




Web Information

System Information

Case Emails

Email Created Date: 12/5/2018 10:01:13 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00240463

COMPANY:

CUSTOMER: 

ADDRESS:  Lorain, Ohio 44052

SERVICE ADDRESS:  Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



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

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

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

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

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

DESCRIPTION OF ISSUE:

Mr.  states he received a notice on December 3 stating he has been enrolled in Verde 

and contact was needed in order for him to opt out of service. He states he has never spoken 

with Verde in person or over the phone. He would like to confirm that he has cancelled the 

enrollment.

How and when was the customer solicited?

Has the customer’s enrollment been cancelled?

Please include a copy of the sales call, TPV, welcome letter with terms and conditions, and any 

other documentation regarding the enrollment.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0DXwDz:ref



Email Created Date: 12/7/2018 3:14:30 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00240463.

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

address it.

  has filed a complaint with the Public Utility Commission of Ohio (“PUCO “) after 

receiving a letter stating he has been enrolled with Verde. He goes on to state that he has not 

spoken to a Verde representative and wants to confirm the enrollment is cancelled.

Investigative Results:

*   On 10/18/2018,  A  enrolled the gas and electric account with Verde with 

door-to-door agent, Keasia Thomas from Energy Group Consultants, LLC. (TPV Attached)

*   The electric account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$0.0799 cents/kWh.

*   The gas account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$0.5990 cents/CCF.

*   On 10/19/2018, enrollment transactions for both gas and electric accounts were submitted.

*   On 10/22/2018, Verde received a ‘pending enrollment’ transaction from the utility for the 

gas account.

*   On 10/25/2018, Verde received incoming termination transaction for the electric account.

*   On 11/16/2018, Verde generated and sent the Gas Welcome Letter. (Letter Attached)

*   On 12/5/2018, Verde received PUCO Complaint No. 00240463.

*   On this same day, Verde submitted a cancelation request to the utility for the gas 

account.

*   On 12/6/2018, the utility responded to the termination transaction and confirmed the gas 

account would not become active with Verde.

Outcome:

After careful review of the Third Party Verification (“TPV”), Verde confirms that Mr.  

willingly enrolled the gas and electric service with Verde on 10/18/2018.

Verde would like to confirm that both the gas and electric accounts did not become active. In 

addition, due to the incoming cancelation transaction for the electric account the Welcome 

Letter did not generate.

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

Kindest Regards,

Xiomara Mendoza

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

Sent: Wednesday, December 05, 2018 9:01 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00240463 [ 

ref:_00Dt0GzXt._500t0DXwDz:ref ]



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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00240463

COMPANY:

CUSTOMER: 

ADDRESS:  Lorain, Ohio 44052

SERVICE ADDRESS:  Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 Mr.  states he received a notice on December 3 stating he has been enrolled in Verde 

and contact was needed in order for him to opt out of service. He states he has never spoken 

with Verde in person or over the phone. He would like to confirm that he has cancelled the 

enrollment.

  1.  How and when was the customer solicited?

  2.  Has the customer’s enrollment been cancelled?

  3.  Please include a copy of the sales call, TPV, welcome letter with terms and conditions, and 

any other documentation regarding the enrollment.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department



Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf8dced094e

6644e2def708d65c806e5c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636798104

584867351&sdata=7C0qhBZydwb%2FZufRS3JZVkM3lMnMNqd9Y4cmbefVA%2FY%3D&reserve

d=0>

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

available to anyone who requests it.

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

0000003d3lB]

ref:_00Dt0GzXt._500t0DXwDz:ref

Email Created Date: 12/10/2018 1:13:01 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00240463

COMPANY:

CUSTOMER: 

ADDRESS:  Lorain, Ohio 44052

SERVICE ADDRESS:  Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC



SERVICE ACCOUNT NUMBER: 

NIQ:

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

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

DESCRIPTION OF ISSUE:

The customer currently has an investigation with Verde Energy. Can you confirm that Verde has 

been cancelled and that the customer remains with Quake Energy?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0DXwDz:ref

Email Created Date: 12/14/2018 8:21:14 AM

Email Text Version: 

Leah, please see the information below.



          12578845 - 003

LORAIN

1.The customer currently has an investigation with Verde Energy. Can you confirm that Verde 

has been cancelled and that the customer remains with Quake Energy?

The enrollment with Quake Energy was removed effective November 29th, and he is currently 

enrolled with Ohio Natural gas.

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

To:        "customerrelations@nisource.com" <customerrelations@nisource.com>,

Date:        12/10/2018 01:17 PM

Subject:        PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00240463    [ 

ref:_00Dt0GzXt._500t0DXwDz:ref ]

________________________________

USE CAUTION: This email was sent from an external source. Think before you click links or open 

attachments. If suspicious, please forward to 

security@nisource.com<mailto:security@nisource.com> for review.

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00240463

COMPANY:

CUSTOMER: 

ADDRESS:  Lorain, Ohio 44052

SERVICE ADDRESS:  Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:



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

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

DESCRIPTION OF ISSUE:

The customer currently has an investigation with Verde Energy. Can you confirm that Verde 

has been cancelled and that the customer remains with Quake Energy?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMCAw%26c%3DYOzCdXTMOJcLV4Fef-

GHbw%26r%3Dp1D7KhAgYdEb96ycpBUSTtRO8JKZF43PtP1sSru9LWU%26m%3DFy-

d9a2RUtbWOvt8lh0eRkH6-b7n2VRu1xaAkf0gYFE%26s%3Dmh1_Eue7jLTNBh8URq_7y-

zv5QtpxZvL8wHU62IKlT0%26e%3D&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7

C822a1c76d0014cbdef9e08d661c70363%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%

7C636803904717619317&sdata=ZM8N%2F5cKtMTqREc1JV2mSMXtsrKoyuTG0P97Iuf4Ry4%3D

&reserved=0>

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0DXwDz:ref

















Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00242748 Owner: Alfred Thompson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-18-2018 Date Closed: 02-01-2019

Case Age in Business Days: 32

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: Ohio 

Service Address City: Brecksville Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFYQAA4

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00242748 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Confirmed that DEO mailed notification.

Case Comments

Created Date Comment

12/18/2018 2:25:34 PM

Customer just noticed that she is paying $9.25/MCF.  .  She did not authorize Verde to 

be her supplier and wants it to be adjusted.  Verde claims that DEO enrolled her on 

11/13, and that they have nothing to do with this.

12/24/2018 10:20:50 AM

customer called to check on status of investigation. i advised her of the email contents 

from Verde. she says she was aware that it wasn't a direct enrollment with Verde. she 

says she just wanted to review why she was enrolled with this supplier for that high of 

a rate by DEO. she says they told her that they sent something in the mail, but she 

says she never received anything. when she called DEO, they told her to call PUCO. the 

rate is 3x higher than the amount from any other supplier rate. she's calling to see 

what kind of adjustments could be made to her account. she needs an adjustment for 

these last two months. her current bill is due in three days and didn't know whether 

she should pay it now or wait for any possible adjustments. i advised she may want to 

pay it and any possible adjustments could be determined later. transferred customer 

to A.T. vm.

12/27/2018 9:19:41 AM
Reviewed customer comments.  Sent follow up to DEO to confirm their part in Verde 

enrollment.

12/31/2018 11:20:48 AM

Stated DEO called her about 5-6 days ago. Asked for an example regarding the case. 

Thought she would have heard back from us. Advised cust on the status of invest. 

Stated she is going back to work on Wednesday. Stated if needed to leave a vm.

1/7/2019 3:35:00 PM

I spoke w/ customer and she was informed by DEO that PUCO could require them to 

adjust her bill for her.  I advised caller that DEO claims that she was notified properly 

and therefore would not be required to adjust her bill.   I will request confirmation.

2/1/2019 10:20:50 AM

I spoke w/ customer and advised that DEO provided copies of her Oct. and Nov. bill 

and both habe a special message section that advises customer that after these 2 

months at the SSO rate, she will be changed to an MVR supplier.    They also sent a 

postcard dated 11/12/18.  Company does not have to provide proof her receiving the 

documents, just that they mailed them. 

**Closing case

2/20/2019 4:44:24 AM Confirmed that DEO mailed notification.



Case Number: 00242748 3

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Alfred Thompson Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 12/18/2018 4:00:32 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00242748

COMPANY: 

CUSTOMER: 

ADDRESS: 

Brecksville, Ohio 44141

SERVICE ADDRESS: 

 Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE: 



Case Number: 00242748 4

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 12/20/2018 10:07:50 AM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00242748.

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

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

disputing the enrollment with Verde. She states that when she made contact with Verde, she 

was advised that the account was directly enrolled by the utility.  is seeking for 

adjustments on her gas account.

Investigative Results:

  *   On 11/13/2018, Verde received an incoming enrollment transaction from the utility dated 

for 11/7/2018.

  *    On 12/13/2018,  made contact with Verde requesting to cancel the gas account 

and disputing the enrollment.  also requested to speak to a supervisor.

     *   The supervisor advised  that the account would be reviewed to determine how 

it was enrolled with Verde.

·         On 12/17/2018,  called in to ensure the gas account was canceled. The agent 

confirmed that the utility accepted the request with an effective termination date of 

1/11/2019.

  *   On 12/18/2018, a Verde agent made contact with  to advise her that the account 

was directly placed with Verde from her local utility.

     *   On this same day, Verde received PUCO Complaint No. 00242748.

Outcome:



Case Number: 00242748 5

Verde would like to confirm that the enrollment transaction was received directly from the 

utility due to Brand Consolidation and not solicited or directly enrolled. For this reason, Verde 

does not possess a TPV. In as much, the assignment to Verde is valid and  account 

does not warrant any adjustments.

Lastly, the termination date of 1/11/2019 is solely determined by the utility and not Verde.

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

Kindest Regards,

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

Xiomara Mendoza | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

Sent: Tuesday, December 18, 2018 3:01 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00242748

COMPANY:

CUSTOMER: 

ADDRESS: 

 Brecksville, Ohio 44141

SERVICE ADDRESS: 

Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:



Case Number: 00242748 6

Good afternoon,

Customer just noticed that she is paying $9.25/MCF.  She did not authorize Verde Energy to be 

her supplier.  When she spoke with Verde, she was advised that Dominion Energy enrolled her 

with Verde.   would like to cancel and to have her bill adjusted to reflect her previous 

supplier rate.

Please review and advise:

1.  Please provide a copy of the third party verification and proof of customer enrollment.

2.  What are the terms and conditions of customer's plan with Verde Energy?

3.  Can you re-rate customer's final 2 bills to reflect her previous rate with Dominion?

Any additional information would be greatly appreciated.

Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C08c95d0b98

a0436c26a708d6668ce46e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636809152

652187684&sdata=AScRAWt7C1gjg9%2BHQmWvp9ziNZTAsrFg%2BN1oel3SnTw%3D&reserved

=0>

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

available to anyone who requests it.

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

0000003dOod]

ref:_00Dt0GzXt._500t0DZQPz:ref



Case Number: 00242748 7

Email Created Date: 12/27/2018 9:13:57 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Submission of an Urgent Consumer Complaint

Please Respond As Soon As Possible

CASE ID: 00242748

COMPANY: 

CUSTOMER: 

ADDRESS: , ,  

SERVICE ADDRESS: 

 Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

DESCRIPTION OF ISSUE: 

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 12/27/2018 12:30:16 PM

Email Text Version: 

Alfred,



Case Number: 00242748 8

This is not an urgent complaint since the customer’s gas service is on and not in any danger of 

being disconnected.  She has a zero account balance and did not incur any late fees.

DEO received a drop request from Ohio Natural Gas, the customer’s Choice supplier on 

8/16/18.   The customer was temporality placed on the SSO rate for 2 bill cycles before 

transitioning to the MVR rate with Verde. The customer was notified on her 10/2/18 and 

11/7/18 bills that if she did not choose a supplier, then she would be placed on the MVR rate.  

She also received a post card dated 11/12/18 informing her of the transition to the MVR rate 

with Verde.  The customer took no action on her account and received her first MVR bill on 

12/10/18.

 contacted DEO on 12/13/18 to dispute the supplier change and the rate she was 

paying.  We explained that she was enrolled in the MVR   and referred her to the Apples to 

Apples chart.  We are unable to credit the customer for her supplier charges.  A new broker 

order was received from Center Point Energy and will take effect on/around 1/16/19.

Dominion Customer Relations

Angie

From: Alfred Thompson [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, December 27, 2018 9:15 AM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]

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

000000GzXt]

Submission of an Urgent Consumer Complaint

Please Respond As Soon As Possible

CASE ID: 00242748

COMPANY:

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS: 

Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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



Case Number: 00242748 9

DESCRIPTION OF ISSUE:

Good morning,

Customer just noticed that she is paying $9.25/MCF.  She did not authorize Verde Energy to be 

her supplier.  When she first spoke with Verde, she was advised that Dominion Energy enrolled 

her with Verde.  After they investigated further, Verde reiterated that her gas utility was the 

one that enrolled her with Verde.  For this reason, they can't provide enrollment confirmation.   

Her bill is due and she wants to confirm how much she should pay.

Please review and advise:

1.  Can a hold be placed on customer's account while this inquiry is being reviewed?  Or waiving 

of any late charges accrued?

2.  How was  customer enrolled with the supplier Verde Energy?

3.  Has customer contacted utility to dispute the enrollment with this supplier?

4.  Is there any specific proof of enrollment that can be provided that verifies how  

became a Verde Energy customer?

Any additional information that you could provide would be greatly appreciated.

Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C95f8952847

3c4b91201108d66c20f499%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636815286

131129896&sdata=KkAD0D3cJMfePJ%2BhtaEFoL7Wq%2B4Zxr7jgr6PmjNhvhg%3D&reserved=0

>

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

available to anyone who requests it.



Case Number: 00242748 10

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

0000003dZe7]

ref:_00Dt0GzXt._500t0DZQPz:ref

________________________________

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

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

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

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

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

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

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

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

you.

Email Created Date: 1/7/2019 4:05:00 PM

Email Text Version: 

Good Afternoon 

Sorry about that,  I was told that she was facing disconnection.

Are you able to provide proof of the SCO and MVR notifications?

 claims that Dominion reps referred her to PUCO to get a credit adjustment on her 

account for being charged at such a high rate that she didn't authorize.

Thank you,

Alfred

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

From: DominionCustomerRelations@dominionenergy.com 

[dominioncustomerrelations@dominionenergy.com]

Sent: 12/27/2018 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]



Case Number: 00242748 11

Alfred,

This is not an urgent complaint since the customer’s gas service is on and not in any danger of 

being disconnected.  She has a zero account balance and did not incur any late fees.

DEO received a drop request from Ohio Natural Gas, the customer’s Choice supplier on 

8/16/18.   The customer was temporality placed on the SSO rate for 2 bill cycles before 

transitioning to the MVR rate with Verde. The customer was notified on her 10/2/18 and 

11/7/18 bills that if she did not choose a supplier, then she would be placed on the MVR rate.  

She also received a post card dated 11/12/18 informing her of the transition to the MVR rate 

with Verde.  The customer took no action on her account and received her first MVR bill on 

12/10/18.

 contacted DEO on 12/13/18 to dispute the supplier change and the rate she was 

paying.  We explained that she was enrolled in the MVR   and referred her to the Apples to 

Apples chart.  We are unable to credit the customer for her supplier charges.  A new broker 

order was received from Center Point Energy and will take effect on/around 1/16/19.

Dominion Customer Relations

Angie

From: Alfred Thompson [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, December 27, 2018 9:15 AM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]

Submission of an Urgent Consumer Complaint

Please Respond As Soon As Possible

CASE ID: 00242748

COMPANY:



Case Number: 00242748 12

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS: 

 Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

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

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

DESCRIPTION OF ISSUE:

Good morning,

Customer just noticed that she is paying $9.25/MCF.  She did not authorize Verde Energy to be 

her supplier.  When she first spoke with Verde, she was advised that Dominion Energy enrolled 

her with Verde.  After they investigated further, Verde reiterated that her gas utility was the 

one that enrolled her with Verde.  For this reason, they can't provide enrollment confirmation.   

Her bill is due and she wants to confirm how much she should pay.

Please review and advise:

1.  Can a hold be placed on customer's account while this inquiry is being reviewed?  Or waiving 

of any late charges accrued?

2.  How was  customer enrolled with the supplier Verde Energy?

3.  Has customer contacted utility to dispute the enrollment with this supplier?



Case Number: 00242748 13

4.  Is there any specific proof of enrollment that can be provided that verifies how  

became a Verde Energy customer?

Any additional information that you could provide would be greatly appreciated.

Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0DZQPz:ref

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

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

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

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

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

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

may be unlawful. If you have received this electronic transmission in error, please reply 
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immediately to the sender that you have received the message in error, and delete it. Thank 

you.

Email Created Date: 1/8/2019 10:54:37 AM

Email Text Version: 

Alfred,

I have attached the October bill, November bill, and a post card mailed out in November.   

There is language informing the customer on the pending transition to MVR on page 2 of the 

bills.

Thanks so much.

Angie

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

Sent: Monday, January 07, 2019 4:06 PM

To: Dominion Customer Relations

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]

Good Afternoon Angie,

Sorry about that,  I was told that she was facing disconnection.

Are you able to provide proof of the SCO and MVR notifications?

 claims that Dominion reps referred her to PUCO to get a credit adjustment on her 

account for being charged at such a high rate that she didn't authorize.

Thank you,

Alfred

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

From: DominionCustomerRelations@dominionenergy.com 

[dominioncustomerrelations@dominionenergy.com]

Sent: 12/27/2018 12:30 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]
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Alfred,

This is not an urgent complaint since the customer’s gas service is on and not in any danger of 

being disconnected.  She has a zero account balance and did not incur any late fees.

DEO received a drop request from Ohio Natural Gas, the customer’s Choice supplier on 

8/16/18.   The customer was temporality placed on the SSO rate for 2 bill cycles before 

transitioning to the MVR rate with Verde. The customer was notified on her 10/2/18 and 

11/7/18 bills that if she did not choose a supplier, then she would be placed on the MVR rate.  

She also received a post card dated 11/12/18 informing her of the transition to the MVR rate 

with Verde.  The customer took no action on her account and received her first MVR bill on 

12/10/18.

 contacted DEO on 12/13/18 to dispute the supplier change and the rate she was 

paying.  We explained that she was enrolled in the MVR   and referred her to the Apples to 

Apples chart.  We are unable to credit the customer for her supplier charges.  A new broker 

order was received from Center Point Energy and will take effect on/around 1/16/19.

Dominion Customer Relations

Angie

From: Alfred Thompson [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, December 27, 2018 9:15 AM

To: Dominion Customer Relations

Subject: [External] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242748 [ 

ref:_00Dt0GzXt._500t0DZQPz:ref ]

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

000000GzXt]

Submission of an Urgent Consumer Complaint

Please Respond As Soon As Possible

CASE ID: 00242748

COMPANY:

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS: 

Brecksville, Ohio 44141

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

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

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

DESCRIPTION OF ISSUE:

Good morning,

Customer just noticed that she is paying $9.25/MCF.  She did not authorize Verde Energy to be 

her supplier.  When she first spoke with Verde, she was advised that Dominion Energy enrolled 

her with Verde.  After they investigated further, Verde reiterated that her gas utility was the 

one that enrolled her with Verde.  For this reason, they can't provide enrollment confirmation.   

Her bill is due and she wants to confirm how much she should pay.

Please review and advise:

1.  Can a hold be placed on customer's account while this inquiry is being reviewed?  Or waiving 

of any late charges accrued?

2.  How was  customer enrolled with the supplier Verde Energy?

3.  Has customer contacted utility to dispute the enrollment with this supplier?

4.  Is there any specific proof of enrollment that can be provided that verifies how  

became a Verde Energy customer?

Any additional information that you could provide would be greatly appreciated.

Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd3d2e0006

0dc45b06d9c08d675814f4e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63682559

6508094187&sdata=A5Cp3RqCoe6xsph1QBbRoA6qog4U2rR0coBd536RrHs%3D&reserved=0>

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

available to anyone who requests it.
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003dZe7]

ref:_00Dt0GzXt._500t0DZQPz:ref

________________________________

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

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

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

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

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

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

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

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

you.

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

0000003dhoE]

________________________________

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

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

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

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

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

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

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

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

you.







Payment Programs for Eligible Customers

Budget Payment Plan - A fixed monthly plan calculated on current rates and actual usage that is reviewed periodically and adjusted, with an annual true

up in May.

Budget Plus - Pay a budget amount, plus one of 12 equal payments of the past-due amount.

Current Plus - Pay current charges and make one of six equal payments of the past-due amount.

One-Third Winter Heating Plan - Pay one-third of the account balance if current charges include gas used between November 1 and April 15.

One-Ninth Plan - Pay a budget amount, plus one of nine equal payments of the past-due amount.

PIPP Plus - This program allows income-eligible residential customers to pay 6% of their monthly gross household income or $10, whichever is greater.

Call the Ohio Development Services Agency at 1-800-282-0880 for an application or for the location of the nearest Community Action Agency.

Graduate PIPP Plus - A special plan for customers no longer enrolled in PIPP Plus. Monthly amount is the average of the most recent PIPP Plus amount

and budget billing amount.

Explanation of Billing Terms

Basic Service Charges - The applicable Basic Service Charges for each rate schedule include a Service Charge for each billing period or any portion

thereof to cover the fixed costs for delivering gas, plus associated riders.

Cancel Billing - A credit issued to the account when a correction is needed on past charges.

CR - Credit

Estimated Gas Bill - When we cannot obtain a meter reading, your bill is based on previous gas usage, gas rates and the weather. An estimated bill will

be verified when your meter is read or you may enter your own meter reading online at www.DominionEnergy.com.

Gas Cost - The price charged to cover the cost of natural gas.

Gas Usage Charge - Covers expenses, including SSO gas cost and transportation charges, involved in providing gas services to customers who

purchase gas from Dominion Energy Ohio.

Gross Receipts Tax - Ohio tax levied on public utilities.

Investigation Fee - Fee to be levied in those circumstances where Dominion Energy Ohio has reasonable proof of the customer's fraudulent or

damaging practice related to gas service.

Late Payment Charge - A 1.5% late payment charge (LPC) may be imposed on all past-due balances if the required payment is not paid in full by the

time the next bill is generated. For Payment Plan and Budget customers, the LPC applies only to the past-due plan amount.

MCF - An abbreviation for the standard measure of gas meaning 1,000 Cubic Feet.

Meter Test Fee - Fee charged for a meter test performed at the customer's request.

Miscellaneous Charge(s) - An additional debit or credit applied to the account. An explanation of the reason for the charge or credit will be provided.

Monthly Variable Rate (MVR) - Cost of default natural gas for residential customers whose Energy choice or opt-in governmental aggregation contract

has expired, as well as for large volume and nonresidential customers. Under this rate, Dominion Energy Ohio assigns a participating supplier to provide

gas supply at that supplier's prevailing rate.

Reconnection Fee - Fee charged to restore gas service that was terminated by the Company or at a customer's request.

Reset Read - Adjusted meter reading that establishes the point from which you are responsible for gas use.

Returned Payment Fee - Fee for each returned item tendered or authorized as payment on the customer's account and returned for any reason.

Security Deposit Installment - One-third of the total security deposit required. Security deposits are billed to customers in three equal monthly

installments. A 3% rate of interest is paid if the full deposit is held for 180 days or longer. Deposits are refunded with interest to residential and small

commercial accounts if required payments are made for 12 consecutive months and were not late more than two months during that time, you are not

delinquent, or an account is closed for 10 days or longer. Deposits for large commercial and industrial accounts are reviewed every 24 months.

Service Charge - This charge includes fixed costs for delivering gas.

Standard Choice Offer (SCO) - Cost of acquiring default natural gas for sale to Energy Choice-eligible residential customers by a participating supplier

assigned by Dominion Energy Ohio to provide gas supply at the regulated rate.

Standard Service Offer (SSO) - Cost of acquiring natural gas for sale to customers who purchase gas from Dominion Energy Ohio.

Transportation Charges / Usage-Based Charges - Cover costs associated with delivering gas to the meter, including all applicable riders and taxes. All

customers are required to pay these charges regardless if they choose an alternate supplier through the Energy Choice or other transport programs. These

charges do not include the cost of the gas.

Important Message for Account Number:

for bill prepared on November 7, 2018

You have been placed on Dominion Energy Ohio's Standard Service Offer (SSO) rate. If you remain credit eligible for two consecutive bills and you have not selected 

an Energy Choice supplier, you will be placed with a supplier to provide you with gas at its unregulated Monthly Variable Rate (MVR). The MVR supplier will be listed 

on your monthly statement. The MVR supplier will continue to provide gas to you unless you choose a new supplier or participate in an aggregation program.

For contact information on participating Energy Choice suppliers, you have several options: 

-Visit www.DominionGasChoice.com for Energy Choice information.

-View the Public Utilities Commission of Ohio's (PUCO) "Apples to Apples" supplier comparison chart at www.energychoice.ohio.gov, or call the  PUCO at 

        1-800-686-PUCO (7826) (TDD 7-1-1 Ohio Relay Service).

-Visit the Ohio Consumers' Counsel website at www.pickocc.org.

PLEASE NOTE: If you have past due amounts owed to Dominion Energy Ohio and are not on a payment plan at the time of your first MVR bill, you will be 

automatically enrolled in Dominion's One-Ninth Payment Plan. The plan amount (a budget amount, plus one of nine equal monthly payments on the past-due balance) 

will be stated on that bill.



Paying Your Bill

All bills may be paid from your bank account for free by registering in “Manage Your Account” as described below,

or it may be paid at any authorized payment center. A convenience fee may be charged by the authorized payment

center, which must be paid in cash. Be sure to bring the entire bill when paying in person. For the location of a

payment center near you, please visit www.DominionEnergy.com or call 1-800-362-7557. Also, pay online anytime

at www.DominionEnergy.com via debit/credit card or electronic check or call BillMatrix Corporation, toll free at

1-800-573-1153. Service fee applies. For your own protection, do not send cash through the mail. Allow six days

for payments to be applied to your account. Please record your account number on your check or money order and

mail to Dominion Energy Ohio, PO Box 26785, Richmond, VA 23261-6785. Do not include correspondence with your

payment.

AUTO PAY - Sign up for Bank Draft and have your bill automatically deducted from your checking or savings

account. Enroll online at www.DominionEnergy.com, “Manage Your Account.”

ELECTRONIC CHECK CONVERSION - Paying by check authorizes us to use the information from your check to

make a one-time electronic fund transfer from your account. The funds may be withdrawn as early as the date we

receive your payment, and you will not receive your check back from your financial institution.

MANAGE YOUR ACCOUNT - Register for free at www.DominionEnergy.com. Make payments, get eBills, update

your contact information, start, stop or transfer service, and view billing and usage history 365 days a year!

Billing, Service Inquiries or Concerns

If you have a billing or service problem, please call Dominion Energy Ohio first at 1-800-362-7557

between 7 a.m. and 7 p.m. weekdays. If your complaint is not resolved after you have called Dominion Energy

Ohio or your Energy Choice supplier or governmental aggregator at the number listed on the front of your bill, or

for general utility information, residential and business customers may contact the Public Utilities Commission of

Ohio (PUCO) for assistance at 1-800-686-7826 (toll-free) from 8 a.m. to 5 p.m. weekdays or www.puco.ohio.gov.

Hearing or speech impaired customers may contact PUCO via 7-1-1 (Ohio Relay Service). The Ohio Consumers╞

Counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

EMERGENCY SERVICE - We consider it an emergency when you smell a gas odor or when none of your gas

appliances are working. Call toll free 1-877-542-2630. Our 24-hour emergency personnel will take your call.

CALL BEFORE YOU DIG - Call the Ohio Utilities Protection Service at 811 at least two working days before

digging.

FOR HELP WITH YOUR BILL - There are several programs available that could help you with your winter heating

bills. For more information, call us at 1-800-362-7557.

Medical Certification - Delays a shutoff when it would be especially dangerous to the health of a permanent

member of your household. It allows you time to get financial help. It does not reduce the amount you owe. You can

request a medical certification form by calling 1-800-362-7557. A licensed medical professional must sign the form.

If gas service is off, return the signed form within 21 days of the shut-off date to restore service.

Energy Choice - This program provides eligible customers the ability to purchase gas from a supplier. To obtain an

“Apples to Apples” comparison of available competitive natural gas supplier offers, visit the PUCO's Energy Choice

Ohio website at www.energychoice.ohio.gov or call 1-800-686-PUCO (7826). Another resource for information is

www.DominionGasChoice.com

Removing Yourself from Customer Listing - We are required to include your name, address and usage

information on a list of eligible customers that is made available to other retail natural gas suppliers or

governmental aggregators. If you do not wish to be included on this list, please let us know: Call us at

1-800-362-7557, say “Energy Choice” and follow the prompts, write us at P.O. Box 5759, Cleveland, OH 44101-0759,

sign in or register your account at www.DominionEnergy.com and select “Opt-in/Opt-out of Supplier Lists” from

Edit Account Settings, or choose the "Email Us" option on the Contact Us page.  However, this does not prevent a

supplier from getting your information from another source or using information from a previous list.

HOW TO REACH US -

By Internet - Visit us online at www.DominionEnergy.com to ‘Manage Your Account╞ 365 days a year!

By Phone - Call us at 1-800-362-7557. Our office hours are 7 a.m. to 7 p.m. Monday through Friday. The best days to

call are Tuesdays through Fridays. Mondays and days after a holiday are typically the busiest.

For Hearing/Speech-Impaired Customers - Customers with a Telecommunications Device for the Deaf can dial

711.

By Mail - Write to Dominion Energy Ohio, PO Box 5759, Cleveland, OH 44101. Please do not include payment with

your correspondence.

NOTE - For mailing address changes, visit Manage Your Account on www.DominionEnergy.com.







Payment Programs for Eligible Customers

Budget Payment Plan - A fixed monthly plan calculated on current rates and actual usage that is reviewed periodically and adjusted, with an annual true

up in May.

Budget Plus - Pay a budget amount, plus one of 12 equal payments of the past-due amount.

Current Plus - Pay current charges and make one of six equal payments of the past-due amount.

One-Third Winter Heating Plan - Pay one-third of the account balance if current charges include gas used between November 1 and April 15.

One-Ninth Plan - Pay a budget amount, plus one of nine equal payments of the past-due amount.

PIPP Plus - This program allows income-eligible residential customers to pay 6% of their monthly gross household income or $10, whichever is greater.

Call the Ohio Development Services Agency at 1-800-282-0880 for an application or for the location of the nearest Community Action Agency.

Graduate PIPP Plus - A special plan for customers no longer enrolled in PIPP Plus. Monthly amount is the average of the most recent PIPP Plus amount

and budget billing amount.

Explanation of Billing Terms

Basic Service Charges - The applicable Basic Service Charges for each rate schedule include a Service Charge for each billing period or any portion

thereof to cover the fixed costs for delivering gas, plus associated riders.

Cancel Billing - A credit issued to the account when a correction is needed on past charges.

CR - Credit

Estimated Gas Bill - When we cannot obtain a meter reading, your bill is based on previous gas usage, gas rates and the weather. An estimated bill will

be verified when your meter is read or you may enter your own meter reading online at www.DominionEnergy.com.

Gas Cost - The price charged to cover the cost of natural gas.

Gas Usage Charge - Covers expenses, including SSO gas cost and transportation charges, involved in providing gas services to customers who

purchase gas from Dominion Energy Ohio.

Gross Receipts Tax - Ohio tax levied on public utilities.

Investigation Fee - Fee to be levied in those circumstances where Dominion Energy Ohio has reasonable proof of the customer's fraudulent or

damaging practice related to gas service.

Late Payment Charge - A 1.5% late payment charge (LPC) may be imposed on all past-due balances if the required payment is not paid in full by the

time the next bill is generated. For Payment Plan and Budget customers, the LPC applies only to the past-due plan amount.

MCF - An abbreviation for the standard measure of gas meaning 1,000 Cubic Feet.

Meter Test Fee - Fee charged for a meter test performed at the customer's request.

Miscellaneous Charge(s) - An additional debit or credit applied to the account. An explanation of the reason for the charge or credit will be provided.

Monthly Variable Rate (MVR) - Cost of default natural gas for residential customers whose Energy choice or opt-in governmental aggregation contract

has expired, as well as for large volume and nonresidential customers. Under this rate, Dominion Energy Ohio assigns a participating supplier to provide

gas supply at that supplier's prevailing rate.

Reconnection Fee - Fee charged to restore gas service that was terminated by the Company or at a customer's request.

Reset Read - Adjusted meter reading that establishes the point from which you are responsible for gas use.

Returned Payment Fee - Fee for each returned item tendered or authorized as payment on the customer's account and returned for any reason.

Security Deposit Installment - One-third of the total security deposit required. Security deposits are billed to customers in three equal monthly

installments. A 3% rate of interest is paid if the full deposit is held for 180 days or longer. Deposits are refunded with interest to residential and small

commercial accounts if required payments are made for 12 consecutive months and were not late more than two months during that time, you are not

delinquent, or an account is closed for 10 days or longer. Deposits for large commercial and industrial accounts are reviewed every 24 months.

Service Charge - This charge includes fixed costs for delivering gas.

Standard Choice Offer (SCO) - Cost of acquiring default natural gas for sale to Energy Choice-eligible residential customers by a participating supplier

assigned by Dominion Energy Ohio to provide gas supply at the regulated rate.

Standard Service Offer (SSO) - Cost of acquiring natural gas for sale to customers who purchase gas from Dominion Energy Ohio.

Transportation Charges / Usage-Based Charges - Cover costs associated with delivering gas to the meter, including all applicable riders and taxes. All

customers are required to pay these charges regardless if they choose an alternate supplier through the Energy Choice or other transport programs. These

charges do not include the cost of the gas.

Important Message for Account Number:

 for bill prepared on October 9, 2018

You have been placed on Dominion Energy Ohio's Standard Service Offer (SSO) rate. If you remain credit eligible for two consecutive bills and you have not selected 

an Energy Choice supplier, you will be placed with a supplier to provide you with gas at its unregulated Monthly Variable Rate (MVR). The MVR supplier will be listed 

on your monthly statement. The MVR supplier will continue to provide gas to you unless you choose a new supplier or participate in an aggregation program.

For contact information on participating Energy Choice suppliers, you have several options: 

-Visit www.DominionGasChoice.com for Energy Choice information.

-View the Public Utilities Commission of Ohio's (PUCO) "Apples to Apples" supplier comparison chart at www.energychoice.ohio.gov, or call the  PUCO at 

        1-800-686-PUCO (7826) (TDD 7-1-1 Ohio Relay Service).

-Visit the Ohio Consumers' Counsel website at www.pickocc.org.

PLEASE NOTE: If you have past due amounts owed to Dominion Energy Ohio and are not on a payment plan at the time of your first MVR bill, you will be 

automatically enrolled in Dominion's One-Ninth Payment Plan. The plan amount (a budget amount, plus one of nine equal monthly payments on the past-due balance) 

will be stated on that bill.



Paying Your Bill

All bills may be paid from your bank account for free by registering in “Manage Your Account” as described below,

or it may be paid at any authorized payment center. A convenience fee may be charged by the authorized payment

center, which must be paid in cash. Be sure to bring the entire bill when paying in person. For the location of a

payment center near you, please visit www.DominionEnergy.com or call 1-800-362-7557. Also, pay online anytime

at www.DominionEnergy.com via debit/credit card or electronic check or call BillMatrix Corporation, toll free at

1-800-573-1153. Service fee applies. For your own protection, do not send cash through the mail. Allow six days

for payments to be applied to your account. Please record your account number on your check or money order and

mail to Dominion Energy Ohio, PO Box 26785, Richmond, VA 23261-6785. Do not include correspondence with your

payment.

AUTO PAY - Sign up for Bank Draft and have your bill automatically deducted from your checking or savings

account. Enroll online at www.DominionEnergy.com, “Manage Your Account.”

ELECTRONIC CHECK CONVERSION - Paying by check authorizes us to use the information from your check to

make a one-time electronic fund transfer from your account. The funds may be withdrawn as early as the date we

receive your payment, and you will not receive your check back from your financial institution.

MANAGE YOUR ACCOUNT - Register for free at www.DominionEnergy.com. Make payments, get eBills, update

your contact information, start, stop or transfer service, and view billing and usage history 365 days a year!

Billing, Service Inquiries or Concerns

If you have a billing or service problem, please call Dominion Energy Ohio first at 1-800-362-7557

between 7 a.m. and 7 p.m. weekdays. If your complaint is not resolved after you have called Dominion Energy

Ohio or your Energy Choice supplier or governmental aggregator at the number listed on the front of your bill, or

for general utility information, residential and business customers may contact the Public Utilities Commission of

Ohio (PUCO) for assistance at 1-800-686-7826 (toll-free) from 8 a.m. to 5 p.m. weekdays or www.puco.ohio.gov.

Hearing or speech impaired customers may contact PUCO via 7-1-1 (Ohio Relay Service). The Ohio Consumers╞

Counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

EMERGENCY SERVICE - We consider it an emergency when you smell a gas odor or when none of your gas

appliances are working. Call toll free 1-877-542-2630. Our 24-hour emergency personnel will take your call.

CALL BEFORE YOU DIG - Call the Ohio Utilities Protection Service at 811 at least two working days before

digging.

FOR HELP WITH YOUR BILL - There are several programs available that could help you with your winter heating

bills. For more information, call us at 1-800-362-7557.

Medical Certification - Delays a shutoff when it would be especially dangerous to the health of a permanent

member of your household. It allows you time to get financial help. It does not reduce the amount you owe. You can

request a medical certification form by calling 1-800-362-7557. A licensed medical professional must sign the form.

If gas service is off, return the signed form within 21 days of the shut-off date to restore service.

Energy Choice - This program provides eligible customers the ability to purchase gas from a supplier. To obtain an

“Apples to Apples” comparison of available competitive natural gas supplier offers, visit the PUCO's Energy Choice

Ohio website at www.energychoice.ohio.gov or call 1-800-686-PUCO (7826). Another resource for information is

www.DominionGasChoice.com

Removing Yourself from Customer Listing - We are required to include your name, address and usage

information on a list of eligible customers that is made available to other retail natural gas suppliers or

governmental aggregators. If you do not wish to be included on this list, please let us know: Call us at

1-800-362-7557, say “Energy Choice” and follow the prompts, write us at P.O. Box 5759, Cleveland, OH 44101-0759,

sign in or register your account at www.DominionEnergy.com and select “Opt-in/Opt-out of Supplier Lists” from

Edit Account Settings, or choose the "Email Us" option on the Contact Us page.  However, this does not prevent a

supplier from getting your information from another source or using information from a previous list.

HOW TO REACH US -

By Internet - Visit us online at www.DominionEnergy.com to ‘Manage Your Account╞ 365 days a year!

By Phone - Call us at 1-800-362-7557. Our office hours are 7 a.m. to 7 p.m. Monday through Friday. The best days to

call are Tuesdays through Fridays. Mondays and days after a holiday are typically the busiest.

For Hearing/Speech-Impaired Customers - Customers with a Telecommunications Device for the Deaf can dial

711.

By Mail - Write to Dominion Energy Ohio, PO Box 5759, Cleveland, OH 44101. Please do not include payment with

your correspondence.

NOTE - For mailing address changes, visit Manage Your Account on www.DominionEnergy.com.
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Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00242752 Owner: Lee Garry

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-18-2018 Date Closed: 01-10-2019

Case Age in Business Days: 16

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Hamilton

Service Address Street: Service Address State: Ohio 

Service Address City: Cincinnati Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00242752 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

SPOKE WITH CUSTOMER TO CLOSE
explained she enrolled with Starion on 9/14/17 and Starion transfered her contract to Verde.

Case Comments

Created Date Comment

12/18/2018 2:33:27 PM

This customer received enrollment notice from Verde.  She states she did not enroll 

with Verde.  Discussed govt agg and INV time frame to enroll.  verified Verde # on 

notice to call and cancel.

1/10/2019 11:00:54 AM

SPOKE WITH CUSTOMER TO CLOSE

explained she enrolled with Starion on 9/14/17 and Starion transfered her contract to 

Verde.  Played TPV to customer.  explained when she says yes she is giving 

authorization to enroll.  not ETFs so she can cancel with Verde without penalty.

2/20/2019 4:44:24 AM

SPOKE WITH CUSTOMER TO CLOSE

explained she enrolled with Starion on 9/14/17 and Starion transfered her contract to 

Verde.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Lee Garry Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 
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Case Emails

Email Created Date: 12/19/2018 1:10:24 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00242752

COMPANY: 

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45207

SERVICE ADDRESS: 

 Cincinnati, Ohio 45207

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE: 

Sincerely,

Lee Garry

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Email Created Date: 12/21/2018 2:24:54 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00242752.

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

address it.

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

because she is disputing the enrollment with Verde.

Investigative Results:

  *   On 9/14/2017,  enrolled both the Electric and Gas account with Starion 

Energy (“Starion”). (TPV Attached)

     *   The Electric account was enrolled onto a Monthly Variable Rate plan, which offered the 

fixed-rate of $0.0599 cents/kWh for the first month and a Variable rate thereafter. (Welcome 

Letter Attached)

     *   The Gas account was enrolled onto a Monthly Variable Rate plan, which offered the fixed-

rate of $0.3677 per ccf for the first month and a Variable rate thereafter. (Welcome Letter 

Attached)

  *   On 10/30/2018, Starion Energy (“Starion”) generated and sent the Customer Assignment 

Notice advising of the transition to Verde for both Gas and Electric service. (Letters Attached)

  *   On 12/12/2018, Verde sent the enrollment transaction for the gas account to the utility.

  *   On 12/13/2018, the utility accepted the gas enrollment transaction with a scheduled start 

date of 1/24/2019.

  *   On 12/19/2018, Verde received PUCO Complaint No. 00242752.

Outcome:

Verde would like to confirm that the gas account was assigned to Verde from Starion and not 

directly enrolled or solicited. As such, the enrollment has been deemed as valid.

Additionally, the enrollment for the electric account is pending to be sent to the utility.

At this time, the Gas account remains active with Verde. Please advise if Mrs.  would like 

to continue having Verde as a supplier. If she wishes to terminate the services, no Early 

Termination Fee will be assessed.

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

Kindest Regards,

Xiomara Mendoza

From: Lee Garry <contactthepuco@puc.state.oh.us>

Sent: Wednesday, December 19, 2018 12:10 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00242752 [ 

ref:_00Dt0GzXt._500t0DZQXb:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00242752

COMPANY:

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45207

SERVICE ADDRESS:  Cincinnati, Ohio 45207

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 This customer received a notice that she switched to Verde.  She says she did not enroll with 

Verde.

**************************

Please provide all details of enrollment including sales call, TPV, T&Cs and/or Gov't. Aggregation 

opt out notices.

Sincerely,

Lee Garry

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf3f5ff0334c

84347486808d66779d116%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636810170

813653065&sdata=ekuuzzGF4G77ArRpHR4RCW5tdDojqaP03RHTOObY4Z8%3D&reserved=0>
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Frequently Asked Questions 

Will my electric service be cut off? 

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

normal. 

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

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

Will my current rate change?

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

Will my meter read cycle or utility charges change? 

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

as the CRES.  

What will happen to my contract / agreement with Starion? 

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

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

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

Do I need to do anything to switch to Verde? 

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

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

When can I expect Verde to become my official CRES?  

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

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

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

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

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

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

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

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

Who do I contact should I have questions? 

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

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

Please visit Verde online at www.verdeenergy.com.  





Frequently Asked Questions 

Will my natural gas service be cut off? 

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

normal. 

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

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

Will my current rate change?

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

Will my meter read cycle or utility charges change? 

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

as the CRNGS.  

What will happen to my contract / agreement with Starion? 

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

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

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

Do I need to do anything to switch to Verde? 

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

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

When can I expect Verde to become my official CRNGS?  

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

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

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

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

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

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

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

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

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

Who do I contact should I have questions? 

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

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

Please visit Verde online at www.verdeenergy.com.  



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00243559 Owner: Alfred Thompson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-24-2018 Date Closed: 01-11-2019

Case Age in Business Days: 13

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: Ohio 

Service Address City: Cleveland Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

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

Materials

Non-Jurisdictional Case: 
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Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved:

Docketing Case Number: Case Formal Complaint Supervisor Approved:

Legacy Case ID:

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

Left voicemail explaining terms of his agreement.
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Case Comments

Created Date Comment

12/24/2018 1:57:41 PM

Cleveland Illuminating Company - Electric     (Acct # ).

Customer #   

Verde Energy - Supplier complaint 

12/2018 - Customer received a phone call from Verde Energy.

Customer claims he was offered a $100.00 gift promotion to switch.

Customer claims he was supposed to receive a $100 gift card with his 

startup/welcome packet. 

Customer recently contacted Verde Energy to check on his gift card, and the company 

informed him he would not be receiving a gift card.

Customer claims the company said " We technically did not lie "

Customer feels the representative who signed him up with Verde Energy, lied to get 

him to switch.

Customer wants to file a complaint, and is requesting we investigate.

Customer has yet to receive his startup/welcome packet with the terms and 

conditions as expected.

I provided the case #

I provided my name

Icb

1/11/2019 10:37:25 AM

Left voicemail advising customer that the plan was not for a $100 gift card up front, 

but the welcome letter included a form that he has to mail back.  After this he would 

be eligible for two $50 rebate checks after month 1, beginning 1/26/19 and after 

month 6 of active service with Verde.  ICB.

**Closing case

2/20/2019 4:45:36 AM Left  voicemail explaining terms of his agreement.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 
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System Information

Created by: Leonard Gore Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 12/27/2018 4:06:09 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00243559

COMPANY: 

CUSTOMER: 

ADDRESS: , ,  

SERVICE ADDRESS:  

 Cleveland, Ohio 44102

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    

NIQ: 2166479284

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

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

DESCRIPTION OF ISSUE: 

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

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

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

available to anyone who requests it.

Email Created Date: 1/2/2019 5:28:18 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00243559.

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

  has filed a complaint with the Public Utility Commission of Ohio (�PUCO�) because 

he states that Verde offered him a $100.00 gift card for switching; however, Mr.  feels 

Verde was dishonest to get him to switch providers.

Investigative Results:

·         On 12/11/2018,  authorized the electric enrollment to Verde via Outbound 

Telemarketer into a 12 month fixed rate of $0.0939 cents/kWh. (TPV Attached)

·         On 12/19/2018, Verde generated and sent a Welcome Letter. (Letter Attached)

·         On 12/27/2018, the electric account became active with Verde.

·         On 12/28/2018, Verde was in receipt of PUCO Complaint No. 00243559.

Outcome:

We�d like to confirm that Verde does not offer $100.00 gift cards to customers at the time of 

enrollment; however, Verde does offer a rebate program that rewards the customers with two 

$50.00 rebate checks. These checks are processed after the 1st and 6th month of active service 

with Verde. In order to receive the rebate checks, the Mr.  will need to mail in the rebate 

vouchers along with the bills attached within the 1st and 6th month of active service to start 

the rebate process. Once the voucher is received, the standard time to process the check is 4-6 

weeks.

Please be aware that Mr.  is not eligible for his fist rebate check until 01/25/2018. In order 

to receive the rebate check, Mr.  will need to mail in the completed rebate form along 

with his first invoice. In as much, Mr.  service will also need to be in an active status as 

well.

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

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

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

Sent: Thursday, December 27, 2018 3:06 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00243559 [ 

ref:_00Dt0GzXt._500t0EC2vf:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00243559

COMPANY:

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS:  

 Cleveland, Ohio 44102

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:    

NIQ: 2166479284

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

without changing the subject line.  Thank you!***
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DESCRIPTION OF ISSUE:

Good afternoon,

Customer signed up in December after being offered a $100 gift card for signing up.  Mr.  

was recently advised that he would not be receiving the gift card.  He feels that supplier was 

dishonest in order to get him to switch providers.

Please review and advise:

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

2.  What are the terms and conditions of the plan for which customer was signed up?

3.  Is customer scheduled to receive the $100 gift card?  When?  If not, then why?

Any additional information that you could provide would be appreciated.

Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C94b5d4dacd

144ff10a8908d6710166e2%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636820648

816857911&sdata=IMGMUo1taoNl5S%2FCsReHrdKE9%2BtMWzw3QYKWTCb1w8M%3D&reser

ved=0>

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

available to anyone who requests it.

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

0000003daAN]
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ref:_00Dt0GzXt._500t0EC2vf:ref

Case Images

Created Date Images
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12/19/2018 

Dear   

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

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

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

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

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

on your next meter read date.

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

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

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

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

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

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President
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Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00243721 Owner: Leslie Carter

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-26-2018 Date Closed: 12-26-2018

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Mercer

Service Address Street: Service Address State: Ohio 

Service Address City: Fort Recovery Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: General -- Electric

AIQ Sub-Sub-Industry: Specific Code: Competition Issues / Inquiries

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00243721 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

ICB

Case Comments

Created Date Comment

12/26/2018 2:27:05 PM

Customer calling about supplier options.  Customer is with Verde and the price went 

up to 18 per kwh.  Customer just wanted voice concern because the pricing was 

extremely high.  Advised customer to make sure he picks a new supplier before 

contracts end to avoid pricing increases.  Customer did switch supplier.  Customer 

with Provision Power.  Advised to review A2A for longer contract options.  Invited call 

back.

2/20/2019 4:45:36 AM ICB

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Leslie Carter Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails
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Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00243844 Owner: L'Yshanya Davis

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder:

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-27-2018 Date Closed: 12-27-2018

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Butler

Service Address Street: , Service Address State: Ohio 

Service Address City: Oxford Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFY3AAO

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Government Aggregation

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00243844 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

invited call back, if necessary

Case Comments

Created Date Comment

12/27/2018 9:55:54 AM

City of Oxford, OH

-caller says she recv'd notice that her Duke acct is being switched over to Verde 

Energy

-caller says she was able to stop the process, but she want to report that she never 

authorized this

-per PUCO's utility map >> caller's community is currently under an electric gov't 

aggregation program from the City of Oxford, OH

-caller says she never heard of this before

-caller was advised about the gov't aggregation program and opt-out option going 

forward

-caller says her concern is with her neighbors, who are elderly and don't know what is 

going on neither

-caller says she'll advise her neighbors about the city's aggregation program going 

forward

-invited call back, if necessary

2/20/2019 4:45:36 AM invited call back, if necessary

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: L'Yshanya Davis Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 
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Case Emails

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00244178 Owner: J. Robert Foley Jr.

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-28-2018 Date Closed: 12-28-2018

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Greene

Service Address Street: Service Address State: Ohio 

Service Address City: Dayton Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

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

Materials

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00244178 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Adv caller that her compliant would be lodged and icb.

Case Comments

Created Date Comment

12/28/2018 12:00:23 PM

Caller states that on 12/20 a Verde rep named Samuel told her by phone that Liberty 

was changing their name to Verde and that she would now be billed by Verde. Caller 

states that he flat out lied through his teeth to get the sale and had her completed a 

TPV. caller says that she immediately felt like something was wrong with how the call 

went.

Caller says that she called Liberty to verify that the name wasn't changing, so she's 

calling in to the PUCO complain about the deceptive practices. 

Adv caller that her compliant would be lodged and icb.

2/20/2019 4:46:14 AM Adv caller that her compliant would be lodged and icb.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: J. Robert Foley Jr. Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails
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Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00243547 Owner: Rayshon Eaves

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-24-2018 Date Closed: 12-24-2018

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Lorain

Service Address Street: Service Address State: Ohio 

Service Address City: Lorain Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFY7AAO

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00243547 2

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

referred to Verde

Case Comments

Created Date Comment

12/24/2018 12:29:29 PM

*spanish-speaking customer*

customer called, stated that he is trying to reach CGO to dispute these charges from 

Verde Energy but can't reach them. i advised they closed at noon. he says that he 

wants to contest the charges from Verde because he did not agree to enroll with 

them. he says that they came around to his door and stood outside in the street when 

the customer told them to go away because he did not want to enroll with this 

company. he says that this has happened more than once. i gave him the number to 

Verde to call and contest the charges and enrollment. ICB.

2/20/2019 5:01:39 AM referred to Verde

Web Information

Web Name: Web Account in Question:

Web Home Phone: Web US Dot #:

Web Email:

Web Company:

Web Zip Code:

System Information

Created by: Rayshon Eaves Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date:

# Tasks Correspondence Review:0 Case Grade Created:

Case Grade Target:

Case Emails





Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00243884 Owner: Kelly Mabra

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-27-2018 Date Closed: 01-15-2019

Case Age in Business Days: 14

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: 

Service Address Street: Service Address State: Ohio 

Service Address City: Fairfield Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Cancellation Issues

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00243884 2

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

Spoke to the customer and told her that she will not be going to Verde.

Advise to not talk to any marketers.

Case Comments

Created Date Comment

12/27/2018 10:53:47 AM

Caller is daughter in Indiana.  

Her mother is 86 and she said her mother is not giving them permission to change her 

account and for sure is not sharing her account number.  She has cancelled right 

before Christmas and also asked Duke to put a note on her account to show she does 

NOT want to be changed.  However, they received a letter saying that Duke processed 

her application.

1/15/2019 4:17:11 PM

Spoke to the customer and told her that she will not be going to Verde.  

Advise to not talk to any marketers.

2/23/2019 5:56:47 AM

Spoke to the customer and told her that she will not be going to Verde. 

Advise to not talk to any marketers.

Web Information

Web Name: Web Account in Question:

Web Home Phone: Web US Dot #:

Web Email:

Web Company:

Web Zip Code:

System Information

Created by: Kelly Mabra Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date:

# Tasks Correspondence Review:0 Case Grade Created:

Case Grade Target:



Case Number: 00243884 3

Case Emails

Email Created Date: 12/28/2018 4:21:50 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00243884

COMPANY:

CUSTOMER: 

ADDRESS:  West Harrison, Indiana 47060

SERVICE ADDRESS:  Fairfield, Ohio 45014

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

DESCRIPTION OF ISSUE:

Caller is daughter in Indiana.

Her mother is 86 and she said her mother is not giving them permission to change her account 

and she for sure is not sharing her account number with anyone that calls.

She cancelled right before Christmas and also asked Duke to put a note on her account to show 

she does NOT want to be changed. However, they received a letter saying that Duke processed 

her application for the switch?



Case Number: 00243884 4

PUCO Question(s):

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

term rate? Fixed or variable?  When was the reminder sent to address regarding the contract 

end date?  Do you records show the customer did call to cancel?  Please provide a copy of the 

contract, call script, recorded call with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0ECJrE:ref

Email Created Date: 1/10/2019 12:09:01 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00243884.

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

it.

 has filed a complaint on behalf of her mother, Ms.  with the 

Public Utility Commission of Ohio (“PUCO”) disputing the transition to Verde. She states that 

she requested to cancel the service before Christmas but is now receiving a letter from DUKE 

stating that the switch was authorized.

Investigative Results:



Case Number: 00243884 5

  *   On 11/4/2016,  enrolled the Gas and Electric service with Starion Energy 

(“Starion”). (TPV Attached)

     *   The Electric account was enrolled onto a Monthly Variable Rate plan, which offered the 

rate of $0.0599 cents/kWh for the first month and a variable rate thereafter.

     *   The Gas account was enrolled onto a Monthly Variable Rate plan, which offered the rate 

of $0.3677 /CCF for the first month and a variable rate thereafter.

     *   On this same day, the Welcome Letter was generated and sent. (Letter Attached)

  *   On 10/30/2018, Starion generated and sent the Customer Assignment Notice advising of 

the transition to Verde. (Letter Attached)

  *   On 12/12/2018, Verde submitted the gas enrollment request to the utility.

  *   On 12/13/2018, the utility accepted the gas enrollment transaction with the effective start 

date of 1/24/2019.

  *   On 12/18/2018, Verde submitted the electric enrollment request to the utility.

  *   On 12/19/2018, the utility accepted the electric enrollment transaction with the effective 

start date of 1/24/2019.

  *   On 12/21/2018, Verde received incoming cancelation request for the gas account from the 

utility.

     *   On this same day, Verde submitted a cancelation transaction for the electric account to 

the utility.

  *   On 12/26/2018, the utility accepted the electric cancelation transaction.

  *   On 12/28/2018, Verde received PUCO Complaint No. 00243884.

Outcome:

Verde would like to confirm that per the attached Customer Assignment Notice, the account 

was assigned to Verde from Starion and not directly enrolled or solicited.

Lastly, please note that both the enrollments for Gas and Electric were canceled and will not 

become active with Verde.

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

Kindest Regards,

Xiomara Mendoza

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

Sent: Friday, December 28, 2018 3:32 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00243884 [ 

ref:_00Dt0GzXt._500t0ECJrE:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint



Case Number: 00243884 6

Please Respond Within 10 Business Days

CASE ID: 00243884

COMPANY:

CUSTOMER: 

ADDRESS:  West Harrison, Indiana 47060

SERVICE ADDRESS:  Fairfield, Ohio 45014

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

DESCRIPTION OF ISSUE:

 Caller is daughter in Indiana.

Her mother is 86 and she said her mother is not giving them permission to change her account 

and she for sure is not sharing her account number with anyone that calls.

She cancelled right before Christmas and also asked Duke to put a note on her account to show 

she does NOT want to be changed. However, they received a letter saying that Duke processed 

her application for the switch?

PUCO Question(s):

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

term rate? Fixed or variable?  When was the reminder sent to address regarding the contract 

end date?  Do you records show the customer did call to cancel?  Please provide a copy of the 

contract, call script, recorded call with the customer and marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C3737afa100

c94d692c3508d6771e20a4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636827369



Case Number: 00243884 7

261069546&sdata=tp93xnISzvvkfQQT%2FTqBGnDO%2B27YVP8OD5Xvu1mOils%3D&reserved=

0>

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

available to anyone who requests it.

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

0000003dbbE]

ref:_00Dt0GzXt._500t0ECJrE:ref

Case Images

Created Date Images



       October 30, 2018 

         
         
       Fairfield, OH 45014 

                                Utility: Duke 
                                Account Number:  

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

Dear  

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

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

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

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

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

Kind Regards,    

  Ruzhdi Dauti  Nathan Kroeker 
  President  Chief Executive Officer and President 
Starion Energy NY, Inc. Verde Energy USA Ohio, LLC 
P.O. Box 845 12140 Wickchester Ln., Ste. 100 

Middlebury, CT 06762 Houston, TX 77079 

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

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

P.O. Box 421289 
Houston TX 77242 



Frequently Asked Questions 

Will my natural gas service be cut off? 

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

normal. 

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

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

Will my current rate change?

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

Will my meter read cycle or utility charges change? 

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

as the CRNGS.  

What will happen to my contract / agreement with Starion? 

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

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

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

Do I need to do anything to switch to Verde? 

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

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

When can I expect Verde to become my official CRNGS?  

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

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

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

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

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

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

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

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

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

Who do I contact should I have questions? 

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

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

Please visit Verde online at www.verdeenergy.com.  



800-600-3040 | Customer Service 

Monday-Friday 9AM-5PM EST 

STARION ENERGY 
P.O. BOX 845 
MIDDLEBURY, CT 06762

 
www.starionenergy.com  

November 04, 2016

 
 

FAIRFIELD, OH 45014 

  WELCOME TO STARION ENERGY!
Dear Customer: 

Thank you for your recent enrollment with Starion Energy as your energy supplier. We strive to provide our
customers with a high quality of service, and it is our goal to exceed your expectations.

Enclosed you will find your Contract Summary and Terms of Service. Please review these documents and feel
free to contact us if you have any questions. While you are a Starion customer, you will continue to receive
one monthly bill from your utility company and remain with your utility company for delivery service. You will
continue to contact your utility company in the event of an electric/gas emergency or service request.

To rescind this enrollment please refer to the "Rescission" section of your Contract Summary.

If you feel that this notice has been sent to you in error, please contact us at 1-800-600-3040 during
normal business hours or email cancel@starionenergy.com.

Please do not hesitate to call us if you have any questions or concerns. We will be happy to assist you. 

Once again, we thank you for selecting Starion Energy and look forward to serving you. 

Sincerely, 

Starion Energy Customer Service

Starion Energy PA, Inc. - OH - Lic. #11-381E(1) 





STARION SIMPLE PLAN - OHIO 
WRITTEN CONTRACT SUMMARY

Rate Plan Starion Simple

Commodity Electric

Price Structure Starion Simple is a monthly variable rate plan. Your rate for the first
billing cycle under this agreement will be $0.0599 per kWh. Thereafter
your rate will be Variable with no price cap and can change each month
based on Starion’s Variable Price Methodology. See the Terms of
Service for additional information. An Account Management Fee
calculated at $0.24 per day applies each month.

Term Month-to-month. Service under this agreement will begin with the next
available billing cycle after your enrollment with Starion is processed by
the Utility.

Early Termination Fee None.

Rescission Your Utility will be sending a confirmation notice to you regarding the
transfer of service. 
Electric: You have 7 calendar days from the postmark date to rescind
this contract. 
Natural Gas: You have 7 business days from the postmark date to
rescind this contract. To rescind, you must contact your Utility. Duke: 1-
800-544-6900

Cancellation After service with Starion is initiated, you may cancel at any time by
contacting Starion using the contact information below. The effective
date of cancellation will occur based on your meter cycle schedule.

Billing Your Utility will continue to bill you each month for their delivery service
charges, and Starion's charges for supply service. Starion does not
offer budget billing for the supply portion of the bill.

Contact Information Starion Energy 
P.O. Box 845, Middlebury, CT 06762 
1-800-600-3040 (Toll-Free) Monday-Friday 9AM-5PM EST 
www.starionenergy.com. 
Electric Certificate No.: 13-381E(1) 
Natural Gas Certificate No.: 14-339G(1)

Notification Method You have chosen to receive notifications from Starion via US Mail.

Customer Information  
 

Fairfield,OH 45014 
Account No. 

20150514OH-Simple-CS





CRES Certificate No. 13-381E(1) 

AGREEMENT TO PURCHASE ELECTRICITY 
STARION SIMPLE PLAN – OHIO 

 

Terms of Service 
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Background: Starion Energy PA, Inc. (“Starion”) is a certified retail electric supplier (“CRES”) certified by the Public Utilities 
Commission of Ohio (“PUCO”) to offer and supply electric generation and related services in the State of Ohio. Starion is not affiliated 
with the Electric Utility (“Utility”) or the PUCO. The prices that Starion charges its customers are not regulated by the PUCO. 

(1) Agreement to Purchase Electricity: These Terms of Service (“TOS”), together with the Third-Party Verification (“TPV”) and 
Written Contract Summary or Customer Enrollment Form, constitute the agreement between Starion and the customer (“you” or 
“Customer”), whereby Starion agrees to sell and supply electric generation service to the Customer, and the Customer agrees to 
purchase of and accepts electric generation service from Starion (the “Agreement”). This Agreement is contingent upon Customer 
providing complete and accurate information to Starion. Your Utility will continue to deliver electricity to your home or business, read 
your meter and respond to service requests. The amount of electricity delivered under this Agreement is subject to change based 
upon data reflecting Customer’s consumption obtained by Starion or the Utility’s delivery schedule.  

(2) Price: Under the Starion Simple Plan, the price per kilowatt hour (kWh) will be Variable with no price cap and determined each 
month. New customers may receive a one-time introductory rate as indicated in your TPV and/or Customer Enrollment Form. 
Starion will calculate your supply charges each month by multiplying (i) the Variable price of electricity per kWh by (ii) the amount of 
electricity used by the Customer during the billing cycle. 
In addition, an Account Management Fee (“AMF”) may apply each month, as indicated in your TPV and/or Customer Enrollment 
Form and confirmed in your Written Contract Summary. The AMF is charged for customer database management, utility data 
reconciliation, energy procurement, and other operating costs as determined in Starion’s discretion. 
The Variable price will be determined monthly based on Starion’s Variable Price Methodology. The Variable rate may change in 
response to market conditions in any or all of the PJM, NEISO, or NYISO territories, including such factors as electricity market 
pricing, applicable taxes, transmission costs, utility charges, and other market price related factors, plus Starion’s costs and margins 
as determined in Starion’s discretion. You can find Starion’s current Variable price by calling 1-800-600-3040. Your price does not 
include any applicable state and local taxes or the Utility’s service and delivery charges. Starion does not represent any guarantee of 
savings under this Agreement. Your price may be higher or lower than the Utility during any given month. 

(3) Term: Service under this Agreement shall commence as of the date your enrollment is deemed effective by your Utility based on 
your next available meter-read date after processing. This is a Starion Simple Plan (Variable rate with no price cap) and your service 
will continue on a month-to-month term until it is terminated by your or Starion and your Utility thereafter switches your account to its 
electricity supply service or to another CRES chosen by you. While receiving service under the Starion Simple Plan, either you or 
Starion may terminate this Agreement without penalty.  

(4) Rescission: Following enrollment you will receive a confirmation notice from your Utility regarding the transfer of service. You have 
the right to rescind this Agreement within seven (7) calendar days following the postmark date of the confirmation notice. To rescind, 
you must contact your Utility and may do so orally, electronically, or in writing. 

(5) Notices: All notices sent by Starion to Customer regarding service under this Agreement will be sent in the method chosen by the 
Customer at the time of enrollment. If Customer does not select an option or the selected method is unsuccessful, notices will revert 
to the default method and be sent by U.S. Mail.  

(6) Billing and Payment: You will continue to receive one monthly bill from your Utility for both electric generation supply service 
provided by Starion and the distribution and other services and charges provided by your Utility, each with taxes thereon. You will 
make payment for all of these services directly to your Utility and you will be responsible for any late payment fees charged by your 
Utility. Customer’s failure to pay may result in the customer being disconnected in accordance with the Utility’s tariff. Starion may 
terminate this Agreement on at least fourteen calendar days’ notice to you in the event you fail to pay the bill or meet any agreed-
upon payment arrangements. Starion does not offer budget billing for the electric generation supply portion of the bill. Customer 
affirms Customer is not currently enrolled in the Percentage of Income Payment Program (PIPP) or other arrearage crediting 
program. You have the right to request from Starion, twice within a twelve-month period, up to twenty-four months of your payment 
history, without charge. 

(7) Termination by Customer: Under the Starion Simple Plan, you may cancel this Agreement at any time without penalty by 
contacting Starion at 1-800-600-3040, Monday through Friday, 9:00AM-5:00PM EST. You may also cancel by e-mail to 
cancel@starionenergy.com or by writing to Starion Energy, P.O. Box 845, Middlebury, CT 06762. The effective date of termination 
will occur on the next applicable meter-read date as determined by the Utility and set forth in the Utility’s tariff and applicable Ohio 
law. This Agreement may be terminated without penalty upon Customer’s relocation to a different Utility territory or to an area where 
Starion charges a different price. If you terminate this Agreement, you will be returned to the Utility unless you choose another 
CRES. Upon termination, if Customer returns to electric generation supply service provided by the Utility, the Customer may or may 
not be served under the same rates, terms and conditions that apply to other customers served by the Utility. 

(8) Termination by Starion: Starion reserves the right to terminate this Agreement for any reason upon at least 45 calendar days’, but 
no more than 90 days’ advance written notice to you at the Service Address you provided. If Starion terminates this Agreement 
early, Customer may be returned to the Utility unless Customer chooses another CRES, with no early termination fee. The effective 
termination date will be on the next applicable meter read date after the 45-day period has expired as set forth in the Utility’s tariff 
and applicable Ohio law. 
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(9) Cancellation of Existing Service: If you presently purchase your electric generation service from another CRES, you are 
responsible for cancelling that service pursuant to the terms of your contract/agreement with your existing CRES. Your existing 
CRES and/or your Utility may charge switching fees to the Customer, which the Customer will be liable for, if applicable. 

(10) Privacy Policy and Customer Information Release Authorization: By entering into this Agreement, you agree that your Utility 
may release to Starion, and Starion may obtain, information needed to provide service to you, including your address, account 
number(s), billing and payment history, credit information, historical and future electricity usage and peak electricity demand, meter 
readings, and characteristics of electricity service. Starion will not give or sell your personal information without your consent unless 
required to do so by law or if necessary to enforce the terms of this Agreement. Starion is prohibited from disclosing Customer’s 
SSN and/or account number(s) without the Customer’s consent except for (i) Starion’s own collections and credit reporting; (ii) 
participation in programs funded by the universal service fund pursuant to 4928.52 of the Ohio Revised Code; or (iii) assigning this 
Agreement to another CRES. 

(11) Representations and Warranties: Starion makes no representations or warranties other than those expressly set forth in this 
Agreement, and Starion expressly disclaims all other warranties, express or implied. Starion does not represent any guarantee of 
savings under this Agreement. 

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

(13) Binding Effects, Agency, Assignment: This Agreement shall extend to and be binding upon Starion’s and Customer’s respective 
successors and permitted assigns; provided, however, that Customer may not assign this Agreement without Starion’s prior written 
consent, and any purported assignment without such consent shall be void. You appoint us as your agent to provide retail electric 
service, including the electric transportation, transmission and related services appropriate to provide that service to you. Starion 
may assign its rights and obligations under this Agreement to an affiliate of Starion or to another competitive CRES licensed to do 
business in Ohio, in whole or in part, in which case Starion will provide Customer any notice required by law. 

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

(15) Dispute Resolution: In the event of a dispute or disagreement involving Starion’s services, you and Starion agree to use our best 
efforts to resolve the dispute. To discuss your dispute, please contact Starion Customer Service by telephone at 1-800-600-3040, or 
by email at info@starionenergy.com, or by letter mailed to Starion Energy, P.O. Box 845, Middlebury, CT 06762. Starion’s 
Customer Service is available Monday through Friday from 9:00AM to 5:00PM, EST. Starion will try to resolve any customer inquiry 
or dispute fairly and in an efficient and timely manner. If your complaint is not resolved after you have called Starion and/or your 
Utility, or for general utility information, residential and business customers may contact the Public Utilities Commission of Ohio 
(PUCO) for assistance at 1-800-686-7826 (toll-free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing 
or speech impaired customers may contact the PUCO via 7-1-1 (Ohio relay service). The Ohio Consumers’ Counsel (OCC) 
represents residential utility customers in matters before PUCO. The OCC can be contacted at 877-742-5622 (toll-free) from eight 
a.m. to five p.m. weekdays, or at http://www.pickocc.org. 

(16) Emergencies and Interruptions of Service: In the event of an electric emergency or service interruption, contact your Utility 
immediately at its emergency number. 

(17) Other Provisions: This Agreement sets forth the entire agreement between you and Starion for the purchase and sale of electricity 
supply service and supersedes all prior agreements, either written or oral.  Nothing in this Agreement shall create or be construed as 
creating any express or implied rights in any person or entity other than you and Starion.  Electronic acceptance of the terms is an 
agreement to initiate service and begin enrollment.  By executing this Agreement, the Customer represents and warrants that he or 
she is the necessary authority to execute this Agreement. This Agreement is subject to all applicable statutes and to all present and 
future orders, rules and regulations of governmental authorities having jurisdiction over the subject matter hereof. This Agreement 
shall be governed by Ohio law. 

(18) Contact Information: 
STARION ENERGY 
P.O. Box 845, Middlebury, CT 06762 www.starionenergy.com  
Toll-Free Customer Service Line: 1-800-600-3040 (Monday through Friday, 9:00AM-5:00PM EST). 
 

In the event of an emergency such as a downed power line, contact your Electric Utility. 
Duke Energy – Emergencies: 800-543-5599; General: 800-544-6900; P.O. Box 1326, Charlotte, NC 28201; duke-energy.com/ohio  

  



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00244258 Owner: Michael Yonkura

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-28-2018 Date Closed: 12-28-2018

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Hamilton

Service Address Street: Service Address State: Ohio 

Service Address City: Cincinnati Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFY3AAO

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: General -- Electric

AIQ Sub-Sub-Industry: Specific Code: Do Not Call List

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 
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Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

DNS

Case Comments

Created Date Comment

12/28/2018 2:58:27 PM

Caller states that she has been receiving numerous calls from various suppliers, 

including Verde, attempting to solicit her business. Advised caller to contact Duke to 

be put on Do Not Solicit list. Invited callback if caller is able to ascertain other 

suppliers.

2/20/2019 4:46:14 AM DNS

Web Information

Web Name: Web Account in Question:

Web Home Phone: Web US Dot #:

Web Email:

Web Company:

Web Zip Code:

System Information

Created by: Michael Yonkura Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date:

# Tasks Correspondence Review:0 Case Grade Created:

Case Grade Target:

Case Emails
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Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00244507 Owner: Cindi Mack

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 12-31-2018 Date Closed: 01-11-2019

Case Age in Business Days: 9

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Hamilton

Service Address Street: Service Address State: Ohio 

Service Address City: Cincinnati Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFY3AAO

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 
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Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

Left vm advd the finding of my invt. ICB, RTHL#

Case Comments

Created Date Comment

12/31/2018 2:41:07 PM

Duke- stated different suppliers continue to change on her him. She stated Verde was 

not approved to be placed on her bill. For the last year she requests to have Verde 

removed from her bill but they continue to go back on. 

Advised we can open an investigation regarding this issue. Stated she has not agreed 

to the enrollment and they should not be on her bill. Also we can request for the 

company to no solicit to the customer
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1/4/2019 2:54:39 PM

Called cust to discuss, rc'd vm saying that I've reach .  Advd the purpose for my 

call and requested cb from D.E, cust of record.  RTHL#

Will discuss the following:

She said that Verde was not authorized to enroll her electric account.

• On 7/28/2016, at 4:37 p.m she enrolled the electric acct. with CenStar Energy 

(“CenStar”) via door-to-door agent, Donald Turner. 

-The account was enrolled onto a 12-month plan, which offered the fixed rate of 

$0.0715 cents/kWh. (TPV Attached)

-Reviewed TPV

 States authorized to process enrollment.   

 Confirmed serv add.  acct number

 All required questions and info verified.   

• On 9/12/2016, the electric account became active with CenStar.

• On 8/3/2017, CenStar generated and sent the Contract Expiration Notice. 

(Letter Attached)

• On 6/26/2018, CenStar generated and sent the Customer Assignment Notice 

advising of the transition from CenStar to Verde. (Letter Attached)

• On 9/11/2018 the electric account became active with Verde.

• On 12/11/2018, Verde rc’d an incoming termination transaction from the 

utility with an effective termination date of 1/13/2019.

the account was assigned to Verde from CenStar and not directly enrolled or solicited. 

As such, the Verde account has deemed valid.

Verde does not have any records of her calling to inquire of her electric account. 

  -Verde has requested that her service address of  Cincinnati, OH 

45205 be added to their internal “Do Not Solicit” List and phone number 

be added to our internal “Do Not Contact” List.

Lastly, the termination date provided of 1/13/2019, is solely determined by the utility 

and not Verde.
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1/11/2019 9:44:32 AM

Called cust., left vm advd the following.  Advd cls case, invtd CB w/any questions or 

concerns.  RTHL#

*****************

She said that Verde was not authorized to enroll her electric account.

• On 7/28/2016, at 4:37 p.m she enrolled the electric acct. with CenStar Energy 

(“CenStar”) (Verde acquired the contracts of CenStar)  via door-to-door agent, Donald 

Turner. 

-The account was enrolled onto a 12-month plan, which offered the fixed rate of 

$0.0715 cents/kWh. (TPV Attached)

-Reviewed TPV

She stated authorized to process enrollment. Confirmed contact #

Confirmed serv add. acct number

All required questions and info verified. 

• On 9/12/2016, the electric account became active with CenStar.

• On 8/3/2017, CenStar generated and sent the Contract Expiration Notice. (Reviewed 

Attached Letter)

• On 6/26/2018, CenStar generated and sent the Customer Assignment Notice 

advising of the transition from CenStar to Verde. (Letter Attached)

• On 9/11/2018 the electric account became active with Verde.

• On 12/11/2018, Verde rc’d an incoming termination transaction from the utility with 

an effective termination date of 1/13/2019.

the account was assigned to Verde from CenStar, the Verde account has deemed 

valid.

Verde does not have any records of her calling to inquire of her electric account tho 

cust stated she’s been trying to have them removed. 

-Verde has requested that her service address of  Cincinnati, OH 

45205 be added to their internal “Do Not Solicit” List and phone number 

 be added to our internal “Do Not Contact” List.

Lastly, the termination date provided of 1/13/2019, is solely determined by the utility 

and not Verde.

2/20/2019 4:46:33 AM Left vm advd the finding of my invt.  ICB, RTHL#

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Samantha Boerstler Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 
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Case Emails

Email Created Date: 1/2/2019 3:57:12 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00244507

COMPANY: 

CUSTOMER: 

ADDRESS: , Cincinnati, Ohio 45205

SERVICE ADDRESS: ,

 Cincinnati, Ohio 45205

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE: 

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Lead Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Email Created Date: 1/3/2019 3:49:24 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00244507.

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

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

because she disputing the enrollment with Verde.

Investigative Results:

  *   On 7/28/2016,  enrolled the electric service with CenStar Energy (“CenStar”) 

via door-to-door agent, Donald Turner. The account was enrolled onto a 12-month plan, which 

offered the fixed rate of $0.0715 cents/kWh. (TPV Attached)

  *   On 9/12/2016, the electric account became active with CenStar.

  *   On 8/3/2017, CenStar generated and sent the Contract Expiration Notice. (Letter Attached)

  *   On 6/26/2018, CenStar generated and sent the Customer Assignment Notice advising of the 

transition from CenStar to Verde. (Letter Attached)

  *   On 9/11/2018 the electric account became active with Verde.

  *   On 12/11/2018, Verde received an incoming termination transaction from the utility with 

an effective termination date of 1/13/2019.

  *   On 1/2/2019, Verde received PUCO Complaint No. 00244507.

Outcome:

Verde would like to confirm that per the attached Customer Assignment Notice, that the 

account was assigned to Verde from CenStar and not directly enrolled or solicited. As such, the 

Verde account has deemed valid.

In addition, Verde does not have any records of Ms.  contacting Verde to inquire of her 

electric account. Please be advised that Verde has requested Ms. service address of 

 Cincinnati, OH 45205 be added to our internal “Do Not Solicit” List and phone 

number  be added to our internal “Do Not Contact” List.

Lastly, the termination date provided of 1/13/2019, is solely determined by the utility and not 

Verde.

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

Kindest Regards,

Xiomara Mendoza

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

Sent: Wednesday, January 02, 2019 2:57 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00244507 [ 

ref:_00Dt0GzXt._500t0ECtdF:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00244507

CUSTOMER: 

ADDRESS: , Cincinnati, Ohio 45205

SERVICE ADDRESS: , Cincinnati, Ohio 45205

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good afternoon,

Ms.  contacted our office regarding an enrollment dispute.  She said that Verde was not 

authorized to enroll her account.

Do you have record of her calling about this?  If so, when and what was she advised?

When and how was the account enrolled?

If this was a telephonic enrollment, please forward a copy of the sales call for review?

Please forward a copy of the TPV for review.
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Please confirm that the company has placed this customer on the internal do not call/solicit list, 

and will not be contacting them again.

If there is any other relevant information that I should know, it would be greatly appreciated.

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Lead Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C4a78b8e9f3

f642180c8408d671bcbdd0%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636821453

589108062&sdata=lKfo8U0ziC%2BWFApuOOpN1Ad1nLNXCy4tZyz%2B5k4PKCA%3D&reserved=

0>

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

available to anyone who requests it.

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

0000003dfMN]

ref:_00Dt0GzXt._500t0ECtdF:ref

Case Images

Created Date Images



August 03, 2017

CINCINNATI OH 45205

1 Radisson Plaza Suite 704 New Rochelle NY 10801

Tel: 877-529-6701 Fax: 914-355-4242

Website: www.censtarenergy.com

Email: info@censtarenergy.com

    RENEWAL NOTICE

Dear Customer,

This is an automated letter being sent to you within 30 days of the expiration of your energy agreement with CenStar Energy.  If you 

already renewed your agreement or switched to either another supplier or the utility, please disregard this letter.

This letter is to inform you that your current agreement(s) with CenStar Energy expires on 9/12/2017. We have enjoyed having you as 

a customer and trust that you are happy with us. We value customers like you and look forward to continuing to be your electric 

supplier for years to come. Below is a summary of your renewal agreement.

 Account number(s)

 Account Name

 CINCINNATI OH 45205 Service Address(es)

 Electric

 Duke

 Month-to-Month

 Variable

 9/13/2017

 $0.00

 Term Start Date 

 Early Termination Fee

 Agreement Term

 Product Type 

 Type(s) of Service 

 10/12/2017 Term End Date 

 Local Utility Company

Please review the Terms and Conditions to assure your renewal agreement best suits your current needs. A copy of the agreement�s 

Terms and Conditions can be found at www.censtarenergy.com.

To compare historic and current prices offered by all ESCOs for standard service without energy-related value-added 

attributes, please visit the department of Public Service�s Power to Choose website. 

If you are interested in hearing about other supply plans that we offer, please contact us at 1-877-529-6701. If you choose to 

discontinue your service with us, you may switch to another supplier, or return to your local utility company, without an early 

termination fee, at the expiration of your current agreement by contacting us or your local utility company.

Thank you again for allowing us to serve you. 

Sincerely, 

CenStar Energy



      P.O. Box 421289 
      Houston, TX 77242                                     

      June 26, 2018 

      

       
        
      CINCINNATI, OH 45205 

Utility: DUKE 
Account Number:  

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

Dear , 

CenStar Energy Corp.  (�CenStar�) has appreciated the opportunity to serve as the Competitive Retail Electric Supplier 
(CRES) for your DUKE account. However, in accordance with your terms and conditions, we are writing to let you know that 
CenStar will assign your electric service to Verde Energy USA Ohio, LLC (�Verde�), another CRES licensed by the Public 
Utilities Commission of Ohio, effective with your first meter read date after the assignment transaction, on approximately July
31, 2018.  After such date, you should contact Verde directly regarding your electric supply service. 

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

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

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

If you have any questions about the transfer of service, please contact CenStar by July 30, 2018.  For your convenience, the 
contact information for both companies is shown below. We thank you for the opportunity to serve you and we are confident 
you will enjoy your new service with Verde. 

Kind Regards,    

Nathan Kroeker 
Chief Executive Officer and President  
CenStar Energy Corp.   Verde Energy USA Ohio, LLC 
12140 Wickchester Ln., Ste. 100 12140 Wickchester Ln., Ste. 100 
Houston, TX 77079 Houston, TX 77079 
Phone: 877-529-6701 Phone: 800-388-3862 
Email: customerservice@censtarenergy.com 
Call Center: Mon-Fri: 9:00AM-5:00PM EST  

Email: service@verdeenergyusa.com 

Call Center: 8:00 AM-6:00 PM Monday-Friday EST



Frequently Asked Questions 

Will my electric service be cut off?  

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

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

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

Will my current rate change?

If you have a fixed rate plan with CenStar, your service will continue with the same fixed rate until the end of your 
contract term or upon cancellation of service (early termination fees may apply). If you are currently served under a 
variable rate with CenStar, your service will continue under the same variable electric rate.  After July 30, 2018  you 
may also contact Verde directly to see what other options are available when your contract expires. 

Will my meter read cycle or utility charges change? 

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

What will happen to my contract/agreement with CenStar? 

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

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

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

Do I need to do anything to switch to Verde? 

No, you will not need to do anything. We will make this transition as smooth as possible for you.  CenStar will assign 
your electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio.    

When can I expect Verde to become my official CRES?  

CenStar will assign your electric service to Verde, another CRES licensed by the Public Utilities Commission of Ohio, 
effective with your first meter reading date after the assignment transaction, on approximately July 31, 2018. 

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

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

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

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

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

You can only opt out of the switch to Verde by requesting to drop to DUKE or switch to another CRES while active 
with CenStar. Early Termination Fees will apply if set forth in your current contract with CenStar and only if you 
cancel your agreement with CenStar prior to the end of your contract term. Your Early Termination Fee would be $0. 

Who do I contact should I have questions? 

If you have any questions about the transfer of service, please contact CenStar.   
Phone: 877-529-6701 
Email: customerservice@censtarenergy.com 
Call Center: Mon-Fri: 9:00AM-5:00PM EST 

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

Please visit Verde online at www.verdeenergy.com.  



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00244622 Owner: Michael Yonkura

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 01-02-2019 Date Closed: 01-02-2019

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Butler

Service Address Street: Service Address State: Ohio 

Service Address City: Fairfield Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFY3AAO

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: General -- Electric

AIQ Sub-Sub-Industry: Specific Code: Do Not Call List

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00244622 2

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

DNS

Case Comments

Created Date Comment

1/2/2019 10:03:03 AM

Caller states that she has been receiving numerous calls from Verde after she had 

repeatedly requested that she not contacted anymore. Caller has contacted Duke and 

is on the Do Not Solicit list.  Invited callback if caller is able to ascertain other suppliers 

attempting to solicit her business.

2/20/2019 4:46:33 AM DNS

Web Information

Web Name: Web Account in Question:

Web Home Phone: Web US Dot #:

Web Email:

Web Company:

Web Zip Code:

System Information

Created by: Michael Yonkura Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date:

# Tasks Correspondence Review:0 Case Grade Created:

Case Grade Target:

Case Emails
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Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00244682 Owner: Michael Coady

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: Service Type: Residential

CASE DATES:

Date Opened: 01-02-2019 Date Closed: 01-08-2019

Case Age in Business Days: 5

Contact Information

Contact: Preferred Contact Method: 

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: OH 

Service Address City: Euclid Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Do Not Call List

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00244682 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Called Ms.  to go over the company response and close.  Reached voice mail.  Left message advising that 
Verde had agreed to place her brother-in-law on its Do Not Call, Do Not Knock and Do Not Solicit lists so that it will 
not contact her brother-in-law anymore.  Advised that the current service with Verde wiould end 1/16/19 without any 
ETFs.
Advised that I would close the investigation at this time.  Invited a call back with any questions about this matter or 
any future utility concerns.  Left hotline number and case ID.   .

Case Comments

Created Date Comment

1/3/2019 3:03:38 PM

I'm writing on behalf of my brother-in-law who has intellectual and developmental 

disabilities.   Twice Verdi Energy Use Ohio has sent solicitors  asking him to change his 

services to Verdi Energy Use.   As his representative payee I now use my mailing 

address to receive correspondence from utility providers so he didn't wouldn't have 

an old statement laying around for solicitors to use to change his services.    I have also 

placed "No Solicitation" signs on both of his doors and still solicitors arrive and switch 

services.   I have enough on plate without having to chase down phone, cable and 

utility companies who have talked him into changing services.   I pay his bills set up to 

auto pay online and this creates unnecessary hassles.

1/8/2019 11:20:36 AM
Called ea at DEO,  Cindy.  The customer was with Verde as of December 18, 2018 and 

will cease flow on 1/18/19.

1/8/2019 1:41:23 PM

Called Ms. to go over the company response and close.  Reached voice mail.  

Left message advising that Verde had agreed to place her brother-in-law on its Do Not 

Call, Do Not Knock and Do Not Solicit lists so that it will not contact her brother-in-law 

anymore.  Advised that the current service with Verde wiould end 1/16/19 without 

any ETFs.  

Advised that I would close the investigation at this time.  Invited a call back with any 

questions about this matter or any future utility concerns.  Left hotline number and 

case ID.   .

Web Information

Web Name: Fayne Web Account in Question: Verdi Energy Use Ohio

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 44123



Case Number: 00244682 3

System Information

Created by: Default User Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 1/2/2019 11:27:59 AM

Email Text Version: 

Dear :

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

00244682.

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

Sincerely,

PUCO Call Center

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

https://www.facebook.com/PUCOhio

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0ED2zp:ref

Email Created Date: 1/4/2019 10:24:05 AM

Email Text Version: 

Case Number: 00244682

Dear :

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

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

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

initial information request.



Case Number: 00244682 4

Your case number is 00244682.  If you have questions or need additional information, please 

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

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Lead Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 1/4/2019 10:34:03 AM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00244682COMPANY: CUSTOMER:  ADDRESS: , , 

SERVICE ADDRESS: , Euclid,

OH 44123AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:   NIQ:

Note to supplier:  To ensure your response attaches to the 

appropriate case, please reply to this email without changing the subject line.  A status update 

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

provided within 10 business days.  If a copy of the TPV is requested, this must be provided 

within 3 business days, per O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE: 

This customer, who only identified herself  or himself as , contacted the PUCO via e-mail, 

which I have attached.  stated that  is his or her brother-in-law and that he or she is 

his payee.    wishes the company to cease marketing efforts directed at .

1.  Please place this customer on the company's Do Not Call, Do Not Knock and Do Not Mail 

lists.

2.  Please assure that all company vendors do the same.

3.  Please advise the effective date of this change. 

4.  Please confirm that this customer has not been enrolled by the company.

CUSTOMER E-MAIL:



Case Number: 00244682 15

"I'm writing on behalf of my brother-in-law who has intellectual and developmental disabilities. 

Twice Verdi Energy Use Ohio has sent solicitors asking him to change his services to Verdi 

Energy Use. As his representative payee I now use my mailing address to receive 

correspondence from utility providers so he didn't wouldn't have an old statement laying 

around for solicitors to use to change his services. I have also placed "No Solicitation" signs on 

both of his doors and still solicitors arrive and switch services. I have enough on plate without 

having to chase down phone, cable and utility companies who have talked him into changing 

services. I pay his bills set up to auto pay online and this creates unnecessary 

hassles."   Sincerely,   Michael Coady Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentLead Customer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00244682 26

This

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

publicly available to anyone who requests it.

ref:_00Dt0GzXt._500t0ED2zp:ref

Email Created Date: 1/8/2019 11:03:13 AM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00244682.

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

Fayne has filed a complaint with the Public Utility Commission of Ohio (“PUCO”) on behalf of 

 because he wishes for Verde to cease any and all marketing efforts directed to .



Case Number: 00244682 27

We’d like to confirm that Verde has not received an enrollment under  or . 

Additionally, Spark was unable to locate an account with the information provided. However, if 

believes that  has an account with Verde, we recommend that he provide the 

account number in question or send us a copy of her invoice for review.

Lastly, please be aware that the account information provided in this complaint has been added 

to our internal “Do Not Call” as well as our “Do Not Knock” list. Additionally, we have forwarded 

concerns to Verde’s Compliance Manager-Vendor & Quality Assurance for investigation 

purposes.

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

Kindest Regards,

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

From: Michael Coady <contactthepuco@puc.state.oh.us>

Sent: Friday, January 04, 2019 9:34 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00244682 [ 

ref:_00Dt0GzXt._500t0ED2zp:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00244682

COMPANY:



Case Number: 00244682 28

CUSTOMER: 

ADDRESS: , ,

SERVICE ADDRESS: , Euclid, OH 44123

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

This customer, who only identified herself  or himself as , contacted the PUCO via e-mail, 

which I have attached.  stated that  is his or her brother-in-law and that he or she is 

his payee.    wishes the company to cease marketing efforts directed at James.

1.  Please place this customer on the company's Do Not Call, Do Not Knock and Do Not Mail 

lists.

2.  Please assure that all company vendors do the same.

3.  Please advise the effective date of this change.

4.  Please confirm that this customer has not been enrolled by the company.

CUSTOMER E-MAIL:

"I'm writing on behalf of my brother-in-law who has intellectual and developmental disabilities. 

Twice Verdi Energy Use Ohio has sent solicitors asking him to change his services to Verdi 

Energy Use. As his representative payee I now use my mailing address to receive 

correspondence from utility providers so he didn't wouldn't have an old statement laying 

around for solicitors to use to change his services. I have also placed "No Solicitation" signs on 

both of his doors and still solicitors arrive and switch services. I have enough on plate without 

having to chase down phone, cable and utility companies who have talked him into changing 

services. I pay his bills set up to auto pay online and this creates unnecessary hassles."

Sincerely,
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Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Lead Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd32e53ef21

6443ece13608d67582c67c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636825601

873217870&sdata=YoykovdYUGTp5Z0eS6faCgkpGz8YhsK1XbYo%2BMVURWg%3D&reserved=0

>

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

available to anyone who requests it.

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

0000003dgVL]

ref:_00Dt0GzXt._500t0ED2zp:ref

Email Created Date: 1/8/2019 11:26:30 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00244682

COMPANY: 

CUSTOMER:

ADDRESS: , ,  

SERVICE ADDRESS: , !Case.Service_Address_City__c}, OH 44123

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

DESCRIPTION OF ISSUE: 
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Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Lead Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 1/8/2019 11:29:39 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00244682

COMPANY: 

CUSTOMER: 

ADDRESS: , ,  

SERVICE ADDRESS: , !Case.Service_Address_City__c}, OH 44123

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

DESCRIPTION OF ISSUE: 

Sincerely,
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Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Lead Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 1/8/2019 12:47:42 PM

Email Text Version: 

Good Morning Mr. Coady,

Spark was able to locate an electric account for Mr. . As you previously mentioned, 

the account is schedule to terminate with Verde on 01/16/2019 with no termination penalties 

accessed on the account.

Please do not hesitate let me know if further concerns should arise.

Thank you,

From: Michael Coady <contactthepuco@puc.state.oh.us>

Sent: Tuesday, January 08, 2019 10:30 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00244682 [ 

ref:_00Dt0GzXt._500t0ED2zp:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00244682

COMPANY:

CUSTOMER:

ADDRESS: , ,

SERVICE ADDRESS: ,Euclid, OH 44123

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

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

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

DESCRIPTION OF ISSUE:

Also, was there an ETF associated with this enrollment?

2.  If so, under the circumstances, please waive and advise the amount waived.

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Lead Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cdf376cd5ad

d84d9a4ac908d6759160f1%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636825664

591656978&sdata=6BtdvE8XsVq5Sn4RO6FkmgD9N%2F7QCmO1wRDN8aSi2Ac%3D&reserved=

0>

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

available to anyone who requests it.

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

0000003hRud]

ref:_00Dt0GzXt._500t0ED2zp:ref
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Case Images

Created Date Images



This foregoing document was electronically filed with the Public Utilities 

Commission of Ohio Docketing Information System on 

11/1/2019 4:12:23 PM

in

Case No(s). 19-0958-GE-COI

Summary: Exhibit Exhibit 7 Part 9 by the Office of the Ohio Consumers' Counsel electronically
filed by Ms. Deb J. Bingham on behalf of O'Brien, Angela D.


