrien) M. Jordan, you can answer.

A So | can say there is no reason that -- no

reason at all that a third-party vendor, trying to

acqui re custoners on behal f of Verde Energy, should be

trying to nake thenselves | ook Iike the utility. There
I's no acceptabl e reason from Verde's perspecti ve.
Q Do you see on page Verde 004313, again a

t el enar ket er associated wth KAA Energy; do you see

t hat ?
A Can you repeat yourself, please? |1'msorry,
was turning the page. | couldn't hear you.

Q Do you see on Verde 004313 it reflects an

out bound tel emar ket er KAA Energy?

A Yes, | see the bullet point starting wth
2/ 21/ 2019. | see that bullet point, yes.
Q And | think you stated previously you didn't

know whet her or not Verde still maintains a

relati onship wth KAA Energy?
know.

A That's right; | don't

CONTI NENTAL COURT REPORTERS, | NC.
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Q Ckay. If you could pull out another docunent

t hat Verde provided in response to di scovery, Verde
000293.

A. I have found it.

Q Do you see here that it descri bes a custoner

conpl ai nt i nvol ving Verde Energy where she gets

nunerous calls every day froma 513 area code nunber
and froma sales representative representing thensel ves

as soneone from Duke. Do you see that?

A Yes, | see where it says the conplaint is

regardi ng a custoner getting nunerous calls every day.

Yes, ma'am | see that.

Q And do you see where it says: "Wen | talked

to the rep | directly asked what conpany he was with

and he said the Choice Program which was not a conpany

nane. After further questioning, | was able to find

out the call was from Verde." Do you see that?

A I see where that's in the conplaint, yes.

Q Do you know why this particular tel emarketer

woul d be inform ng a potential Verde custoner that he

was from Duke?
MR. PROCANO  (bj ecti on.

A I don't see the disposition of this one, at

| east not here in front of nme, so | don't know -- |

don't know the outcone of the research regarding this
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particular conplaint. Again, | can tell you at a

whol esale level it is not okay for a vendor acquiring

custoners on behalf of Verde to m srepresent thensel ves

as being the utility or part of the utility or

sonet hi ng el se.

Q (By Ms. OBrien) And now !l want to nove on to

the naterials that Verde served | ast night. These are

obj ections -- or these are responses to OCC s request

for production of docunents. | believe that they were

initially -- | believe that these are responsive to

OCC s sixth set that Verde supplenented and served | ate

yest erday eveni ng. If you can find those and |let ne

know when you have them

THE W TNESS: Davi d, can you hel p ne

here? | see sonething starting -- dated October 7th

but | don't know if that --

MR. PROANGC It should be the anended

responses to OCC s 6th set. January 19.10.09. Anended

responses to OCC s 6th set.

THE W TNESS: I was in the wong pl ace.

|"ve got to swap bi nders here. I"m | ooking for -- you
sai d anended responses to OCC sixth set.
Q (By Ms. OBrien) | think the actual title of

t he docunent is Verde Energy USA Ohi o's objections and

responses to request for production of docunents
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propounded on Cctober 7, 2019. That's the docunent |'m

| ooki ng at. | don't know how David has labeled it in

your bi nder.

A. Got cha. | see the anended one. That' s what

we want, the anended objections and responses?
M5. KEENE: That's what she says.
A Ckay. | guess I"'mthere. W'IIl find out
shortly.
Q (By Ms. OBrien) And if you'll |ook at the

attachnents, it |looks |Ii ke one of the attachnents is

your resune, and then the second attachnent is a PUCO

conplaint. There's no Bates stanp on it but at the top

it reflects a PUCO nunber of 00265297 and it has a date

of Wednesday, October 9th, 2019.

A Okay. S| ow down.

Q I|"m not sure why it would have that date, but
since that was yesterday.

A One nonent, pl ease.

Q And if 1it's any help, it references a sales
agent naned Henry Peterson.

A I"m flipping. I'"'min the general section. |
just don't -- I'mflipping. I'"mflipping.

M5. KEENE: Ms. O Brien, are you asking

for an exhibit?

MS5. O BRI EN: This is one of the

CONTI NENTAL COURT REPORTERS, | NC.
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docunents that Verde produced yesterday eveni ng.

MS. KEENE: Correct.

M5. O BRI EN: In response to OCC s sixth

set and the docunent has attachnents to it.

MR PROANO Ms. OBrien -- sorry,

Ms. OBrien, | think why we are getting confused, |

don't think you are referencing the sixth set. I think

you are referencing the production of docunents in

response to the QOctober 7th, 2019, deposition notice.

M5. O BRI EN: Ckay. Well, yeah, that is

the Cctober -- regarding the sane issues.

MR PROANO Yeah, it's a different

docunent. We are not |looking for the sixth set. W

are | ooking for the discovery response that has in the

title of it Cctober 7, 2019.

MS. O BRI EN: Yes. That's what |I'm

| ooki ng at. Thank you.

M5. KEENE: Dated 10/ 10 on your tab.

THE W TNESS: Hang on.
MS. KEENE: And then in the first

paragraph in that tab -- | think you had the tab

pr oper .
THE W TNESS: I m goi ng.
MS. KEENE: You'll see the Cctober 7th
date that Ms. OBrien is referring to.
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THE W TNESS: | see that.

M5. KEENE: And the particul ar docunent
she is referring to is before the Exhibit 1 in your
t ab.

THE W TNESS: I found ny resune. ' m

getti ng warner. Sorry, guys. | promse |'mnot trying
to be, |ike, slow
M5. O BRI EN: | get it because it's hard.
A So we are tal king about -- | see 265297.
Q (By Ms. OBrien) Yes.
A Al'l right. | amfinally there.
Q And again this is a conplaint where a custoner

contacted the PUCO regarding their enrollnment with

Verde. He speaks that the caller I D shows the -- a

call from develand Electric Illum nati ng Conpany. Do

you have any know edge about this specific conplaint?

A No. Not hi ng beyond -- | believe seeing, you

know, seeing this in its native form this information

that we have in front of us.

Q And again, do you know why this custoner woul d

receive a call fromVerde reflecting in the caller ID
as Cleveland Electric Illum nating Conpany?

A No, ma'am

Q Anot her to that

att achment sanme producti on.

If you could --
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MR, PROANC Ms. OBrien, just so the

record is clear, | assune now we're into the five

topi cs of your Cctober 7th corporate rep notice?

MS. O BRI EN:  Yeah.

MR, PROANO. Okay. Just so the record is

clear, Ms. Jordan is now testifying as the designated

corporate representative of Verde Energy on the five

topics listed on the October 7th, 2019, OCC notice of

deposition. Thank you, Ms. O Bri en.

M5. OBRIEN. Actually, I'"mgoing to nove

on fromthat docunent.

Q (By Ms. OBrien) M. Jordan, do you have any

reason to believe that the custoners in the conplaints

that we just di scussed, do you have any reason to

believe that they' re not being truthful in their

conpl ai nts?

A I don't have any reason to believe that the

custoners, you know, experienced what they said they
di d.
Q Ckay. wi |

And actually, | go back to that

production and just give ne a m nute here because |

want to find our... Just give ne one second.
Actually, | thought it was in this
producti on but obviously I amnot seeing it because...
Wll, let's do it this way. |If you
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could -- if you could get that Staff report that was

filed in this case on May 29t h.

MR. PRQOANC |'"'msorry to interrupt
again, Ms. OBrien. Are we back to her individua
capacity?

M5. O BRI EN: No.

MR PROANO  Yes or no?

M5. O BRI EN: No.

MR. PROANO Ckay. Thank you.

Q (By Ms. OBrien) And if you could turn to

page 11 and | et ne know when you're there?

A. I have found it.

Q If you go down about the m ddl e of the page,

there's a bullet point where it says another custoner

reported that he received a call from Jack Jordan,

Verde I D 121125. The custoner's caller IDindicated

that he was getting a call fromthe illum nating

however, Jack turned out to be a

conpany;
representati ve of Verde.

Do you see that?

A Yes, | see the third bull et point.
Q Do you have any reason to believe that the
custoner was -- was lying in that conpl aint?
MR PROANO (bjection to the form of the
questi on.
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A I mean, |I'mcertainly not questioni ng whet her

or not a conpl aint was nmade. | don't -- and I'm not --

I don't have any reason -- you know, any reason to

believe that, you know, one way or the other. Cearly

t he conpl ai nt was nade.
Q (By Ms. OBrien) 1'

m sorry, part of this is

going to -- okay. Actually, let's turn -- instead of
the Staff report, this will nake it easier. If you
could find your docunent that's Verde Energy's

responses to OCC s sixth set. And this was al so served

| ast ni ght.
A Responses to the sixth set? Ckay.
MR PROANO It woul d have been the
docunent, Ms. Jordan, prior to the prior one. Right

before the Cctober 7th one.

THE W TNESS: Okay. Anended responses to
OCC s sixth set? That one?
MS. O BRI EN: Yes.

A Ckay.
Q (By Ms. OBrien) And if you turn to the
response to | NT 6-51.

A Ckay. ' mthere.

Q Okay. And this is a response that you

says here,

provided and it
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Now, this is -- if you flip nowto -- |

believe that -- if you look at this I D nunber here,

this 11 -- or this 121125, this cones from page 11 of

the Staff report, the mddle bullet point on page 11.

Do you see that?

A Not vyet. Let ne kind of double duty. Ckay.
Page 11 versus -- okay. So. ..

Q Ckay.

A Yes, | see that ID.

Q Okay. So now if you go back to Verde's

production froma request -- from OCC s request

propounded on Cctober 7, 2019. And again if you could

go to the back and find that page nunber 00265297.

A VWhat' s t he nunber agai n? The case nunber?

Q Case No. 00265297. And if you can find the

docunent -- again, | -- well, I nean, they're not
st anped.

A I found a -- it says case detail on the top of
it.

Q kay. Well, the -- what | want you to | ook at
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I's a page that

looks like it's -- G
I
I

has a page No. 2 on the bottomand it

has -- it

If you can find that for nme and see if you

can find it, that will be great.

A | see the case comments.

Q Okay. And do you see the comments that begin
wth -- I"'mnot going to say the custoner nane for --

"Custoner received a cal

Dl from Verde

in the record. But it said,

this afternoon from Jack Jordan,

Ener gy, although per the custoner's ID, the call was
fromthe Illum nating Conpany."” Do you see that?

A Yes, | see that.

Q Okay. So it appears that there's been a typo

with respect to Jack Jordan's I D nunber. So | guess

what |'mgetting at is: Did Verde investigate this

report of Jack Jordan calling a custoner and cl ai m ng

that he was fromthe C eveland |1l um nati ng Conpany?

Did Verde investigate this particular |ID nunber, the

MR, PROANC l"msorry, Ms. OBrien, did

they investigate that -- not the nunber referenced in

the Staff report, but the nunber in the underlying

conpl ai nt docunent? |Is that what you're aski ng?

MS. O BRI EN: Yeah.
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MR, PROANC.  Ckay.

M5. O BRI EN: It just | ooks like there's
been a typo in the Staff report, | think. And | think
that that's been carried over. So...

A So to answer your question, | don't know --
let me -- | do see the difference in the nunbers.

Q Ckay.

A I amnot -- let nme look. | know a search was
done for the nane. I"m | ooking for the -- the response

to where the -- the response. There's a specific

questi on about --

MR, PROANO It would be the sixth set,
Ms. Jordan. The docunent in your binder right before
t hi s docunent.

THE WTNESS: Al right. Yeah.

MR, PROANO. The response deals with all

t hese questi ons about Jack Jordan.

THE W TNESS: Thank you.

A All right. So, you know, based on this, | can

only, you know, say that the search was done on the

nane and then the I D 121125.

Q (By Ms. OBrien) GCkay.

A. I do not know, because the infornmation is not

in front of me, with respect to that conplaint with the

case nunber ending in 5297. | don't see anything here
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that tells nme that a search was done on |l That
doesn't nean that didn't happen. | just don't have
that infornmation in here to tell you that or not.

Q Ckay. So you don't know whet her or not
there's an agent by -- with the | D nunber of Il
currently -- well, | guess, who had nmarketed for Verde
in the past? You don't know if that person -- you
don't know if that person actually existed, or you
haven't done that investigation?

MR. PROCANO  (bj ecti on.

A I have not done that investigation. Again,
like | said, | don't have enough infornmation in front
of me here to tell you whether or not that this other
nunber has been investigated. | just don't know. | do
know t he nane was checked.

Q (By Ms. OBrien) Gay. So the response here
In response to interrogatory 6-051 which -- O051A which
carries into the rest for a lot of -- which is
referenced in response to subpart B through F, it | ooks
i ke. You don't know whet her or not an agent with the

D No. Jlll Vworked for Verde, do you?

A No, | do not know that today. To ny
know edge, that research -- | don't know if that
research has been done. | don't have that information.
Q Ckay.
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A I"'msure it could be | ooked up at sone point.

Q Okay. Geat. And again, is there any reason
why a Verde sal es representative would be identifying
hi msel f as Jack Jordan fromthe C evel and El ectric

of Verde?

Illum nati ng Conpany to a potential custoner

A Absol utely not.
MR. PROCANO  (bj ecti on.
Q (By Ms. O Brien)

In light of the custoner

conpl aints that we've di scussed, what has Verde done to
address the clains of spoofing?
A Can you be nore specific?
MR PROANO (bject to the form of the
questi on.

Q (By Ms. OBrien) Wat does Verde do to

prevent spoofing?
A I mean, | think that -- | nentioned earlier --
well, I know | nentioned earlier that things |like fraud

and m srepresentation by the sales representatives, or

m srepresentation of the products offered is, you know,

not acceptable in our contracts and with regard -- and

inour -- 1'"ll say -- |I'm saying code of conduct but

it's kind of in our overall, in that on-boardi ng

process we tal ked about earlier.

So, you know, those are -- the contracts

speak to, you know, renedies that we have or things
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t hat we can do, things that Verde can do if a vendor

engages i n conduct -- you know, if they are found to

engage in conduct that is, you know, a violation of

those -- those ternms. "Terns" in a legal sense and in

terms of the code of conduct and ground rul es.

Q VWhat, in the settl enent between the PUCO and

Verde -- or PUCO Staff and Verde, rather, specifically.

THE REPORTER Can you repeat the

question? You kind of cut out alittle bit.

M5. O BRI EN: Ch, I'msorry.

Q (By Ms. OBrien) M question is: Wat in the

settl enment between PUCO Staff and Verde addresses the
pr obl em of spoofing?

A So | would point back to paragraph 5 and --
and ny previous statenment about Verde's own policies
around such behavi or.

Q But nothing in paragraph 5 specifically

addresses spoofing; is that correct?
MR, PROANO (bjection to the form of the
questi on.
A Par agraph 5 tal ks about an action plan for

conpliance and that is in reference to marketing and

custoner enrollnent. So in ny eyes, you know, that
action plan would -- would apply to, like it says,
mar keti ng customer enroll ment in Ohio.
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Q (By Ms. OBrien) But | think as you testified

earlier, the action plan hasn't been drafted yet,
right?
A The action plan has not been drafted

specifically in response to, you know, this

stipulation. As | nentioned before, we have standard

practi ces and we have a conpli ance departnent and a

regul atory departnent, so there are -- there's a

foundation that that action plan, I"'msure, wll build

upon. And as it can, as a -- you know, | think we --

not | think, I know one of those foundational pieces is

that we don't represent to the vendors to the -- for

Verde itself, do not represent itself as the utility.

That's kind of sonething that you -- that's covered on

Day 1.

Q But you would agree with ne that there are
nore -- there are several custoner conpl ai nts regarding
spoofing, right?

A I think we've gone over a handful. | coul dn't
tell you how nmany are related to spoofi ng.

Q Okay. Now, do you know, does Verde possess

any technol ogy through whi ch spoofing can be
accompl i shed?
MR, PROANC I n which spoofing can be

done? 1Is that the question, Ms. O Brien?
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M5. OBREN:. Wll, yeah, that's fine.

M. Proano, you stated it nore eloquently than | did.

MR. PROANO COkay. So the question was
cl ear.

A What's the question?

Q (By Ms. OBrien) Does Verde possess
t echnol ogy t hrough whi ch spoofing can be done?

A Absol utely not.

Q Do you know whet her Verde's third-party

mar keti ng vendors possess that technol ogy?

A No, | don't know. " m not an expert on
t el ephony. I "' m not sure how that happens. | know we
don't have it in the conpany.

Q Okay. Aside fromVerde's policy that spoofing

is not allowed, what does Verde do to ensure that its

third-party marketers or third-party vendors don't use

spoofi ng technol ogy?

A I can tell you that if there was a technol ogy,

iIf there's a technology out there for us to be able to

see -- you know, see behavior like that if it occurred,

you know, |I'mnot aware of it. And if -- you know, |I'm

sure that Verde and every ot her supplier would be

interested in it.

To answer your question, there are the QA

processes that we tal ked about earlier, so listening to

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




02:55:15

02:55:18

02:55:26

02:55:32

02:55:35

02:55:42

02:55:43

02:55:46

© 00 N o o A w N P

02:55:54
02:55:57 10
02:56:00 11
02:56:07 12
02:56:20 13
02:56:23 14
02:56:25 15
02:56:34 16
02:56:39 17
02:56:43 18
02:56:49 19
02:56:52 20
02:56:55 21
02:56:57 22
02:56:59 23
02:57:00 24

02:57:00 25

Kira Jordan - Cctober 10, 2019 127

the sales calls, listening to the verification calls

and then wel cone calls that would help us -- when | say
"us" -- help Verde get wi nd of sonething, behavior |ike
that, if it was occurring. Because there are questions

asked about, you know, soneone -- you know, how t hey

represented thensel f.

But from a technol ogi cal standpoint, |'m
not aware of a way to kind of -- you know, to kind of
be in the custonmer's shoes and see what they saw. It's

very difficult.
Q Do Verde's auditors audit third-party --

third-party vendors for spoofing activities?

A Again, it's very difficult to do that froma

t echnol ogy standpoint with regard to sonet hi ng show ng

up on a caller IDor a screen. Wat they -- "they"

being the audit -- we'll just call them auditors. Wat

t hey woul d be | ooking for, listening for, is any

representati on of the sales representative as soneone
fromthe utility or sone other -- sonething el se other
than a sales representative trying to acquire a
custoner on behalf of Verde. That's what they woul d be
listening --

Q Wiy did --

A Go ahead.

Q |

apol ogi ze. Were you finished?

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




02:57:10

02:57:12

02:57:19

02:57:22

02:57:27

02:57:33

02:57:37

02:57:47

© 00 N o o A w N P

02:57:51
02:57:56 10
02:58:02 11
02:58:09 12
02:58:17 13
02:58:23 14
02:58:28 15
02:58:30 16
02:58:3¢4 17
02:58:37 18
02:58:39 19
02:58:53 20
02:58:54 21
02:59:06 22
02:59:09 23
02:59:16 24

02:59:25 25

Kira Jordan - Cctober 10, 2019 128

A All I was going to say is that's what they

woul d be listening for. GCkay. Now I'mfinished.

Q Okay. So why do you say it would be hard to

identify that technol ogy? | nean, why woul d an auditor

have a problemidentifying whether a third-party vendor

used spoofing technol ogy?
MR. PROCANO  (bj ecti on.

A Again, |I'mnot an expert on tel ephony, but

soneone auditing a sales call or -- you know, when I

say "auditing," listening to a sales call or a

verification call, they would not have the nunber that

showed up on caller ID. At least |I'mnot aware of it.

That's what | nean; it would be very difficult. They

could only hear the words between the parties.

Q (By Ms. OBrien) Sure. Are you saying that

your auditors don't review or don't audit what types of

t echnol ogy your third-party vendors are using to

cont act custoners?
MR. PROCANO  (bj ecti on.
A I don't understand your questi on.
Q (By Ms. OBrien) Do -- | nean, it sounds |like

what you're saying to ne -- and you can -- pl ease

correct ne if I"'mwong -- is that the people who audit

Verde's third-party vendors do not review or

i nvesti gate what types of technol ogy those third-party
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vendors use to contact custoners, is ny understandi ng.

MR. PROCANO  (bj ecti on.

A So | don't have any know edge of that type of
audi t. | can tell you that -- again, nowthis is not
with respect to Verde Chio. I don't know specifically.

I know in general that the vendors are asked to provide

the nunbers they're calling from And that, again,

when you're -- you know, after the fact, after a sales

contact, it is -- | amnot aware of any way that an

audi tor can put thenselves in the prospect's shoes and

kind of recreate what they experienced.

But they asked -- you know, | am aware

that -- of cases when the sales team has, you know,

asked the tel emarketi ng vendor to provide the nunbers

that will show up on the caller ID. There' s a nanme for

it. | can't renenber what it's called but...

Q (By Ms. OBrien) Gkay. But it's conceivable

that an auditor or soneone could ask a third-party

vendor what type of technol ogy they use to contact

custoners; is that right?

A. I don't
Q Ckay.

Ver de 000510.

have any know edge of that.

Let's take a | ook at docunent narked

A 00510. Ckay. | have found it.

Q Okay. Have you had a chance to review this
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docunent ?

A. Yes.
Q Okay. And now, this docunent concerns a
custoner conpl aint regardi ng a door-to-door sal esperson

for Verde representing hinself as a representative of

Duke Ener gy. Do you see that? | think it is reflected
on 000511.

A Yes.

Q Ckay. And do you know whet her the sal esperson

referenced in this docunent is a Verde enpl oyee or a

third-party vendor agent?
MR PROANO (bjection to the form of the
questi on.

A So based on what | read here, the person was

contacted by soneone working with a third-party vendor.

Q (By Ms. OBrien) And do you see on the front

page where the custoner's concerns were escalated to

Verde' s conpliance nanager, vendor quality -- or vendor

and quality assurance for investigation purposes?
A Yes, nma' am

Q Do you know what the outcone of that
I nvesti gati on was?

A Sitting wiwth the information provided here?
No. I see it. Let me | ook. No.

don't -- | don't

Q VWhat in the settl enent between Verde and PUCO
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Staff prevents Verde's door-to-door sales agents from

representing thensel ves as a representative fromthe

utility?
MR PROANO (bjection to the form of the
questi on.
A So, simlar to our conversation about
spoofing, | think that there are already -- there are

rules and -- there are rules and guidelines in place

that address this and -- and, again, you know, | would

expect that the -- the action plan or conpliance pl an,

you know, wll outline nore specifically, you know, the

steps that the conpany will -- will take and the

processes that wll be in place before resum ng sal es
i n Ohio.
Q (By Ms. O Brien)

Ckay. Now i f you coul d nove

on to docunent Verde 004590.

A | found it.

Q Okay. And do you see on the -- on the front
page, in the mddle of the page, there's a statenent,
It says: "Upon review, we have determ ned that due to

opportunities within the call, that this enroll nent

needed -- or that this enroll nent needed to be

escal ated. "
VWhat is it

meant by "opportunities within

the call"?

CONTI NENTAL COURT REPORTERS, | NC.
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A I don't know. | woul dn't want to specul ate.

Q Ckay. If you could refer now to Verde 000333
-- or I"'msorry -- 336.

A Say it again, please.

Q Ver de 000336.

A 3367

Q Yes.

A Ckay. | found it.

Q Okay. And if you nove a coupl e of pages back

to Verde 000338, if you can flip to that.

A 338. Ckay.
Q Okay. And do you see at the bottomthere is a
statenent that says, "W apol ogize for the delay in

response and appreci ate your patience while we attenpt

to resolve this natter. Pl ease be aware that after
multiple attenpts to retrieve the sales call fromthe

vendor, we have been unsuccessful. Verde no | onger
does business with them and they have been unresponsive
to requests such as these.”

Wiy woul dn't Verde be able to obtain its

own sales calls fromits own vendor?

A I would not speculate as to why, you know,
ot her than beyond what's witten right here.
Q So when Verde uses a third-party vendor to

conduct telemarketing to enroll and narket and solicit

CONTI NENTAL COURT REPORTERS, | NC.
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new custoners, how does Verde ensure that it has access

to the sales calls?
MR. PROCANO  (bj ecti on.

A. So the contracts -- as far as | know, the

contracts require -- certainly require that the conpany

have -- be able to access the sales calls. So from ny

per spective, no, there's not a reason why Verde

shoul dn't be able to get them

Q (By Ms. OBrien) MNow, you indicated that you

had received the Staff report filed in this proceeding,

right?
MR. PROANO Say that again, Ms. O Brien.
" msorry. I didn't hear you.
Q (By Ms. OBrien) M. Jordan, you indicated

that you reviewed the Staff report filed in this case,
right?

A Like | said, | reviewed it. It's not
commtted to nenory because it's pretty |ong, but yes,
| reviewed it.

Q Are you aware that -- are you aware that the

Staff report nakes all egati ons regardi ng Verde's
failure to maintain records in accordance wth the
PUC s rul es?

A So what | see is a reference to sone

adm ni strati ve code nunbers.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




03:12:12

03:12:17

03:12:21

03:12:24

03:12:27

03:12:31

03:12:33

03:12:34

© 00 N o o A w N P

03:12:37
03:12:39 10
03:12:41 11
03:12:45 12
031252 13
03:12:53 14
03:12:56 15
03:13:29 16
03:13:29 17
03:13:36 18
03:13:41 19
03:13:48 20
03:1351 21
03:13:55 22
03:14:07 23
03:14:10 24

03:14:26 25

Kira Jordan - Cctober 10, 2019 134

Q If you flip to page 15 --
MR, PROANC Ms. Jordan, are you done
wth your answer?
Q (By Ms. OBrien) I'msorry, | didn't nean to

cut you off.

A I wasn't sayi ng anyt hi ng. I think that was
Davi d.
MR, PROANC " mjust asking: Wre you
done wth your answer, M. Jordan?
A Yes. Yeah, | was.
Q (By Ms. OBrien) Gkay. Wat was your answer?
l"msorry, | didn't catch it.
A I don't know now.
M5. O BRI EN: Can the court reporter read
her answer back?
(The requested naterial was read.)
Q (By Ms. OBrien) Gkay. Wll, what -- |I'm not
going to read the Staff report, but what in the

settl enent between PUCO Staff and Verde ensures that

Verde will maintain its custoner records i n accordance

with PUCO s rul es?

A I would expect that the action plan would

address those matters in further detail.

Q Okay. Now, if you can refer to Verde 000498.

A 004098. Is that what you said? 498?
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Q Yes.
A Ckay.
Q Okay. And do you see on the front page

there's a statenent from Verde regardi ng a custoner

conpl aint that says, "After careful review, due to

unf or eseen circunstances, Verde no | onger has record of

the IP address and the on line enroll nent formused to

enroll the custoners' electric service." Do you see

t hat ?
A Yes, |

see t hat sentence.

Q Why woul d Verde not have the records for the
online enroll ment?
MR. PROCANO  (bj ecti on.
A I wouldn't want to specul ate as to why that
that tine.

Ckay.

woul d have been the case at

Q (By Ms. O Brien) Now, | think you --

we di scussed in the begi nning of the deposition that

part of your duties are to review and research the

rel evant rules that govern narketing of retail,

electric and retail natural gas supply service in the

different states.
I s that your recollection?
MR. PROCANO  (bj ecti on.
A So you asked ne is it ny --

part of ny duties

to understand all of the rules in the state?

CONTI NENTAL COURT REPORTERS, | NC.
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Q (By Ms. OBrien) Yeah, well, | think your

resune says that part of your duties as a senior

director in retail portfolio nanagenent is to research

and understand tariffs and nmarket roles, procedures,

and pricing associated -- or related to the products
of f er ed.
A Yes.

Q Do you renenber that?

A Yes, related to the -- yes. I"mjust trying
to be clear that | have no endeavor to understand
every -- you know, | would not say that | understand

every rule and regulation that's out there.

Q Okay. Well, do you understand the Chi o PUCO

rul es governing CRES and CRNG third-party verification

call s?
A No. That woul d not be part of ny purview,
actual ly. I have a general understandi ng of what tends

to be required in third-party verification calls, but
t hat woul d not be part of ny responsibility as it
rel ates -- does not
Q Ckay.

A I

rel ate to products.

Whose responsibility would that be?

think froma matter of understandi ng what

the requirenents are, you know, that falls with

regul atory -- you know, you can call it the

t hree-1egged stool, | suppose, right, there's

CONTI NENTAL COURT REPORTERS, | NC.
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regul atory to understand what's required and sales to
help get it out to the field and conpliance to make
sure it's still happening.

Q Is there a specific person within Verde
t hat --

t hat -- who woul d have the responsibility to

clearly understand the third-party verification rul es?

A So | nentioned that we have a person that
heads our regul atory departnent. I don't know if
she's -- you know, there's a team so | don't know if |
woul d call anyone singularly responsible, but I would
say our regulatory departnent is the...

Q And what was that person's nane agai n?

A Brianna. Then I'd say -- | don't know her
| ast nane. I don't know how to spell it. Bri anna A

Q Can you kind of just --

A A.

Q l'"msorry?

A | said Brianna A

Q Bri anna A?

A Yeabh. I'"'mgoing to butcher it, so...

Q Okay. Well, let's ook for now to Verde

004222. Let nme know when you're there.

A. I have found it.

Q OCkay. And if you could flip specifically to

Ver de 004226.

CONTI NENTAL COURT REPORTERS, | NC.
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| see it.

Are you there?

> o »

Yes, | amthere.

Q And towards the bottom of the page there's a

section that says "outcone" and it says, "However, due

to apparent discrepancies within the TPV, the

enrol |l mrent shoul d have been deened a no sale."

Agai n, what do you nean by di screpanci es
wthin the TPV?

MR. PROCANO  (bj ecti on. | don't believe

Ms. Jordan authored this docunent. So object to the

form of the question.

M5. O BRI EN: I ' m aski ng her --

Q (By Ms. OBrien) Ms. Jordan, do you know what

di screpancies within the TPV neans? You can answer

whet her you do or you don't know.

A No, | don't know beyond what is in this
out cone paragraph right here. I don't know with nore
specificity what that neans.

Q VWho woul d know t hat ?

MR. PROANC Ms. OBrien, I'msorry. By

"that," do you nean for this specific case, or what
t hat phrase neans generally, or what are you | ooking
for?

M5. OBRIEN:. WIlIl, you know, who

CONTI NENTAL COURT REPORTERS, | NC.
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woul d -- who would know what it neans, generally? It
appears to be a termof art. I nean, | kind of have a
t hought of what it neans, but | want to know what Verde

means by it. So who within Verde woul d know what t hat

t erm neans.

MR. PROCANO  (bj ecti on.

A Sol -- 1 nean, | could only say that maybe

Xi omara woul d know what it neans in this particul ar

case. And | nean, | think I spoke in general to what

woul d nake sonet hing be a no sale, but again, | don't

know about this specific case. But | think we already

t al ked about what woul d nake sonething a no sale, in

general. Again, using ny own -- using ny work

colloquial term

Q (By Ms. OBrien) Gay. MNowif we could

switch gears and flip to -- we're going to flip back to
Verde's responses to OCC s first set of discovery.
want to go to Verde's response to Interrogatory 1-10.
Let ne know when you're there.

MR. PROANO What's the date of the
response”?

MS. O BRI EN: It's the May 13th
pr oducti on.

MR, Proano: Thank you.

A So what -- what nunber are we | ooking for

CONTI NENTAL COURT REPORTERS, | NC.
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her e?

Q (By Ms. OBrien) The response to

interrogatory 1-107?

A Oh, okay.

Q Can you pl ease explain Verde's process for

sendi ng contract expiration notices to its custoners?

A Can you be nore specific? Like froma

t echnol ogy standpoint? Wat are you aski ng?

Q Well, that can be included. | guess what 1|’

getting at is when Verde enrolls a custoner for servi

and they have a contract and their contract

expire, what does Verde do to |let the custoner know

that their contract is about to expire?

A I understand your question. So as stated in

response, we have an application -- you know, a

conputer application that tracks those rel evant

contract dates; so start and end date and things |ike

that. So roughly 60 days prior to, you know, to that

contract end date that's in the system there's a

process that -- |I'll just say a process that triggers

and hel ps generate a contract expiration notice that

del i vered, you know, printed and sent in the mail.

m

ce

is about to

is

Q Okay. So do all custoners receive a witten
noti ce of expiration?
A I don't know if | can ever say if al
CONTI NENTAL COURT REPORTERS, | NC.

(713) 522-5080
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custoners receive it. I'"d say that all custoners that

are on -- you know, certainly the process intent is

that all custoners on a fixed plan that are, you know,

where their fixed plan is up for -- you know, com ng

towards its end, yes, that's certainly the -- that's
the -- the point of the process. I can't say that
it -- you know, | nean, |I'msure things can happen, so
| can't tell you a hundred percent but yeah, that's the
I dea.

Q Ckay. Can you refer now to Verde 0012997

A Ckay. Hol d on. Swappi ng bi nders agai n.

MR. PROANC Ms. OBrien, |I'mjust

rem ndi ng you of ny 5:00 p.m hard stop. Were are you

at in your...

M5. O BRI EN: I'"'mgetting through it as

qui ck as | can, David. | mean, you know, she also --

Ms. Jordan, as | understand it, has an attorney with

her down i n Houston, too.

MR PROANO  Ckay. I just want to know

where you are at so | can plan accordingly. | have a

chil dcare i ssue.

M5. O BRI EN: | get it. | have three
ki ds.

MR, PROANC If you can give ne a

heads-up here in the next 10 or 15 mnutes, 1'd

CONTI NENTAL COURT REPORTERS, | NC.
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appreciate it.

MS. O BRI EN:  Yeah.

Q (By Ms. OBrien) WM. Jordan, are you there?

A What nunber was it? 12997

Q Yeah. 001299. Are you there?

A | amthere.

Q Okay. Geat. And if you flip to page 001300.

A 1300. | see it.

Q And you'll see the last paragraph in -- it
| ooks like this e-nmail, it states, "Verde's product
renew onto a nonth-to-nonth basis, as the initial terns
of service explain, and so they are exenpt from
08C4901: 1-21-11G  Therefore, there are not renewal

notices to provide in this case."

MR PROANO Ms. OBrien, wre off the

corporate rep notice; is that correct? | just want to

confirmthat we are now back to Ms. Jordan's
deposi ti on.
M5. OBRIEN: This is not a spoofing
| Ssue.
MR PROANO  Ckay. | just wanted to know
for the record.
Q (By Ms. OBrien) So why does Verde take the

position in this case that no renewal notices are

necessary?
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A There's a lot of information in here. Can you
give ne a nonent to go...
Q Sure. Take your tine.

A As | 'mreading, it |looks like there's multiple

contracts or sonething, so just please bear with ne.

I " m caught up.

Q Okay. Do you need ny question agai n?
A Yes, pl ease.
Q Ckay. Wiy woul d Verde not provide a renewal

notice to a custoner in this case?

A So | happen to know this from ny personal

know edge. So based on ny read of this, this custoner

was signed up prior to the -- to Spark acquiring Verde.

So, one, the process that | nentioned earlier would --

you know, would not necessarily apply because | was

referring to processes that were in place, you know,

with respect to nore recent contracts and nore recent

processes that Spark put into place after acquisition

of Verde.

Q Do you know -- do you know if -- do you see on

t he front if you flip to 001299, do you see where

page,

it says here -- and this is -- it looks |like a

statenent by soneone with the PUCO It says, "It was

determ ned that notifying custoners upon initial

enrol | mrent does not nmake a CRES provider exenpt from
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OAC4901: 1-21-11G as the initial terns and conditi ons

do not neet the regulatory requirenent of notice to be

provi ded between 45 and 90 cal endar days before the

contract expires. Initial terns al so do not neet the

criteria of a notice provided in a separate nailing or

conspi cuously placed in a bill nessage or insert.”

Does Verde continue or was it a practice

in marketing and enrolling custoners to not provide

notices of expiration in simlar cases?

A So what | can tell you is that if a product is

sold to a custoner as a fixed plan, then -- when | say

"fixed," | nean a -- a fixed -- a plan with a fixed

rate and a defined termlength -- then those pl ans

should, as far as I know, get -- those custoners should

get contract expiration notices at the end of their

term Certainly that's the process today.

Q And do you see the statenent at the top, it

| ooks |ike froma Loui se Bourgeois that says, "After

careful review, although Verde believes the custoner

was properly notified of a contract expiration, we

agree to process a cost analysis for the service period

9/ 13/ 2017 through 1/11/2019. If a refund is due, the

custonmer will be refunded accordingly."™
Do you see that?
A | see that paragraph, yes, | do.
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Q VWhy woul d Verde di sagree with Staff's

assessnent of the rul e?

MR. PROANO You're asking her in her

i ndi vi dual capacity, correct?

M5. O BRI EN: Yes.

A I can't speculate on, like, this particular

matter. Again, based on ny personal know edge, there

were, again, prior to Spark acquiring -- acquiring

Verde, | know there were sone products sold that were

not -- again, it's ny understandi ng because I wasn't

there, there were products sold that were not -- that

were not, | guess, fixed contract, as | defined them

earlier.

Q (By Ms. OBrien) W would know?

A Oh, ma'am | don't know.  Soneone -- you know,

who woul d know why the -- why Louise wote that Verde

bel i eves the custoner was properly notified? |Is that

what you're asking ne?

Q Yeah. Who woul d know what Verde's policy is
on that?
MR PROANO | think those are two
different questions. Wat is it that you're asking,

Ms. O Brien?
M5. O BRI EN: Ms. Jordan just testified

t hat she doesn't know why Verde would take this

CONTI NENTAL COURT REPORTERS, | NC.
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posi ti on. I "' m aski ng her who woul d know.
A So | don't know what specific person that
woul d be. | guess what |'"'mtrying to convey to you is

that this particul ar custoner was acquired, you know,
at atine that -- at a different time, under a
different | eadership teamthat, you know, has not hi ng
to do wwth -- with Spark. So I don't know.

So, you know, all | know is that those --
that this product was sold under -- or could be rel ated
to a different -- would be related to a different
process. The process that | was telling you about, the
contract expiration notices, is sonething that is done
t oday.

Q (By Ms. OBrien) GCkay. Fai r enough. But the
statenent here by Loui se Bourgeoi s was nade on
February 8th, 2019. So that is during the rel evant

tine period in this case, correct?

A Yeah, and | understand that Ms. Bourgeois is
respondi ng post acqui sition. I"mjust -- she's
respondi ng -- you know, she's respondi ng because the
custoner contacted -- it |looks |like they contacted us.

Q VWho i s Loui se Bourgeoi s?

A I don't know Louise. At least, if | do,
don't -- | don't know that | know her.

Q You don't know who she is at all? You don't

CONTI NENTAL COURT REPORTERS, | NC.
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know whet her she works in Houston with you?

A I can see that her signature says that she is.

But | don't know all -- | don't know all 150 people in

the building and this was back in February. So I

don't -- it's not a person that | know.
Q Do you know -- oh, I'"'msorry, | didn't nean to
cut you off.
A | said | just don't know her.
Q Ckay. Do you know if she's still wth Verde?
A No, ma'am | don't know.

MR, PROANO Angela -- Ms. O Brien, what

is your tinme franme, if you could |let ne know.

M5. O BRI EN: I can probably get through

this in the next half hour, if |I can do it w thout
interruptions, | guess.

MR PROANO  Ckay.

M5. OBRIEN: So | don't have too nuch

nore. You know, it's a lot of information.
Q (By Ms. OBrien) GCkay. Now | want to nove
onto a different topic.
Are you famliar with the Chio -- I'm

sorry. Are you famliar with Chio' s rul es regarding

noti fying custoners that they have seven cal endar days

to rescind a contract for CRES service in seven

busi ness days, to rescind for CRNG service?

CONTI NENTAL COURT REPORTERS, | NC.
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A I amaware that nost utilities have recision
rul es. | didn't have seven days for Chio in ny mnd,
but | take you at your word that it's seven days.

Q Are you aware that the Staff report filed in

this case nmakes findings regarding Verde's all eged

failure to notify custoners that they have seven

cal endar days or seven busi ness days to rescind
contracts for service?

A Oh, sorry. Just trying to find the page.

Q Actually, | can give you the page nunber.

A | got it. It's 13.

Q Oh, you got it? Yeah

A Ckay. ' mthere.

Q So | guess ny question was: You' re aware that
the Staff report makes findi ngs regardi ng Verde's

alleged failure to notify custoners that they have

seven days to rescind CRES or CRNG services, right?

MR PROANO (bjection to the form of the
questi on.

A | see sone verbi age about custoners being told

t hree days, yeah.

Q (By Ms. OBrien) WIll, wouldn't settl enent

bet ween PUCO St aff and Verde ensure that custoners w |

be notified that they have seven cal endar days or seven

busi ness days to rescind contracts for CRES or CRNG

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




03:44:14

03:44:24

03:44:28

03:44:35

03:44:43

03:45:08

03:45:13

03:45:16

© 00 N o o A w N P

03:45:20
03:45:22 10
0346:41 11
03:46:49 12
03:46:56 13
03:47:01 14
03:47:05 15
03:47:11 16
03:47:13 17
03:47:14 18
03:47:17 19
03:47:24 20
03:47:30 21
03:47:34 22
03:47:38 23
03:47:43 24

03:47:47 25

Kira Jordan - COctober 10, 2019

servi ces?

A I think that -- that can be addressed in the
conpliance plan and | think -- and it's addressed in
the -- you know, in the general rules.

Q If you can refer to Verde 003703.

A Ch, got it.

Q Have you had a chance -- you can take a m nute

to -- or however long you need to just review this and

| et me know when you're ready.

A Okay. Thank you. Ckay. "' mready.

Q So this docunent reflects a custoner conpl ai nt
that -- well, one, there was a no sale due to
di screpancies with the TPV call, but al so the conpl ai nt

notes that there was sone custoner confusion regarding

whet her his rate with Verde would be neasured in CCF
ver sus MCF
Do you see that?
A Yes.
Q Now, are you famliar with the Ohio
adm ni strative code rule that requires offers for

conpetitive retail natural gas supply service to be

measured in CCF or MCF, whichever is consistent wth

t he i ncunbent natural gas conpany's billing fornmat?
A Il amfamliar wth that.
Q You are famliar with that?

CONTI NENTAL COURT REPORTERS, | NC.
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A Yes.

Q Okay. And what does Verde do to ensure that

its potential custoners are not confused by the unit of

measurenent for their natural

gas supply?
MR PROANO (bjection to the form of the

questi on.

A So, | nean, generally speaking, in the -- in
any of the utilities, you know, we try to nake it
easier -- easy for the custoner to understand by -- by
tal king about their rate in -- you know, |ike you said,

in the way that the i ncunbent utility tal ks about it.

So that should be -- or that would be in the -- in the

TPV and al so, you know, it should be in the way that

the sales representative sells the product.
Ckay.

Q (By Ms. O Brien) Are Verde's

third-party vendors trained with respect to these

I ssues?

A Yes. | nean, they -- you know, | can't speak
to every incidence where an agent was trained, but |ike
| said, you know, the intent for sure is that units of

nmeasure are consi stent and -- consistent at each touch

poi nt, custoner touch point, and consistent with the
unit of measure that the utility uses.
Q Okay. Now | ' mgoing to direct your attention

to the settl enent between Verde and PUCO Staff that was

CONTI NENTAL COURT REPORTERS, | NC.
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filed on Septenber 6th. So if you can pull that out

and take a look at it.
A You said the settl enent?
Q Yes.
A Ckay. Got it.
Q Okay. And we're going to take a | ook at

par agraph 3, which is under -- I"'msorry, it's on page

4. It's under Roman nuneral 111, paragraph 3. Thi s

part of the stipulation provides that Verde's
resi denti al
Apri |

specifically references retail

custoners enrolled from Cctober 1, 2018, to

30th, 2019, will be re-rated. And it

electric residenti al
cust oners.

ot herw se

Does the settlenent re-rate or

provide restitution to natural gas custoners that were
enrolled during the sane period?

A I"mlooking at the sane thing you're | ooking
at and it says electric custoners.

Q So woul d you agree with ne that the settl enent
bet ween Verde and PUCO Staff does not provide

restitution or otherwi se re-rate natural gas custoners?
MR PROANO (bjection to the form of the

questi on.
A VWhat | see in paragraph 3 references electric

cust oners.
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Q (By Ms. OBrien) Okay. If you could just

give ne a couple of m nutes. | think we can wap this

up here pretty quickly. If I could just take a couple
of mnutes, that woul d be great.
Does anybody need a break?
MR. PROANO. Could we do three m nutes?
M5. OBR EN: That's fine.
THE WTNESS: | would |like to wal k across
the roomto get a warm bever age.
(Of the record 3:52 to 3:59.)
Q (By Ms. OBrien) Gkay. So Ms. Jordan, I'd
li ke you to turn to Verde's responses to OCC | NT 335
and |l et ne know when are you there.
A VWhat set of responses would this be in?

Q This would be the third set.

A All right. Third set. Wat nunber aml
| ooki ng for again?
Q 335 and the set is actually dated
Septenber 19th, if that hel ps.
A Okay. 335. I nterrogatory 335. Ckay. | am
her e.
MR, PROANO | would like to note for the

record that this is marked as confidential information.

M5. O BRI EN: Ckay.

Q (By Ms. OBrien) |Is this -- we're going to be

CONTI NENTAL COURT REPORTERS, | NC.
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tal ki ng about the Exhibit 2 that was provided in the

re- rating infornmation. So I"'mjust giving you a

heads-up. Actually if you want to turn to I NT 3367
A Ckay.
Q I"'msorry. Go ahead.
A 336.
Q Yeah.
A Ckay
Q Okay And the response will be to subpart A
A Okay So you want ne to | ook at Exhibit 27?
Q 2, yeah. It is Verde 003591.
MR, PROANO Ms. Jordan, | think that

should be in -- on the laptop in front of you in an

Excel format.
THE W TNESS: Yes, sir. | ampulling it
up as we speak.
A |'"ve got the spreadsheet open.

Q (By Ms. OBrien) If you go to the first tab,

t he pivot tab?
A Yes, nma' am

Q W just want to have an understanding of the

various -- the various colums here and get an

under st andi ng of how -- just if you could explain for

me each of the columms and how the grand total, the

I '2s cal cul at ed?

CONTI NENTAL COURT REPORTERS, | NC.
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A Sur e.

sure is clear is that G
EEENN ' ouess you sai d
EEE Gt it ves done as [
I

I So the purpose of this
vas t o So 2 | ot

in the second tab,

tab, |

So the first thing that | want to nake

of the informati on here

and thereby that feed into the first

That's the first thing | want to nmake sure you
under st and.

Q Okay.

A So now your question is: \Wat are the --
li ke, what is this? Just explain the tab?

Q Yeah. Well, let ne back up. | just want to

confirmt hat

in this Exhibit 2 there are |} NE]EgNEGEGIGBEG

I St hat
correct?
A Looking at it here... Let ne see. Looki ng at

it and | ooking at the nunber, it

I
Q Ckay.

I,

was asked to | ook at|illlllE

don't know -- |

| ooks to be only

And do you know why there are no

A No, nma' am |

I calcul ated the data | was

CONTI NENTAL COURT REPORTERS, | NC.
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asked to calculate.
Q. Give me just one second.

Okay. So Ms. Jordan, could you just go

through each of these columns and clarify what each one

means? Like, for example, if we can start with --

yeah, if you can just go through the columns -- and I

know some of them are clear but some of them aren't so

clear. So if you could start with the first column?
A. On the pivot tab?
Q. Yes.
A okay.

CONTINENTAL COURT REPORTERS, INC.
(713) 522-5080




o
IIIIIIIIJ>
o
N
o
w
H B B E EEEN -

04:07:49 10
04:0801 11
04:08:01 12
04:08:08 13
04:08:47 14
04:08:51 15
04:08:54 16
04:0857 17
04:09:05 18
04:09:06 19
mm
mm
mm
mm
mm
s

Kira Jordan - Cctober 10, 2019 156

Q Ckay.
di d.

Q Now we're going to nove to the | t ab.
And j ust

And who created these spreadsheets?

A I

one second.

Okay. Thank you, Ms. Jordan. So on this

tab it's the sane thing, there are just sone of the

colums that aren't clear to us. If we could start

with I  f you can

t hat

expl ai n what means?

A Sur e.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




Kira Jordan - October 10, 2019 157

040035 1| |G

mm i H N

mm i .-
mm i ... |
mmm ||

04:0955 6 Q. Okay. And now. .. Okay. So the next column
04:10:07 7 is R

04:10:16 8 A. That acronym stands for |} 900

041021 9 That could also stand for |} - But it's
041025 10 | [l anyway.

04:1026 11 0. Okay. And then the next, _?
04:10:37 12 A. This is going to be a little harder to

04:10:40 13 explain, but it's basically | NG B
- J /. 1
/-
/. |

sl B  Does that make sense?

04:11:04 18 Q. Yeah.

04:11:06 19 A. Okay.

04:11:06 20 Q. So the next one is the |} vhich if
04:11:16 21 you could just clarify that for us.

04:11:18 22 A. Yes. So | shoculd mean -- should
w1120 23 | mean [ |-
04:11:33 24 this particular case, it looks like that is -- it
04:11:38 25 actually doesn't look -- it doesn't look accurate.
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There are any number of reasons, from a systems

standpoint, why that's the case. But that's what

the -- it's intended to mean the ||} N GGG

0. Okay. So for example, |l would that be a
B I mean, what...
A. So, like I said, what it should be is [Jjj It

should be_. But as you can see, the columns

next to it, you can see that |G

Q. Okay.

A. It's not -- it's not | IGTGEGGEEEEEEEEEEEE

Q. So I think we can figure out what thejjjjjj R
B - R -

A. Yes.

0. And the _ we know what that is.
The [ Th-

can you explain -- I see that there's

CONTINENTAL COURT REPORTERS, INC.
(713) 522-5080
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A.

Q.

in here but --

Sure.

Okay.

So I think I see it. Can you just

clarify it for me?

A.

Yeah.

So I think you can see there's a

formula in there, and so all I'm trying to do is |}

helper field to help me with the formula.

Q.
column?

A.

Q.

A.

Okay.

What is it?

Uh-huh.

So it's just a
That's all.

So the next one,

can you explain this

And the numbers here reflect what?

Sure.

So in there is another formula. So

basically what it says is [

CONTINENTAL COURT REPORTERS,

INC.
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Q And then the next col um,

think that's sel f-expl anatory.
A Yes.
Q I
The I 2d t he

think that's

sel f-expl anatory.

I - hold on just one...
A Sur e.
Q  kay. So for the N col um, if

you could explain -- | think I know what it is, but if

you could just tell nme, that wll be good.

A. Sur e. exerci se, |

provided with a -- a G

So in this particul ar was

Q  Uh-huh.

|>
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And as you can see, I'm just
calculating -- calculating the [
I o I'm just

Q. Okay.

And the result of that is in column U.

Okay. And then column T, the ||} N GGTTEEE
B [ think we are good on that. The [l we're

good on. I think that's the last column.

Okay. Thank you for bearing with me on
that. I apologize; I have lawyer math so I need these
things spelled out for me. That's why I'm not a
business person.

MS. O'BRIEN: Okay. So I think with
that, I am done with my questions.

MR. PROANO: All right. Mr. Oliker, do
you want --

MR. NUGENT: This is Mike Nugent. Joe
had to £ill in for me on a different call. So I have
jumped in obviously a little bit after the fact, but we

do have a couple of questions.

CONTINENTAL COURT REPORTERS, INC.
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He brought to ny attention that there was
a vendor that Verde used. | believe it was BAAA;, is
t hat correct?

MR. PROANO. Are you asking the questions
now, M. Nugent?

MR. NUGENT: I am

MR, PROANO.  Ckay. Ms. Jordan, are you
ready?

THE W TNESS: Oh, okay. I was like, is

he asking ne? | didn't know if he was asking ne or

you.
THE REPORTER: There's too much noi se.
I|"msorry, there's too much noi se on the conference

cal l. | don't know if sonebody is touching their

m cr ophone.

MR. NUGENT: | apol ogi ze. I had sat in,
because, |like M. Proano, you know, | also have a
childcare commtnent so | was trying to get into ny
car.

THE REPORTER: I"msorry, before we go
on, your nane is M ke?

MR. NUGENT: M chael Nugent, N-U G E-N-T.

I"'malso an attorney with Interstate Gas Supply, Inc.
THE REPORTER  Thank you.

MR. NUGENT: You' re wel cone.

CONTI NENTAL COURT REPORTERS, | NC.
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EXAM NATI ON
BY MR NUGENT:

Q Ms. Jordan, are you ready? | only have a few
questi ons.

A Sur e. ' mready.

Q Okay. | believe it was discussed earlier on

t he deposition that Verde used a third-party vendor to

sell its products and services by the nane BAAA, or
that is the acronym Is that correct?

A That -- actually, no, that doesn't ring a
bell. No, sir.

Q VWll, et ne -- naybe I'lI|l cone at this a
different way then. In the wake of the Staff report
and the CO that was filed by PUCO Staff, what steps

did Verde take to investigate the action practices that

were alleged in the Staff report?

MR, PROANO. You're tal ki ng about other
t han what counsel did, M. Nugent?
MR. NUGENT: Yes.

MR. PROANC Ms. Jordan, w t hout

di scl osing any privil eged comuni cati ons or worKk

product, you nay answer that questi on.

A. So, | nmean the -- | know that the individual,

| guess cases or allegations within the -- wthin, you

know, referenced in the Staff report were investigated

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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and, you know, and resolved if possible.
Are you aski ng ne about sonethi ng

specific?
Q (By M.

"resol ved, "

Nugent) Sure. So when you say

did Verde identify the third-party sal es
agents that commtted the acts and practices that were
alleged in the Staff report?

MR. PROANC M. Nugent, are you talking

about all allegations, or just a specific one?
MR NUCGENT: All allegations.
MR. PROANO. You may answer if you can,
Ms. Jordan
A So | can say that in sone cases a third-party

vendors party vendor was identified and in sone

cases -- you know were relevant to a third-party vendor

and in sone cases they weren't. So | can't give you a

hol i sti c answer.
Q (By M.
third-party vendor

Nugent) Okay. And when that

was identified, what steps did Verde

take? What sort of corrective action did Verde take?
A Il think it --
Q For exanple, did it termnate its relationship
with that specific vendor?
A So there are a nunber of -- | guess a nunber

of specific cases, so there are sone cases in the -- |

CONTI NENTAL COURT REPORTERS, | NC.
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don't know what you want to call this -- in the

docunent production or what have you. There are sone

ci rcunstances where a vendor relationship has been
t erm nat ed.

There are sone cases where i ndividual s

have been renoved from canpai gns. Again, the answer
j ust depends. I can't give you a bl anket answer.
Q (By M. Nugent) What sort of criteria did

Verde use to determ ne whether it was going to

termnate a relationship wwth a vendor or ask that

parti cul ar enpl oyees of those vendors were term nated?

A I"mnot privy to that -- that criteria. It's
not sonething |I'm aware of.
Q Ckay. Wio would be aware of that or who m ght

be aware of that?

A. As far as | know that kind of decision would

be made with the sales -- sales team and our | egal and

conpl i ance fol ks.

Q Okay. Does Verde obtain vendors that operate

in different states or different jurisdictions? So for

exanmpl e, does it retain a vendor that m ght operate,

provi de sales services in Chio as well as Pennsyl vani a

and other markets? O are they dedicated to one

particular state or jurisdiction only?

A | can say that that -- it depends. There are

CONTI NENTAL COURT REPORTERS, | NC.
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bot h scenari os. "' maware of both scenarios existing

at, you know, any point in tine.

Q Wll, let's just use the two states that

referenced then. Since we're tal king about OChio, do

the agents that Verde entered into a relationship wth,

do they also sell the products in a state |ike

Pennsyl vania as wel | ?

A I can't answer that question for you w t hout

| ooking at a set of data at a given tine period.

Again, it could just depend on -- you know, it depends

on the vendor, it depends on Verde busi ness deci sions,

too. So | can't tell you that just sitting here today.

Q How many different vendors does Verde use to

sell its products and services in Chio?
A Ri ght now, none.
MR. PRQOANC In the past, M. Nugent?
MR. NUGENT: No.
(By M. Nugent) At the present tine?
None.

o > O

So previously, then, during the tine period

of -- 1 believe it was Cctober 1st through April 12th,

how many vendors did Verde use to sell products and

services in Ohio?

A. I don't have that in front of ne. | do know

in response to one of the conplaints that that |ist of

CONTI NENTAL COURT REPORTERS, | NC.
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vendors was provided to PUCO I don't have that |i st
in front of me right now.

Q Ckay. | believe counsel for the Chio
Consuners Counsel earlier asked you a question
regarding training of third-party vendors. Do you
remenber that?

A. She asked about
Q Ckay.

an on- boardi ng process.
Does Verde require its third-party

vendors to train agents on the specific, we'll say,

|l aws and rules to sell products and services in a

particular state or jurisdiction?

A Yes, that is -- | nean, that type of training

is -- well, 1"lIl say it this way: Local rules and

regul ations are certainly part of the on-boardi ng

process. On-boarding training process.

Q And how often does -- thank you. And how

often does Verde follow up with those vendors to verify

whet her or not their training was conpl et ed?

A Gven that this is -- we're kind of talking in

the rearview mrror, | can't tell you. I haven't

| ooked at that particular information. I can tell you

that in general there's an on -- as agents cone on

to -- when | say "cone on," are provisioned onto a

It's an ongoi ng process. So there's a --

canpai gn.
Q Ckay.

CONTI NENTAL COURT REPORTERS, | NC.
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A "1l say there's kind of a vendor training and

educati on process, but then it's an ongoi ng process as

new agents conme on to a canpai gn.

Q So when a new agent joins the canpaign, |I'm

assuming -- and correct ne if I"'mwong -- they're

trained -- they initially receive training, but does

Verde require that that agent recei ve any subsequent

trai ning, whether it be six nonths fromthe date of

hire or one year fromthe date of hire and so on?
A Sur e. I amnot aware of, |I'Ill say, codified
timng of individual agent training. Wat | can tel

you is that there -- as a practice, that the compli ance

team plus the sales team their m ni num schedule is

once a quarter for, you know, an in-person -- you know,

an i n-person visit.

But in order -- you know, specifically to

your question about a formal training, | don't know

that there's anything codified. | woul d say again that

it's an ongoi ng process because each -- you know, a

vendor woul d have kind of a rel ationshi p manager t hat

woul d, again, on an ongoi ng basis be addressi ng, you

know, various needs, you know, every single day. You

know, Monday through Sunday.
Q How does Verde ensure that the training was

conpleted? |Is any fornmal docunentation required?

CONTI NENTAL COURT REPORTERS, | NC.
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A So | cannot speak with certainty to the tine
period in question. | can tell you what our process is
that's in place today, is that there's a -- | guess you

would call it the training -- it's kind of a quiz tool.

I don't know what you want to call it. But, you know,

there's a tool that hel ps, you know, docunent Kki nd

of -- docunent agents and, you know, when they took the

test and obviously their -- you know, whether or not

t hey answered the questions and stuff |ike that.

Q And this test that you're referring to, do al

of Verde's agents have to conplete this test, or in the

past, did they have to conplete this test?

A Like | said, | did not |Iook at the specific

t hi ng, you know, for every agent in the past. Again,

can just tell you it's a general -- you know, a general

practice. And then -- but | do know back then that

agents were required to sign a code of conduct because

t hat process has been in place for years. "' mjust

sayi ng specifically to that, you know, the tracking of

it via an electronic tool, |I'mnot sure about that part

on the tim ng.

Q I

coul d.

want to stay on the test for a nonent, if |

VWho conpiled the test? Was it Verde or was it

t he vendor that you use?

A You nean |i ke the testing vendor? O what do
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you nmean?

Q You nentioned that the agents take a test

regarding the different | aws and rul es and regul ati ons.

I want to know who put that test together

and whether -- and then | also would |li ke to know

whet her or not Verde has approved that test, reviewed

and approved that test?

A So | would say that -- a coupl e of things. I

don't know -- | don't know that the test woul d

specifically be about, you know, OChio's specific rules

and regul ations to the detail of adm n code such and

such. Sol don't want to make that characterizati on.

But yeah, the test cones from-- is devel oped by Verde
f ol ks.
Q So and just so I'mclear, are you telling ne

that there's a possibility that the test could not be

state specific? 1In other words, soneone who i s goi ng

to sell products in Chio mght not take -- the test

t hey take m ght not ask questions specifically rel ated
to the rules and regulations in Chio?

MR, PROANO (bjection to the form of the

questi on.

A I"'mtrying to communi cate that the test is not
an exhaustive list of, you know, the -- the Chio rules
and regul ations. You know, there's other questions

CONTI NENTAL COURT REPORTERS, | NC.
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about custoner correspondence and stuff |ike that.

That's all -- that's ny intent.
I do not know, sitting here today,
whet her or not the test is state-specific. | know

there's training that is -- the training certainly is.

But again, I'mnot |ooking at the test. And |like I

said, | don't knowif it was in place then, so | don't

want to make any statenents w thout having that in
front of ne.
Q (By M.

froma test,

Nugent) Okay. So what el se, aside

t hen, does Verde do to insure that its

sal es agents are conplying with the comm ssion's

rules -- Comm ssion of OChio's rules as well as state of

| aw?

A So there are -- are we tal ki ng about

door-to-door? O what channel are we tal king about to

answer that question?

Q Tel ephoni c. Bot h.

A Okay. So there's a third-party conpany

that -- whose job it is to audit and review sales calls

and TPV recordings. There are -- obviously we have a

custoner care departnent that takes inbound calls from

custoners or prospective custoners. There are wel cone

calls that are conducted by an outside conpany that

tal ks to fol ks after the conpany has received their
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enrol |l ment, that the conpliance and fol ks on the sal es
t eam r esponsi bl e for

Q Ckay.

quality also make field visits.
And in terns of review ng sales calls
and third-party verifications, how frequently is that

per f or ned?

MR. PROANC Perfornmed in Chio or other
states, M. Nugent?

MR. NUGENT: Chi o.

MR, PROANO. WAs perforned?

MR, NUGENT: Yes. Was perforned.

A So the process in general, | can't -- so it's
not a -- it's not a how often type of thing. It is
a-- it's an ongoing process. So it's not a -- | guess
I wouldn't call it -- it's not kind of a spot audit.
It's just an ongoi ng process.

Q (By M. Nugent) Okay. Thank you. | believe
that is all the questions that | have at this tine,

Ms. Jordan. So | want to thank you. And | believe we

may tal k agai n soon.

M5. OBRIEN: This is Angela O Brien

agai n.
EXAM NATI ON
BY Ms. O BRI EN:

Q Ms. Jordan, | just have two quick foll ow up

questions. |If you could turn to -- again, we're going
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to go back to this Exhibit 2 that we were just | ooking
at .

A The spreadsheet ?

Q Yes.

A Ckay.

Q And I'"m also going to refer to the sane

I nterrogatory, 3-36. But now we're going to | ook at

subpart B.
A Ckay. |'"ve long since turned fromthat page.
Q "1l give you a mnute to get there.
A Whi ch set is this?
MR. PROANO Third set.
M5. KEENE: Responses to OCC third set
dated 9/ 109.
THE W TNESS: Third set. I nterrogatory
what ?
MS. KEENE: In 19, and it is page 19.
THE W TNESS: Ckay. Page 19, 336, got
it.

Q (By Ms. OBrien) And actually the response we

are going to look at is on page 20. It is Verde's

response to subpart B. And here Verde states that |}
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e 1 D

043824 3 I just want to confirm that as a part of
04:3829 4 the re- rating done under the settlement, that

043834 5 customers will not be re-rated to a higher rate.

043843 6 MR. PROANO: Objection to the form of the
04:38:44 7 question.

04:3845 8 A. Yeah. I mean, that's the -- yes, that is
04:38:49 9 the -- that is the -- meaning, yes -- or no, a customer
043854 10 will not be re-rated to a higher rate. What that

043857 11 response means is that if the customer's Verde rate is
04:39:01 12 lower than the comparison rate, then -- right, then
04:39:05 13 it's in the customer's favor and, you know, there would

04:39:112 14 be no refund due or re-rate due, I guess.

04:39:115 15 Q. (By Ms. O'Brien) Okay. So if you go back to
04:39:19 16 the Exhibit 2, and if you're on -- if you move to the
043923 17 | || tabs- - -

04:39:27 18 A. Uh-huh.

04:39:28 19 Q. Let me know when you're there.

04:39:32 20 A. I'm there.

04:39:33 21 Q. Okay. So I'm going to refer to column U, line
04:39:39 22 49.

04:39:43 23 A. Yes.

04:39:44 24 0. There's il amount there?

04:39:56 25 A. Wait, where are you?

CONTINENTAL COURT REPORTERS, INC.
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Q I"'min colum U.

A Yes.

Q Li ne 49.

A Oh, okay. Yes.

Q Gkay. And can you just clarify that
custonmer -- that custoners won't be re-rated to a
hi gher rate based upon the il what | ooks like a
B anount -- or can you just clarify --

A Yes.

Does that make sense?

Q That makes sense. Thank you, Ms. Jordan, for

clarifying that. And with that, | don't have anythi ng

el se.

MR, PROANC | have a couple of questions

on direct for the w tness. This is David Proano,

counsel for Verde Energy.
EXAM NATI ON

BY MR PROANO

Q Ms. Jordan, | have a few questions here. You
had nmenti oned under cross-exam nation that the
1.68 mllion re-rate nunber was an early estinmate. Was
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t hat your testinony?

A Yes. I think it was 1.62 in this version but
okay. Yeah.

Q Around 1.068 mllion, correct?

A Uh- huh, yes.

Q Is that a sort of cap on what OChi o consuners

are going to receive under the settl enent?

A No. That, again, was ny kind of quick way to
get an estimate. (Obviously, as custoners continue to
be in their -- in their fixed contracts, then

they'll -- that nunber could go up fromthere.

Q Based on your know edge of the custoner data

that you worked with to prepare these estimates at the

re-rate to Chio custoners, do you expect that nunber

ultimately to be higher or I ower than the nunber in the

settl enent ?

A I would expect it to be higher.

Q And why do you say that?

A Because the estimate | did was, you know,

several -- well, it feels Iike several nonths ago but

it was | ast nonth. So until we can adj ust custoner

rates to the lower rate, then tine -- you know, tine

has continued to pass as we sit here. So that nunber

iIs already greater than the 1. 068.

Q I s that because nore nonths have passed whil e
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the custonmer is under the current rate?

A Yes. For those that are still active, that's
right.

Q And has the conpany di scussed a proposal for

how the re-rate is actually going to work?

A. Yes, we have sone i deas.

Q And what is the current idea?

A I think the nost -- the cleanest way to do it

woul d be to take the custoners fromthe applicable

period, to send out notices as required by the

stipulation, and then after sone tinme that the custoner

has tine to respond.
So first send out a notice that says hey,

you can term nate your contract with no penalties if

you w sh. After giving the custoner sone tine to take

action, for those that did not opt to term nate their

contract, then the internal billing and transactions

team coul d basically change the custoner's rate on

their current contract to be the conparison rate.

And then after that rate change is

effective -- because | know you guys are aware that it

m ght take a billing cycle -- so after such tine that

those rates are effective, then that would allow us to

kind of ring fence the re-rate and stop -- you know,

then we can have a definitive nunber to work w th.
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Q Let ne just sunmari ze. Under the stipulation

there is, once the settlenent is approved, a notice

that's going to go out to all Ohio consuners, electric

and gas, notifying them of the PUCO staff investigation

and giving them an opportunity to termnate their

agreenent wth Verde, correct?

A That is ny understandi ng.
Q And once that notice goes out, there will be a
time period after that goes out where you wll run a

re-rate for custoners who had a higher rate than the

one indicated in paragraph 3 of the settlenent; and at

the sane tine you will institute a lower rate down to

that rate that's indicated in paragraph 3 for those

custoners that have a higher rate than that nunber,
correct?

A. That
Q Al

sti pul ati on. I

IS correct.
right. W're going to turn to the

want you to turn to it, but before we

you mentioned the |G
has o N in i t?

do, the Excel file,
colum is the colunmm that

A Yes.

Q Does that make a material difference to the
re-rate cal cul ati on?

A It's not used at all.

Q Turn to the joint stipulation and
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recommendati on and |l et nme know when you have it in

front of you.

A I have it.

Q Ms. O Brien had asked whet her or not natural
gas custoners were going to be re-rated under section
3, paragraph 3, on page 4 of the settl enent. Do you

see that?

A Yes.

Q And do you recall those questions?

A | do.

Q And do you recall you said that paragraph 3
only references retail electric residential custoners,
right?

A Yes, that is what | said.

Q Now, paragraph 5 which references the action
plan for conpliance, is that l[imted to electricity
custoners?

A No, it doesn't say that, nor am| interpreting

it as such.

Q So it would include natural gas custoners, as
well, correct?
A. Yes.

Q And the sane thing with paragraph 6. s the
notice giving custoners signed up during a certain tine

period limted to electricity custoners?
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A. I do not see a limtation.

Q So this notice would also go to vari ous
Verde's natural gas custoners in Chio, correct?
A Yes.

Q Wul d the notice under paragraph 6 also go to

Verde's natural gas custoners that fall within the

paranmeters of that paragraph?
A Yes, it woul d.

Q Par agraph 3 of the stipulation nentions "An
adj ustment for rewards provided by Verde Energy to

re-rated custoners as part of Verde Energy shop and

rewards program"™ Do you see that | anguage?
A Yes, | do.
Q Coul d you please turn for ne in your binder to

the 10/9/19 anended responses to OCC s 4th and 7th
requests?

A Ckay. I'"'mon the tab, yes.
Q And do you see there are three interrogatories

t hat were anended pursuant to this response dated

Oct ober 9th, 20197

A Yes. Interrogatories starting wth 40427

Q Yeah. So it's interrogatory 4042, 4043, and
7-5 4 H, correct?

A Yes. " mthere.

Q The | ast page of this docunent, is that your
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sworn verification attesting to the accuracy of these
anended responses?

A Yes, it is.

Q |

woul d like to have the reporter mark this

docunent as Exhibit 1, please, and entered into the
record of this deposition.
Ms. Jordan --
THE REPORTER Wait a m nute. I f you
want ne to nmark it, | need to find it.
(Exhibit No. 1 narked.)
Q (By M. Proano) And could you -- we'll have

it in the record, but could you just explain briefly,

for the Comm ssion's benefit, how the adjustnent for

the rewards programw ||l work under the | anguage on the

rewards program adjustnent in paragraph 3 of the

settl enent ?

A It's pretty straightforward, | think. So the

adjustnment will just be 70 cents per custoner -- |I'm

going to define a term custoner nonth, and just as |

ki nd of described in Exhibit 2, that's

sinply a --

sinply a cal culati on of nunber of nonths that a

custoner was acti ve.

So that's sonething that we'll be able to

calculate. And then the re-rate woul d be reducted by

t he anmobunt of 70 cents per custoner-nonth as defi ned.

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




04:52:02

04:52:10

04:52:12

04:52:15

04:52:19

04:52:19

04:52:23

04:52:23

© 00 N o o A w N P

04:52:29
04:52:30 10
04:52:36 11
04:52:38 12
04:52:39 13
04:52:41 14
04:52:49 15
04:52:54 16
04:52:58 17
04:53:00 18
04:53:03 19
04:53:05 20
04:53:10 21
04:53:12 22
04:53:15 23
04:53:20 24

04:53:35 25

Kira Jordan - Cctober 10, 2019 182

Q Okay. Let's take a concrete exanpl e. Let's

say there's a custoner that's going to be re-rated

under paragraph 3 of the settlenent, and that custoner

receives five nonths' worth of reward points.

A. Yes?
to the re-rate

Q VWhat woul d be your adj ustnent

to that custoner?
A 70 cents tines five, which |I'm guessi ng would
be --

Q Whi ch woul d be $3. 507?

A Sounds like -- Yes. 3.50 total.

Q VWhere does that 70 cents per nonth per
custoner represent, where does that nunber cone fronf

A That is a representation of the cost that

Verde pays to provide those rewards to Verde custoners.

Q Is it

t hese custoners in this rewards progranf

actual out-of-pocket costs of enrolling

A That's right. That's what the invoice --

that's the nunber on the invoice.

Q Now, is Verde al so going to reduce even

further the re-rate based on its own i nternal

adm ni strative costs, or is it not going to do that?

A. No. There will be no admi nistrative costs or

anyt hing el se. Just the flat out-of-pocket.

Q And t he actual out-of-pocket costs is a matter
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of contract, correct?

A It is.

Q VWhat is the -- strike that.

That 70 cent nunber, where does it cone

fronf

A It cones fromthe contract. I s that what you
mean?

Q It looks like it was the settlenent -- I'm
sorry, Ms. Jordan, were you done?

A That's where it conmes from How t hey cone up

with that nunber, | have no i dea.

Q But you said it cones froma contract?

A. Yeah, that's our contract with the vendor that

hel ps provi de the program

Q And this is the vendor that operates the
rewards progranf

A That is correct.

Q If you go back to the joint stipulation

and recommendati on and | et ne know when you have it in

front of you, please.
A " mthere.

Q Coul d you | ook at page 3, section 3, paragraph

2 that discusses Dom nion's MR progrant
A Yes, |I'mthere.

Q And t hat di scusses a one-year period during
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whi ch Verde Energy will be w thdrawn from Dom nion's

MVR program correct?

A Yes.

Q And what do you-all consider to be the
effective date of that notice that starts at that
one-year bl ock? Wat does Verde consider that date to
be, approxi matel y?

A Sure. So the -- | nean, we consider that date
to be I'll say on or about Septenber 10th, though we

had initially requested to be renoved fromthe program
back i n My.

Q And why Septenber 10th, M. Jordan?

A. That's the last -- that's the date, from what

| can see, that the | ast MVR custoner was received by
Ver de.
Q So despite the notice, was Verde stil

recei ving sone custoners from Dom ni on on the MR
pr ogr anf

A That's right. There's an origi nal request

made back in May on when we stopped marketing through

t he ot her channel s. And it cane to our attention that,

though to a | esser extent that we were getting them

before, that we were still getting a few custoners via

the program Because it's kind of -- it's sonewhat of

an autonatic process.
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Q Is Verde Energy now wi t hdrawn completely from
t hat Dom ni on MVR progr anf?

A In nmy view, yes. W haven't received a
custoner, like | said, that I'maware of, since the

10t h of Sept enber.

Q So just to confirm today is October 10th, you

have not received a custoner from Dom ni on's MR

program for now a nont h?

A No. Not that |I'maware of and | checked two
days ago.

Q I"'msorry. Go ahead.

A | said | checked two days ago. So we hadn't

got anyt hi ng.

Q Ckay. Verde Energy wll then continue to stay

out of the MVR program for an additional 11 nonths, for

a total of 12 nonths, correct?

A Yes, that's what the agreenent is.

Q Do you consider that -- strike that.

There were sone questions asked of you

about sone spoofing conplaints by custoners, where

Ms. O Brien asked you whet her or not you had any reason

to believe that the custoner was m staken or was |ying.

Do you renenber those questions?

A. I do.

Q Now, your response was -- and correct nme if
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I"mwong in any way -- but | believe your response was

you didn't have reason to believe that that specific

custoner was |ying when they conpl ai ned, correct?

A. Yes. That's what | sai d.

Q But you told ne your conpany's position on

spoofi ng?

A Well, yeah. The conpany's position on

spoofing is that it's unacceptable and in no way does

it, you know, help the brand reputation of Verde

Ener gy. It's expressly prohibited in vendor contracts,

codes of conduct, training.

So, you know, whether spoofing is kind of

explicitly listed and there's general -- there's

general | anguage about representing oneself as a

utility or m srepresenti ng oneself as anything ot her
t han soneone selling on behalf of Verde.
Q So is it fair

to say from your perspective,

whil e you can't necessarily say a specific custoner was
| yi ng about a conplaint, that conplaint is not
consistent with Verde's conpany policy, correct?

A That's exactly what |' m sayi ng. | " m sayi ng
that that is not okay.

Q Did you see generally in the custoner
conplaint shown to you by Ms. O Brien that when faced

with a conplaint, Verde Energy nade efforts to address
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t he custoner's conplaint and i ssues?

A. I think that's a true statenent. I think that

t he docunents and the record show that, you know,

I nvestigati ons were conducted, and in the cases where

enroll ment did occur and the custoner wanted to drop

that -- you know, they were allowed to do so with no

penalty and in sone cases they were re-rated --
re-rated and nade whol e.

MR. PROCANO Thank you. | have not hi ng

further subject to any further redirect.

M5. O BRI EN: | actually have a coupl e of

foll ow up questi ons.
EXAM NATI ON
BY Ms. O BRI EN:

Q Ms. Jordan, | believe M. Proano asked you

sone questi ons about paragraphs of the stipul ati on, not

specifically including natural gas custoners. Do you

know why natural gas custoners weren't specifically

i ncluded in the settl enent?

MR, PROANO. You nean paragraph 3,

Ms. O Brien?

M5. O BRI EN: I think you al so referenced

paragraph 5, as well, with respect to the action plan.

Q (By Ms. OBrien) Do you know why Verde and

PUCO Staff specifically did not include natural gas
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custoners in here?
MR, PROANC " mgoing to object to the

form of the question because paragraph 3 only

references retail

electricity custoners. | obj ect

otherwise to the formof the question.

You may answer, Ms. Jordan.
A I wasn't part of the discussions that led to
this stipulation. So | don't know.
Q (By Ms. OBrien) Gay. And noving back to

paragraph 2 of the stipulation, | think M. Proano

asked you sone questions about Dom nion's MVR program

and how you are no | onger taking new custoners under

Dom nion's MVR program but isn't it true that Verde

continues to serve custoners, existing MVR custoners

under the progranf

A Yes, there are custoners that were -- that
were enrolled as part of the programprior to -- prior
to the Septenber 9th date -- or Septenber 10th, I'm
sorry.

Q I"'msorry, | didn't nmean to cut you off.

A I was correcting the date. It was
Sept enber 10t h.

Q And Verde conti nues to serve those custoners;
Is that correct?

A Yes.
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M5. O BRI EN: Thank you. I think that's

all | have.

MR, PROANC | have one foll ow up

questi on based on the recross.
EXAM NATI ON
BY MR PROANO

Q Ms. Jordan, under the stipulated settl enent,

paragraph 3.6, the notice to inform Chi o custoners

enroll ed since June 1st, 2018, notifies them of the

PUCO Staff allegations and gives them an opportunity to

cancel their contract without penalty, wll that notice

al so be sent to those MVR custoners that are still

served currently by Verde energy?

A. | nean, as | read it, that woul d i ncl ude

anybody enroll ed since June 1st. You know, any

custoner enrolled since June 1st, 2018. | nean, yeah,
t hat does not excl ude anyone, so, yes, that would
i ncl ude MWR

Q So that includes MVR custoners currently

enrolled wth Verde. I's that your answer?

A I mean, yeah, I'"'mreading it. Those acquired

since June -- June 1st, 2018. I don't know that there

are any before that, but -- so, yes, to the extent that

it includes the -- you know, to the ones that cane on

after June 1st, 2018, those woul d be i ncl uded.
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MR. PRQOANC | have not hing further.

Thank you, Ms. Jordan.

M5. O BRIEN: Thank you, Ms. Jordan, for

your tine.

THE REPORTER: Bef ore you all hang up,
could I please get your transcript orders on the
record?

M5. OBRIEN: Yes. This is Angela

OBrien fromQOCC. W would |ike an expedited
transcri pt.
MR. PROANC This is David Proano from

Verde Energy. What we want is just the opportunity to

revi ew, have the witness review and sign the transcri pt
that the OCC is ordering.
THE REPORTER: So you don't want to order
a copy of the transcript?
MR. PROANO Not at this tine because

believe OCCis going to file it as a matter of record.

MR NUGENT: |1GS would also |ike an
opportunity to review the transcript that OCC ordered.

THE REPORTER. Oh, okay. So all these
free transcripts are goi ng out.

M5. OBRIEN: And, look, I'mfine with

peopl e review ng and signing it. You know, |'m hoping

that no one will give ne an issue when it cones tine to
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file the transcript with the hearing if we choose to do

so. And that's all I"'mstating for the record.

MR. PROANC And we can address that at

the right time with the attorney exam ners,

Ms. O Brien

MS. O BRI EN: I nmean, I'mfine to, you

know, allow you to have a chance to review the

transcript but, you know, we're getting close to the

hearing, and I would expect that it wouldn't be an

objection fromparties when we go to file.

MR. PROANC | nmean, |I'mnot going to

agree to that because we get -- as a matter of right,

the witness has a right to review her testinony before

signing it. But what | can tell you is -- on the

record -- is that we will do it with all due haste.

And then with respect to the adm ssion of the

testi nony, we can deal with that at the appropriate

time with the attorney exam ners.

I think at this point we're going to have

to file a notion anyway to do it in a shortened tine

period. And you and | offline can tal k about that,

Ms. O Brien

MS. O BRI EN: Yeah, and that's -- | nean,

those notions are typically granted. I just wanted to

state that for the record. You know, | think, there's
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nore than good cause in this case, but

MR, PROANO Okay. | just

that to be a condition under which we're about to

review the transcript. That's all.

make t hat cl ear.

THE REPORTER: Are we off the record?

M5. O BRI EN: Yes.

(Deposition concl uded at

just wanted to

5:06 p.m)

CONTI NENTAL COURT REPORTERS,
(713) 522-5080

I NC.
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CHANGES AND SI GNATURE
W TNESS NAME: KI RA JORDAN
DATE OF DEPOSI TI ON: 10/ 10/ 19

PAGE LI NE CHANGE REASON

CONTI NENTAL COURT REPORTERS,
(713) 522-5080

I NC.
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I, KIRA JORDAN, have read the foregoing
deposition and hereby affix ny signature that sane is
true and correct, except as noted above.

Kl RA JORDAN

THE STATE OF

COUNTY OF

Bef ore ne, , on
this day personally appeared KI RA JORDAN, known to ne
(or proved to ne under oath or through
(description of identity card or other docunent) to be
t he person whose nane is subscribed to the foregoing
I nstrunent and acknow edged to ne that they executed
the sane for the purposes and consi deration therein
expr essed.

G ven under ny hand and seal of office
this day of , 2019.

Notary Public in and for
The State of

My Commi ssion Expires

Job No. 01-76148

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080




© 00 N o o A w N P

N NN N NN R R R R R R R R R R
gag A W N P O O 00 N O O pd~ W N -, O

195

BEFCORE
THE PUBLI C UTI LI TIES COW SSI ON OF CH O

In the Matter of the
Comm ssion's

| nvestigation into Verde
Energy USA Chio, LLC s
Conpliance with the Chio
Adm ni strati ve Code and
Pot enti al Renedi al
Actions for

Non- Conpl i ance

Case No. 19-0958-GE-CO

N N N e e e e e

REPORTER S CERTI FI CATI ON
DEPCSI TI ON OF Kl RA JORDAN
TAKEN ON OCTOBER 10, 2019

|, ANDREA L. KAPEL, Certified Shorthand Reporter,
hereby certify to the foll ow ng:

That the w tness, KIRA JORDAN, was duly sworn by
the officer and that the transcript of the oral
deposition is a true record of the testinony given by
t he w t ness;

That the deposition transcript was submtted on
, to the witness or to the

attorney for the W tness for exam nati on, signature and
return to ne by ) ;

That the anmount of tine used by each party at the
deposition is as foll ows:

Ms. OBrien - (05:24:56)
M. Proano - (00:22:50)
M. Nugent - (00:16:18)

That pursuant to infornmation given to the
deposition officer at the tinme said testinony was
taken, the follow ng i ncludes counsel for all parties
of record:

Ms. Angela D. O Brien, M. Christopher Heal ey,
M. Bryce McKenney, and M. JimWIIlians, attorneys for
Ohi o Consuners' Counsel

M. Andy Shaffer, attorney Chio CGeneral Attorney's
Ofice.

Ms. Melissa Scarberry, Ms. Nedra Ransey, and

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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Ms. Alla Tenpesta, attorneys for Public Uilities
Comm ssi on of OChio.

M. David F. Proano and Ms. C. Al exis Keene,
attorneys for Verde Energy USA Chio, LLC

M. Joe Aiker and M. M chael Nugent, attorneys
for I GS Energy.

| further certify that I am neither counsel for,
rel ated to, nor enployed by any of the parties or
attorneys in the action in which this proceedi ng was
taken, and further that I amnot financially or
otherw se interested in the outcone of the action.

Certified to by nme this __ day of ,
2019.

ANDREA L. DESORMEAUX, TEXAS CSR NO. 4835
Expirati on Date: Decenber 31, 2019
Firm Regi stration No. 61

Expiration Date: January 31, 2021

CONTI NENTAL COURT REPORTERS, | NC.

5300 Menorial Drive, Suite 250

Houst on, Texas 77007-8250

(713) 522-5080

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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FURTHER CERTI FI CATI ON

The origi nal deposition was/was not returned to the
deposition officer on :

If returned, the attached Changes and Si gnat ure
page contai ns any changes and the reasons therefor;

If returned, the original deposition was delivered
to Ms. Angela D. O Brien, Custodial Attorney;

That $_ ____is the deposition officer's charges
to the attorney representing Chi o Consuners' Counsel
for preparing the original deposition transcript and

any copi es of exhibits;

That the deposition was delivered in accordance
with Rule 30(f), and that a copy of this certificate
was served on all parties shown herein on and fil ed
with the d erk.

Certified to by nme this __ day of ,
2019.

ANDREA L. DESORMEAUX, TEXAS CSR NO. 4835
Expirati on Date: Decenber 31, 2019
Firm Regi stration No. 61

Expiration Date: January 31, 2021

CONTI NENTAL COURT REPORTERS, | NC.

5300 Menorial Drive, Suite 250

Houst on, Texas 77007-8250

(713) 522-5080

CONTI NENTAL COURT REPORTERS, | NC.
(713) 522-5080
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I, KIRA JORDAN, have read the foregoing
deposition and hereby affix my signature that same is
true and correct, except as noted above.

L XD
K/P‘RA\_})RDAN /

— .
THE STATE OF [on QS

COUNTY OF H(Lﬂ’ (S

Before me, f,/\riéﬁ meC(Q/“aV‘ , on

this day personally appeared KIRA JORDAN, known to me
(or proved to me under ocath or through wndw path )
(description of identity card or other document) to be
the person whose name is subscribed to the foregoing
instrument and acknowledged to me that they executed
the same for the purposes and consideration therein
expressed.

Given under my hand and seal of office
this \f£ day of %) , 2019.

%/u‘éh MLl
Notary Public in_and for
The State of TL)(&&-

My Commission Expires Q’L%’Q\O&?D

\\;.\‘v"p':g, KRISTI MCCLELLAN

* n: Notary Public, State of Texas
RPAS $ Comm. Expires 02-13-2023

'58:“« Notary 1D 129470712
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Continental Court Reporters, Inc.
(713) 522-5080



This foregoing document was electronically filed with the Public Utilities

Commission of Ohio Docketing Information System on

10/15/2019 2:30:13 PM

Case No(s). 19-0958-GE-COI

Summary: Transcript Deposition Transcript of Kira Jordan filed on behalf of The Office of The
Ohio Consumers' Counsel-PUBLIC VERSION electronically filed by Mrs. Tracy J Greene on
behalf of O'Brien, Angela





