








Case Number: 00250063 5

2/28/2019 12:58:38 PM

Customer states she does not want to speak with anyone but AS and if AS is not 

available would like to leave voicemail.

Transfer to AS voicemail.

3/1/2019 2:13:01 PM

received customer vm and she states she got my voicemail.  she states she is not 

happy how much verde charged her.  Would like me to do something about it.  I will 

call the customer back.

3/1/2019 2:13:42 PM
I called customer and left message to return my call as we keep leaving messages. if 

she calls back leave me a good time to call her back.  I am here today until 4pm.

3/15/2019 10:38:34 AM

I called the customer back and explained that there is nothing more I can do 

concerning he case with Verde.  The company followed their contract although the 

variable rate started later than it should and that was a benefit to her.  I understand 

she is not happy, but I can not make the company do any more.  I explained I will send 

her a formal complaint packet and she can review that and if she wants to pursue this 

further than she can, but she will need to go through the formal complaint process.  I 

gave the address on file as the address I will be sending the complaint to and if she 

wants it sent to another address or has questions she can call me back.  left call back 

info.

3/15/2019 3:41:58 PM Letter approved and mailed with Formal Complaint Forms.  Close case.
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Case Emails

Email Created Date: 1/30/2019 8:07:28 AM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00250063CUSTOMER:  ADDRESS:   

 Uniontown, Ohio

44685SERVICE ADDRESS:   Uniontown,

Ohio 44685AIQ:

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:  Mr.  states that the company doubled her rate without 

notice.  She states she contacted the company and was told she would receive a credit and 

never heard back from them again.  She has been told that they sent out two letter about her 

contract expiring but she never received them.  This month she was charged 15.99 cents per 

kWh and that is robbery.  She would like to be re-rated and credited the difference from her 

original rate and the variable rate. 

1. Do you have record of customer?2. If so, when and how was the customer signed up?3. 

Please send copy of signed contract, TPV and sales call.4. If letters were sent advising the 

expiration of the contract, when were they sent and please send copies.5. What was the rate 

before the rate charged of 15.99 cents per kWh.  6. Any additional information you could 

provide would be greatly appreciated.  Sincerely, Andrea SmithPublic Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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This

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

publicly available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckT:ref

Email Created Date: 2/1/2019 1:25:03 PM

Email Text Version: 

Good Afternoon,

Attached you will find the TPV for PUCO Complaint No. 00250063.

Verde will provide final response to PUCO Complaint No. 00250063 on or before 02/08/2019.

Best Regards,

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

Xiomara Mendoza | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-333-7020 |

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

From: Andrea Smith <contactthepuco@puc.state.oh.us>

Sent: Wednesday, January 30, 2019 7:07 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250063 [ 

ref:_00Dt0GzXt._500t0EhckT: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: 00250063
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CUSTOMER: 

ADDRESS:   Uniontown, Ohio 44685

SERVICE ADDRESS:   Uniontown, Ohio 44685

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:  Mr.  states that the company doubled her rate without 

notice.  She states she contacted the company and was told she would receive a credit and 

never heard back from them again.  She has been told that they sent out two letter about her 

contract expiring but she never received them.  This month she was charged 15.99 cents per 

kWh and that is robbery.  She would like to be re-rated and credited the difference from her 

original rate and the variable rate.

1. Do you have record of customer?

2. If so, when and how was the customer signed up?

3. Please send copy of signed contract, TPV and sales call.

4. If letters were sent advising the expiration of the contract, when were they sent and please 

send copies.

5. What was the rate before the rate charged of 15.99 cents per kWh.

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

Sincerely,

Andrea Smith

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%7Ceeef4066dc

974149233908d688728e8d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63684642

2956480135&sdata=Vk3kcIsgPZQKJ7FRHtH7oezwDAmZyHbw9GwtJOjrjQc%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

0000003hhz2]

ref:_00Dt0GzXt._500t0EhckT:ref

Email Created Date: 2/7/2019 4:24:25 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250063.

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

address it.

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

because she states that Verde doubled her rate without a notice. She states that this month she 

was charged $15.99 cents/kWh and that is robbery. Ms.  wants to be compensated 

for the difference from the original rate and the variable rate.

Investigative Results:

  *   On 5/22/2017, Ms.  enrolled both the electric and gas accounts with Verde. 

(Sales Call and TPV Attached)

     *   The electric account was enrolled onto a 12-month 100% Renewable plan, which offered 

the fixed-rate of $0.0749 cent/kWh and a variable rate thereafter.

     *   The gas account was enrolled onto a 12- month 100% Renewable plan, which offered the 

fixed-rate of $4.781 dollars/MCF and a variable rate thereafter.

  *   On 5/24/2017, the Welcome Letters were generated and sent for both gas and electric 

accounts. (Letters Attached)

  *   On 6/24/2017, the electric account became active with Verde.

  *   On 7/18/2017, the gas account became active with Verde.

  *   On 12/28/2018, Ms.  made contact with Verde to cancel the electric and gas 

account. The agent advised her that the electric and gas accounts were up for renewal and 

offered her the renewal rates for the electric account, but she declined the offer stating utility’s 

rate was lower, so she requested to cancel the accounts. Ms.  mentioned that she 

wanted to speak to a supervisor and a call back was offered. The cancelation requests were 

submitted to the utility.

  *   On 1/2/2019, Verde contacted Ms.  but there was no answer so a voicemail was 

left.

  *   On 1/3/2019, Ms.  made contact with Verde regarding a missed call and the 

Verde agent advised her that the supervisor would give her a call back.

  *   On 1/4/2019, the Verde Supervisor contacted Ms.  and again there was no 

answer so a voicemail was left.



Case Number: 00250063 32

  *   On 1/21/2019, Ms.  contacted Verde and was able to speak to the supervisor. 

She explained to her that the gas account’s rate has not increased from the original $0.4781 

dollars/MCF. The only difference was that the usage increase, she understood.

     *   On this same day, the supervisor advised her that the electric account’s rate did transition 

from the rate of $0.0749 cents/kWh to $0.1599 cents/kWh. Because of this, the supervisor 

advised Ms.  that she could offer her a $50.00 Visa Gift Card as a courtesy. Ms. 

 accepted the offer and had no additional questions.

  *   On 1/23/2019, the electric and gas accounts terminated with Verde.

  *   On 1/30/2019, Verde received PUCO Complaint No. 00250063.

Outcome:

Verde would like to confirm that Ms.  enrolled both the electric and gas accounts 

onto a 12-month 100% Renewable plan with Verde that would transition to a month-to-month 

rate thereafter. As such, a Contract Expiration Notice was not required to be sent.

Additionally, the 12-month fixed-rate was scheduled to terminate on 06/23/2018 for the 

electric account and transition to the variable rate thereafter; however, the rate did not 

transition to the variable rate until 12/9/2018 in which Ms.  benefited. In addition, 

the gas fixed-rate was scheduled to terminate on 07/25/2018 and transition to the variable rate 

thereafter; however; the rate did not transition to a variable rate in which Ms.  

benefited.

Lastly, Ms.  was offered a $50.00 Visa Gift card in which she accepted. As such, Ms. 

 can expect to receive the Visa Gift Card within 21 business days from today.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Friday, February 01, 2019 12:25 PM

To: 'Andrea Smith' <contactthepuco@puc.state.oh.us>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250063 [ 

ref:_00Dt0GzXt._500t0EhckT:ref ]

Good Afternoon,

Attached you will find the TPV for PUCO Complaint No. 00250063.

Verde will provide final response to PUCO Complaint No. 00250063 on or before 02/08/2019.

Best Regards,

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

Xiomara Mendoza | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-333-7020 |

xmendoza@verdeenergy.com<mailto:xmendoza@verdeenergy.com>
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From: Andrea Smith 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, January 30, 2019 7:07 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250063 [ 

ref:_00Dt0GzXt._500t0EhckT: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: 00250063

CUSTOMER: 

ADDRESS:   Uniontown, Ohio 44685

SERVICE ADDRESS:   Uniontown, Ohio 44685

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:  

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

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

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

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

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

DESCRIPTION OF ISSUE:  Mr.  states that the company doubled her rate without 

notice.  She states she contacted the company and was told she would receive a credit and 

never heard back from them again.  She has been told that they sent out two letter about her 

contract expiring but she never received them.  This month she was charged 15.99 cents per 

kWh and that is robbery.  She would like to be re-rated and credited the difference from her 

original rate and the variable rate.

1. Do you have record of customer?

2. If so, when and how was the customer signed up?

3. Please send copy of signed contract, TPV and sales call.

4. If letters were sent advising the expiration of the contract, when were they sent and please 

send copies.

5. What was the rate before the rate charged of 15.99 cents per kWh.

6. Any additional information you could provide would be greatly appreciated.
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Case Detail

Case Number: 00250064 Owner: Leah Lehman

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 01-29-2019 Date Closed: 02-11-2019

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: Ottawa

Service Address Street: Service Address State: Ohio 

Service Address City: Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZIAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

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

Materials

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00250064 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Letter mailed to customer advising that upon speaking with an outbound telemarketer, she agreed to enroll at a rate 
of $0.0929 per kilowatt hour (kWh) for twelve months on January 23, 2019. The PUCO reviewed the calls and found 
that the sales representative did not offer 30% off of the electric bill, but did state that she would be receiving a 
“benefit” on your bill.  While completing the initial third party verification (TPV) recording, she stopped the enrollment 
stating that she wished to remain with OE.  She was then transferred back to the sales representative who advised 
that she would not be switching companies, but that Verde is a supplier that would apply a “benefit” to her bill.  She 
was then transferred to complete a TPV to verify enrollment.  The rate being offered was $0.0929 per kilowatt hour 
and her rate at the time was $0.529.  The enrollment was rescinded on January 29, 2019 and no charges should be 
received from Verde.  Verde’s Compliance Manager and Quality Assurance has been made aware of her complaint 
for agent retraining purposes. The company has added her to their internal Do Not Call and Do Not Knock lists.

Case Comments

Created Date Comment

1/29/2019 12:05:52 PM

Customer states she was contacted by Verde Energy and was told that she would 

receive 30% off her electric bill for the next 12 months. She asked if she needed to 

switched from OE to a different company. Verde said that she would not be switched 

and it would just be a discount on the bill. Customer states she received a letter from 

OE that her supplier is becoming Verde Energy.

I advised customer that she can contact OE if she would like to cancel. I advised I will 

reach out to Verde regarding misinformation.

2/11/2019 10:47:31 AM

Letter mailed to customer advising that upon speaking with an outbound 

telemarketer, she agreed to enroll at a rate of $0.0929 per kilowatt hour (kWh) for 

twelve months on January 23, 2019. The PUCO reviewed the calls and found that the 

sales representative did not offer 30% off of the electric bill, but did state that she 

would be receiving a “benefit” on your bill.  While completing the initial third party 

verification (TPV) recording, she stopped the enrollment stating that she wished to 

remain with OE.  She was then transferred back to the sales representative who 

advised that she would not be switching companies, but that Verde is a supplier that 

would apply a “benefit” to her bill.  She was then transferred to complete a TPV to 

verify enrollment.  The rate being offered was $0.0929 per kilowatt hour and her rate 

at the time was $0.529.  The enrollment was rescinded on January 29, 2019 and no 

charges should be received from Verde.  Verde’s Compliance Manager and Quality 

Assurance has been made aware of her complaint for agent retraining purposes. The 

company has added her to their internal Do Not Call and Do Not Knock lists.
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Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Leah Lehman Last Modified by: Sara Macey

# Tasks Correspondence Review: 2 Next Activity Date: 

# Tasks Correspondence Review:2 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 1/29/2019 12:08:52 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

other enrollment documentation.

Is the company aware of any employees providing misleading information?

Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckY:ref
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Email Created Date: 2/4/2019 9:13:23 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: ,

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

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)***
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DESCRIPTION OF ISSUE:

 states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

other enrollment documentation.

Is the company aware of any employees providing misleading information?

Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckY:ref

Email Created Date: 2/4/2019 11:15:52 AM

Email Text Version: 

Good Afternoon Mr. Lehman,



Case Number: 00250064 8

Verde appreciates your patience while we attempt to resolve this matter.

Attached you will find the TPV for . Please be aware that Verde will provide final 

response to PUCO Complaint No. 00250064 by 02/06/2019.

Best Regards,

Edwin Quinonez

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

Sent: Monday, February 04, 2019 8:13 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: ,

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

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)***
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DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C859884e07e

054548997608d68abc03bf%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636848937

465677417&sdata=tJ7AKoeiC4WbjfgT%2BiLG0h3GUhHCyakUEUR4%2Fhq38mM%3D&reserved

=0>

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY: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 Number: 00250064 10

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

  states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

any other enrollment documentation.

  2.  Is the company aware of any employees providing misleading information?

  3.  Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C859884e07e

054548997608d68abc03bf%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636848937

465687431&sdata=CLOR7OFtNJuXhP%2BlM%2BSymGBkja1OTs9%2B%2Buw7%2BNN%2FfWg%

3D&reserved=0>
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

0000003hhHt]

ref:_00Dt0GzXt._500t0EhckY:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003hpC1]

Email Created Date: 2/5/2019 6:15:31 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250064.

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

it.

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

because states that she enrolled in with Verde after she was told that she would receive 30% 

off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison.

Investigative Results:

·         On 01/23/2019,  authorized the electric enrollment to Verde via Outbound 

Telemarketer associated with Vestra Energy Inc. into a 12 month fixed rate of $0.0929 

cents/kWh. (TPV Attached)

·         On 01/29/2019, Verde received an incoming rescission transaction from the utility.

o   On this date, Verde was in receipt of PUCO Complaint No. 00250064.

Outcome:
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We’d like to confirm that per the attached TPV completed on 01/23/2019,  

authorized the electric enrollment to Verde; however, please be aware that Spark submitted a 

request to rescind the electric enrollment immediately upon receipt of PUCO Complaint No. 

00250064 on 01/29/2019 and the electric account never became active.

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

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

Knock” list. Additionally, due to opportunities within the sales call, we have forwarded  

 concerns to Verde’s Compliance Manager-Vendor & Quality Assurance for agent 

retraining.

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

Kindest Regards,

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

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

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

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

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

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

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

Sent: Monday, February 04, 2019 8:13 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint
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Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: 

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd9c024c26e

ea4b97f64c08d68bbfc974%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636850053

190783525&sdata=ulRnC%2BpzqpqE%2BBUkzAm3CxSp9R7UFmPzeSRzrB6x16U%3D&reserved

=0>



Case Number: 00250064 14

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY: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: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

  states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.
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  1.  Please provide a copy of the sales call, TPV, welcome letter with terms and conditions, and 

any other enrollment documentation.

  2.  Is the company aware of any employees providing misleading information?

  3.  Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cd9c024c26e

ea4b97f64c08d68bbfc974%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636850053

190793533&sdata=Vr%2F1zzeyjdDPlXiGrD0UObyOYPEfy6lkAglo68ZTiKY%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

0000003hhHt]

ref:_00Dt0GzXt._500t0EhckY:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003hpC1]

Email Created Date: 2/7/2019 9:06:55 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: ,Lakeside Marblehead, Ohio 43440

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 states in the TPV that she does not wish to complete the enrollment and would 

like to remain with Ohio Edison. At this point the TPV stops and enrollment should never have 

been submitted to Ohio Edison. Please also be aware that the TPV states that a welcome packet 

will be sent within 3-5 business days. The requirement is that within 1 business day the 

customer will be sent a written contract that details the terms and conditions that were 

summarized in the telephone call according to 4901:1-21-06(D)(2)(a)(vii).

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]
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Sent: 2/5/2019 6:15 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250064.

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

it.

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

because states that she enrolled in with Verde after she was told that she would receive 30% 

off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison.

Investigative Results:

· On 01/23/2019,  authorized the electric enrollment to Verde via Outbound 

Telemarketer associated with Vestra Energy Inc. into a 12 month fixed rate of $0.0929 

cents/kWh. (TPV Attached)

· On 01/29/2019, Verde received an incoming rescission transaction from the utility.

o On this date, Verde was in receipt of PUCO Complaint No. 00250064.

Outcome:

We’d like to confirm that per the attached TPV completed on 01/23/2019,  

authorized the electric enrollment to Verde; however, please be aware that Spark submitted a 

request to rescind the electric enrollment immediately upon receipt of PUCO Complaint No. 

00250064 on 01/29/2019 and the electric account never became active.

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

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

Knock” list. Additionally, due to opportunities within the sales call, we have forwarded  
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 concerns to Verde’s Compliance Manager-Vendor & Quality Assurance for agent 

retraining.

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

Kindest Regards,

Edwin Quinonez

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

equinonez@verdeenergy.com

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

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

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

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

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

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

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

Sent: Monday, February 04, 2019 8:13 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:
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CUSTOMER: 

ADDRESS: ,

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]
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Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

other enrollment documentation.

Is the company aware of any employees providing misleading information?
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Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckY:ref

Email Created Date: 2/7/2019 9:13:50 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00250064
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COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

DESCRIPTION OF ISSUE:

Please provide a copy of the customer's past 6 months bills as the customer has a dispute with 

a supplier currently.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckY:ref

Email Created Date: 2/7/2019 9:28:41 AM

Email Text Version: 

Good Morning,

   Please see attached.  Customer obtained service at this address on 05/01/17 and has not had 

a supplier.

Thank you,

Marilyn Cottrill

Compliance/CS Compliance Specialist

Phone: 681-753-5528

Fax:  330-315-9923

***Be a reflection of what you would like to receive… if you want truth, be truthful.. If you 

want respect, be respectful… What you give out will return to you…..

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

Sent: Thursday, February 7, 2019 9:15 AM

To: Ohio Commission <ohcommission@firstenergycorp.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 

 Emilia Walcazk [ ref:_00Dt0GzXt._500t0EhckY: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: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440
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SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

DESCRIPTION OF ISSUE:

 Please provide a copy of the customer's past 6 months bills as the customer has a dispute with 

a supplier currently.

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%7C7ce8b7db84

6143557c4908d68d08221a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851464

923997628&sdata=OoVFqJ1axQbcVNo5PcUrmtNzrYTIimglGeI%2FQ71A9gE%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

0000003hsoE]

ref:_00Dt0GzXt._500t0EhckY:ref

________________________________
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The information contained in this message is intended only for the personal and confidential 

use of the recipient(s) named above. If the reader of this message is not the intended recipient 

or an agent responsible for delivering it to the intended recipient, you are hereby notified that 

you have received this document in error and that any review, dissemination, distribution, or 

copying of this message is strictly prohibited. If you have received this communication in error, 

please notify us immediately, and delete the original message.

Email Created Date: 2/7/2019 9:47:27 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS:  Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: ,Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

DESCRIPTION OF ISSUE:

 states in the TPV that she does not wish to complete the enrollment and would 

like to remain with Ohio Edison.  At this point the TPV stops and she the sales representative 

gets back on the line. She states again to the sales representative that she wants to remain with 

Ohio Edison. He advises her that she would not be switching, but that Verde is a supplier and 

would apply a benefit to her bill. The rate Verde is offering is $0.0929 per kilowatt hour for 12 

months. The customer has never had a supplier and over the past six months her rate has 

averaged approximately $0.054 per kilowatt hour.  I am unsure how a higher rate would be a 

benefit to the customer. The sales representative tells her that it is very important for her to 

say yes and complete the TPV in order to receive the “benefit” on her bill and that she should 

save all questions until after the TPV is completed. Please also be aware that the TPV states 

that a welcome packet will be sent within 3-5 business days.  The requirement is that within 

one business day the customer will be sent a written contract that details the terms and 

conditions that were summarized in the telephone call according to 4901:1-21-06(D)(2)(a)(vii). I 

am aware that the enrollment has been rescinded, but I wanted to make you aware of the 

findings.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 6:15 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250064.

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

it.

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

because states that she enrolled in with Verde after she was told that she would receive 30% 

off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison.

Investigative Results:
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· On 01/23/2019,  authorized the electric enrollment to Verde via Outbound 

Telemarketer associated with Vestra Energy Inc. into a 12 month fixed rate of $0.0929 

cents/kWh. (TPV Attached)

· On 01/29/2019, Verde received an incoming rescission transaction from the utility.

o On this date, Verde was in receipt of PUCO Complaint No. 00250064.

Outcome:

We’d like to confirm that per the attached TPV completed on 01/23/2019,  

authorized the electric enrollment to Verde; however, please be aware that Spark submitted a 

request to rescind the electric enrollment immediately upon receipt of PUCO Complaint No. 

00250064 on 01/29/2019 and the electric account never became active.

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

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

Knock” list. Additionally, due to opportunities within the sales call, we have forwarded  

 concerns to Verde’s Compliance Manager-Vendor & Quality Assurance for agent 

retraining.

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

Kindest Regards,

Edwin Quinonez

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

equinonez@verdeenergy.com

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

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

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

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

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

taking any action in reliance on the contents of this information is strictly prohibited.
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From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, February 04, 2019 8:13 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: ,

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:
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NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

other enrollment documentation.

Is the company aware of any employees providing misleading information?

Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EhckY:ref

Email Created Date: 2/7/2019 11:05:13 AM

Email Text Version: 

Good Morning Leah Lehman,

Thank you for bringing your additional concerns to my attention and allowing me the 

opportunity to address them.

Please be aware that I have forwarded all the information mentioned below to our Verde’s 

Compliance Manager-Vendor & Quality Assurance to make the necessary updates.

Best Regards,

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

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

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

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

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

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

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
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Sent: Thursday, February 07, 2019 8:47 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY: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: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: ,Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

DESCRIPTION OF ISSUE:

 states in the TPV that she does not wish to complete the enrollment and would 

like to remain with Ohio Edison.  At this point the TPV stops and she the sales representative 

gets back on the line. She states again to the sales representative that she wants to remain with 

Ohio Edison. He advises her that she would not be switching, but that Verde is a supplier and 

would apply a benefit to her bill. The rate Verde is offering is $0.0929 per kilowatt hour for 12 

months. The customer has never had a supplier and over the past six months her rate has 

averaged approximately $0.054 per kilowatt hour.  I am unsure how a higher rate would be a 

benefit to the customer. The sales representative tells her that it is very important for her to 

say yes and complete the TPV in order to receive the “benefit” on her bill and that she should 

save all questions until after the TPV is completed. Please also be aware that the TPV states 

that a welcome packet will be sent within 3-5 business days.  The requirement is that within 

one business day the customer will be sent a written contract that details the terms and 

conditions that were summarized in the telephone call according to 4901:1-21-06(D)(2)(a)(vii). I 
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am aware that the enrollment has been rescinded, but I wanted to make you aware of the 

findings.

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%7C210207075c

494267dfd408d68d1607bc%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851523

094779164&sdata=eXo%2FrN9Vt%2BHgZ7oRHyrF%2FOdiKCkFe9VHWgab88orPf8%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/5/2019 6:15 PM

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

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00250064.

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

it.

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

because states that she enrolled in with Verde after she was told that she would receive 30% 

off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison.
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Investigative Results:

•         On 01/23/2019,  authorized the electric enrollment to Verde via 

Outbound Telemarketer associated with Vestra Energy Inc. into a 12 month fixed rate of 

$0.0929 cents/kWh. (TPV Attached)

•         On 01/29/2019, Verde received an incoming rescission transaction from the utility.

o   On this date, Verde was in receipt of PUCO Complaint No. 00250064.

Outcome:

We’d like to confirm that per the attached TPV completed on 01/23/2019,  

authorized the electric enrollment to Verde; however, please be aware that Spark submitted a 

request to rescind the electric enrollment immediately upon receipt of PUCO Complaint No. 

00250064 on 01/29/2019 and the electric account never became active.

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

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

Knock” list. Additionally, due to opportunities within the sales call, we have forwarded  

 concerns to Verde’s Compliance Manager-Vendor & Quality Assurance for agent 

retraining.

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

Kindest Regards,

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

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

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

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

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

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>
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Sent: Monday, February 04, 2019 8:13 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: ,

Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on January 29. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman
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Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C210207075c

494267dfd408d68d1607bc%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851523

094789177&sdata=5nixMkBpjlY9Qi22LVI043Frh2YnpcVeqVpCPmnH5WY%3D&reserved=0>

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

available to anyone who requests it.

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

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

Sent: 1/29/2019 12:08 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00250064 [ 

ref:_00Dt0GzXt._500t0EhckY: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: 00250064

COMPANY:

CUSTOMER: 

ADDRESS: , Lakeside Marblehead, Ohio 43440

SERVICE ADDRESS: , Lakeside Marblehead, Ohio 43440

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

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

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

DESCRIPTION OF ISSUE:

  states that she enrolled in with Verde after she was told that she would receive 

30% off her electric bill for the next 12 months and that her service would not be switched from 

Ohio Edison. She states she received a letter stating that she would be changed to Verde as her 

supplier and does not understand why she was provided misleading information.

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

any other enrollment documentation.

  2.  Is the company aware of any employees providing misleading information?

  3.  Was the customer offered a direct discount on her bill?

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C210207075c

494267dfd408d68d1607bc%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851523

094809188&sdata=mOTPQnMQ9IOSwKcgpUbtXSptaatpmItI4URyC18NbyI%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

0000003hhHt]

ref:_00Dt0GzXt._500t0EhckY:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003hpC1]

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

0000003hsrm]

Case Images
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Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$38.74

Due Date Nov 30, 2018

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

November 16, 2018

Bill Based On: Actual Meter Reading

Account Number:

Amount Due: $38.74

Due Date: November 30, 2018

Bill For:

Billing Period: Oct 18 to Nov 14, 2018 for 28 days

LAKESIDE MARBLEHEAD OH 43440

To report an emergency or an outage, call 24 hours a day 1-888-544-4877. For Customer Service, call 1-800-633-4766. For Payment Options, call

1-800-686-3421. Pay your bill online at www.firstenergycorp.com

Bill issued by: Ohio Edison, PO Box 3687, Akron OH 44309-3687

Page 1 of 2

E14

Usage History

Nov 17 268 May 18 277

Dec 17 340 Jun 18 429

Jan 18 445 Jul 18 671

Feb 18 366 Aug 18 506

Mar 18 366 Sep 18 525

Apr 18 329 Oct 18 337

Nov 18 279
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A-Actual E-Estimate C-Customer

Average Daily Use (KWH)

Average Daily Temperature

Days in Billing Period

Last 12 Months Use (KWH)

Average Monthly Use (KWH)

This Year

10

44

28

4,870

406

Comparisons Last Year

9

49

29

Additional messages, if any, can be found on back.

Messages

To avoid a 1.50% Late Payment Charge being added to your bill,

please pay the Amount Due by the Due Date.

Your current PRICE TO COMPARE for generation and transmission

from Ohio Edison is listed below. In order for you to save money off of

your utility's supply charges, a supplier must offer you a price lower

than Ohio Edison's price of 5.36 cents per KWH for the same usage

that appears on the bill. To review available competitive supplier

offers, visit the Public Utilities Commission of Ohio's ''Energy Choice

Ohio'' website at www.energychoice.ohio.gov.

Residential Service - 0000624941 - 5.36 cents per KWH

The information below shows specific charges for the costs of energy

efficiency, peak demand reduction, and renewable energy. These

charges are not new, but are and previously were consolidated with

other charges on your bill.

Energy Efficiency 279 KWH x 0.001621 $0.45

Peak Demand Reduction 279 KWH x 0.000405 $0.11

Renewable Energy 279 KWH x 0.000971 $0.27

Your next meter reading is scheduled to occur on or about

Dec 14, 2018.

We are required to include your name, address and usage information

on a list of eligible customers that is made available to other

competitive retail electric service providers. If you do not wish to be

included on this list, please call us at 1-800-225-0444, go to the

Customer Choice section of our website - www.firstenergycorp.com -

or write to us at 76 S. Main St., Akron, OH 44308 Attn: FECC. Please

note that an election to not be included on this list will not prevent Ohio

Edison, The Illuminating Company or Toledo Edison from providing

your information to governmental aggregators. If you previously made

a similar election, your name will continue to be excluded from the list

without any additional action on your part. If you previously decided not

Account Summary Amount Due

Previous Balance 45.82

Payments/Adjustments -45.82

Balance at Billing on Nov 16, 2018 0.000.00

Ohio Edison - Consumption 38.74

Amount Due by Nov 30, 2018 $38.74

Usage Information for Meter Number S311293857

Nov 14, 2018 KWH Reading (Actual) 7,423

Oct 18, 2018 KWH Reading (Actual) 7,144

KWH used 279

Charges From Ohio Edison

Customer Number: 0800141039 0000624941

Rate: Residential Service OE-RSF

Customer Charge 4.00

Distribution Related Component 14.82

Cost Recovery Charges 4.96

Bypassable Generation and Transmission Related Component 14.96

Current Consumption Bill Charges 38.74

Detail Payment and Adjustment Information

10/24/18 Payment -45.82

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

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

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

to be included on the list and would like to reverse that decision,

please call or write us at the same telephone number and address.

Don't miss the enclosed brochure on Project Reach. Fill out and return

the form to contribute and help your neighbors.

Page 2 of 2Invoice Number: 90076002182



Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$47.74

Due Date Jan 02, 2019

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

Cost Recovery Charges - Recovers previously incurred costs, including
PUCO-approved Phase-In Recovery Charges OE collects from all customers

on behalf of OE Funding, LLC which owns the right to impose and collect
such charges.

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

Page 2 of 2Invoice Number: 90046039668

Messages (Continued)



Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$53.06

Due Date Feb 01, 2019

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

January 18, 2019

Bill Based On: Actual Meter Reading

Account Number:

Amount Due: $53.06

Due Date: February 01, 2019

Bill For:

Billing Period: Dec 15 to Jan 16, 2019 for 33 days

LAKESIDE MARBLEHEAD OH 43440

To report an emergency or an outage, call 24 hours a day 1-888-544-4877. For Customer Service, call 1-800-633-4766. For Payment Options, call

1-800-686-3421. Pay your bill online at www.firstenergycorp.com

Bill issued by: Ohio Edison, PO Box 3687, Akron OH 44309-3687
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Usage History

Jan 18 445 Jul 18 671

Feb 18 366 Aug 18 506

Mar 18 366 Sep 18 525

Apr 18 329 Oct 18 337

May 18 277 Nov 18 279

Jun 18 429 Dec 18 354

Jan 19 396
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A-Actual E-Estimate C-Customer

Average Daily Use (KWH)

Average Daily Temperature

Days in Billing Period

Last 12 Months Use (KWH)

Average Monthly Use (KWH)

This Year

12

36

33

4,835

403

Comparisons Last Year

13

23

34

Additional messages, if any, can be found on back.

Messages

To avoid a 1.50% Late Payment Charge being added to your bill,

please pay the Amount Due by the Due Date.

Your current PRICE TO COMPARE for generation and transmission

from Ohio Edison is listed below. In order for you to save money off of

your utility's supply charges, a supplier must offer you a price lower

than Ohio Edison's price of 5.29 cents per KWH for the same usage

that appears on the bill. To review available competitive supplier

offers, visit the Public Utilities Commission of Ohio's ''Energy Choice

Ohio'' website at www.energychoice.ohio.gov.

Residential Service - 0000624941 - 5.29 cents per KWH

The information below shows specific charges for the costs of energy

efficiency, peak demand reduction, and renewable energy. These

charges are not new, but are and previously were consolidated with

other charges on your bill.

Energy Efficiency 396 KWH x 0.001212 $0.48

Peak Demand Reduction 396 KWH x 0.000303 $0.12

Renewable Energy 396 KWH x 0.001086 $0.43

Your next meter reading is scheduled to occur on or about

Feb 15, 2019.

Pursuant to state law, the Universal Service Fund rider rate has been

adjusted effective with this bill.

Account Summary Amount Due

Previous Balance 47.74

Payments/Adjustments -47.74

Balance at Billing on Jan 18, 2019 0.000.00

Ohio Edison - Consumption 53.06

Amount Due by Feb 01, 2019 $53.06

Usage Information for Meter Number S311293857

Jan 16, 2019 KWH Reading (Actual) 8,173

Dec 15, 2018 KWH Reading (Actual) 7,777

KWH used 396

Charges From Ohio Edison

Customer Number: 0800141039 0000624941

Rate: Residential Service OE-RSF

Customer Charge 4.00

Distribution Related Component 20.94

Cost Recovery Charges 7.19

Bypassable Generation and Transmission Related Component 20.93

Current Consumption Bill Charges 53.06

Detail Payment and Adjustment Information

12/27/18 Payment -47.74

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

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

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

Page 2 of 2Invoice Number: 90006854508
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Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$70.63

Due Date Sep 04, 2018

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

August 21, 2018

Bill Based On: Actual Meter Reading

Account Number:

Amount Due: $70.63

Due Date: September 04, 2018

Bill For:

Billing Period: Jul 19 to Aug 17, 2018 for 30 days

LAKESIDE MARBLEHEAD OH 43440

To report an emergency or an outage, call 24 hours a day 1-888-544-4877. For Customer Service, call 1-800-633-4766. For Payment Options, call

1-800-686-3421. Pay your bill online at www.firstenergycorp.com

Bill issued by: Ohio Edison, PO Box 3687, Akron OH 44309-3687
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Usage History

Aug 17 442 Feb 18 366

Sep 17 306 Mar 18 366

Oct 17 284 Apr 18 329

Nov 17 268 May 18 277

Dec 17 340 Jun 18 429

Jan 18 445 Jul 18 671

Aug 18 506
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A-Actual E-Estimate C-Customer

Average Daily Use (KWH)

Average Daily Temperature

Days in Billing Period

Last 12 Months Use (KWH)

Average Monthly Use (KWH)

This Year

17

75

30

4,587

382

Comparisons Last Year

15

74

30

Additional messages, if any, can be found on back.

Messages

To avoid a 1.50% Late Payment Charge being added to your bill,

please pay the Amount Due by the Due Date.

Your current PRICE TO COMPARE for generation and transmission

from Ohio Edison is listed below. In order for you to save money off of

your utility's supply charges, a supplier must offer you a price lower

than Ohio Edison's price of 6.12 cents per KWH for the same usage

that appears on the bill. To review available competitive supplier

offers, visit the Public Utilities Commission of Ohio's ''Energy Choice

Ohio'' website at www.energychoice.ohio.gov.

Residential Service - 0000624941 - 6.12 cents per KWH

The information below shows specific charges for the costs of energy

efficiency, peak demand reduction, and renewable energy. These

charges are not new, but are and previously were consolidated with

other charges on your bill.

Energy Efficiency 506 KWH x 0.001621 $0.82

Peak Demand Reduction 506 KWH x 0.000405 $0.20

Renewable Energy 506 KWH x 0.000971 $0.49

Your next meter reading is scheduled to occur on or about

Sep 17, 2018.

We are required to include your name, address and usage information

on a list of eligible customers that is made available to other

competitive retail electric service providers. If you do not wish to be

included on this list, please call us at 1-800-225-0444, go to the

Customer Choice section of our website - www.firstenergycorp.com -

or write to us at 76 S. Main St., Akron, OH 44308 Attn: FECC. Please

note that an election to not be included on this list will not prevent Ohio

Edison, The Illuminating Company or Toledo Edison from providing

your information to governmental aggregators. If you previously made

a similar election, your name will continue to be excluded from the list

without any additional action on your part. If you previously decided not

Account Summary Amount Due

Previous Balance 92.50

Payments/Adjustments -92.50

Balance at Billing on Aug 21, 2018 0.000.00

Ohio Edison - Consumption 70.63

Amount Due by Sep 04, 2018 $70.63

Usage Information for Meter Number S311293857

Aug 17, 2018 KWH Reading (Actual) 6,282

Jul 19, 2018 KWH Reading (Actual) 5,776

KWH used 506

Charges From Ohio Edison

Customer Number: 0800141039 0000624941

Rate: Residential Service OE-RSF

Customer Charge 4.00

Distribution Related Component 26.65

Cost Recovery Charges 9.00

Bypassable Generation and Transmission Related Component 30.98

Current Consumption Bill Charges 70.63

Detail Payment and Adjustment Information

07/27/18 Payment -92.50

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

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

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

to be included on the list and would like to reverse that decision,

please call or write us at the same telephone number and address.

An important message to dog owners - to ensure that our meter

readers' visits to your home are safe and productive, please keep your

dog secured in an area away from the path to your meter.

Page 2 of 2Invoice Number: 90335380580



Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$70.86

Due Date Oct 03, 2018

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

September 19, 2018

Bill Based On: Actual Meter Reading

Account Number:

Amount Due: $70.86

Due Date: October 03, 2018

Bill For:

Billing Period: Aug 18 to Sep 17, 2018 for 31 days

LAKESIDE MARBLEHEAD OH 43440

To report an emergency or an outage, call 24 hours a day 1-888-544-4877. For Customer Service, call 1-800-633-4766. For Payment Options, call

1-800-686-3421. Pay your bill online at www.firstenergycorp.com

Bill issued by: Ohio Edison, PO Box 3687, Akron OH 44309-3687
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Usage History

Sep 17 306 Mar 18 366

Oct 17 284 Apr 18 329

Nov 17 268 May 18 277

Dec 17 340 Jun 18 429

Jan 18 445 Jul 18 671

Feb 18 366 Aug 18 506

Sep 18 525
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A-Actual E-Estimate C-Customer

Average Daily Use (KWH)

Average Daily Temperature

Days in Billing Period

Last 12 Months Use (KWH)

Average Monthly Use (KWH)

This Year

17

75

31

4,806

401

Comparisons Last Year

10

68

30

Additional messages, if any, can be found on back.

Messages

To avoid a 1.50% Late Payment Charge being added to your bill,

please pay the Amount Due by the Due Date.

Your current PRICE TO COMPARE for generation and transmission

from Ohio Edison is listed below. In order for you to save money off of

your utility's supply charges, a supplier must offer you a price lower

than Ohio Edison's price of 5.68 cents per KWH for the same usage

that appears on the bill. To review available competitive supplier

offers, visit the Public Utilities Commission of Ohio's ''Energy Choice

Ohio'' website at www.energychoice.ohio.gov.

Residential Service - 0000624941 - 5.68 cents per KWH

The information below shows specific charges for the costs of energy

efficiency, peak demand reduction, and renewable energy. These

charges are not new, but are and previously were consolidated with

other charges on your bill.

Energy Efficiency 525 KWH x 0.001621 $0.85

Peak Demand Reduction 525 KWH x 0.000405 $0.21

Renewable Energy 525 KWH x 0.000971 $0.51

Your next meter reading is scheduled to occur on or about

Oct 16, 2018.

Account Summary Amount Due

Previous Balance 70.63

Payments/Adjustments -70.63

Balance at Billing on Sep 19, 2018 0.000.00

Ohio Edison - Consumption 70.86

Amount Due by Oct 03, 2018 $70.86

Usage Information for Meter Number S311293857

Sep 17, 2018 KWH Reading (Actual) 6,807

Aug 18, 2018 KWH Reading (Actual) 6,282

KWH used 525

Charges From Ohio Edison

Customer Number: 0800141039 0000624941

Rate: Residential Service OE-RSF

Customer Charge 4.00

Distribution Related Component 27.70

Cost Recovery Charges 9.34

Bypassable Generation and Transmission Related Component 29.82

Current Consumption Bill Charges 70.86

Detail Payment and Adjustment Information

08/27/18 Payment -70.63

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

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

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

Page 2 of 2Invoice Number: 90015991465
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Amount Paid

Amount Due

76 South Main Street
Akron, OH 44308-1890

Return this part with a check or money order

payable to Ohio Edison

$45.82

Due Date Nov 02, 2018

Account Number:

OHIO EDISON

PO BOX 3687

AKRON OH 44309-3687

October 19, 2018

Bill Based On: Actual Meter Reading

Account Number:

Amount Due: $45.82

Due Date: November 02, 2018

Bill For:

Billing Period: Sep 18 to Oct 17, 2018 for 30 days

LAKESIDE MARBLEHEAD OH 43440

To report an emergency or an outage, call 24 hours a day 1-888-544-4877. For Customer Service, call 1-800-633-4766. For Payment Options, call

1-800-686-3421. Pay your bill online at www.firstenergycorp.com

Bill issued by: Ohio Edison, PO Box 3687, Akron OH 44309-3687

Page 1 of 2
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Usage History

Oct 17 284 Apr 18 329

Nov 17 268 May 18 277

Dec 17 340 Jun 18 429

Jan 18 445 Jul 18 671

Feb 18 366 Aug 18 506

Mar 18 366 Sep 18 525

Oct 18 337
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A-Actual E-Estimate C-Customer

Average Daily Use (KWH)

Average Daily Temperature

Days in Billing Period

Last 12 Months Use (KWH)

Average Monthly Use (KWH)

This Year

11

64

30

4,859

405

Comparisons Last Year

9

70

31

Additional messages, if any, can be found on back.

Messages

To avoid a 1.50% Late Payment Charge being added to your bill,

please pay the Amount Due by the Due Date.

Your current PRICE TO COMPARE for generation and transmission

from Ohio Edison is listed below. In order for you to save money off of

your utility's supply charges, a supplier must offer you a price lower

than Ohio Edison's price of 5.34 cents per KWH for the same usage

that appears on the bill. To review available competitive supplier

offers, visit the Public Utilities Commission of Ohio's ''Energy Choice

Ohio'' website at www.energychoice.ohio.gov.

Residential Service - 0000624941 - 5.34 cents per KWH

The information below shows specific charges for the costs of energy

efficiency, peak demand reduction, and renewable energy. These

charges are not new, but are and previously were consolidated with

other charges on your bill.

Energy Efficiency 337 KWH x 0.001621 $0.55

Peak Demand Reduction 337 KWH x 0.000405 $0.14

Renewable Energy 337 KWH x 0.000971 $0.33

Your next meter reading is scheduled to occur on or about

Nov 14, 2018.

If termination of service would be especially dangerous to your health

or the health of someone in your household, please contact our office

regarding certification of the related medical condition by a licensed

physician, physician assistant, clinical nurse specialist, certified nurse

practitioner, certified nurse-midwife or local board of health physician

so that service can be maintained.

Account Summary Amount Due

Previous Balance 70.86

Payments/Adjustments -70.86

Balance at Billing on Oct 19, 2018 0.000.00

Ohio Edison - Consumption 45.82

Amount Due by Nov 02, 2018 $45.82

Usage Information for Meter Number S311293857

Oct 17, 2018 KWH Reading (Actual) 7,144

Sep 18, 2018 KWH Reading (Actual) 6,807

KWH used 337

Charges From Ohio Edison

Customer Number: 0800141039 0000624941

Rate: Residential Service OE-RSF

Customer Charge 4.00

Distribution Related Component 17.83

Cost Recovery Charges 5.99

Bypassable Generation and Transmission Related Component 18.00

Current Consumption Bill Charges 45.82

Detail Payment and Adjustment Information

09/28/18 Payment -70.86

LAKESIDE MARBLEHEAD OH 43440 -9790



Bypassable Generation and Transmission Related Component -

Charges for purchasing power and delivering it through the transmission

system. These charges are avoided when switching to a Certified Retail

Electric Service provider.

Customer Charge - Monthly charge that offsets costs for billing, meter

reading, equipment, and service line maintenance.

Distribution Related Component - Charge for moving electricity over

distribution lines to a service location.

Economic Development Component - Charges related to economic

development support.

Estimated Reading - On the months we do not read a meter, we calculate

the bill based on past electrical usage.

KWH (Kilowatt Hour) - A unit of measure for electricity usage equal to 1,000

watts used for one hour.

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

the Due Date.

Price to Compare (PTC) - The utility's price per KWH for bypassable

generation and transmission; can be compared with the price offered by

another supplier.

Residential Distribution Credit - A distribution credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Residential Generation Credit - A credit for a qualifying rate and usage

applied to all usage over 1,250 KWH during the billing periods beginning

October 31 and ending March 31.

Residential Non-Standard Credit - A generation credit for a qualifying rate

applied to all usage over 500 KWH during the winter billing period.

Explanation of Terms

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

Important Information
If you have billing questions or complaints about your Ohio Edison account or for a written explanation of the Price to Compare:

Call Customer Service at 1-800-633-4766 from Monday - Friday, 8 a.m. - 6 p.m.

Call Payment Options at 1-800-686-3421 from Monday - Friday, 8 a.m. - 6 p.m.

Visit our web site at http://www.firstenergycorp.com

Write to us at Ohio Edison, 76 S. Main St., A-RPC. Akron, OH 44308-1890.

Customers with hearing or speech impairments can contact the Telecommunications Relay Service (TRS) at 711.

We welcome the opportunity to work with you and will try to answer your questions. If your complaint is not resolved after you have called your electric

utility, or for general utility information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at

1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may contact the

PUCO via 7-1-1 (Ohio relay service).

For Energy Assistance: Contact the Home Energy Assistance Program (HEAP) at 1-800-282-0880 (TDD/TTY 1-800-686-1557) Monday - Friday between

8 a.m. and 5 p.m.
For your protection, all of our employees wear Photo I.D. badges.

Electronic Check Conversion - Your check authorizes us either to make a one-time electronic funds transfer (EFT) from your account or process as a

check. If you have questions about this program, call 1-866-283-8081.

The Ohio consumers' counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at

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

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

1-800-633-4766. Say "Meter Reading" when asked "Which of these can I help you with today?" Have the date you took the reading available.

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

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

between two numbers, always report the lower number.

If you have a DIGITAL METER write the numbers here:

Page 2 of 2Invoice Number: 90026000611
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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: 00251114 Owner: Shanequa Jones

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-04-2019 Date Closed: 02-12-2019

Case Age in Business Days: 6

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Erie

Service Address Street: Service Address State: Ohio 

Service Address City: Vermilion 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: 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: 00251114 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Called  customer and advised of Co response

Case Comments

Created Date Comment

2/4/2019 1:23:55 PM

Caller calling on behalf of her parents.

Caller has Ohio Edison.  Caller is the POA

Caller has had issues for a year or so with suppliers.

Suppliers would call the home. It has been 4 times since July.

Utility has continued to send out notices about switches.

Caller received a notice from Verde Energy.

Caller states she spoke with a Faye with a number of 10040.  Caller states the Co 

advised that it was cancelled on the 25th and to ignore.

Caller wants to know how the account was enrolled.

Caller wants proof the account holder authorized  the switch.

Advised would send up for invest/ Advised of timeline/ Icb

Caller wants to know how the account was enrolled.

Caller wants proof the account holder authorized  the switch.

2/5/2019 8:43:41 AM Sent initial to Co- Waiting on Co response

2/12/2019 7:38:50 AM

Co response:

On 01/17/19  agreed to a 12 month fixed rate of 0.0929.

On 01/23/19-Co sent a welcome letter.

On 01/25/19-Co received a rescission request from Utility. Account never became 

active

Co noted issues with the TPV and have forwarded concerns to their compliance 

manager for additional training

2/12/2019 11:58:45 AM
Called customer and advised of Co response.

Advised of my name/ Puco hotline number

2/12/2019 12:03:04 PM Called  customer and advised of Co response



Case Number: 00251114 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: Shanequa Jones Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/5/2019 8:37:54 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251114

CUSTOMER: 

ADDRESS:  Vermilion, Ohio 44089

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

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

DESCRIPTION OF ISSUE:

Good Morning,

 contacted the PUCO on behalf of her mother regarding an enrollment issue.

 has POA. She received a notice about a switch to the company but states they never 

authorized a switch.

She called the company to inquire and spoke with a Faye (id 10040) who advised her the switch 

was cancelled on January 25th and to ignore the notice. The customer states that no other 

details were provided.

Please reply to the following questions:

When and how was the customer solicited or marketed?

When and how was the customer enrolled?

Was a TPV completed for the customer?

Has the customer contacted the company? If so, what information was provided?

If there was an enrollment has it been cancelled? If so, when and who requested it?

Please provide copies of the following:

The sales script used to market this customer.

The sales call to the customer.

Welcome Letter with Terms and Conditions

TPV

Copy of IP address used. Copy of the email address used to enroll if applicable.

Copy of signed enrollment documents

Any additional information that the company can provide would be greatly appreciated.

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

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

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiDtj:ref

Email Created Date: 2/5/2019 8:42:02 AM

Email Text Version: 

Case Number: 00251114

Dear 

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

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

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

initial information request.

Your case number is 00251114. If you have questions or need additional information, please 

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

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiDtj:ref

Email Created Date: 2/8/2019 5:10:50 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (�Verde�) response to PUCO Complaint No. 00251114.

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�) on behalf 

of  because she states that she has Power of Attorney and she never 

authorized the enrollment to Verde.

Investigative Results:

·         On 01/17/2019,  enrolled his electric account with Verde via outbound 

telemarketer associated with North America Venture Capital into a 12 month fixed rate of 

$0.0929 cents/kWh. (TPV Attached)

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

·         On 01/25/2019, Verde received an inbound rescission request from the utility.

·         On 02/04/2019,  contacted Verde and requested to cancel his electric 

account. At this time, the customer service representative advised him that the electric account 

was successfully rescinded.

·         On 02/05/2019, Verde was in receipt of PUCO Complaint No. 00251114.

Outcome:

We�d like to confirm that per the TPV completed on 01/17/2019,  authorized 

the electric enrollment to Verde; however, please be aware that Verde received a rescission 

transaction form the utility on 01/25/2019 and the account never became active.

Lastly, due to opportunities within the TPV, we have forwarded  concerns to Verde�s 

Compliance Manager-Vendor & Quality Assurance for training purposes.

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

Kindest Regards,
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Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

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

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

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

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

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

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

Sent: Tuesday, February 05, 2019 7:42 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251114 [ 

ref:_00Dt0GzXt._500t0EiDtj: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: 00251114

CUSTOMER: 

ADDRESS:  Vermilion, Ohio 44089

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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



Case Number: 00251114 8

DESCRIPTION OF ISSUE:

Good Morning,

 contacted the PUCO on behalf of her mother regarding an enrollment issue.

 has POA. She received a notice about a switch to the company but states they never 

authorized a switch.

She called the company to inquire and spoke with a Faye (id 10040) who advised her the switch 

was cancelled on January 25th and to ignore the notice. The customer states that no other 

details were provided.

Please reply to the following questions:

  1.  When and how was the customer solicited or marketed?

  2.  When and how was the customer enrolled?

  3.  Was a TPV completed for the customer?

  4.  Has the customer contacted the company? If so, what information was provided?

  5.  If there was an enrollment has it been cancelled? If so, when and who requested it?

 Please provide copies of the following:

  1.  The sales script used to market this customer.

  2.  The sales call to the customer.

  3.  Welcome Letter with Terms and Conditions

  4.  TPV

  5.  Copy of IP address used. Copy of the email address used to enroll if applicable.

  6.  Copy of signed enrollment documents

 Any additional information that the company can provide would be greatly appreciated.

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C18563b391

2954ab818e908d68e1221ea%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685260

6411509877&sdata=cuiaHYRKG%2FZsL2pHHBKIScvDzZj%2B8Dr0G4ERPzjE9Ec%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

0000003hqUg]

ref:_00Dt0GzXt._500t0EiDtj:ref

Case Images
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Use your refer-a-friend ID HDAVI20190118071034
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AEKECIAOACOMCMKMEEMEOCMK

{ArchiveID}:00859004852+61a609fe-47dc-4137-808e-7cca10ac586a

{ProductType}:LETTER

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

Vermilion, OH  44089-1149

      

Price Lock 12

9.29 Cents/KWH

12 Months

$0

$0

P.O. Box 421289

Houston, TX 77242

Page 1 of 504852 00859

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee
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1/23/2019 

Dear 

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

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

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

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

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

on your next meter read date.

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

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

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

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

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

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

Welcome to the Verde Energy Family

VE_WELCOME_10.17.18_English





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

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

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

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

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

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

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

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

1.

2.

3.

4.

5.

6.

7.

{ArchiveID}:00859004852+61a609fe-47dc-4137-808e-7cca10ac586a
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Verde Energy USA Ohio, LLC, OH License 12-489 E (1), with a business address of 12140 Wickchester Ln, Ste 100, Houston TX 
77079 (�Verde�), will supply you (�Customer�) with electricity in the service territory of your local distribution company 
(�Utility�), subject to these Terms and Conditions of Service (�Agreement�), which includes an agreement to ARBITRATION for 
any and all disputes between Customer and Verde:

rate of 9.29 Cents/KWH Plus $0 per month. After the first 12 Months of service, Verde will supply electricity to Customer at a 
100% renewable variable generation rate that may change monthly with market conditions. Verde will purchase and retire 
renewable energy certificates (�RECs�) or attributes to ensure that an amount equal to 100% of Customer�s electricity usage is 
generated by renewable sources. Customer shall also pay and be responsible for all other amounts related to the purchase and 
delivery of electricity, including applicable taxes and service and delivery charges from the Utility. Verde will serve only the 
supply portion of Customer�s electricity bill. All other services currently supplied by the Utility will continue to be supplied by 
the Utility. No deposit is required by Verde for service.

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

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

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

should contact:

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

order to re-enroll at the new location. 

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

Verde Energy USA Ohio, LLC - Terms and Conditions of Service

Page 3 of 504852 00859
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Assignment: Customer may not assign this Agreement without Verde's written consent. Verde may assign this Agreement or the 

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

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

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

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

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

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

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

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

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

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

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

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

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.

18.
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Agreement For Mandatory Arbitration & Class Action Waiver (the �Arbitration Agreement�): 

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

Customer in Verde�s records. 

-3862 Monday � Friday 8AM to 6PM EST. Verde will attempt to resolve the dispute in an efficient, fair and timely manner. 
Verde will report the results of its investigation to Customer. If your complaint is not resolved after you have called Verde and/or 
your Utility, or for general utility information, residential and business customers may contact the Public Utilities Commission of 
Ohio (�PUCO�) for assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. 
weekdays, or at 
Residential customers may also contact the Ohio Consumers� Counsel for assistance with complaints and utility issues at 

ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

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

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

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

without regard to its choice of law principles. 

enrollment, purchase, this Agreement, or the relationship between the parties (�Dispute�) shall be resolved by one arbitrator 
through binding arbitration using the process explained below.  The parties understand and agree that they are waiving their rights 
to sue or go to court to assert or defend their rights.  However, either party may bring an individual claim in small claims court 
consistent with the jurisdictional and dollar amount limitations that may apply, so long as maintained as an individual claim.  The 
term �Dispute� refers to any dispute, action, claim, or other controversy between the parties, whether in contract, warranty, tort, 
statute, regulation, ordinance, or any other legal or equitable basis. 

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

days after the earlier of the first time Customer (a) enrolls and begins purchasing services from Verde; or (b) signs up for any 
further program or service provided by Verde. Customer may also opt out of this Arbitration Agreement within 30 days after 
Verde notifies Customer regarding a material change to this Arbitration Agreement.  Customer may opt out by sending an email to 

Special Offer: Your plan may not include incentives. 
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should include Customer�s printed name, mailing address, and the words �Reject Arbitration.�  

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

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

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

Privacy: Verde�s Privacy Policy governs the way Verde uses Customer�s personal information. To review or obtain the current 
version of the Privacy Policy, please visit Verde�s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or 
19.

{ArchiveID}:00859004852+61a609fe-47dc-4137-808e-7cca10ac586a

{ProductType}:LETTER

Verde at service@verdeenergy.com or by sending a letter to 12140 Wickchester Ln, Ste 100, Houston TX 77079. Customer 

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

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

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

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

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00251253 Owner: Leah Lehman

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-05-2019 Date Closed: 03-08-2019

Case Age in Business Days: 24

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: 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: 00251253 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

the service sales agent is no longer an employee with the company and the gas enrollment with Verde never became 
active.

Case Comments

Created Date Comment

2/5/2019 8:31:35 AM

Customer states a utility company was calling her last night. She called CGO and the 

company to cancel. Customer states Verde Energy called her last night and advised 

that she had service with them. The Verde representative said that the rate was 

quoted wrong and he needed to re-do the TPV to enroll in the correct rate. The TPV 

person said that it was a new rate, and the customer said that it was a renewed rate. 

The sales representative came on the line and said that she needed to say yes to 

everything. After the gas was completed, he called back and said that he needed to 

enroll the electric rate as well, but she disconnected the call because it did not sound 

right. Verde provided a cancellation number of  

I advised I will reach out to the company for the sales call, TPV, and verify that the 

enrollment was cancelled.

2/11/2019 8:34:19 AM

-caller provided case #00251253 and says she has addt'l info to add to her complaint

-caller says she recv'd a cancellation #

-caller says herself; CGO; & Verde were all on the phone together

-caller says Verde told her she owe them $320 for cancelling

-CGO says its cancelled - although, CGO called her all weekend demanding that she 

pay the $320

-caller was instructed to go and get a Google Play card for $320 & $380

-caller says she is currently out of $320

-caller was advised that her comments are noted to her case for LL

-in addition, caller was advised that is a random phone scam and referred to the Ohio 

AG hotline to report >> contact info provided for furtherance

3/5/2019 8:05:01 AM email sent to BB advising of lack of sales call provided by Verde



Case Number: 00251253 3

3/8/2019 10:16:33 AM

I called customer and advised that the service sales agent is no longer an employee 

with the company and the gas enrollment with Verde never became active.

Customer states that she felt like the call was deceitful. She never gave the electric 

information and she did give the gas information, but only because they had said that 

they were her gas company already. Customer states she thought it was very strange 

that she then received a call about gas that told her to get google cards.

I advised I do see that she spoke with LD who advised her to call AG office to report 

the scam.

She states that she did call the AG office, but she had already purchased the google 

card for $320. Customer states she hopes that all this Verde business has been 

resolved and thanked PUCO for assistance.

ICB if any future issues.

3/8/2019 10:16:55 AM
the service sales agent is no longer an employee with the company and the gas 

enrollment with Verde never became active.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Leah Lehman Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/5/2019 8:46:33 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days



Case Number: 00251253 4

CASE ID: 00251253

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:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.

Please provide a copy of the Sales Calls and TPV.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 2/8/2019 3:15:02 PM

Email Text Version: 

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas



Case Number: 00251253 6

Please Respond Within 3 Business Days

CASE ID: 00251253

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:

  states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

  1.  Is your company aware of any representatives providing misinformation?

  2.  Please confirm that the gas enrollment has been cancelled and electric enrollment was 

never completed.

  3.  Please provide a copy of the Sales Calls and TPV.

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%7C8a8f9db2c2

6d4bd6853708d68e021677%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685253

6948133336&sdata=iagkiz3Ov7ZdEuYId63xKlPhVCssoXlZCwWCSnDzrRo%3D&reserved=0>
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

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

0000003hqV0]

ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 2/8/2019 3:24:37 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,



Case Number: 00251253 8

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

To: contactthepuco@puco.ohio.gov

Cc: regulatory@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]



Case Number: 00251253 9

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00251253

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:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.
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Please provide a copy of the Sales Calls and TPV.

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._500t0EiKKm:ref

Email Created Date: 2/11/2019 8:21:42 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: Lorain, Ohio 44052

SERVICE ADDRESS: ue,Lorain, Ohio 44052



Case Number: 00251253 11

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

DESCRIPTION OF ISSUE:

Please provide a copy of the TPV as it is required within three business days of the initial 

request.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253



Case Number: 00251253 12

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

To: contactthepuco@puco.ohio.gov

Cc: regulatory@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,
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Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: , Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.

Please provide a copy of the Sales Calls and TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 2/11/2019 10:04:28 AM

Email Text Version: 

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

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

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: ,Lorain, Ohio 44052

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:

 Please provide a copy of the TPV as it is required within three business days of the initial 

request.

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%7Cc8cfeb2609

814e33ff2808d69032331c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636854942

626091745&sdata=LR%2BNX5VEL4r3YzT%2FeJkkNUMhJn%2BQsWZ5g9wX7bn8DlM%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.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

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

000000GzXt]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

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%7Cc8cfeb2609

814e33ff2808d69032331c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636854942

626101753&sdata=uGpaS4zSkhnjaqn%2FG47TWapE1rbChp5PZ4BkktcoA70%3D&reserved=0>

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

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

Cc: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: , Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 



Case Number: 00251253 19

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

  1.  Is your company aware of any representatives providing misinformation?

  2.  Please confirm that the gas enrollment has been cancelled and electric enrollment was 

never completed.

  3.  Please provide a copy of the Sales Calls and TPV.

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%7Cc8cfeb2609

814e33ff2808d69032331c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636854942

626111760&sdata=FkwgjxRKVoENPR06ZbfQwZF%2B9c9FlEcv9HSEspO3Kl8%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: 00251253 20

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

0000003hqV0]

ref:_00Dt0GzXt._500t0EiKKm:ref

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

0000003hwJA]

 

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

0000003hwuu]

Email Created Date: 2/15/2019 9:37:16 AM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251253.

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 received multiple calls from Verde requesting her to provide additional 

information and re-enroll services after already agreeing to Verde. She states that only the gas 

account was enrolled and later asked to enroll the electric account.  canceled the gas 

account with Verde after discovering that Direct Energy was her supplier.

Verde would like to confirm that on 2/4/2019,  enrolled the gas account with 

Verde via Outbound Telemarketing agent Ashkay Sridharan with North American Venture 

Capital LLC. On 2/5/2019 when the PUCO Complaint No. 00251253 was received,  

also made contact with Verde and requested to cancel the enrollment.

Verde submitted the cancelation request to the utility and it was accepted with the termination 

date of 2/7/2019. For this reason, the gas account will not become active with Verde.

Lastly, please note that upon review of the attached TPV, that  authorized the 

enrollment with Verde for the Gas account. However,  concerns were escalated to 

Verde’s Compliance Manager-Vendor & Quality Assurance to investigate the agent that 

contacted  and it was determined that due to opportunities within  the enrollment 

that the enrollment should have been deemed as a “No Sale”. Additionally, as a result of this 

incident we have requested that the agent associated with this occurrence be terminated and 

not eligible for rehire.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 11, 2019 9:04 AM

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



Case Number: 00251253 21

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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!***



Case Number: 00251253 22

DESCRIPTION OF ISSUE:

 Please provide a copy of the TPV as it is required within three business days of the initial 

request.

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%7C58fe8c110b

fd428e88ec08d69353102d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858382

306640083&sdata=K%2FUP5c70iVbXPEtjm%2Bytz9uur5S7pBXzntZTGaTRoNY%3D&reserved=0>

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00251253 23

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

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%7C58fe8c110b

fd428e88ec08d69353102d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858382

306650091&sdata=Eyo87VlMoKWr%2FcIhuPbsocrL5%2BPT1IJViR%2BhdUGAwsU%3D&reserve

d=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

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



Case Number: 00251253 24

Cc: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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:



Case Number: 00251253 25

  states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

  1.  Is your company aware of any representatives providing misinformation?

  2.  Please confirm that the gas enrollment has been cancelled and electric enrollment was 

never completed.

  3.  Please provide a copy of the Sales Calls and TPV.

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%7C58fe8c110b

fd428e88ec08d69353102d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858382

306660098&sdata=4NqFY7LzG6nfdYMtDlyD2igSVDd%2B96fXhlPuag659zc%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

0000003hqV0]

ref:_00Dt0GzXt._500t0EiKKm:ref



Case Number: 00251253 26

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

0000003hwJA]

 

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

0000003hwuu]

Email Created Date: 2/15/2019 10:35:16 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please provide a copy of the sales calls.

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.



Case Number: 00251253 27

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 9:37 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251253.

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 received multiple calls from Verde requesting her to provide additional 

information and re-enroll services after already agreeing to Verde. She states that only the gas 

account was enrolled and later asked to enroll the electric account.  canceled the gas 

account with Verde after discovering that Direct Energy was her supplier.

Verde would like to confirm that on 2/4/2019,  enrolled the gas account with 

Verde via Outbound Telemarketing agent Ashkay Sridharan with North American Venture 

Capital LLC. On 2/5/2019 when the PUCO Complaint No. 00251253 was received,  

also made contact with Verde and requested to cancel the enrollment.

Verde submitted the cancelation request to the utility and it was accepted with the termination 

date of 2/7/2019. For this reason, the gas account will not become active with Verde.

Lastly, please note that upon review of the attached TPV, that  authorized the 

enrollment with Verde for the Gas account. However,  concerns were escalated to 

Verde’s Compliance Manager-Vendor & Quality Assurance to investigate the agent that 

contacted  and it was determined that due to opportunities within  the enrollment 

that the enrollment should have been deemed as a “No Sale”. Additionally, as a result of this 

incident we have requested that the agent associated with this occurrence be terminated and 

not eligible for rehire.

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

Kindest Regards,

Xiomara Mendoza



Case Number: 00251253 28

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 11, 2019 9:04 AM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

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

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: ,Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:



Case Number: 00251253 29

NIQ: 

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

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

DESCRIPTION OF ISSUE:

Please provide a copy of the TPV as it is required within three business days of the initial 

request.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00251253 30

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

To: contactthepuco@puco.ohio.gov

Cc: regulatory@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]



Case Number: 00251253 31

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: , Lorain, Ohio 44052

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 



Case Number: 00251253 32

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

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

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

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

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

DESCRIPTION OF ISSUE:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.

Please provide a copy of the Sales Calls and TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 2/22/2019 8:11:57 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

As requested in the initial complaint and again on February 15, please provide a copy of the 

sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

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

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

Sent: 2/15/2019 10:35 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: e, 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:

Please provide a copy of the sales calls.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department



Case Number: 00251253 35

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 9:37 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251253.

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 received multiple calls from Verde requesting her to provide additional 

information and re-enroll services after already agreeing to Verde. She states that only the gas 

account was enrolled and later asked to enroll the electric account.  canceled the gas 

account with Verde after discovering that Direct Energy was her supplier.

Verde would like to confirm that on 2/4/2019,  enrolled the gas account with 

Verde via Outbound Telemarketing agent Ashkay Sridharan with North American Venture 

Capital LLC. On 2/5/2019 when the PUCO Complaint No. 00251253 was received,  

also made contact with Verde and requested to cancel the enrollment.

Verde submitted the cancelation request to the utility and it was accepted with the termination 

date of 2/7/2019. For this reason, the gas account will not become active with Verde.

Lastly, please note that upon review of the attached TPV, that  authorized the 

enrollment with Verde for the Gas account. However,  concerns were escalated to 

Verde’s Compliance Manager-Vendor & Quality Assurance to investigate the agent that 

contacted  and it was determined that due to opportunities within  the enrollment 

that the enrollment should have been deemed as a “No Sale”. Additionally, as a result of this 
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incident we have requested that the agent associated with this occurrence be terminated and 

not eligible for rehire.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 11, 2019 9:04 AM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

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

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00251253

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:

Please provide a copy of the TPV as it is required within three business days of the initial 

request.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

To: contactthepuco@puco.ohio.gov

Cc: regulatory@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Initial Submission of a Consumer Complaint

Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052
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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:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.

Please provide a copy of the Sales Calls and TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
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Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 2/28/2019 8:55:02 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

As requested in the initial complaint, on February 15, and a third time on February 22; please 

provide a copy of the sales call.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/22/2019 8:11 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:
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As requested in the initial complaint and again on February 15, please provide a copy of the 

sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

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

Sent: 2/15/2019 10:35 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: ,Lorain, Ohio 44052

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:

Please provide a copy of the sales calls.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 9:37 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251253.

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 received multiple calls from Verde requesting her to provide additional 

information and re-enroll services after already agreeing to Verde. She states that only the gas 

account was enrolled and later asked to enroll the electric account.  canceled the gas 

account with Verde after discovering that Direct Energy was her supplier.



Case Number: 00251253 45

Verde would like to confirm that on 2/4/2019,  enrolled the gas account with 

Verde via Outbound Telemarketing agent Ashkay Sridharan with North American Venture 

Capital LLC. On 2/5/2019 when the PUCO Complaint No. 00251253 was received,  

also made contact with Verde and requested to cancel the enrollment.

Verde submitted the cancelation request to the utility and it was accepted with the termination 

date of 2/7/2019. For this reason, the gas account will not become active with Verde.

Lastly, please note that upon review of the attached TPV, that  authorized the 

enrollment with Verde for the Gas account. However,  concerns were escalated to 

Verde’s Compliance Manager-Vendor & Quality Assurance to investigate the agent that 

contacted  and it was determined that due to opportunities within  the enrollment 

that the enrollment should have been deemed as a “No Sale”. Additionally, as a result of this 

incident we have requested that the agent associated with this occurrence be terminated and 

not eligible for rehire.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 11, 2019 9:04 AM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza



Case Number: 00251253 46

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

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please provide a copy of the TPV as it is required within three business days of the initial 

request.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251253

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

To: contactthepuco@puco.ohio.gov

Cc: regulatory@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.

Kindest regards,

Martha Lopez

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

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Initial Submission of a Consumer Complaint
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Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00251253

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:

 states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.

Is your company aware of any representatives providing misinformation?

Please confirm that the gas enrollment has been cancelled and electric enrollment was never 

completed.

Please provide a copy of the Sales Calls and TPV.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiKKm:ref

Email Created Date: 3/6/2019 4:42:30 PM

Email Text Version: 

Good afternoon,

Verde is in response to PUCO Complaint No. 00251253.

We would like to sincerely apologize for the delay in response to the following complaint. 

Attached you will find the sales call for the enrollment that was completed on 2/4/2019. Please 

note that the agent Ashkay Sridharan with North American Venture Capital LLC is no longer an 

active agent that solicits services for Verde.

Lastly, we would like to confirm that the gas enrollment was cancelled per Ms. request 

and the account did not become active with Verde.

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

Kindest Regards,
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Xiomara Mendoza

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

Sent: Thursday, February 28, 2019 7:55 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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:

 As requested in the initial complaint, on February 15, and a third time on February 22; please 

provide a copy of the sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department



Case Number: 00251253 52

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378746030&sdata=OwgdJImQLbPe6tv%2BOBRpEoq2aeSlGmSaUq%2FSjJ9nBbQ%3D&reserved=

0>

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

available to anyone who requests it.

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

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

Sent: 2/22/2019 8:11 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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!***
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DESCRIPTION OF ISSUE:

 As requested in the initial complaint and again on February 15, please provide a copy of the 

sales call.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378756038&sdata=bxKM4s8c1roVzNL%2FbxH%2FVmWM2VARDurak1oH0GbbEzc%3D&reserve

d=0>

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

available to anyone who requests it.

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

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

Sent: 2/15/2019 10:35 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division
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Memorandum

CASE ID: 00251253

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:

Please provide a copy of the sales calls.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378766040&sdata=Mpwk38nIxNGJlcRMS7aauWLl8S7skjKkL0XsbAW4tYE%3D&reserved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 9:37 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>
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Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251253.

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 received multiple calls from Verde requesting her to provide additional 

information and re-enroll services after already agreeing to Verde. She states that only the gas 

account was enrolled and later asked to enroll the electric account.  canceled the gas 

account with Verde after discovering that Direct Energy was her supplier.

Verde would like to confirm that on 2/4/2019,  enrolled the gas account with 

Verde via Outbound Telemarketing agent Ashkay Sridharan with North American Venture 

Capital LLC. On 2/5/2019 when the PUCO Complaint No. 00251253 was received,  

also made contact with Verde and requested to cancel the enrollment.

Verde submitted the cancelation request to the utility and it was accepted with the termination 

date of 2/7/2019. For this reason, the gas account will not become active with Verde.

Lastly, please note that upon review of the attached TPV, that  authorized the 

enrollment with Verde for the Gas account. However,  concerns were escalated to 

Verde’s Compliance Manager-Vendor & Quality Assurance to investigate the agent that 

contacted  and it was determined that due to opportunities within  the enrollment 

that the enrollment should have been deemed as a “No Sale”. Additionally, as a result of this 

incident we have requested that the agent associated with this occurrence be terminated and 

not eligible for rehire.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Sent: Monday, February 11, 2019 9:04 AM

To: 'PUCO Consumer Call Center' 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good Morning,

Attached you will find the TPV requested for PUCO Complaint No. 00251253.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,
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Xiomara Mendoza

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 7:22 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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:

 Please provide a copy of the TPV as it is required within three business days of the initial 

request.

Sincerely,

Leah Lehman



Case Number: 00251253 57

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378776053&sdata=YfBw4A5WmfpOi%2BwCPT%2BSkxlZIgkZaMwPo%2B7%2F3VxYOJw%3D&res

erved=0>

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

available to anyone who requests it.

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

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

Sent: 2/8/2019 3:24 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

COMPANY:

CUSTOMER: 

ADDRESS: , Lorain, Ohio 44052

SERVICE ADDRESS: ,Lorain, Ohio 44052

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:

Please be advised that the TPV is required to be submitted within 3 business days of the initial 

complaint.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378786061&sdata=vxex4kUdnfxO%2BoQXtg294WELn01qZ%2FjQ88PS%2F5po%2F20%3D&rese

rved=0>

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

available to anyone who requests it.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/8/2019 3:14 PM

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

Cc: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm:ref ]

Good afternoon,

Verde is in receipt of the complaint below and will provide a response by 2/15/2019. We have 

requested to have both the sales call and TPV located.



Case Number: 00251253 59

Kindest regards,

Martha Lopez

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 7:47 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251253 [ 

ref:_00Dt0GzXt._500t0EiKKm: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: 00251253

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:

  states she was contacted last night by Verde stating that she needed to complete a 

new enrollment because the previous enrollment information given to her was incorrect. She 

completed a TPV for the gas, but later the representative called back and said that she needed 

to complete electric verification as well because all her paperwork had been lost. She states 

that she enrolled the gas but did not enroll the electric. She states she cancelled the gas 

enrollment after she found that Direct Energy Services is her supplier and the Verde 

representative was providing her misinformation.
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  1.  Is your company aware of any representatives providing misinformation?

  2.  Please confirm that the gas enrollment has been cancelled and electric enrollment was 

never completed.

  3.  Please provide a copy of the Sales Calls and TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C421c68f17e

674cb3a22d08d6a27c98b3%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636875053

378796069&sdata=t3hFbzvM0bU7pzezKzh8OBsIqenM1vnLrt6LWYTic04%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

0000003hqV0]

ref:_00Dt0GzXt._500t0EiKKm:ref

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

0000003hwJA]

 

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

0000003hwuu]

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

0000003i5Zw]
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iCtU]

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

0000003iRMt]

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: 00251737 Owner: Darita Patterson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-06-2019 Date Closed: 02-15-2019

Case Age in Business Days: 7

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Columbus Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

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: 00251737 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Closing based on co response that the customer has been added to the DNC list.  
Customer stated it was not necessary to contact him with response.

Case Comments

Created Date Comment

2/6/2019 4:42:16 PM

-caller is getting harassing calls 5x a day from Verde Energy

-caller says they usually say they're AEP Ohio, but this time he was able to get the 

company's name

-caller want the calls to stop immediately

-caller was advised that the PUCO will contact supplier and request that they cease all 

marketing tactics with him

-caller says he don't need a call back from the PUCO, once this is handled

-caller says he'll call back, if need be

2/15/2019 2:31:12 PM
Closing based on co response that the customer has been added to the DNC list.  

Customer stated it was not necessary to contact him with response.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

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

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/7/2019 9:14:22 AM
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Email Text Version: 
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Case Number: 00251737 5
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Case Number: 00251737 8

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 9

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 10

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 11

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 12

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 13

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00251737COMPANY: CUSTOMER:  ADDRESS:  Columbus, Ohio

43204SERVICE ADDRESS:  Columbus,

Ohio 43204AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:   NIQ:  (614) 276-5523 ***Note to 

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

without changing the subject line.  A status update must be provided within 3 business days of 

the initial request and a final response needs to be provided within 10 business days.  If a copy 

of the TPV is requested, this must be provided within 3 business days, per O.A.C. 4901:1-21-

06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:  Caller is getting harassing calls 5 times a day from Verde Energy.  They 

usually say they're AEP Ohio, but this time he was able to get the company's name. He want the 

calls to stop immediately.Please place customer on your "Do Not Contact" list. Sincerely, 

  Darita Patterson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00251737 15

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 16

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 17

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 18

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 19

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 20

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 21

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 22

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 23

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251737 24

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._500t0EiZxq:ref



Case Number: 00251737 25

Email Created Date: 2/9/2019 1:18:45 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251737.

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 he has been receiving numerous calls from Verde and would like to be placed on 

the Do Not Call List.

We’d like to confirm that Verde has not received an enrollment under  Additionally, 

Verde was unable to locate an account with the information provided. However, if Mr.  

believes that he 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 Verde takes the nature of this complaint very seriously. As such, 

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

Knock” list.

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

Kindest Regards,

Edwin Quinonez

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

Edwin Quinonez | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

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

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

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

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

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

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

From: Darita Patterson <contactthepuco@puc.state.oh.us>

Sent: Thursday, February 07, 2019 8:14 AM

To: Regulatory <regulatory@sparkenergy.com>



Case Number: 00251737 26

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251737 [ 

ref:_00Dt0GzXt._500t0EiZxq: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: 00251737

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43204

SERVICE ADDRESS:  Columbus, Ohio 43204

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:  

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

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

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

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

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

DESCRIPTION OF ISSUE:

Caller is getting harassing calls 5 times a day from Verde Energy.  They usually say they're AEP 

Ohio, but this time he was able to get the company's name. He want the calls to stop 

immediately.

Please place customer on your "Do Not Contact" list.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C895e958272

fa4d3beec408d68ebb01c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636853331



Case Number: 00251737 27

210558728&sdata=5364V%2FDR7MPESiVaGsB5FcNCr54EmyyRN3KE0mrMkEE%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

0000003hso9]

ref:_00Dt0GzXt._500t0EiZxq:ref

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00251821 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: 02-07-2019 Date Closed: 02-20-2019

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: Lake

Service Address Street: Service Address State: Ohio 

Service Address City: Mentor Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFY4AAO

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

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: 00251821 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Discussed verde and CEI's response w/cust

Case Comments

Created Date Comment

2/7/2019 10:10:17 AM

cust called Verde and signed up on Jan 22 

she called back Jan 25 said she was going to cancel due to her son telling her the rate 

was high she spoke with Everton  10365 who said not to worry it will be cancelled with 

no fee and gave cancellation #

on 2/5 she went with someone else and they rejected it because of Verde 

she called Verde they said the rep gave her wrong information when she cancelled so 

its not getting cancelled 

cust wants this looked into because she did cancel and now they're basically telling 

her she cant cancel 

adv cust of investigation process

icb

2/11/2019 9:24:06 AM
Cust,  - called for an update - provided case status and adv of inv 

timeline.

2/14/2019 8:45:45 AM
Returned cust call, updated regarding no rsp from co.  Advd that once I know 

anything, she'll hear from me.  ICB

2/15/2019 1:18:44 PM

Co. states that she contacted Verde on 1/22/2019 and requested to cancel her 

enrollment. 

  -The agent followed proper procedure in submitting the request; however the utility 

rejected the cancellation due to the acct not becoming active with Verde until 

2/9/2019. 

  -Please note that Verde does not determine when her account will become active or 

when it will terminate as this is the utility’s responsibility.

 

Her acct serv end date is 3/11/2019

She will be responsible for the charges assessed to her as it is for her household’s 

consumption.

2/19/2019 1:15:08 PM Calling for investigator.  Trsf call.



Case Number: 00251821 3

2/20/2019 9:02:31 AM

Returned cust call, per ph conv w/cust., advd,

CEI rc’d a cancellation for Verde on:

1/22/19, 1/25/19, 1/28/19, 1/29/19, 1/30/19, 1/31/19, 2/5/19, 2/6/19 

and 2/12/19 via enrollment requests for AP Gas & Electric.  

All drop requests except 2/12/19 were rejected because the enrollment was not 

effective yet. 

Cust states that Everton w/Verde told her that she’d have no charges w/Verde.

Advd that she was given incorrect info by him and this is NJM for PUCO…we do not 

regulate their cust serv.  States that she then later talked to a female who told her he 

did incorrectly advise her.

CEI received enrollment for Verde Energy 1/10/19 and mailed the customer a rescind 

letter (attached) advising Verde Energy would be effective 2/9/19 through 

government aggregation. 

The letter advised the customer, if the change was not wanted to contact us within (7) 

calendar days.  Advd the confirmation lett for Verde enrollment is dated Jan 10.  She 

had until Jan 17 to rescind.  She didn’t contact Verde until Jan 22, which was too late.  

The enrollment was not rescinded within the required timeframe, therefore, 

enrollment remained effective for 2/9/19. 

Once a rescind period ended, the Company cannot enroll a new supplier or cancel a 

current supplier enrollment until after the enrollment is effective.

CEI received enrollment for AP Gas & Electric 2/12/19, which is scheduled to begin 

3/12/19, at which time enrollment with Verde will end. Rescind letter for AP Gas & 

Electric attached.

She stated she understands and appreciated the follow up.  Advd cls case.

2/20/2019 9:03:18 AM Discussed verde and CEI's response w/cust

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: Courtney Fleming Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 



Case Number: 00251821 4

Case Emails

Email Created Date: 2/7/2019 3:29:43 PM

Email Text Version: 

96

 

 

 Normal

 0

 

 

 

 

 false

 false

 false

 

 EN-US

 X-NONE

 X-NONE

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 5

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 6

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 7

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 8

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 9
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Case Number: 00251821 14

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00251821COMPANY: CUSTOMER:  ADDRESS:  Mentor, Ohio

44060SERVICE ADDRESS:  Mentor,

Ohio 44060AIQ:

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:  Good afternoon,

Ms.  states that she enrolled on January 22.  On January 25, she contacted the company 

to cancel.  She spoke to Everton, number 10365.  He provided her with a cancellation number 

of 

On February 5, she enrolled with another supplier, which was rejected because of the 

enrollment with Verde.  She said Verde is telling her that Everton gave her incorrect 

information.  

Why wasn't the enrollment canceled per her request on January 25?Please verify that it has 

been canceled.Advise if her account will be billing with the company.  

If there is any other information that I should know, it would be greatly appreciated.  Thank 

you! Sincerely,   Cindi Mack Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Lead Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00251821 22
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Case Number: 00251821 25



Case Number: 00251821 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._500t0EieC5:ref

Email Created Date: 2/14/2019 8:32:36 AM

Email Text Version: 

96

 

 

 Normal

 0

 

 

 

 

 false

 false

 false

 

 EN-US

 X-NONE

 X-NONE

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 27

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 28

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 29

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 30

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 31

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 32

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 33

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 34

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 35

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 36

 

 

PUBLIC UTILITIES COMMISSION OF OHIO Second Request for Information Regarding the Initial 

Submission of a Consumer

Complaint 
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Please Respond Within 3 Days

CASE ID:

00251821

CUSTOMER:  ADDRESS:  Mentor, Ohio

44060SERVICE ADDRESS:  Mentor,

Ohio 44060AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:   NIQ:



Case Number: 00251821 47

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

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

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

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

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

DESCRIPTION OF ISSUE:  
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Case Number: 00251821 49

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 50
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Case Number: 00251821 57

 

 

 

An initial complaint was sent

to you on Feb 7.  Please review the customer’s concerns and respond within three business 

days.                    ************************************************·      

Ms.

 states that she enrolled on January 22.  On January 25, she

contacted the company to cancel.  She spoke to Everton, number

10365.  He provided her with a cancellation number of .·      

 ·      

On

February 5, she enrolled with another supplier, which was rejected because of

the enrollment with Verde.  She said Verde is telling her that Everton

gave her incorrect information.  ·      

 ·      

Why

wasn't the enrollment canceled per her request on January 25?·      

Please

verify that it has been canceled.·      

Advise

if her account will be billing with the company.  ·      

 



Case Number: 00251821 58

·      

If

there is any other information that I should know, it would be greatly

appreciated.  Thank you! Sincerely,   Cindi Mack Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Lead Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00251821 59

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 60
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Case Number: 00251821 63
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Case Number: 00251821 66

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 67

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 68

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00251821 69

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._500t0EieC5:ref

Email Created Date: 2/14/2019 11:19:28 AM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251821.

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

it.



Case Number: 00251821 70

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

because she states that she enrolled with Verde on 1/22/2019 and then called to cancel on 

1/25/2019. Ms.  states that when she enrolled with another supplier it was rejected due 

to the enrollment with Verde.

Outcome:

We’d like to confirm that Ms.  contacted Verde on 1/22/2019 and requested to cancel 

her enrollment. The agent followed proper procedure in submitting the request; however the 

utility rejected the cancellation request due to the account not becoming active with Verde 

until 2/9/2019. Please note that Verde does not determine when her account will become 

active or when it will terminate as this is the utility’s responsibility.

In as much, Ms.  account is pending a termination date of 3/11/2019; which is 

determined solely by the utility and not Verde. For this reason, Ms.  will be responsible 

for the charges assessed to her as it is for her household’s consumption.

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

Kindest Regards,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

From: Cindi Mack [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 07, 2019 2:30 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251821 [ 

ref:_00Dt0GzXt._500t0EieC5: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 Number: 00251821 71

CASE ID: 00251821

COMPANY:

CUSTOMER: 

ADDRESS:  Mentor, Ohio 44060

SERVICE ADDRESS:  Mentor, Ohio 44060

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good afternoon,

Ms.  states that she enrolled on January 22.  On January 25, she contacted the company 

to cancel.  She spoke to Everton, number 10365.  He provided her with a cancellation number 

of 

On February 5, she enrolled with another supplier, which was rejected because of the 

enrollment with Verde.  She said Verde is telling her that Everton gave her incorrect 

information.

Why wasn't the enrollment canceled per her request on January 25?

Please verify that it has been canceled.

Advise if her account will be billing with the company.

If there is any other information that I should know, it would be greatly appreciated.  Thank 

you!

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department



Case Number: 00251821 72

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%7C53d16c5025

a646fb69f408d692982e9e%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857579

647656732&sdata=ZC638Ib8WQewCTmTdS5thKEeIM7IWXZkSTVkem56YBs%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

0000003hv8G]

ref:_00Dt0GzXt._500t0EieC5:ref

Email Created Date: 2/15/2019 1:44:22 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00251821

COMPANY: 

CUSTOMER: 

ADDRESS: , ,  

SERVICE ADDRESS: 

 Mentor, Ohio 44060

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

DESCRIPTION OF ISSUE: 



Case Number: 00251821 73

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

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

available to anyone who requests it.

Email Created Date: 2/19/2019 8:29:39 AM

Email Text Version: 

When did the company receive a cancellation for Verde?

1/22/19, 1/25/19, 1/28/19, 1/29/19, 1/30/19, 1/31/19, 2/5/19, 2/6/19 and 2/12/19 via 

enrollment requests for AP Gas & Electric.

Did the company reject the cancellation?  If so, when and why?

All drop requests except 2/12/19 were rejected because the enrollment was not effective yet. 

CEI received enrollment for Verde Energy 1/10/19 and mailed the customer a rescind letter 

(attached) advising Verde Energy would be effective 2/9/19 through government aggregation. 

The letter advised the customer, if the change was not wanted to contact us within (7) calendar 

days. The enrollment was not rescinded within the required timeframe, therefore, enrollment 

remained effective for 2/9/19. Once a rescind period ended, the Company cannot enroll a new 

supplier or cancel a current supplier enrollment until after the enrollment is effective.

Please verify the effective end date for the account being with Verde.

CEI received enrollment for AP Gas & Electric 2/12/19, which is scheduled to begin 3/12/19, at 

which time enrollment with Verde will end. Rescind letter for AP Gas & Electric attached.

Thanks,

Princess Davis

FirstEnergy

Customer Service Compliance Specialist

Together Everyone Achieves More!

From: Cindi Mack <contactthepuco@puc.state.oh.us>

Sent: Friday, February 15, 2019 1:44 PM

To: Ohio Commission <ohcommission@firstenergycorp.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251821  

  [ ref:_00Dt0GzXt._500t0EieC5:ref ]



Case Number: 00251821 74

[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: 00251821

CUSTOMER: 

SERVICE ADDRESS:  Mentor, Ohio 44060

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 afternoon,

Ms.  enrolled her account with Verde Energy, but then cancled on January 22.  Verde 

states that the utility rejected the cancellation due to the account not becoming active with 

Verde until February 9.

When did the company receive a cancellation for Verde?

Did the company reject the cancellation?  If so, when and why?

Please verify the effective end date for the account being with Verde.

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%7C038e6e49be

6e4d21cd9008d6966e2053%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636861797

754813335&sdata=Q7r8QGkpoWhGWF684PZgMYTo1j8eDfJFNLg7zAEZgDI%3D&reserved=0>



Case Number: 00251821 75

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

0000003i5qT]

ref:_00Dt0GzXt._500t0EieC5:ref

________________________________

The information contained in this message is intended only for the personal and confidential 

use of the recipient(s) named above. If the reader of this message is not the intended recipient 

or an agent responsible for delivering it to the intended recipient, you are hereby notified that 

you have received this document in error and that any review, dissemination, distribution, or 

copying of this message is strictly prohibited. If you have received this communication in error, 

please notify us immediately, and delete the original message.

Case Images

Created Date Images

2/14/2019 11:19:29 AM







Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00251920 Owner: Darita Patterson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-07-2019 Date Closed: 03-07-2019

Case Age in Business Days: 20

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Licking

Service Address Street: 

Southwest

Service Address State: Ohio 

Service Address City: Pataskala 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: 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: 00251920 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

LM advising about placement on DNC and DNK list.

Case Comments

Created Date Comment

2/7/2019 1:47:10 PM

customer called, stated that she has a complaint against this Verde Energy. she says 

that she keeps getting harassing calls from a Ryan McGreggor with Verde Energy. she 

says that the guy has an indian accent so she doesn't believe that is his real name. the 

harassment started a few days ago when they called her fixed times in a row, and then 

they called her three times in a row today. she says that he told her he's in charge 

where he works. he gave her his phone number 800-388-3862. he wanted to switch 

her electric supplier and she told him no, but he still keeps calling. she is already 

enrolled with Capital Energy through AEP Ohio. she says that they have her info and 

she doesn't know how they got that. i advised they got it from AEP Ohio. i advised 

Verde is a legit supplier and we can contact the company to see if they can remove her 

info from their call list.

3/7/2019 12:13:00 PM LM advising about placement on DNC and DNK list.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: 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 Number: 00251920 3

Case Emails

Email Created Date: 2/7/2019 2:40:14 PM

Email Text Version: 
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Case Number: 00251920 13

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00251920COMPANY: CUSTOMER:  

Southwest, Pataskala, Ohio

43062SERVICE ADDRESS: ,

Ohio 

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)***

Please review the customer complaint provided below and respond to the following:

-Please remove this customers information from your system and ensure she is not contacted 

again in any way.-Please address the aggressive behavior of the representative. 

DESCRIPTION OF ISSUE: 

Customer called, stated that she has a complaint against this Verde Energy. she says that she 

keeps getting harassing calls from a Ryan McGreggor with Verde Energy. she says that the guy 

has an Indian accent so she doesn't believe that is his real name. the harassment started a few 

days ago when they called her fixed times in a row, and then they called her three times in a 

row today. she says that he told her he's in charge where he works. he gave her his phone 

number 800-388-3862. he wanted to switch her electric supplier and she told him no, but he 

still keeps calling.  Sincerely,   Darita Patterson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00251920 25

This

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

publicly available to anyone who requests it.

ref:_00Dt0GzXt._500t0EigBR:ref

Email Created Date: 2/19/2019 1:11:36 PM

Email Text Version: 

Good morning,

We apologize for the delay. Unfortunately, we are unable to locate a sales call for PUCO 

Complaint No. 00251920 with the information that was provided.  If you can provide Ms. 

 telephone number and the number the sales agent called from so we can then 

further review to arrive at an amicable resolution.

Thank you,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 07, 2019 1:40 PM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251920 [ 

ref:_00Dt0GzXt._500t0EigBR:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint



Case Number: 00251920 26

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251920

COMPANY:

CUSTOMER: 

ADDRESS:  43062

SERVICE ADDRESS: 

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)***

Please review the customer complaint provided below and respond to the following:

-Please remove this customers information from your system and ensure she is not contacted 

again in any way.

-Please address the aggressive behavior of the representative.

DESCRIPTION OF ISSUE:

Customer called, stated that she has a complaint against this Verde Energy. she says that she 

keeps getting harassing calls from a Ryan McGreggor with Verde Energy. she says that the guy 

has an Indian accent so she doesn't believe that is his real name. the harassment started a few 

days ago when they called her fixed times in a row, and then they called her three times in a 

row today. she says that he told her he's in charge where he works. he gave her his phone 

number 800-388-3862. he wanted to switch her electric supplier and she told him no, but he 

still keeps calling.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ce4b93333a4
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1845f39f5808d69695adb1%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636861966

939841714&sdata=fj9IDm1TW%2B2ENi8QxpPeCrqlP%2BEyQkE8aEEYkGmmJHg%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

0000003hv3f]

ref:_00Dt0GzXt._500t0EigBR:ref

Email Created Date: 2/26/2019 9:23:16 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251920

COMPANY: 

CUSTOMER:

ADDRESS: 8

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 7409272937

***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,





Case Number: 00251920 29

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

From: Darita Patterson [mailto:contactthepuco@puc.state.oh.us]

Sent: Tuesday, February 26, 2019 8:23 AM

To: Regulatory

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251920 [ 

ref:_00Dt0GzXt._500t0EigBR: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: 00251920

COMPANY:

CUSTOMER: 

ADDRESS: 

SERVICE ADDRESS: 

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 cusotmers telephone number is provided above.  She does not have the number from 

which the Verde call originated.

Please respond with resolution.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator
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(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C2fa97e6762

8a4db4843208d6a19eebd7%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63687410

1265750672&sdata=sdmH8H0L5UBABjGz4ofuJb1TUvBm1maUjsZO5C37VNw%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

0000003iKyI]

ref:_00Dt0GzXt._500t0EigBR:ref

Case Images

Created Date Images

2/19/2019 1:11:37 PM

3/5/2019 2:15:30 PM



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00251928 Owner: Mariner Taft

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-07-2019 Date Closed: 02-25-2019

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: Lucas

Service Address Street: Service Address State: Ohio 

Service Address City: Toledo Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZyAAO

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: 00251928 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

leave customer message that is back to igs as of 2/7/19 and forwarded concerns to verde to review marketing 
practices.  leave hotline number as cbr.  customer returns message, we discuss case.  customer says is back with igs 
who waives $99 etf for both gas and electric contracts.  customer remembers  talking to three people from verde-
sales rep who sold the contract, tpv rep and another person.  advise customer that documentation from verde shows 
two people speaking to customer-sales rep and tpv rep.  customer  thanks me for puco assistance.

Case Comments

Created Date Comment

2/7/2019 1:55:49 PM

-caller is the wife of the acct holder 

-caller wants to report that Verde Energy called her on the phone yesterday claiming 

to be IGS Energy, but ended up switching the acct over to Verde for a 30% reduction 

on the bill

-caller says they've been with IGS Energy since 2009

-caller says a rep, Brian, from IGS came out today and notified her that Verde 

scammed her into enrolling with them 

-caller says she was able to go back to IGS, but she just want to call and report this

-caller was advised that the PUCO will contact Verde about their marketing tactics

-case # provided for future reference

-Note:  did came to the phone to provide the acct # and to proceed with 

the complaint

2/25/2019 8:54:44 AM
leave message for customer that customer is back with igs as of 2/7/19, forwarded 

concerns to verde  to review marketing issues.  leave hotline number as cbr.

2/25/2019 8:55:53 AM
leave customer message that is back to igs as of 2/7/19 and forwarded concerns to 

verde to review marketing practices.  leave hotline number as cbr.

2/25/2019 1:37:40 PM Cust called back.  Transferred to M.T.

2/25/2019 1:55:42 PM

customer returns message, we discuss responses. customer says is back 

with igs who waived the $99 etf for both gas and electric contracts.  customer said 

spoke to three people on the phone from verde, the initial rep who tried to sign her 

up, the tpv rep who did the verification and another rep.  advise customer that heard 

two people, the rep who did the sales call  and the tpv rep.  customer thanks me for 

puco assistance.



Case Number: 00251928 3

2/25/2019 2:02:57 PM

leave customer message that is back to igs as of 2/7/19 and forwarded concerns to 

verde to review marketing practices.  leave hotline number as cbr.  customer returns 

message, we discuss case.  customer says is back with igs who waives $99 etf for both 

gas and electric contracts.  customer remembers  talking to three people from verde-

sales rep who sold the contract, tpv rep and another person.  advise customer that 

documentation from verde shows two people speaking to customer-sales rep and tpv 

rep.  customer  thanks me for puco assistance.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

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

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/7/2019 3:05:43 PM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00251928COMPANY: CUSTOMER:  ADDRESS:  Toledo, Ohio

43615SERVICE ADDRESS:  Toledo,

Ohio 43615AIQ:

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:  The customer states being contacted by a Verde rep stating they were 

with IGS, the customer's preferred provider.  The Verde rep sold the customer a contract 30% 



Case Number: 00251928 14

less than the IGS rate.  The customer discovered the issue when a IGS rep named Brian came to 

her door and advised of the issue.  The customer is back with IGS at this point.  Please provide a 

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

What rate, fixed or variable, was the customer placed on?  The customer was concerned how 

they were marketed.  Please check how the customer was marketed.  Sincerely,   Mariner Taft 

Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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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._500t0EigGB:ref

Email Created Date: 2/11/2019 3:06:04 PM

Email Text Version: 

Good afternoon,

Attached you will find the TPV requested for PUCO Complaint No. 00251928.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

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

Sent: Thursday, February 07, 2019 2:06 PM

To: Regulatory <regulatory@sparkenergy.com>



Case Number: 00251928 26

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251928 [ 

ref:_00Dt0GzXt._500t0EigGB: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: 00251928

COMPANY:

CUSTOMER: 

ADDRESS:  Toledo, Ohio 43615

SERVICE ADDRESS:  Toledo, Ohio 43615

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 The customer states being contacted by a Verde rep stating they were with IGS, the customer's 

preferred provider.  The Verde rep sold the customer a contract 30% less than the IGS rate.  The 

customer discovered the issue when a IGS rep named Brian came to her door and advised of 

the issue.

The customer is back with IGS at this point.  Please provide a copy of the sales call, tpv and 

welcome letter with the terms and conditions of the contract.  What rate, fixed or variable, was 

the customer placed on?  The customer was concerned how they were marketed.  Please check 

how the customer was marketed.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator
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(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82c1f6ad84

b1403ab3a108d6905c55da%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636855123

597894117&sdata=%2Fg%2FMsWESsletfcQiKx8qBkc6vJ%2BeZop5NQxlSCycVeQ%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

0000003hv5R]

ref:_00Dt0GzXt._500t0EigGB:ref

Email Created Date: 2/14/2019 5:45:00 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251928

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 

being contacted by a Verde representative who claimed to be with IGS, the customers 

preferred provider. The customer realized that she was enrolled with Verde after Brian; a 

representative with IGS came to her door and advised her of the issue. is concerned 

of the situation and wants this matter investigated.

On 2/5/2019, Verde received an enrollment request for  enrolled the 

gas and electric accounts via Outbound Telemarketing agent, Shawn Ray with CJ Consulting INC. 

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

$0.0929 cents/kWh. The gas account was enrolled onto a 12-month fixed-rate, which offered 

the fixed-rate of $0.6999 cents/CCF.

Verde received PUCO Complaint No. 00251928 on 2/7/2019 advising that is now back 

with IGS. On this same day, Verde received an incoming cancelation request for the Electric 

account, which was accepted for this same day. For this reason, the electric account will not 

become active with Verde. However, Verde received an incoming cancelation request for the 

Gas account on 2/8/2019 but no termination date was provided. As such, we have submitted a 

second cancelation request to the utility and will monitor the account for an acceptance of the 

cancellation request.
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Additionally, please note that Verde takes complaints of this matter very seriously and have 

forwarded  concerns to Verde’s Compliance Manager-Vendor & Quality Assurance 

to provide us with the Sales Call. Once the call is provided, we will follow up on the complaint 

accordingly.

Lastly, please note that the termination dates are solely determined by the utility and not 

Verde.

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

Kindest Regards,

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Monday, February 11, 2019 2:06 PM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251928 [ 

ref:_00Dt0GzXt._500t0EigGB:ref ]

Good afternoon,

Attached you will find the TPV requested for PUCO Complaint No. 00251928.  As such, Verde 

will be providing a final response by the end of business on 2/15/2019.

Kindest Regards,

Xiomara Mendoza

From: Mariner Taft 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Thursday, February 07, 2019 2:06 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251928 [ 

ref:_00Dt0GzXt._500t0EigGB: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: 00251928

COMPANY:



Case Number: 00251928 29

CUSTOMER: 

ADDRESS:  Toledo, Ohio 43615

SERVICE ADDRESS:  Toledo, Ohio 43615

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

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

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

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

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

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

DESCRIPTION OF ISSUE:

 The customer states being contacted by a Verde rep stating they were with IGS, the customer's 

preferred provider.  The Verde rep sold the customer a contract 30% less than the IGS rate.  The 

customer discovered the issue when a IGS rep named Brian came to her door and advised of 

the issue.

The customer is back with IGS at this point.  Please provide a copy of the sales call, tpv and 

welcome letter with the terms and conditions of the contract.  What rate, fixed or variable, was 

the customer placed on?  The customer was concerned how they were marketed.  Please check 

how the customer was marketed.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cdd7a72bb1

d524e057d9208d692ce093b%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368578

10959946450&sdata=0b3ugit3%2FPpsaLSOfyytRYy6JJrDuDBAa9Mmqx6cfRE%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

0000003hv5R]

ref:_00Dt0GzXt._500t0EigGB:ref

Email Created Date: 2/21/2019 2:22:20 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251928

COMPANY: 

CUSTOMER: 

ADDRESS:  Toledo, Ohio 43615

SERVICE ADDRESS: 

 Toledo, Ohio 43615

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE: 

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

within three business days.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00251928 31

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

Email Created Date: 2/22/2019 4:52:37 PM

Email Text Version: 

Good afternoon,

Verde is in response to PUCO Complaint No. 00251928.

Attached you will find the sales call for enrollment. We would like to confirm 

that upon review of the Sales Call, the agent made aware that  he was contacting her 

from Verde and not with IGS.

Lastly, we have confirmed that the gas account with Verde will not become active.

Please advise if you have additional questions or concerns.

Kind regards,

Xiomara Mendoza

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

Sent: Thursday, February 21, 2019 1:22 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251928 [ 

ref:_00Dt0GzXt._500t0EigGB:ref ]

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

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251928

COMPANY:

CUSTOMER: 

ADDRESS:  Toledo, Ohio 43615



Case Number: 00251928 32

SERVICE ADDRESS:  Toledo, Ohio 43615

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:

 Thank you for the most current response.  Has the call from the third party contracter been 

received?  Has there been any feedback from the contracter how the marketing contact 

occurred?  Has the gas contract been cancelled?  On or by which date?  Work to resolve the 

customer's concerns.

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

within three business days.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C6c8c3b011c

654c941f8708d6990ff0fa%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368646911

52066657&sdata=07FPsE0OZgTet9Yj%2FSSe9KeKr1U8QWFVbcZe1dQwzhQ%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

0000003iAu7]

ref:_00Dt0GzXt._500t0EigGB:ref
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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: 00251973 Owner: Shanequa Jones

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder:

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-07-2019 Date Closed: 02-07-2019

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: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Grove City 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: 00251973 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Advised caller  does not have to contact the puco to cancel.

Case Comments

Created Date Comment

2/7/2019 3:29:27 PM

Caller has Aep

Igs was the supplier

Verde called her last week and she signed up. She called the supplier back and 

cancelled.

She received an opt out notice. She states that she has contacted Aep and switched 

back.

Caller states she thought she had to call PUCO as well. Advised caller no.

2/20/2019 4:01:14 AM Advised caller  does not have to contact the puco to cancel.

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: Shanequa Jones 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: 00252050 Owner: Shawn 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: 02-08-2019 Date Closed: 02-26-2019

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: Holmes

Service Address Street: Service Address State: Ohio 

Service Address City: Waverly Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: 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: 00252050 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

* review co response - close case *

Case Comments

Created Date Comment

2/8/2019 9:58:01 AM

customer called to report an issue with Verde Energy. he says he received a call last 

week from a marketer and he asked if they were from his current supplier Sperian 

Energy and the marketer told him yes. the marketer told him that Sperian was 

changing their name to Verde Energy. he says that he agreed to sign up with them 

again. he then called Sperian and they told him they have no association with Verde. 

customer says this is fraud and he didn't appreciate being lied to. he spoke with 

Sperian this morning and he has been returned to Sperian as his supplier. he told them 

he would call the PUCO to report this.

i advised complaint will be noted. customer does not want update on the 

investigation.

2/11/2019 7:40:31 AM * sent initial email *

2/13/2019 9:34:16 AM * review interim company response *

2/26/2019 10:51:08 AM * review company response - close case *

2/26/2019 10:52:38 AM * review co response - close case *

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: 
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Case Emails

Email Created Date: 2/11/2019 7:39:46 AM

Email Text Version: 
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Case Number: 00252050 6

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252050 7

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252050 8

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252050 9
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Case Number: 00252050 13

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00252050CUSTOMER: ADDRESS: , Waverly, Ohio

45690SERVICE ADDRESS: , Waverly,

Ohio 45690AIQ:

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:  Good morning,

Caller states that last week he received a call from a marketer and he asked if they were from 

his current supplier, Sperian Energy.  The marketer said yes, that they were changing their 

name to Verde Energy. Caller agreed to sign up with them again, but then he found out from 

Sperian that they have no association with Verde.  He has switched back to Sperian, but does 

not appreciate being lied to.  He does not want to be contacted but wants this reported. 

*** Do you show an enrollment for this customer?*** If yes, please provide the sales call and 

tpv.*** Does your record show other complaints on this agent?*** Does the account reflect 

that it has been cancelled?*** Please provide all of  the details regarding this issue to our office 

for review. Sincerely,   Shawn Thompson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00252050 16
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Case Number: 00252050 20
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Case Number: 00252050 24



Case Number: 00252050 25

This

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

publicly available to anyone who requests it.

ref:_00Dt0GzXt._500t0FKXtL:ref

Email Created Date: 2/12/2019 4:35:36 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252050.

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 received a marketer call and asked if they were Sperian Energy (“Sperian”), in which they 

responded yes. The sales representative advised  that Sperian was changing their 

name to Verde, so  enrolled the services.  later found out this was a lie and 

wants this matter investigated.

Investigative Results:

  *   On 1/30/2019,  enrolled the account with Verde via Outbound Telemarketing 

agent, Chris Connor with KAA Energy. (TPV Attached)

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

$0.0925 cents/kWh.

  *   On 1/31/2019, the enrollment was accepted with scheduled start date of 2/22/2019.

  *   On 2/7/2019, Verde received incoming cancelation request with effective termination date 

of 2/22/2019.

  *   On 2/11/2019, Verde received PUCO Complaint No. 00252050.

Outcome:

Verde would like to confirm that per the attached TPV, completed on 1/30/2019  

enrolled the electric account with Verde. During the verification process,  was 

informed that the service would be enrolled with Verde and Verde would be the supplier. At no 

time during the verification process was the name Sperian mentioned.

However, because Verde takes complaints of this matter seriously, we have forwarded  

concerns to Verde’s Compliance Manager-Vendor & Quality Assurance to provide us 

with the Sales Call. Once the sales call is provided, Verde will respond to the complaint 

accordingly.



Case Number: 00252050 26

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

Kindest Regards,

Xiomara Mendoza

From: Shawn Thompson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 6:40 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252050 [ 

ref:_00Dt0GzXt._500t0FKXtL: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: 00252050

CUSTOMER: 

ADDRESS:  Waverly, Ohio 45690

SERVICE ADDRESS: , Ohio 45690

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:  

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good morning,

Caller states that last week he received a call from a marketer and he asked if they were from 

his current supplier, Sperian Energy.  The marketer said yes, that they were changing their 

name to Verde Energy. Caller agreed to sign up with them again, but then he found out from 

Sperian that they have no association with Verde.  He has switched back to Sperian, but does 

not appreciate being lied to.  He does not want to be contacted but wants this reported.

*** Do you show an enrollment for this customer?



Case Number: 00252050 27

*** If yes, please provide the sales call and tpv.

*** Does your record show other complaints on this agent?

*** Does the account reflect that it has been cancelled?

*** Please provide all of  the details regarding this issue to our office for review.

Sincerely,

Shawn 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%7C8404d2088

4be4d19688108d691320304%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368560

41329465285&sdata=67IITOrmDuw1mSOyrFVZ0%2BucDaQDk6I4F0xYIKonWjA%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

0000003hwsF]

ref:_00Dt0GzXt._500t0FKXtL:ref

Email Created Date: 2/13/2019 10:16:09 AM

Email Text Version: 

Good morning,

Verde is in response to PUCO Complaint No. 00252050 for .

As requested, attached you will find the sales call completed on 1/30/2019. Per the complaint 

details, Verde would like to confirm that  was never informed that Sperian was 

changing their name to Verde and  never questioned the agent and asked him if he 

was from Sperian.

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

Xiomara Mendoza

From: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Tuesday, February 12, 2019 3:35 PM

To: 'contactthepuco@puc.state.oh.us' <contactthepuco@puc.state.oh.us>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252050 [ 

ref:_00Dt0GzXt._500t0FKXtL:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252050.

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 received a marketer call and asked if they were Sperian Energy (“Sperian”), in which they 

responded yes. The sales representative advised  that Sperian was changing their 

name to Verde, so  enrolled the services.  later found out this was a lie and 

wants this matter investigated.

Investigative Results:

  *   On 1/30/2019,  enrolled the account with Verde via Outbound Telemarketing 

agent, Chris Connor with KAA Energy. (TPV Attached)

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

$0.0925 cents/kWh.

  *   On 1/31/2019, the enrollment was accepted with scheduled start date of 2/22/2019.

  *   On 2/7/2019, Verde received incoming cancelation request with effective termination date 

of 2/22/2019.

  *   On 2/11/2019, Verde received PUCO Complaint No. 00252050.

Outcome:

Verde would like to confirm that per the attached TPV, completed on 1/30/2019  

enrolled the electric account with Verde. During the verification process,  was 

informed that the service would be enrolled with Verde and Verde would be the supplier. At no 

time during the verification process was the name Sperian mentioned.

However, because Verde takes complaints of this matter seriously, we have forwarded  

 concerns to Verde’s Compliance Manager-Vendor & Quality Assurance to provide us 

with the Sales Call. Once the sales call is provided, Verde will respond to the complaint 

accordingly.

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

Kindest Regards,

Xiomara Mendoza
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From: Shawn Thompson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 6:40 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252050 [ 

ref:_00Dt0GzXt._500t0FKXtL: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: 00252050

CUSTOMER: 

ADDRESS: , Waverly, Ohio 45690

SERVICE ADDRESS:  Waverly, Ohio 45690

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:  

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good morning,

Caller states that last week he received a call from a marketer and he asked if they were from 

his current supplier, Sperian Energy.  The marketer said yes, that they were changing their 

name to Verde Energy. Caller agreed to sign up with them again, but then he found out from 

Sperian that they have no association with Verde.  He has switched back to Sperian, but does 

not appreciate being lied to.  He does not want to be contacted but wants this reported.

*** Do you show an enrollment for this customer?

*** If yes, please provide the sales call and tpv.

*** Does your record show other complaints on this agent?

*** Does the account reflect that it has been cancelled?

*** Please provide all of  the details regarding this issue to our office for review.
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Sincerely,

Shawn 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%7C354b7a0190

56458c21ff08d691c629c7%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368566776

28645617&sdata=tIDmyYllE93PH%2BMbt16Q1Dv8jDsv8z%2F5Q7vDoQkuj5s%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

0000003hwsF]

ref:_00Dt0GzXt._500t0FKXtL:ref

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252156 Owner: Christina Cassady

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-08-2019 Date Closed: 02-08-2019

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: Ohio 

Service Address City: Solon Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFYQAA4

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Call Company First

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 
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Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Referred to DEO hotline.

Case Comments

Created Date Comment

2/8/2019 12:45:22 PM

Caller states she just received a Welcome Letter from Verde Energy but she thought 

she was enrolled with IGS, wants to know which company she is assigned to.  States 

she can't find the supplier info on the DEO bill.  

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

Verified she has # to DEO customer service, referred her to DEO to verify which 

supplier the account is assigned to since DEO does not provide natural gas supply.

2/8/2019 1:05:56 PM

Customer called back.  Stated that she did not know who her supplier was.  Was not 

able to find bill to verify any information.  Gave her the hotline number to call and 

speak to hotline to verify the name of her supplier.  ICB.

2/15/2019 12:51:48 PM Referred to DEO hotline.

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: Christina Cassady 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: 00252191 Owner: Samantha Boerstler

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-08-2019 Date Closed: 03-15-2019

Case Age in Business Days: 25

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Columbus Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Gas Territory Account: 001t0000008OFY7AAO

AIQ Sub-Industry: Competitive Retail Natural Gas Service 

Provider

General Code: Marketing -- Gas

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

Materials

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 
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Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

e-mailed to close, see comments

Case Comments

Created Date Comment

2/8/2019 2:16:08 PM

Verde- possing as AEP. wanting to provide her with a 30% discount due to pay on 

time. Stated they continue to call her many times. Stated they are very aggressive and 

extremely pushy to sign up. numbers 87452174126

Advised her can open an invest regarding this situation.

2/8/2019 2:33:07 PM

cust called back regarding the fraud with CGO. stated received a bill for $246.63 due 

4/12. Stated she signed over to Verde. believes they are charging more then what CGO 

is charging.  Asked when she signed up with Verde. Stated it has been within the last 

month. 

CGO stated she would need to contact Verde to cancel. 

Advised there is an invest open on her behalf and will look into the enrollment with 

through her gas service.

2/25/2019 7:30:29 AM
Customers account will not begin with Verde. Agency that conducts there sales calls is 

no longer with the company

3/4/2019 10:31:05 AM
Cust account will not be active with Verde and no charged by the company. Jan bill 

was with OG&E, Feb billing SCO

3/7/2019 10:30:28 AM tried calling customer, sound of fax machine. will try back later

3/8/2019 2:14:59 PM tried calling cust, no answer. will draft letter

3/15/2019 9:00:34 AM e-mailed to close, see comments

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: Samantha Boerstler Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/8/2019 3:31:10 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00252191

COMPANY:

CUSTOMER: 

ADDRESS: , Columbus, Ohio 43221

SERVICE ADDRESS: , Columbus, Ohio 43221

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)***
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DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding the enrollment call she went through with your rep. 

She stated your agent was very pushy with her and provided her with false information 

regarding the rate of her enrollment.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0FKaOH:ref

Email Created Date: 2/8/2019 6:12:27 PM

Email Text Version: 

Good Afternoon,
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Attached you will find the TPV requested for PUCO Complaint No. 00252191.  As such, Verde 

will be providing a final response by the end of business on 2/21/2019.

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, February 08, 2019 2:32 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252191 [ 

ref:_00Dt0GzXt._500t0FKaOH:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00252191

COMPANY:

CUSTOMER: 

ADDRESS: , Columbus, Ohio 43221

SERVICE ADDRESS: , Columbus, Ohio 43221

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)***
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DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding the enrollment call she went through with your rep. 

She stated your agent was very pushy with her and provided her with false information 

regarding the rate of her enrollment.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

 I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbeb20b628

97443902ceb08d68e1ae0df%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685264

3437380119&sdata=ZPbLGJ6G%2Bjy2kp5tBNGHrjZ1ArpuLz99j84iEaa64tg%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

0000003hwJt]
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ref:_00Dt0GzXt._500t0FKaOH:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 |

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbeb20

b62897443902ceb08d68e1ae0df%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

52643437390126&sdata=ywLf%2B06ubP1YXEwwegqnLx0LzIVv6Gk2sv9g8GXaPJw%3D&reserve

d=0>

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

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

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

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

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

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

Email Created Date: 2/21/2019 9:23:48 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252191.

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

address it.

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

claiming the sales agent was very pushy and provided her with false information regarding the 

rate of the gas service.

Investigative Results:

  *   On 1/8/2019,  authorized the gas service with sales agent, Sara Conner with 

third party vendor, CJ Consulting, Inc.  As a result, the gas service enrolled onto Verde’s Clean 

Gas 12 plan, which offers a 12-month fixed rate of 79 cents/CCF with $0 Monthly Service Fee 

and $50.00 Early Termination Fee.  (TPV Attached)

  *   On 1/18/2019, Verde generated and mailed the Welcome Letter. (Letter Attached)

  *   On 2/8/2019, Verde received PUCO Complaint No. 00252191.

     *   On the same day, the gas service enrollment rescinded successfully.

Outcome:

We would like to confirm that  authorized the electric service to Verde via an 

outbound telemarketer associated with CJ Consulting.  Unfortunately, Verde has ended their 

relationship with CJ Consulting and we are unable to obtain the sales call for .
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Lastly,  account will not become active because the enrollment successfully 

rescinded without penalty.

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

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, February 08, 2019 2:32 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252191 [ 

ref:_00Dt0GzXt._500t0FKaOH:ref ]

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

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00252191

COMPANY:

CUSTOMER: 

ADDRESS: , Columbus, Ohio 43221

SERVICE ADDRESS: , Columbus, Ohio 43221

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)***
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DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding the enrollment call she went through with your rep. 

She stated your agent was very pushy with her and provided her with false information 

regarding the rate of her enrollment.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

 I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cdc6ffe312e

824227ddba08d6986ca277%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636863990

192393845&sdata=OSERIXjOTFxYVR61zRdTUfeVmglXzkz%2BKRvjR%2FtyhJE%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

0000003hwJt]
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ref:_00Dt0GzXt._500t0FKaOH:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 |

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cdc6ffe

312e824227ddba08d6986ca277%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63686

3990192403853&sdata=PuMvg6yss2tt3nXUGbLEPqFWsr9XhwPdkpfGoyuheso%3D&reserved=0

>

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

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

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

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

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

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

Email Created Date: 2/26/2019 2:56:04 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00252191

COMPANY:

CUSTOMER: 

ADDRESS: , Columbus, Ohio 43221

SERVICE ADDRESS: , Columbus, Ohio 43221

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 afternoon,

 contacted the PUCO regarding charges on her account from Verde. Can you please 

provide me with the last 2 bills for the customers.

Has she been billed by Verde?

When did Verde become her supplier?

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0FKaOH:ref

Email Created Date: 3/4/2019 9:25:24 AM

Email Text Version: 

Hi Samantha, please see the information below.
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COLUMBUS

 contacted the PUCO regarding charges on her account from Verde.

1.Can you please provide me with the last 2 bills for the customers. Please see the billings 

below.

2.Has she been billed by Verde? No.

3.When did Verde become her supplier?  was added to Verde on 1/24/2019 and was 

removed from Verde effective 2/8/2019 before the next billing February 21st.

Gladys Hazelwood

Customer Care Specialist II

Customer Care - Regulatory Compliance

Columbia Gas of Ohio

1-800-272-5440

ghazelwood@nisource.com

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

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

Date:        02/26/2019 02:57 PM

Subject:        PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252191    [ 

ref:_00Dt0GzXt._500t0FKaOH: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.
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Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00252191

COMPANY:

CUSTOMER: 

ADDRESS: , Columbus, Ohio 43221

SERVICE ADDRESS: , Columbus, Ohio 43221

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 afternoon,

 contacted the PUCO regarding charges on her account from Verde. Can you please 

provide me with the last 2 bills for the customers.

Has she been billed by Verde?

When did Verde become her supplier?

 I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

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

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

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

sRCzU_Bjlt0UEiBP6kkBFcFmQGqfkuQ--

n0m4_Q%26s%3DTRh7S2cCwkw1GqqSkkyOKPdN8dOFVnpIMD5hJFiCsNg%26e%3D&data=02%

7C01%7CContactThePUCO%40puco.ohio.gov%7C7e203fb330764ae8745908d6a0ad09a6%7C50

f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873063206611887&sdata=haIQ%2B%2FZ

wOo3NVd%2B9BXtv5H%2FpDDqKaIQKxsHAoJ4RMEU%3D&reserved=0>
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FKaOH:ref

Email Created Date: 3/15/2019 8:59:40 AM

Email Text Version: 

Case Number: 00252191

Dear :

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

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

In your complaint, you stated you received a call from someone stating they were from AEP 

Ohio and were going to provide you with a discount of 30% off of your gas bill. You signed up 

with their company but then found out it was Verde to whom you were speaking. When you 

received your bill that was due on April 12, 2019 and saw that the amount due was $246.63, 

you had questions regarding the rate they charged you.

Verde responded that your cancellation requested stopped your enrollment with the company 

so you will not receive a utility bill that includes Verde charges. Your January 2019 bill had Ohio 

Gas and Electric listed as your supplier. You currently are on the Columbia Gas Standard Choice 

Offer (SCO) rate.

Should you have any additional utility-related questions, please do not hesitate to contact the 

PUCO Call Center at (800) 686-PUCO (7826) or visit our website at www.PUCO.ohio.gov

Sincerely,
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Samantha Boerstler

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._500t0FKaOH:ref

Case Images

Created Date Images

3/4/2019 9:25:25 AM
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1/18/2019 

Dear ,

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

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

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

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

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

on your next meter read date.

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

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

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

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

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

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

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

Welcome to the Verde Energy Family!

VE_WELCOME_10.17.18_English





Terms and Conditions of Service

ARBITRATION for any and all disputes between Customer and Verde:

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

of 79.00 Cents/CCF  Plus $0 per month. After the first 12 Months Verde will supply natural gas to Customer at a 100% 

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

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

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

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

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

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

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

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

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

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

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

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

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

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

tons of CO2 emissions elsewhere.

1.

2.

3.

4.

5.
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Verde Energy USA Ohio, LLC, OH License 13-334G(2), with a business address of 12140 Wickchester Ln, Ste 100, 

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

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

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

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

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

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

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

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

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

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

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

than the Utility"s applicable tariff rate.

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

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

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

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

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

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

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

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

natural gas provided to Customer by Verde prior to termination. 

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

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

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

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

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

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

or The Toledo Edison Company at 800-447-3333
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Customer Relocation: Customer has a right to terminate this Agreement without penalty in the event Customer 

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

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

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

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

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

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

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

www.pickocc.org.

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

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

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

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

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

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

Special Offer: Your plan may not include incentives.

6.

7.

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.
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relocates outside the service territory of the Utility or within the service territory of a Utility that does not permit 

portability of this Agreement.

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

(

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

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

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

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

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

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

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

address for Customer in Verde"s records. 

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

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

have called Verde, or for general utility information, residential and business customers may contact the Public Utilities 

Commission of Ohio ($PUCO&) for assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 

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

via 7-1-1 (Ohio relay service). The Ohio consumers# counsel (OCC) represents residential utility customers in matters 

before the PUCO. The OCC can be contacted at 1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at 

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

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

PUNITIVE DAMAGES FOR CLAIMS ARISING UNDER THIS AGREEMENT.

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

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

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

perform. 

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

of Ohio.

Ohio, without regard to its choice of law principles. 

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

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

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

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

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

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

basis.

Agreement For Mandatory Arbitration & Class Action Waiver (the "Arbitration Agreement#): 
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Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing 

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

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

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

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

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

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

18.
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written notice as specified below to the other party describing the facts and circumstances (including any relevant 

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

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

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

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

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

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

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

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

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

Arbitration.&  

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

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

CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

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

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

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

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

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

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

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

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

Action & Representative Claims.&

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

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

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

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

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

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

Privacy Policy.
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Account Number:
Statement Date: 02/22/2019
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 Please fold on the perforation below, detach and return with your payment.

COLUMBIA GAS
P O BOX 742510
CINCINNATI OH 45274-2510

All of our employees and contractors carry
photo identification. If someone claims to
represent us, ask to see identification. Call the
police if you see suspicious activity.

An Automatic Payment of $159.82 will be made on 03/08/2019 by your bank.
If paid after 03/08/19, a late payment charge of 1.5% may be applied to your utility
balance.
For more information regarding these charges, see the Detail Charges section.

1-800-344-4077
For gas leaks or odors of gas

Customer Service
1-800-344-4077
7 a.m. - 7 p.m. Mon. - Fri.
8 a.m. - 12 p.m. Sat.

For hearing-impaired relay call 711.

Make payments and access your
account at ColumbiaGasOhio.com

Columbia Gas of Ohio
P.O. Box 742510
Cincinnati, OH 45274-2510

Find locations online at
ColumbiaGasOhio.com

In case of an emergency, such as odor of gas,
carbon monoxide or fire:
1. Leave the area immediately.
2. Leave windows and doors in their

positions and avoid doing anything that
could cause a spark.

3. From a safe area, call  and Columbia
Gas at

If you're planning a home or landscaping
project, call O.U.P.S. at 8-1-1 at least two
business days before digging. A representative
will mark the approximate location of
underground utility lines for free.

Residential
Automatic Payment

Is your contact information correct?  Make all changes on the reverse side.

29  Billing Days
Your Average Monthly Usage = 132 Ccf.
Your Total Annual Usage = 1579 Ccf.
Your next meter reading date is
03 / 22/ 2019.
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Contact Us

Your Safety

Account Profile

Account Summary

13 Month Usage History

Account Number:

Previous Amount Due on 02/12/2019 $309.68

Payments Received by 02/12/2019 Thank you - $309.68

Balance on 02/21/2019 $0.00

Charges for Gas Service This Period + $159.82

Actual Reading on  2/21 1478

Actual Reading on  1/23 - 1229

Month Ccf Avg Temp Ccf  Per Day

Feb 18 237 35.5 ° 8.2

Jan 19 267 34.1 ° 7.9

Automatic Bill Payment on 03/08/2019: $159.82

Employee Identification

Phone

Web

Mail Payments

Authorized Payment Locations

911
1-800-344-4077.

Always Call 8-1-1 Before You Dig

Meter Readings -

Usage Comparison - Ccf

Emergency Service 24/7
Customer Name: Your Contact Information: Type of Customer:

Account Number:

P.O. BOX 16581
Columbus, OH 43216-6581

0

75

150

225

300

Feb
29

237

Mar
29

210

Apr
32

185

May
29

37

Jun
30

31

Jul
32

24

Aug
29

23

Sep
30

29

Oct
29

62

Nov
31

210

Dec
31

252

Jan
34

267

Feb
29

249

Ccf Actual

2018 Monthly Billing Days 2019

Current Charges Due by 03/08/2019

Meter Number:
Service Address:

Web

Phone

Gas Used (Ccf) 249

Feb 19 249 30.2° 8.6

$159.82

ColumbiaGasOhio.com

1-800-344-4077
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By providing Columbia Gas  a telephone number, it enables us to
call you about your utility service, future service appointments and
other important information pertaining to your account and you're
agreeing to receive autodialed and prerecorded voice calls.  Please
notify us if you wish to opt out or if you no longer use this number.
Thank you in advance.

Address

City

State Zip Code

Phone Number

Add or Edit Email

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

* Your donation is tax-deductible.

Monthly Contribution One-Time Contribution

$10 $5 $1

$

$

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

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

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

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

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

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

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

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

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

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

Current Charges include gas cost recovery of $104.08 at the SCO rate of $0.41800
per Ccf. SCO equals the NYMEX closing price plus the Retail Price Adjustment of
$1.23 divided by 10.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Take the seasonal highs and lows out by dividing your yearly energy use into 12
equal monthly payments - for budgeting that's a whole lot easier. Enroll today at

Take control of your gas bill by choosing your natural gas supplier. It's your Choice.
Go to  and search Choice for more information.
At Columbia Gas of Ohio, we believe saving matters. That's why we provide a
variety of energy efficiency offerings that not only keep your family warm in the
winter and cool in the summer, but also make sure you have a little extra in your
wallet. For more information, visit .

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1.06
Infrastructure Development Rider $0.01
Usage Based Charges $20.03

Gross Receipts Tax @ 4.987% $7.59

Standard Choice Offer $104.08

 

 

 

 

 

HeatShare Contribution !"#$%& '#(")(&*#+',-"(.'#

Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery +$48.15

Taxes & Fees +$7.59

Supply +$104.08
$159.82

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com/Budget.
ColumbiaGasOhio.com

ColumbiaGasOhio.com/SavingMatters

Total Current Utility Charges
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Statement Date: 01/29/2019
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 Please fold on the perforation below, detach and return with your payment.

COLUMBIA GAS
P O BOX 742510
CINCINNATI OH 45274-2510

All of our employees and contractors carry
photo identification. If someone claims to
represent us, ask to see identification. Call the
police if you see suspicious activity.

An Automatic Payment of $309.68 will be made on 02/12/2019 by your bank.
If paid after 02/12/19, a late payment charge of 1.5% may be applied to your utility
balance.
For more information regarding these charges, see the Detail Charges section.

We are required to include your name, address, and usage information on lists of eligible
customers that are made available to retail natural gas suppliers or governmental
aggregators. If you wish to be excluded from this list, call 1-800-344-4077 or write
Columbia Gas of Ohio, P.O. Box 2318, Columbus, OH 43216-2318.

1-800-344-4077
For gas leaks or odors of gas

Customer Service
1-800-344-4077
7 a.m. - 7 p.m. Mon. - Fri.
8 a.m. - 12 p.m. Sat.

For hearing-impaired relay call 711.

Make payments and access your
account at ColumbiaGasOhio.com

Make payments and access your
account at m.ColumbiaGasOhio.com

Columbia Gas of Ohio
P.O. Box 742510
Cincinnati, OH 45274-2510

Find locations online at
ColumbiaGasOhio.com

In case of an emergency, such as odor of gas,
carbon monoxide or fire:
1. Leave the area immediately.
2. Leave windows and doors in their

positions and avoid doing anything that
could cause a spark.

3. From a safe area, call  and Columbia
Gas at

If you're planning a home or landscaping
project, call O.U.P.S. at 8-1-1 at least two
business days before digging. A representative
will mark the approximate location of
underground utility lines for free.

Residential
Customer CHOICE Program
Automatic Payment

Is your contact information correct?  Make all changes on the reverse side.

34  Billing Days
Your Average Monthly Usage = 131 Ccf.
Your Total Annual Usage = 1567 Ccf.
Your next meter reading date is
02 / 21/ 2019.
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Contact Us

Your Safety

Account Profile

Account Summary

13 Month Usage History

Account Number:

Previous Amount Due on 01/14/2019 $293.08

Payments Received by 01/14/2019 Thank you - $293.08

Balance on 01/23/2019 $0.00

Charges for Gas Service This Period + $309.68

Actual Reading on  1/23 1229

Actual Reading on 12/20 - 962

Month Ccf Avg Temp Ccf  Per Day

Jan 18 290 24.4 ° 8.5

Dec 18 252 36.5 ° 8.1

Automatic Bill Payment on 02/12/2019:$309.68

Employee Identification

Phone

Web

Mobile

Mail Payments

Authorized Payment Locations

911
1-800-344-4077.

Always Call 8-1-1 Before You Dig

Meter Readings -

Usage Comparison - Ccf

Emergency Service 24/7
Customer Name: Your Contact Information: Type of Customer:

Account Number:

P.O. BOX 16581
Columbus, OH 43216-6581
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Ccf Actual

2018 Monthly Billing Days 2019

Current Charges Due by 02/12/2019

Meter Number:
Service Address:

Web

Mobile
Phone

Gas Used (Ccf) 267

Jan 19 267 34.1° 7.9

$309.68

ColumbiaGasOhio.com

m.ColumbiaGasOhio.com

1-800-344-4077



Account Number:
Statement Date: 01/29/2019

45716
Page  2 of 2

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

Address

City

State Zip Code

Phone Number

Add or Edit Email

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

* Your donation is tax-deductible.

Monthly Contribution One-Time Contribution

$10 $5 $1

$

$

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

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

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

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

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

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

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

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

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

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

Current billing charges include sales tax of $18.01 and Ohio Gas & Electric gas
supply cost of $240.10; however, the terms and conditions of your rate structure
with Ohio Gas & Electric are provided in your contract with this supplier. If you have
any questions regarding your specific rates, please contact Ohio Gas & Electric at
the number listed below.

As a participant of the Columbia Gas Customer CHOICE Program, your gas is being
supplied by Ohio Gas & Electric. This bill reflects Columbia Gas charges for service and
delivery of natural gas and your supplier's charges for the gas supply. For questions
about your gas supply charges, please contact Ohio Gas & Electric, 100 E Campus View
Blvd, Suite 250, Columbus OH 43235, at 1-866-706-7360. If your questions are not
resolved after you have called your supplier or Governmental aggregator, you may call
the Public Utilities Commission of Ohio (PUCO) or the Ohio Consumers' Counsel (OCC)
toll free number(s) listed under Legal Information in the left column of your bill.

Enjoy the convenience of managing your account online by enrolling in Paperless
Billing. Monthly email alerts, 24/7 account access and up to two years of past bills
and payment history! Enroll today at
Take the seasonal highs and lows out by dividing your yearly energy use into 12
equal monthly payments - for budgeting that's a whole lot easier. Enroll today at

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

Fixed Monthly Delivery Charge $16.75
Infrastructure Replacement Program Rider $8.91
Capital Expenditure Program Rider $3.51
Federal Tax Reform Credit -$1.06
Infrastructure Development Rider $0.01
Usage Based Charges $21.00

Gross Receipts Tax @ 4.987% $2.45

Customer CHOICE Program
267 Ccf @ $0.899250 $240.10
Sales Tax $18.01
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Helpful Definitions

Legal Information

Detail Charges

Message Board

Delivery - +$49.12

Taxes & Fees +$2.45

Supply - +$258.11
$309.68

Ccf

Estimated Readings

Fixed Monthly Delivery Charge

Usage Based Charges

Public Utilities Commission of Ohio

Office of Ohio Consumers' Counsel

Rights and Responsibilities

Apples to Apples

Bankruptcy Notices

Other Correspondence (except payments)

Customer CHOICE Program

ColumbiaGasOhio.com/PaperlessBilling.

ColumbiaGasOhio.com/Budget.

ColumbiaGasOhio.com/SavingMatters

Columbia Gas of Ohio

Ohio Gas & Electric

Total Current Utility Charges



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252251 Owner: Darita Patterson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-08-2019 Date Closed: 02-22-2019

Case Age in Business Days: 11

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: 

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: 00252251 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Customer pleased with confirmation there is no pending enrollment and he's been placed on the DNC list.

Case Comments

Created Date Comment

2/8/2019 4:22:38 PM

Customer calling regarding Verde.  Customer said he keeps getting solicitation calls 

and he wants the to stop.  Rep goes by Adam.  Opening investigation for calls to stop.  

Gave case# Invited call back.

2/22/2019 4:35:22 PM
Customer pleased with confirmation there is no pending enrollment and he's been 

placed on the DNC list.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: 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

Email Created Date: 2/11/2019 9:21:04 AM

Email Text Version: 

96

 



Case Number: 00252251 3
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Case Number: 00252251 4

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 5

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 6

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 7

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 8

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 9

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 10

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 11

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 12

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days



Case Number: 00252251 13

CASE ID:

00252251COMPANY: CUSTOMER: , Cincinnati, 

Ohio

45243SERVICE ADDRESS: , Cincinnati,

Ohio 45243AIQ:

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:  Representatives continue to contact the customer though she has 

requested all contact cease.  Please place on "Do Not Contact" list.  Sincerely,   Darita Patterson 

Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00252251 14
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Case Number: 00252251 15

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 16

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 17

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 18

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 19

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 20

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 21

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 22

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 23

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252251 24

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._500t0FKbXX:ref

Email Created Date: 2/22/2019 2:15:19 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252251.



Case Number: 00252251 25

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

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

requesting to be placed onto the “Do Not Contact” List.

Outcome:

Verde would like to confirm that a request has been submitted to add  telephone 

number of  onto our internal “Do Not Contact” list.  Lastly, our records do not 

reflect an account in our system for 

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

Kindest Regards,

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

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

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

From: Darita Patterson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 8:21 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252251 [ 

ref:_00Dt0GzXt._500t0FKbXX: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: 00252251

COMPANY:

CUSTOMER: 

ADDRESS: , Cincinnati, Ohio 45243

SERVICE ADDRESS: , Cincinnati, Ohio 45243

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 



Case Number: 00252251 26

***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:

Representatives continue to contact the customer though she has requested all contact cease.  

Please place on "Do Not Contact" list.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C11b0249e6

0d246d1415b08d698fa11ed%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63686459

7143709259&sdata=jAy0iXTgtK2aOkt5oDgeussYxHvjrF5n%2FRnGdHhAEhc%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

0000003hx20]

ref:_00Dt0GzXt._500t0FKbXX:ref



Case Number: 00252251 27

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: 00252267 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: 02-08-2019 Date Closed: 02-11-2019

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: 

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Out of State

Service Address Street: not provided Service Address State: Ohio 

Service Address City: unknown 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: 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: 00252267 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Called the customer at the alternate number  to ascertain what number called his cell phone.  The number he says 
was spoofed was not  Duke's number.    Discussed the problems inherent with disciplining suppliers for spoofing and 
violating the DNC calls.   Advised that RSAD does look at these cases and that his complaint has been documented.   
Explained that proof would be required to have a company removed from the list of certified.  Discussed the 
certification process and advised that he could submit comments.  He says that he may do that in the future.  Invited 
a call back.

Case Comments

Created Date Comment

2/11/2019 12:59:01 PM

Energy Supplier Telemarketing Calls > Verde Energy by an agent placed a call to my 

personal  cell phone, a pre-recorded message, with faked called ID saying I can get 

money off my Duke Energy bill.  Person said he was Richard with Verde Energy.   When 

asked questions he hung up.   This is not the first call from Verde.  Verde is in court  in 

other states for this exact problem.   They are know to have outsourced calls to anther 

company, Transparent BPO according to court documents.   Transparent BPO is based 

in Belize City, Belize in any attempt to avoid US laws.  I called Verde and the response 

was to add me to their do not call list....   Pre-recorded telemarketing calls are already 

banned, adding me to a list will do nothing.   When asked for payment of the federal 

fine required, they said they will investigate it.   If they insist on knowingly breaking 

federal laws through a hired agent, they should not be approved by the PUCO as an 

energy supplier for Ohio.   Please remove them from the energy choice program.

2/11/2019 5:16:04 PM

Called the customer at the NIQ to ascertain what number called his cell phone.  

Reached voice mail  Left message asking for return call.  

Called the customer at the alternate number  to ascertain what number called his cell 

phone.  The number he says was spoofed was not  Duke's number.    Discussed the 

problems inherent with disciplining suppliers for spoofing and violating the DNC calls.   

Advised that RSAD does look at these cases and that his complaint has been 

documented.   Explained that proof would be required to have a company removed 

from the list of certified.  Discussed the certification process and advised that he could 

submit comments.  He says that he may do that in the future.  Invited a call back.



Case Number: 00252267 3

2/11/2019 5:16:29 PM

Called the customer at the alternate number  to ascertain what number called his cell 

phone.  The number he says was spoofed was not  Duke's number.    Discussed the 

problems inherent with disciplining suppliers for spoofing and violating the DNC calls.   

Advised that RSAD does look at these cases and that his complaint has been 

documented.   Explained that proof would be required to have a company removed 

from the list of certified.  Discussed the certification process and advised that he could 

submit comments.  He says that he may do that in the future.  Invited a call back.

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: 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: 2/8/2019 5:08:18 PM

Email Text Version: 

Dear John Riedel:

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

00252267.

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



Case Number: 00252267 4

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._500t0FKboJ:ref

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00252356 Owner: Maureen Harbolt

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-11-2019 Date Closed: 02-25-2019

Case Age in Business Days: 11

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Lawrence

Service Address Street: Service Address State: Ohio 

Service Address City: Proctorville Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: 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: 00252356 2

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

LVM to close.

Case Comments

Created Date Comment

2/11/2019 9:36:35 AM

Caller gets phone calls about switching suppliers Calling from 7402569845 (Crown City 

Ohio, small local town.)

Caller states he was told he had to renew, otherwise would be charged $150. Caller 

states they would recoup savings from the last twelve months.

caller states co was Verde energy

AEP/EDU

Caller currently has AEP energy inc. 

Caller states signed up on 2/7/2019, called AEP later in the day to verify who supplier 

and was told AEP energy and cancelled switch.

Advised caller would open investigation. 

provided case numebr and advised of time frame.



Case Number: 00252356 3

2/22/2019 8:02:04 AM

Co response:

Investigative Results:

On 2/7/2019,  authorized his electric account to Verde via Jay Carter (agent 

ID: 444409) an outbound telemarketer associated with Third Party Vendor CJ 

Consulting.  enrolled onto Verde’s Clean Power 12 Plus, which includes the 

fixed rate of $0.0849 cents/kWh for 12 months, with a $0 Monthly Service Fee as well 

as a $0 Early Termination Fee. (TPV Attached)

·         On 2/8/2019, Verde received an inbound enrollment acceptance with a date of 

3/8/2019.

·         On 2/11/2019, Verde received PUCO Complaint No. 00252356.

·         On 2/13/2019, the Welcome Letter was sent to the mailing address on file. 

(Letter Attached)

Verde received an inbound cancellation transaction with a date of 3/8/2019.

Outcome:

We’d like to confirm that  authorized his electric account to Verde via an 

outbound telemarketer associated with CJ Consulting.  Unfortunately, Verde has 

ended their relationship with CJ Consulting and we are unable to obtain the sales call 

for 

Lastly,  account will not become active as it will terminate on the same day 

it was scheduled to become active with Verde on 3/8/2019.

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

matter.

2/25/2019 2:38:15 PM LVM to close.

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: Maureen Harbolt Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date:

# Tasks Correspondence Review:0 Case Grade Created:

Case Grade Target:

Case Emails

Email Created Date: 2/11/2019 12:51:50 PM

Email Text Version: 



Case Number: 00252356 4

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00252356

CUSTOMER: 

ADDRESS:  Proctorville, Ohio 45669

SERVICE ADDRESS:  Proctorville, Ohio 45669

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good afternoon,

Please provide copies of:

*The sales call to this customer.

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

submit the enrollment request.

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

customer..



Case Number: 00252356 5

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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

available to anyone who requests it.

ref:_00Dt0GzXt._500t0FKjwZ:ref

Email Created Date: 2/14/2019 2:14:15 PM

Email Text Version: 

Good afternoon,

Attached is the TPV recordings for PUCO Complaint No.00252356. As such, Verde will provide a 

final response by the end of business on 2/22/2019.

Thank you,

Louise Bourgeois

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

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 11:53 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>



Case Number: 00252356 6

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252356 [ 

ref:_00Dt0GzXt._500t0FKjwZ: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: 00252356

CUSTOMER: 

ADDRESS:  Proctorville, Ohio 45669

SERVICE ADDRESS:  Proctorville, Ohio 45669

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good afternoon,

Please provide copies of:

*The sales call to this customer.

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

submit the enrollment request.

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

customer..

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio
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Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C4de2b0501c

9143373d6908d692b09892%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685768

4512299285&sdata=lAUGH9%2Fc0pwYUMOJsrpz3L5ONsK8xD%2BHnvNu48obfbo%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

0000003hxMo]

ref:_00Dt0GzXt._500t0FKjwZ:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 |

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C4de2b

0501c9143373d6908d692b09892%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636

857684512309287&sdata=nRsyBYyhbyplGffWfrClILP0uXpaiAkb7Kf2IXklvm0%3D&reserved=0>

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

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

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

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

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

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

Email Created Date: 2/21/2019 1:36:58 PM



Case Number: 00252356 8

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252356.

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 to Verde.

Investigative Results:

·         On 2/7/2019,  authorized his electric account to Verde via Jay Carter (agent ID: 

444409) an outbound telemarketer associated with Third Party Vendor CJ Consulting.  

enrolled onto Verde’s Clean Power 12 Plus, which includes the fixed rate of $0.0849 cents/kWh 

for 12 months, with a $0 Monthly Service Fee as well as a $0 Early Termination Fee. (TPV 

Attached)

·         On 2/8/2019, Verde received an inbound enrollment acceptance with a date of 3/8/2019.

·         On 2/11/2019, Verde received PUCO Complaint No. 00252356.

·         On 2/13/2019, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

o   Verde received an inbound cancellation transaction with a date of 3/8/2019.

Outcome:

We’d like to confirm that  authorized his electric account to Verde via an outbound 

telemarketer associated with CJ Consulting.  Unfortunately, Verde has ended their relationship 

with CJ Consulting and we are unable to obtain the sales call for 

Lastly,  account will not become active as it will terminate on the same day it was 

scheduled to become active with Verde on 3/8/2019.

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

Kindest Regards,

Louise Bourgeois

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

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

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

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 11:53 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252356 [ 

ref:_00Dt0GzXt._500t0FKjwZ: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: 00252356

CUSTOMER: 

ADDRESS:  Proctorville, Ohio 45669

SERVICE ADDRESS:  Proctorville, Ohio 45669

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

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

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

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

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

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

DESCRIPTION OF ISSUE:

Good afternoon,

Please provide copies of:

*The sales call to this customer.

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

submit the enrollment request.
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*Welcome Letter with the Terms and Conditions for service mailed or e-mailed to the 

customer..

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

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

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cffce36b0e9a

6494cd17908d6982b602d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636863710

094797564&sdata=pTQrT4w7zdKSFVUP2lFB2e43hCMiWtpumXzC2HFshXc%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

0000003hxMo]

ref:_00Dt0GzXt._500t0FKjwZ:ref

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 |

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cffce36

b0e9a6494cd17908d6982b602d%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

63710094807572&sdata=PcQgWF8NC5Derq0ZgHsi7wZRHlrLr0EpvSako3ru2E4%3D&reserved=0

>



Case Number: 00252356 11

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.

Case Images

Created Date Images

2/14/2019 2:14:16 PM

2/21/2019 1:36:59 PM



Use your refer-a-friend ID JCLAR20190208064649

FADDAAFFFAFFDAFFTFAAFDFDTFDTFTDFTADTFATDDDAADDFTATFAADDFFDFATFDDF

APDNDJENDKDNFPAKHPANAMDK
AJAHHBHGECINNAMMPKGPLIKK
AEJKIAMEACNHIDBKEEDPMNOK
AHIAGNKHDEJFMDIGKHFAFCIK
ANMLOHJHIDIIJIFDKADOJOMK
AEEACAACIOMEGECIAIIOKKEK
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Refer-a-Friend and receive a $25 credit 
or gift card!

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee

VE_WELCOME_10.17.18_English

Clean Power 12 Plus

8.49 Cents/KWH

12 Months

$5.95

$0

P.O. Box 421289

Houston, TX 77242

Proctorville, OH  45669-8780
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2/13/2019 

Dear 

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

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

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

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

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

on your next meter read date.

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

Energy family, including:

1. Dedicated customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

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

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

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

believe in empowering what matters.

Warm Regards,

Nathan Kroeker

CEO & President

My Plan Details

Start Earning Money Today!

Welcome to the Verde Energy Family





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

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

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

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

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

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

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

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

1.

2.

3.

4.

5.

6.

7.

{ArchiveID}:00894003797+2e2cd275-90d1-4cfd-a8a4-634c763256b5

{ProductType}:LETTER

Verde Energy USA Ohio, LLC - Terms and Conditions of Service

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

rate of 8.49 Cents/KWH Plus $5.95 per month. After the first 12 Months of service, Verde will supply electricity to Customer at 
a 100% renewable variable generation rate that may change monthly with market conditions. Verde will purchase and retire 
renewable energy certificates (#RECs$) or attributes to ensure that an amount equal to 100% of Customer"s electricity usage is 
generated by renewable sources. Customer shall also pay and be responsible for all other amounts related to the purchase and 
delivery of electricity, including applicable taxes and service and delivery charges from the Utility. Verde will serve only the 
supply portion of Customer"s electricity bill. All other services currently supplied by the Utility will continue to be supplied by 
the Utility. No deposit is required by Verde for service.

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

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

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

should contact:

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

order to re-enroll at the new location. 

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

‘1_0["L5L>H6A6Q6'
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Assignment: Customer may not assign this Agreement without Verde's written consent. Verde may assign this Agreement or the 

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

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

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

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

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

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

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

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

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

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

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

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

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.

18.

{ArchiveID}:00894003797+2e2cd275-90d1-4cfd-a8a4-634c763256b5
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Agreement For Mandatory Arbitration & Class Action Waiver (the #Arbitration Agreement$): 

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

Customer in Verde"s records. 

-3862 Monday + Friday 8AM to 6PM EST. Verde will attempt to resolve the dispute in an efficient, fair and timely manner. 
Verde will report the results of its investigation to Customer. If your complaint is not resolved after you have called Verde and/or 
your Utility, or for general utility information, residential and business customers may contact the Public Utilities Commission of 
Ohio (#PUCO$) for assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. 
weekdays, or at 
Residential customers may also contact the Ohio Consumers" Counsel for assistance with complaints and utility issues at 

ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

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

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

and conditions. 

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

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

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

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

without regard to its choice of law principles. 

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



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

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

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

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

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

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

Privacy: Verde"s Privacy Policy governs the way Verde uses Customer"s personal information. To review or obtain the current 
version of the Privacy Policy, please visit Verde"s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or 
19.

{ArchiveID}:00894003797+2e2cd275-90d1-4cfd-a8a4-634c763256b5
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term #Dispute$ refers to any dispute, action, claim, or other controversy between the parties, whether in contract, warranty, tort, 
statute, regulation, ordinance, or any other legal or equitable basis. 

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

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

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

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

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

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

‘1_0["L5L"N"C*E6'
‘D31DEWT0GZFY.:6',
]M=%5]EM=U]-%U-5

Page 5 of 503797 00894 I





Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252410 Owner: Andrea Smith

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-11-2019 Date Closed: 03-08-2019

Case Age in Business Days: 19

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: 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: 00252410 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

I called and spoke to the customer. I explained that I received a response back from Verde. They states they do not 
have record of a rep by the name Jay Thompson. she states she asked the name. I told her I do not doubt it, but the 
sent me a TPV , recording of her agreeing to the terms and conditions but she had been speaking to woman and I 
don't know how to pronounce her name. She states that is ok. I told she will not be billed by them and the company 
also states they have added her to their internal Do Not Contact List. she thanked me for calling her back. she states 
she has received calls from them but she has added them to her block list. she thanked for calling back ICB. close 
case.

Case Comments

Created Date Comment

2/11/2019 10:41:37 AM

-caller says she already have IGS Energy as her supplier, and a rep, Jay Thompson, with 

Verde contacted her stating he has nothing to do with EnergyChoice >> his call is for a 

reduction she is entitled to

-caller says when she asked the rep if she'll be switched, the rep said she would not be 

switching

-caller says her acct was in the process of a switch, but she was able to stop the 

switch, and since then she has been getting a lot of calls

-caller says so far today, she recv'd four (4) calls from Verde - but she just hang up the 

phone

-referred caller to the National Do Not Call Registry >> contact info provided for 

furtherance

-caller was advised that the PUCO will contact Verde about their marketing tactics

-in the meantime, referred caller to her phone provider to discuss call-blocking 

solution

2/11/2019 12:49:25 PM invited call back, if necessary

3/8/2019 9:55:22 AM

reviewed the company response and listened to TPV, someone by the name of  

 agreed to terms and conditions.  I called Duke to make sure the customer 

rescinded and according to Victoria customer rescinded the enrollment.  thanked for 

help.
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3/8/2019 10:03:06 AM

I called and spoke to the customer.  I explained that I received a response back from 

Verde.  They states they do not have record of a rep by the name Jay Thompson.  she 

states she asked the name.  I told her I do not doubt it, but the sent me a TPV , 

recording of her agreeing to the terms and conditions but she had been speaking to 

woman and I don't know how to pronounce her name.  She states that is ok.  I told she 

will not be billed by them and the company also states they have added her to their 

internal Do Not Contact List.  she thanked me for calling her back.  she states she has 

received calls from them but she has added them to her block list.  she thanked for 

calling back ICB.  close case.

3/8/2019 10:05:54 AM

I called and spoke to the customer. I explained that I received a response back from 

Verde. They states they do not have record of a rep by the name Jay Thompson. she 

states she asked the name. I told her I do not doubt it, but the sent me a TPV , 

recording of her agreeing to the terms and conditions but she had been speaking to 

woman and I don't know how to pronounce her name. She states that is ok. I told she 

will not be billed by them and the company also states they have added her to their 

internal Do Not Contact List. she thanked me for calling her back. she states she has 

received calls from them but she has added them to her block list. she thanked for 

calling back ICB. close case.

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

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

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/12/2019 8:25:20 AM

Email Text Version: 

96
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00252410



Case Number: 00252410 14

CUSTOMER:  ADDRESS: , Cincinnati, Ohio

45248SERVICE ADDRESS: , Cincinnati,

Ohio 45248AIQ:

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:   states that she is currently with a supplier.  A 

representative, Jay Thompson, from Verde called her and told her he had nothing to do with 

Energy Choice.  He was calling in regards to a reduction she was entitled to.  She asked Mr. 

Thompson if she would be switched and she was told she would not be.  She later found out 

that her account was being switched and she was able to stop it.  On 2/11/19 she has received 

4 calls from Verde along.  The calls will not stop, she does not want their services.  

1. Do you have a representative by the name of Jay Thompson?

2. If so, do you have record of him calling the customer?3. If so, why did he tell the customer 

that he was not part of Energy Choice and he was calling about a reduction she was entitled 

to?4. When the customer asked if she would be switched why was she told she would not be?5. 

If this customer was signed up, please send me a copy of the sales call, TPV and copy of 

contract that would have been mailed to the customer.6. Was the switch cancelled?7. Can you 

add this customer to your Do Not Contact List?8. Any additional information you could provide 

would be greatly appreciated.    Sincerely, Andrea SmithPublic Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00252410 25

This

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

publicly available to anyone who requests it.
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ref:_00Dt0GzXt._500t0FKkld:ref

Email Created Date: 2/12/2019 4:50:13 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252410.

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

address it.

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

enrollment with Verde. She states that she received a call from a Verde representative named 

Jay Thompson stating he had nothing to do with Energy Choice and his call was for a reduction 

she was entitled to on bill. She goes on to state that the agent confirmed her account would not 

be switched and later found out the accounts were being transitioned; however, she was able 

to stop the enrollments.  is now getting multiple calls a day from Verde and she 

wants them to stop.

Investigative Results:

  *   On 2/4/2019,  enrolled the electric and gas accounts with Verde via 

Outbound Telemarketing agent Atagbulia Belinda Oma with ET Energy Telemarketers. (TPV 

Attached)

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

$0.0899 cents/kWh.

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

$69.99 cents/CCF.

  *   On 2/5/2019, the electric enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/6/2019, the gas enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/11/2019, Verde received PUCO Complaint No. 00252410.

  *   On 2/12/2019, Verde received incoming cancelation request with termination date of 

2/12/2019 for the gas account.

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

utility.

Outcome:

Verde would like to confirm that  enrolled the electric and gas account with 

Verde with agent Atagbulia Oma and not a male with the name of Jay Thompson. However, due 

to the nature of the complaint, Verde forwarded  concerns to Verde’s Compliance 

Manager-Vendor & Quality Assurance to provide us with the Sales Call to review it. Once the 

call is provided, additional information will be provided.

Additionally, Verde also entered  phone number of  onto Verde’s 

internal “Do Not Contact” list.
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Lastly, please note that Verde only received a cancellation request for the gas account and not 

the electric account as such; Verde submitted the request to the utility. Please note that the 

termination date is solely determined by the utility and not Verde.

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

Kindest Regards,

Xiomara Mendoza

From: Andrea Smith 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 12, 2019 7:25 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252410 [ 

ref:_00Dt0GzXt._500t0FKkld: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: 00252410

CUSTOMER: 

ADDRESS: ive, Cincinnati, Ohio 45248

SERVICE ADDRESS:  Cincinnati, Ohio 45248

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ: 

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

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:   states that she is currently with a supplier.  A 

representative, Jay Thompson, from Verde called her and told her he had nothing to do with 

Energy Choice.  He was calling in regards to a reduction she was entitled to.  She asked Mr. 

Thompson if she would be switched and she was told she would not be.  She later found out 

that her account was being switched and she was able to stop it.  On 2/11/19 she has received 

4 calls from Verde along.  The calls will not stop, she does not want their services.
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1. Do you have a representative by the name of Jay Thompson?

2. If so, do you have record of him calling the customer?

3. If so, why did he tell the customer that he was not part of Energy Choice and he was calling 

about a reduction she was entitled to?

4. When the customer asked if she would be switched why was she told she would not be?

5. If this customer was signed up, please send me a copy of the sales call, TPV and copy of 

contract that would have been mailed to the customer.

6. Was the switch cancelled?

7. Can you add this customer to your Do Not Contact List?

8. Any additional information you could provide would be greatly appreciated.

Sincerely,

Andrea Smith

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%7C2aa8b02047

6d4f277ef808d691340d6a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856050

085983814&sdata=VSAqGzpJy%2FMNNyfV5oWxVQHSYwO1fffijskp07vMFMg%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

0000003hy68]

ref:_00Dt0GzXt._500t0FKkld:ref
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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: 00252421 Owner: Darita Patterson

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-11-2019 Date Closed: 02-28-2019

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: 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: Misleading Information / 

Materials

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 
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Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

DP called customer to close.

Case Comments

Created Date Comment

2/11/2019 10:50:20 AM

-caller says she already have IGS Energy as her supplier, and a rep, Jay Thompson, with 

Verde contacted her stating he has nothing to do with EnergyChoice >> his call is for a 

reduction she is entitled to

-caller says when she asked the rep if she'll be switched, the rep said she would not be 

switching

-caller says her acct was in the process of a switch, but she was able to stop the 

switch, and since then she has been getting a lot of calls

-caller says so far today, she recv'd four (4) calls from Verde - but she just hang up the 

phone

-referred caller to the National Do Not Call Registry >> contact info provided for 

furtherance

-caller was advised that the PUCO will contact Verde about their marketing tactics

-in the meantime, referred caller to her phone provider to discuss call-blocking 

solution

-invited call back, if necessary

2/15/2019 3:07:29 PM
Rcvd fax machine when I called to close.

Supplier canceled before ever  providing svc and customer placed on DNC list.

2/26/2019 2:56:39 PM
LM informing customer of co response, DNC list placement and no pending 

enrollment.

2/28/2019 1:49:48 PM DP called customer to close.

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: L'Yshanya Davis Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/11/2019 2:20:04 PM

Email Text Version: 
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Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00252421COMPANY: CUSTOMER:  ADDRESS:  

, Cincinnati, Ohio

45248SERVICE ADDRESS: , Cincinnati,

Ohio 45248AIQ:

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: 

Caller says she already has a supplier.  Verde representative Jay Thompson contacted her 

stating he has nothing to do with Energy Choice, his call is for a reduction she is entitled to on 

her utility bill.   When she asked the rep if she'll be switched, he assured her she would not be 

switching.  Caller says her acct was in the process of a switch, but she was able to stop it.  Since 

then she has been getting a lot of calls.  So far today, she received four calls from Verde but she 

just hang up the phone.

Please place this customer on your "Do Not Contact" list and address the behavior of the 

representative. Sincerely,   Darita Patterson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00252421 25

This

message and any response to it may constitute a public record and thus may be

publicly available to anyone who requests it.

ref:_00Dt0GzXt._500t0FKkr2:ref

Email Created Date: 2/12/2019 4:44:17 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252421.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utility of Ohio (“PUCO”) disputing the 

enrollment with Verde. She states that she received a call from a Verde representative named 

Jay Thompson stating he had nothing to do with Energy Choice and his call was for a reduction 

she was entitled to on bill. She goes on to state that the agent confirmed her account would not 

be switched and later found out the accounts were being transitioned; however, she was able 

to stop the enrollments.  is now getting multiple calls a day from Verde and she 

wants them to stop.

Investigative Results:

  *   On 2/4/2019,  enrolled the electric and gas accounts with Verde via 

Outbound Telemarketing agent Atagbulia Belinda Oma with ET Energy Telemarketers. (TPV 

Attached)

     *   The electric account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$0.0899 cents/kWh.

     *   The gas account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$69.99 cents/CCF.

  *   On 2/5/2019, the electric enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/6/2019, the gas enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/11/2019, Verde received PUCO Complaint No. 00252421.
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  *   On 2/12/2019, Verde received incoming cancelation request with termination date of 

2/12/2019 for the gas account.

     *   On this same day, Verde submitted cancelation request for the electric account to the 

utility.

Outcome:

Verde would like to confirm that  enrolled the electric and gas account with 

Verde with agent Atagbulia Oma and not a male with the name of Jay Thompson. However, due 

to the nature of the complaint, Verde forwarded  concerns to Verde’s Compliance 

Manager-Vendor & Quality Assurance to provide us with the Sales Call to review it. Once the 

call is provided, additional information will be provided.

Additionally, Verde also entered  phone number of  onto Verde’s 

internal “Do Not Contact” list.

Lastly, please note that Verde only received a cancellation request for the gas account and not 

the electric account as such; Verde submitted the request to the utility. Please note that the 

termination date is solely determined by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Xiomara Mendoza

From: Darita Patterson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 1:20 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252421 [ 

ref:_00Dt0GzXt._500t0FKkr2: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: 00252421

COMPANY:

CUSTOMER: 

ADDRESS:  Cincinnati, Ohio 45248

SERVICE ADDRESS:  Cincinnati, Ohio 45248

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:  



Case Number: 00252421 27

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Caller says she already has a supplier.  Verde representative Jay Thompson contacted her 

stating he has nothing to do with Energy Choice, his call is for a reduction she is entitled to on 

her utility bill.   When she asked the rep if she'll be switched, he assured her she would not be 

switching.  Caller says her acct was in the process of a switch, but she was able to stop it.  Since 

then she has been getting a lot of calls.  So far today, she received four calls from Verde but she 

just hang up the phone.

Please place this customer on your "Do Not Contact" list and address the behavior of the 

representative.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ca0f0f62936

374c98aa2108d691333a0c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636856046

537011690&sdata=pJVcrNUH1Tmlqxvh81GvXoHjARouXruZgYPr%2Ba8RgOA%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

0000003hxVg]

ref:_00Dt0GzXt._500t0FKkr2:ref



Case Number: 00252421 28

Email Created Date: 2/15/2019 10:33:04 AM

Email Text Version: 

Good morning,

Verde is in response to PUCO Complaint No. 00252421.

Attached you will find the Sales Call for  enrollment. As stated on the initial 

response, the accounts were enrolled with agent Atagbulia Oma and not a male with the name 

of Jay Thompson.

Lastly, Verde received a cancelation request from the utility for the electric account for 

2/12/2019, so for this reason the electric account 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: Customer Concerns <customerconcerns@sparkenergy.com>

Sent: Tuesday, February 12, 2019 3:44 PM

To: 'contactthepuco@puc.state.oh.us' <contactthepuco@puc.state.oh.us>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252421 [ 

ref:_00Dt0GzXt._500t0FKkr2:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252421.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utility of Ohio (“PUCO”) disputing the 

enrollment with Verde. She states that she received a call from a Verde representative named 

Jay Thompson stating he had nothing to do with Energy Choice and his call was for a reduction 

she was entitled to on bill. She goes on to state that the agent confirmed her account would not 

be switched and later found out the accounts were being transitioned; however, she was able 

to stop the enrollments.  is now getting multiple calls a day from Verde and she 

wants them to stop.

Investigative Results:

  *   On 2/4/2019,  enrolled the electric and gas accounts with Verde via 

Outbound Telemarketing agent Atagbulia Belinda Oma with ET Energy Telemarketers. (TPV 

Attached)

     *   The electric account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$0.0899 cents/kWh.



Case Number: 00252421 29

     *   The gas account was enrolled onto a 12-month plan, which offered the fixed-rate of 

$69.99 cents/CCF.

  *   On 2/5/2019, the electric enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/6/2019, the gas enrollment was accepted with scheduled start date of 3/12/2019.

  *   On 2/11/2019, Verde received PUCO Complaint No. 00252421.

  *   On 2/12/2019, Verde received incoming cancelation request with termination date of 

2/12/2019 for the gas account.

     *   On this same day, Verde submitted cancelation request for the electric account to the 

utility.

Outcome:

Verde would like to confirm that  enrolled the electric and gas account with 

Verde with agent Atagbulia Oma and not a male with the name of Jay Thompson. However, due 

to the nature of the complaint, Verde forwarded  concerns to Verde’s Compliance 

Manager-Vendor & Quality Assurance to provide us with the Sales Call to review it. Once the 

call is provided, additional information will be provided.

Additionally, Verde also entered  phone number of  onto Verde’s 

internal “Do Not Contact” list.

Lastly, please note that Verde only received a cancellation request for the gas account and not 

the electric account as such; Verde submitted the request to the utility. Please note that the 

termination date is solely determined by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Xiomara Mendoza

From: Darita Patterson 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, February 11, 2019 1:20 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252421 [ 

ref:_00Dt0GzXt._500t0FKkr2: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: 00252421

COMPANY:

CUSTOMER: 



Case Number: 00252421 30

ADDRESS: , Cincinnati, Ohio 45248

SERVICE ADDRESS:  Cincinnati, Ohio 45248

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NIQ:  

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Caller says she already has a supplier.  Verde representative Jay Thompson contacted her 

stating he has nothing to do with Energy Choice, his call is for a reduction she is entitled to on 

her utility bill.   When she asked the rep if she'll be switched, he assured her she would not be 

switching.  Caller says her acct was in the process of a switch, but she was able to stop it.  Since 

then she has been getting a lot of calls.  So far today, she received four calls from Verde but she 

just hang up the phone.

Please place this customer on your "Do Not Contact" list and address the behavior of the 

representative.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Ced527c53f2

64447d554a08d6935ab7bf%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636858415

295539312&sdata=6ueShCugU73L9eumGRawHILm1XFWe3sGGj08XLzxTWM%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: 00252421 31

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003hxVg]

ref:_00Dt0GzXt._500t0FKkr2:ref

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252697 Owner: Shawn 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: 02-12-2019 Date Closed: 03-27-2019

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: Warren

Service Address Street: Service Address State: Ohio 

Service Address City: Mason 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: Billing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Contract Inquiry

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: 00252697 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

spoke with cust - close case

Case Comments

Created Date Comment

2/12/2019 8:20:41 AM

-back in 2014, he enrolled with Verde Energy via phone

-caller says lately he has been charged a variable rate of 0.1699000/Kwh

-caller says his rate in Jan was 0.0599000/Kwh

-caller says his latest bill amt is $463 >> last month it was $193

-caller is complaining that his bill has double

-when asked, caller lives in an all-electric home

-caller says he has since cancelled Verde and going back to Duke Energy, but will be 

charged another high rate again before switching back to Duke

-caller was advised that the PUCO can contact Verde and inquire about the contract, 

etc...

-case # and timeline provided for future reference

2/12/2019 1:09:34 PM

-Note: caller submitted compliant online before calling the hotline

-Changing electric rate from 0.05990000 to 0.16990000 without notification . Am on 

SSI and disability

2/13/2019 2:22:54 PM * sent initial email *

2/15/2019 2:36:15 PM * review interim company response - sent follow up email *

3/7/2019 3:09:23 PM

Customer called for update. 

Informed him Shawn is awaiting a response from the co.

Xfrd to vm.

3/8/2019 9:49:09 AM * sent follow up email *

3/8/2019 11:53:53 AM * interim co response - pending re-rate *

3/8/2019 2:41:42 PM

I returned the cust's call and left a message - provided interim company response - 

adv that after I receive and review the calculations for the re-rate, I will call him.

* Please be advised as mentioned in the complaint’s response that the account was 

scheduled to terminate with Verde on 3/5/2019. As such, because the final bill has not 

yet generated the re-rate calculations have not yet been completed. Once the account 

final bills the re-rate will be processed to determine the refund amount. *



Case Number: 00252697 3

3/8/2019 3:58:32 PM

-calling back to speak with ST for a follow-up

-upon Intake Rep reviewing ST's notes entered today >> Inv. ST called customer and 

left a vm

-when asked, caller did NOT check his msgs yet

-caller was advised that the msg left today informed him that ST is waiting to review 

the calculations for the re-rate, I will call him

-caller says okay

3/11/2019 3:44:02 PM * review interim company response and read LD's notes *

3/23/2019 10:44:55 AM * review company response *

3/26/2019 12:16:26 PM

I called the cust and spoke with  - adv of the company response and 

confirmed the info for the check refund - invited call back if he had any further 

questions - he said his amt was different - adv that the amt is correct.

* Refund in the amount of $378.17 is owed to you.  However, please advise if the 

refund check should be made out to  or .  So that we 

may process and address the refund accurately? *

I spoke with the cust again - he states that the amt is correct - invited call back.

*** sent email to supplier - close case *

3/26/2019 12:18:51 PM spoke with cust - close case

3/27/2019 10:32:34 AM * read co response *

Web Information

Web Name: Web Account in Question: 

Web Home Phone: Web US Dot #: 

Web Email: 

Web Company: 

Web Zip Code: 

System Information

Created by: L'Yshanya Davis Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails

Email Created Date: 2/13/2019 2:20:46 PM



Case Number: 00252697 4

Email Text Version: 
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Case Number: 00252697 5

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 6

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 7

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 8

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 9

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 10

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 11

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 12

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 13

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 14

Initial Submission of a Consumer Complaint

Provider of ElectricPlease Respond Within 3 Business Days

CASE ID:

00252697CUSTOMER: ADDRESS: , Mason, Ohio

45040SERVICE ADDRESS: , Mason,

Ohio 45040AIQ:

Verde Energy USA Ohio LLCSERVICE ACCOUNT NUMBER:  

  ***Note to supplier:  To ensure your response attaches to the appropriate case, 

please reply to this email without changing the subject line.  A status update must be provided 

within 3 business days of the initial request and a final response needs to be provided within 10 

business days.  If a copy of the TPV is requested, this must be provided within 3 business days, 

per O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:  Good afternoon,

Below is the email from the customer.   

Changing electric rate from 0.05990000 to 0.16990000 without notification . Am on SSI and 

disability 

*** Did you provide a renewal notice/contract expiration notice? *** If yes, please provide a 

copy.*** Please provide all of the details regarding this issue to our office for review.  Sincerely, 

  Shawn Thompson Public Utilities Commission of

OhioService Monitoring and

Enforcement DepartmentCustomer Service Investigator  (800) 686-PUCO 

(7826)www.PUCO.ohio.gov  
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Case Number: 00252697 16

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 17

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 18

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 19

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 20

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 21

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



Case Number: 00252697 22
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Case Number: 00252697 25

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: 00252697 26

ref:_00Dt0GzXt._500t0FKsOx:ref

Email Created Date: 2/14/2019 4:30:27 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00252697.

Thank you for bringing  concern to our attention and for allowing us the 

opportunity to address it.

 filed a complaint with the Public Utility Commission stating that he was never 

notified that the electric rate would be increasing from 0.0599 to 0.1699. Additionally, he states 

he is on SSI and disability.

Outcome:

Verde would like to apologize for any inconvenience that the customer may have experienced.

We’d like to confirm that per Verde’s records a Contract Expiration Notice was not sent prior to 

the contract expiring. However, because of this Verde will perform a re-rate at the kWh of 

0.0599 from 1/7/2019 (date rate defaulted) – 3/5/2019 (date service is scheduled to 

terminate). As such, please note that the re-rate calculations cannot be completed until the 

final bill generates.

Lastly, once the calculations are completed  will be refunded in the form of a check 

to be received via US mail.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

April Lusk | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-333-7019 | Fax: 832-320-2979

alusk@verdeenergy.com<mailto:alusk@verdeenergy.com>

From: Shawn Thompson <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 13, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]



Case Number: 00252697 27

[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: 00252697

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040

SERVICE ADDRESS: , Mason, Ohio 45040

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Below is the email from the customer.

Changing electric rate from 0.05990000 to 0.16990000 without notification . Am on SSI and 

disability

*** Did you provide a renewal notice/contract expiration notice?

*** If yes, please provide a copy.

*** Please provide all of the details regarding this issue to our office for review.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio



Case Number: 00252697 28

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%7Ccff1566093c

c4f3cc86f08d692c3a095%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685776624

4663217&sdata=1RByZwexP6zNPNZVWJhs5uq8WQ9lz3GpNftLOv4LYhU%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

0000003i0rS]

ref:_00Dt0GzXt._500t0FKsOx:ref

Email Created Date: 2/15/2019 2:35:55 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00252697

COMPANY: 

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040

SERVICE ADDRESS: , !Case.Service_Address_City__c}, Ohio 45040

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE: 



Case Number: 00252697 29

Sincerely,

Shawn 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: 3/8/2019 9:48:03 AM

Email Text Version: 

Good morning,

Please provide an update or response.

Shawn Thompson

Public Utilities Commission of Ohio

Investigation and Audit Division

Compliance Investigator

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Shawn Thompson [contactthepuco@puc.state.oh.us]

Sent: 2/15/2019 2:35 PM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00252697 30

CASE ID: 00252697

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040

SERVICE ADDRESS: ,Mason, Ohio 45040

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 afternoon,

After the service end date, please provide a detailed calculation on how you determine the re-

rate amount.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)



Case Number: 00252697 31

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Email Created Date: 3/8/2019 10:04:02 AM

Email Text Version: 

Good morning,

Please be advised as mentioned in the complaint’s response that the account was scheduled to 

terminate with Verde on 3/5/2019. As such, because the final bill has not yet generated the re-

rate calculations have not yet been completed. Once the account final bills the re-rate will be 

processed to determine the refund amount.

Best regards,

April Lusk

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 8:48 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good morning,

Please provide an update or response.

Shawn Thompson

Public Utilities Commission of Ohio

Investigation and Audit Division

Compliance Investigator

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------



Case Number: 00252697 32

From: Shawn Thompson [contactthepuco@puc.state.oh.us]

Sent: 2/15/2019 2:35 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx: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: 00252697

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040

SERVICE ADDRESS: ,Mason, Ohio 45040

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 afternoon,

After the service end date, please provide a detailed calculation on how you determine the re-

rate amount.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C89012a3770



Case Number: 00252697 33

0248df2f9508d6a3d74a72%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876542

392811257&sdata=tZZArGbFjkaVfSiut4eRB9yRB2DYbkMAqycat4SnBl0%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

0000003ieVP]

Email Created Date: 3/19/2019 5:28:55 PM

Email Text Version: 

Good afternoon,

Please be advised per the attached calculations that a refund in the amount of $378.17 is owed 

to . However, please advise if the refund check should be made out to  

or  so that we may process and address the refund 

accurately?

Best regards,

April Lusk

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 8:48 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good morning,

Please provide an update or response.

Shawn Thompson

Public Utilities Commission of Ohio

Investigation and Audit Division



Case Number: 00252697 34

Compliance Investigator

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Shawn Thompson [contactthepuco@puc.state.oh.us]

Sent: 2/15/2019 2:35 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx: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: 00252697

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040

SERVICE ADDRESS: ,Mason, Ohio 45040

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 afternoon,

After the service end date, please provide a detailed calculation on how you determine the re-

rate amount.

Sincerely,



Case Number: 00252697 35

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cfd43fcb236

b84370338e08d6acb1e005%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636886277

308642402&sdata=JMahv77CE5v7K%2F2GhI6am%2FU33xAKOfd3h%2BCLATWujSg%3D&reserv

ed=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003ieVP]

Email Created Date: 3/26/2019 12:12:13 PM

Email Text Version: 

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/19/2019 5:28 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697    [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good afternoon,

Please be advised per the attached calculations that a refund in the amount of $378.17 is owed 

to . However, please advise if the refund check should be made out to  

 so that we may process and address the refund 

accurately?

Best regards,

April Lusk



Case Number: 00252697 36

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 8:48 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good morning,

Please provide an update or response.

Shawn Thompson

Public Utilities Commission of Ohio

Investigation and Audit Division

Compliance Investigator

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Shawn Thompson [contactthepuco@puc.state.oh.us]

Sent: 2/15/2019 2:35 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx: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: 00252697

CUSTOMER: 

ADDRESS: , Mason, Ohio 45040



Case Number: 00252697 37

SERVICE ADDRESS: ,Mason, Ohio 45040

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 afternoon,

After the service end date, please provide a detailed calculation on how you determine the re-

rate amount.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cfd43fcb236

b84370338e08d6acb1e005%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636886277

308642402&sdata=JMahv77CE5v7K%2F2GhI6am%2FU33xAKOfd3h%2BCLATWujSg%3D&reserv

ed=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003ieVP]

Email Created Date: 3/27/2019 9:55:45 AM

Email Text Version: 

Good morning,



Case Number: 00252697 38

Thank you. I have forwarded this information to the proper department for processing. As such, 

 can expect to receive the refund via US mail within the next 21 business days.

Best regards,

April Lusk

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, March 26, 2019 11:12 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good afternoon,

I spoke with  and confirmed the address and name for the check refund.

Thanks,

Shawn Thompson

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/19/2019 5:28 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good afternoon,

Please be advised per the attached calculations that a refund in the amount of $378.17 is owed 

to . However, please advise if the refund check should be made out to  

so that we may process and address the refund 

accurately?

Best regards,

April Lusk



Case Number: 00252697 39

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, March 08, 2019 8:48 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx:ref ]

Good morning,

Please provide an update or response.

Shawn Thompson

Public Utilities Commission of Ohio

Investigation and Audit Division

Compliance Investigator

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Shawn Thompson [contactthepuco@puc.state.oh.us]

Sent: 2/15/2019 2:35 PM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00252697 [ 

ref:_00Dt0GzXt._500t0FKsOx: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: 00252697



Case Number: 00252697 40

CUSTOMER: Jeffrey Kellogg

ADDRESS: 1427 Hillary Lane, Mason, Ohio 45040

SERVICE ADDRESS: 1427 Hillary Lane,Mason, Ohio 45040

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 5135034689

***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 afternoon,

After the service end date, please provide a detailed calculation on how you determine the re-

rate amount.

Sincerely,

Shawn Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C3e980de0b

e464440ee8b08d6b2bbe577%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368929

17415120610&sdata=q9%2Be1EjjZFo3wigLglJmqHHgjkRbRZb0JEzANV9gJpk%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

0000003ieVP]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004MwY0]



Case Number: 00252697 41

Case Images

Created Date Images

3/19/2019 5:28:56 PM

3/19/2019 5:28:56 PM



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252804 Owner: Tara Jones

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-12-2019 Date Closed: 02-12-2019

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: Perry

Service Address Street: Service Address State: Ohio 

Service Address City: Crooksville Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Billing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Contract Inquiry

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: 00252804 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Referred to company.  ICB.

Case Comments

Created Date Comment

2/12/2019 11:14:40 AM

Customer stated that signed-up with Verde.  He thinks it was sometime during the 

spring of 2016.  He thinks he had a six month or one year agreement and he thinks it 

said that he would roll over to variable rate.  He had not been paying attention to his 

rate.  He did notice that his bills were high but he did not inquire with the company.  

He spoke to a rep at AEP and she told him his rate was about .15 per kwh.  He did call 

Verde to cancel.  Advised him to contact Verde regarding the contract terms and have 

company explain to him what his terms were and what would happen at the end of 

the initial term.  Advised to work with the company and ask for a re-rate in an attempt 

to resolve the issue.  Advised if not resolved or if he had any further concerns to give 

us a call back.

2/12/2019 11:22:39 AM Referred to company.  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: Tara Jones Last Modified by: Sara Macey

# Tasks Correspondence Review: 0 Next Activity Date: 

# Tasks Correspondence Review:0 Case Grade Created: 

Case Grade Target: 

Case Emails



Case Number: 00252804 3

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners
M. Beth Trombold

Lawrence K. Friedeman
Dennis P. Deters

Daniel R. Conway

Case Detail

Case Number: 00252821 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: 02-12-2019 Date Closed: 02-12-2019

Case Age in Business Days: 1

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email:

Service Address Information

Service Account Number: Service Address County: Cuyahoga

Service Address Street: Service Address State: Ohio 

Service Address City: Cleveland 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: General -- Gas

AIQ Sub-Sub-Industry: Specific Code: Competition Issues / Inquiries

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00252821 2

Transportation Information

Crossing ID: 

Railroad:

Railroad Street Name: 

Description Information

Description:

Resolution:

Cancelled with Verde

Case Comments

Created Date Comment

2/12/2019 11:40:30 AM

Caller states that she had ONG as a supplier when a rep from another supplier had 

enrolled caller on 2/3. Caller had then received a letter from ONG regarding 

cancellation of service. Caller decided that she wanted to stay with ONG on 2/12 and 

contacted ONG. Caller was advised to contact DEO, who advised caller to contact 

PUCO. Spoke to Cindy at EA of DEO who advised that caller still had pending 

enrollment with Verde. Transferred caller to Cindy to complete cancellation from 

Verde. ICB

2/12/2019 11:41:03 AM Cancelled with 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: 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



Case Number: 00252821 3

Case Images

Created Date Images



Mike DeWine, Governor
Sam Randazzo, Chairman

Commissioners

M. Beth Trombold
Lawrence K. Friedeman

Dennis P. Deters
Daniel R. Conway

Case Detail

Case Number: 00251337 Owner: Samantha Boerstler

Account Name: Account in Question: Verde Energy USA 

Ohio LLC

Type: Account Holder: 

Status: Closed Priority: Standard

Preferred Contact Method: No Preference Service Type: Residential

CASE DATES:

Date Opened: 02-05-2019 Date Closed: 04-23-2019

Case Age in Business Days: 56

Contact Information

Contact: Preferred Contact Method: No Preference

Phone: Preferred Contact Time: 

Mobile: Email: 

Service Address Information

Service Account Number: Service Address County: Franklin

Service Address Street: Service Address State: Ohio 

Service Address City: Columbus Service Address Zip: 

Service Address Country: United States Service Address Phone: 

Industry Information

AIQ Industry: Electric Territory Account: 001t0000008OFZLAA4

AIQ Sub-Industry: Competitive Retail Electric Service 

Provider

General Code: Marketing -- Electric

AIQ Sub-Sub-Industry: Specific Code: Enrollment Dispute

Non-Jurisdictional Case: 

Additional Information

PUCO ID: 345478 Case Formal Complaint Specialist Approved: 

Docketing Case Number: Case Formal Complaint Supervisor Approved: 

Legacy Case ID: 



Case Number: 00251337 2

Transportation Information

Crossing ID:

Railroad:

Railroad Street Name:

Description Information

Description:

Resolution:

called to close, see comments

Case Comments

Created Date Comment

2/5/2019 12:06:03 PM

Caller states that she had noticed Verde on her most recent bill. Caller had contacted 

Verde and was advised that she had enrolled online in June 2018. Caller states that 

she has never had any sort of business with Verde and has never given out her 

account number. Caller was able to cancel out with Verde on 2/5 (confirmation 

number  Caller states that she is facing a disconnect for 2/15 

with $929.38 due. Advised caller of WCO. Caller is looking to see how she was 

enrolled, to ensure she is cancelled and for a credit for difference between Verde and 

AEP charges. Advised caller of investigative process.

2/28/2019 3:57:33 PM caller requesting update on invest

4/9/2019 1:35:05 PM

-calling b/c someone contacted her >> don't know if it was the PUCO

-when asked, caller did not have/know case #

-case was located via phone #

-first name adjusted to  per caller's request

-per case status: Pending Reply

-caller was advised and case # provided for future reference

-caller says she'll just leave a vm for SB >> call routed over to vm

4/9/2019 2:18:04 PM cust left vm: wanting update on invest

4/11/2019 7:40:37 AM

Verde stated the customer was enrolled online. Due to not having records of the IP 

address that enrolled the company is refunding the customer in the amount of 

$935.26

4/12/2019 9:00:08 AM

left vm: Verde stated the customer was enrolled online. Due to not having records of 

the IP address that enrolled the company is refunding the customer in the amount of 

$935.26.

4/12/2019 9:01:02 AM called to close, see comments

4/23/2019 1:28:41 PM

Caller called for investigator SB concerning email she received 

SB not available 

advised of closed notes 

Caller wanted to thank SB for her help 

Advised would note case 

icb



Case Number: 00251337 3

4/23/2019 1:29:01 PM
Advised would note case 

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: 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

Email Created Date: 2/5/2019 2:17:40 PM

Email Text Version: 

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 



Case Number: 00251337 4

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00251337 5

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._500t0EiMOQ:ref

Email Created Date: 2/6/2019 6:22:11 PM

Email Text Version: 

Good Afternoon,

Thank you for bringing  concerns to our attention and for allowing us to 

address it.  As such, Verde will be providing a final response to PUCO Complaint No. 00251337 

by the end of business on 2/18/2019.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 



Case Number: 00251337 6

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C3f1ff179f89

b4ca7f6c308d68c89e8cb%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368509212

84572888&sdata=ALptWVP6CDsrHF%2F6bD3aOmLK0rmdzWdP3xDpqFSBpt4%3D&reserved=0>
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 2/7/2019 8:09:53 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the TPV of this enrollment .Per O.A.C. 4901:1-21-06(D)(1)(h)(v) 

the TPV is to be provided within 3 business days of the request.

Sincerely,
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Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/6/2019 6:22 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

Thank you for bringing  concerns to our attention and for allowing us to 

address it.  As such, Verde will be providing a final response to PUCO Complaint No. 00251337 

by the end of business on 2/18/2019.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]
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Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.
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If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EiMOQ:ref

Email Created Date: 2/7/2019 9:49:14 AM

Email Text Version: 

To Whom It May Concern:

 electric service enrolled with Verde via an online Web Broker.  Because of 

this, there is no TPV for this enrollment.
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In as much,  Verde will provide a final response for PUCO Complaint No. 00251337 by the end 

of business on 2/18/2019.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Thursday, February 07, 2019 7:10 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the TPV of this enrollment .Per O.A.C. 4901:1-21-06(D)(1)(h)(v) 

the TPV is to be provided within 3 business days of the request.
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Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C63a1f5598d

eb42f3d6fd08d68d0b6960%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851477

494475577&sdata=x62vuXPet2ZjENfsH98agTEEXsh5U70pjWvGRTIVv8o%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/6/2019 6:22 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

Thank you for bringing  concerns to our attention and for allowing us to 

address it.  As such, Verde will be providing a final response to PUCO Complaint No. 00251337 

by the end of business on 2/18/2019.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.
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Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C63a1f5598d

eb42f3d6fd08d68d0b6960%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636851477

494485585&sdata=lq9nFMG%2FyhMGBVbSVKYwLE%2Fo2WnLNEVk1qTijjEQgz8%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003hshS]

Email Created Date: 2/15/2019 4:49:16 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:
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  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address   As a result, the electric service enrolled onto 

Verde’s Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for 

the first month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter 

Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,
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Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf6cc629e7fd

04639309208d6938f49cd%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368586415

00350781&sdata=NUs5Dpv4NNC29xBwe2gpXH6eeblSjqCZw5vN17r9gT0%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 2/20/2019 12:47:45 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)
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On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 
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not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EiMOQ:ref

Email Created Date: 2/26/2019 12:26:04 PM

Email Text Version: 
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PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
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Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:
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This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.
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Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:
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***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 3/4/2019 9:24:08 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00251337 28

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

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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--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------
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From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 
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terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214
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AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator
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(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 3/4/2019 5:57:07 PM

Email Text Version: 

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information
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Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C0acd6131af

a4499d2a1a08d6a0f4b63c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873370

236906241&sdata=w6NeUjAoQBe3LAY%2BqTWbUc2qn9keHMqPsgPdiWxFDKs%3D&reserved=

0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
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Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C0acd6131af

a4499d2a1a08d6a0f4b63c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873370

236916249&sdata=i5agsEV1WXQ80%2BZRvINF97DmE31I70e5UnSOhrngExE%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>
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Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C0acd6131af

a4499d2a1a08d6a0f4b63c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873370

236926257&sdata=6IxTWRcQhF6SL7hfLj1b9IeMPjgdY5yl6sWWOIaYKEY%3D&reserved=0>

--------------- Original Message ---------------
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From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.
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Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 
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not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C0acd6131af

a4499d2a1a08d6a0f4b63c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636873370

236936276&sdata=X1Hfu781FJ17nUUlVcGSHDWX70sJElucjiCxfawrQ%2BA%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]

Email Created Date: 3/8/2019 10:05:35 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM
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To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00251337 42

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:
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***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 
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Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM



Case Number: 00251337 46

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 
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not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EiMOQ:ref

Email Created Date: 3/8/2019 10:31:06 AM

Email Text Version: 
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Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update by the end of business.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.
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Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba23

3547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558

623976327&sdata=ETbuA%2FhkN8zev4QE4067pVAqZEfwwFrStEKS%2FQlqO%2FY%3D&reserve

d=0>

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103 | Mobile: 832-608-5655 |

bwilliams@sparkenergy.com | http://www.sparkenergy.com

Connect with Spark Energy

[https://www.sparkenergy.com/SignatureImages/spark_facebook.png]<https://gcc01.safelinks.

protection.outlook.com/?url=https%3A%2F%2Fwww.facebook.com%2FSparkEnergy%3Fsk%3D

app_107354565965963&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba2

33547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63687655

8623986334&sdata=vVgvuxsuv8x%2FCIzPPCmId5D8R0t8crmkQ45LyIGpaNM%3D&reserved=0>

[https://www.sparkenergy.com/SignatureImages/spark_twitter.png]<https://gcc01.safelinks.pr

otection.outlook.com/?url=https%3A%2F%2Ftwitter.com%2FSparkEnergy%2Flists%2Fspark-

energy%2Fmembers&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba233

547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368765586

23996353&sdata=Yr8x371WBve428zO5GYkocH9GKWGtPrK7t3Sp0ATml8%3D&reserved=0>[htt

ps://www.sparkenergy.com/SignatureImages/spark_linkedin.png]<https://gcc01.safelinks.prot

ection.outlook.com/?url=https%3A%2F%2Fwww.linkedin.com%2Fcompany%2Fspark-

energy&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba233547b74f7f08d

6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558624006355&sd

ata=2tE5x%2F3vk7VNQTa1nRQQaFWDQLfkhbl81BJZGUCrdts%3D&reserved=0>[https://www.s

parkenergy.com/SignatureImages/spark_youtube.png]<https://gcc01.safelinks.protection.outlo

ok.com/?url=https%3A%2F%2Fwww.youtube.com%2Fsparkenergy&data=02%7C01%7CContact

ThePUCO%40puco.ohio.gov%7C82245aba233547b74f7f08d6a3db1193%7C50f8fcc494d84f078

4eb36ed57c7c8a2%7C0%7C0%7C636876558624016357&sdata=EoTCDgOg2qQyMeWpyML2H3

xBx0LtlTlkacHXvW2WPkg%3D&reserved=0>[https://www.sparkenergy.com/SignatureImages/s
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park_blog.png]<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.sp

arkenergy.com%2Fblog%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245

aba233547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

76558624026365&sdata=RcPs83e9ORK%2BJAwcL0GYwsKvVd%2BtwIDY6qMRgAEPdjs%3D&res

erved=0>

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]



Case Number: 00251337 51

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba23

3547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558

624046386&sdata=L3QeaOmbT9eHF5%2FMNmYRraSGRpMFPXfF0CFC6licNvU%3D&reserved=0

>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba23

3547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558

624056388&sdata=IGRElnLJQAKfboxj8zBmisiOV1aZw5UmCYe5aQkeZ68%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM
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To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba23

3547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558

624066396&sdata=xYZQMw%2BBIC3RAhxHZMsqCdlTzzTDjY8iYvUmnqc1TrE%3D&reserved=0>
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

·

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.
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Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,
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 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C82245aba23

3547b74f7f08d6a3db1193%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876558

624076403&sdata=5Mtn4e3VdLazk2nKZ97XCJ%2F%2FNiLq%2FLbZKJjMHkhzdYg%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iebX]

Email Created Date: 3/8/2019 6:23:17 PM

Email Text Version: 

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337



Case Number: 00251337 58

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C682f48e4df

8b40b345c008d6a41d07c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876841

940093823&sdata=%2BRnh%2B08WgMBcU4Ktrd%2Fm0z6aKdpGgaDG1U%2FOu1sMjoo%3D&r

eserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.



Case Number: 00251337 59

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler



Case Number: 00251337 60

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C682f48e4df

8b40b345c008d6a41d07c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876841

940103831&sdata=UH3ikReCsGDd2oPrVKwmhUCxnqTQdEwjWVAVJyjN7SY%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.



Case Number: 00251337 61

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C682f48e4df

8b40b345c008d6a41d07c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876841

940113851&sdata=exwk%2Be4AvAW0Z3KPAtOaDzcnpknmOa87n%2FHD4d4AU9s%3D&reserve

d=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?



Case Number: 00251337 62

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C682f48e4df

8b40b345c008d6a41d07c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876841

940123847&sdata=PjpbwA%2FvJkjsiQFJ%2Bu4iByJXpVmt4UIpdDmfplg0p2g%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

·



Case Number: 00251337 63

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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 Number: 00251337 64

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C682f48e4df

8b40b345c008d6a41d07c4%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636876841

940143863&sdata=FBjqf3XySwbfemFz3O5Xet0M9Hxi2keSiQvXEwr8aPU%3D&reserved=0>



Case Number: 00251337 65

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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iebX]

Email Created Date: 3/15/2019 8:39:18 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:



Case Number: 00251337 66

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

Brandi Williams | Regulatory Specialist



Case Number: 00251337 67

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator



Case Number: 00251337 68

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 



Case Number: 00251337 69

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214



Case Number: 00251337 70

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214



Case Number: 00251337 71

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.



Case Number: 00251337 72

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

·

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079



Case Number: 00251337 73

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***



Case Number: 00251337 74

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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: 00251337 75

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 3/25/2019 7:33:21 AM

Email Text Version: 

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337    [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio



Case Number: 00251337 76

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]



Case Number: 00251337 77

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,



Case Number: 00251337 78

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:



Case Number: 00251337 79

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***



Case Number: 00251337 80

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:



Case Number: 00251337 81

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.



Case Number: 00251337 82

·

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]



Case Number: 00251337 83

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.



Case Number: 00251337 84

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EiMOQ:ref

Email Created Date: 3/28/2019 4:47:56 PM

Email Text Version: 

Good Afternoon,

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.



Case Number: 00251337 85

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

As an initial matter, Verde would like to apologize for any inconvenience this matter may have 

caused 

After careful review, due to unforeseen circumstances, Verde no longer has record of the IP 

Address and the online enrollment form used to enroll  electric service.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

period of 5/9/2018 (date of inception) until 3/11/2019 (date of termination).  Upon completion 

of the cost analysis, Verde will provide a copy of the calculations.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 25, 2019 6:33 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:



Case Number: 00251337 86

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

A follow up was sent to you on March 15. Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725452705&sdata=ff19%2BP91Zzmw9OmnyZpFJK4fzCVqfdGnx5VWEQpZiEU%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC



Case Number: 00251337 87

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:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725462713&sdata=vazzxk5Bt4uqxKKDg4dFYiEaT4BiaKchLFuYOCs%2BEWE%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,



Case Number: 00251337 88

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio



Case Number: 00251337 89

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725472721&sdata=vua1eQ3hjz52oDNK52sTBtOlHwmYJlO4moJ%2BOlywz00%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337



Case Number: 00251337 90

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725482723&sdata=fWhzru%2B7TnW9huDFdiIJTUf4paFJYCZ82CJy49sDsE4%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days



Case Number: 00251337 91

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725492737&sdata=Wzyi2BxeAEbMPLZuE5BEKe%2BylijMVIUX5n07B9vyDOw%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO



Case Number: 00251337 92

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725502745&sdata=nkXO5wcVKlTmTZE0GdpXiX5ySj1J6Zr3xQuQUvTm2Wc%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]



Case Number: 00251337 93

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

•

·

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]
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Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.
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Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cbdc38bfea3

ba4df10c2608d6b3bea37a%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636894028

725522761&sdata=tyP59OTxE74CVbb%2B9NrFdmk4WL3o7OjNEhAZkJs5yb8%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iebX]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004Mi55]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004MttA]

Email Created Date: 3/29/2019 8:17:20 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

When the cost analysis is complete please provide me with the amount of the re-rate and also a 

breakdown of that amount.

Sincerely,

Samantha Boerstler

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

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/28/2019 4:47 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

As an initial matter, Verde would like to apologize for any inconvenience this matter may have 

caused 

After careful review, due to unforeseen circumstances, Verde no longer has record of the IP 

Address and the online enrollment form used to enroll  electric service.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

period of 5/9/2018 (date of inception) until 3/11/2019 (date of termination).  Upon completion 

of the cost analysis, Verde will provide a copy of the calculations.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com
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From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 25, 2019 6:33 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

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:

A follow up was sent to you on March 15. Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Samantha Boerstler

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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--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------
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From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:
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CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,
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Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
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Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio
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Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio
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Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

·

·

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:
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We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days
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CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.
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Sincerely,

Samantha Boerstler

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._500t0EiMOQ:ref

Email Created Date: 3/29/2019 8:17:39 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214
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SERVICE ADDRESS:  Columbus, Ohio 43214

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,

 contacted the PUCO regarding Verde charges on her bill. Can you please 

provide me with copies of the customers bills while charged by Verde?

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 3/29/2019 9:39:46 AM

Email Text Version: 

Good Morning,

Upon completion of the cost analysis, Verde will gladly provide a copy of the calculations.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 29, 2019 7:17 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

When the cost analysis is complete please provide me with the amount of the re-rate and also a 

breakdown of that amount.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829246851&sdata=huLUYaxYpXmiPYLw9xpi%2B1TiY5EqfDPOotHUqRvg738%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/28/2019 4:47 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

As an initial matter, Verde would like to apologize for any inconvenience this matter may have 

caused 

After careful review, due to unforeseen circumstances, Verde no longer has record of the IP 

Address and the online enrollment form used to enroll  electric service.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

period of 5/9/2018 (date of inception) until 3/11/2019 (date of termination).  Upon completion 

of the cost analysis, Verde will provide a copy of the calculations.
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Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 25, 2019 6:33 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:



Case Number: 00251337 113

A follow up was sent to you on March 15. Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829276875&sdata=TQHVTZmtTx%2FdwpJZg5LrBEQ0OnULBLx98QkOvXWPKm0%3D&reserved

=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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: 00251337 114

DESCRIPTION OF ISSUE:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829286883&sdata=%2B%2BlEHoqm%2FLTyZwL7sen4t3zBbN1%2BO3LGOBBo%2Bdsanf4%3D&

reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>



Case Number: 00251337 115

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463



Case Number: 00251337 116

5829296890&sdata=G29YUrI1k0fvmEK%2FyhwWfXC687iJZKRGF97G%2FjCv4I0%3D&reserved=

0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC



Case Number: 00251337 117

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829316906&sdata=rYoachXmuQFTR2sjfQfeGh8QoP0PzXTGfcgObx0mm94%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214



Case Number: 00251337 118

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829326914&sdata=PVLgUQ%2BSExDbiBLC4sv3i2HTam0CA21MztD65amzAKY%3D&reserved=0

>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum



Case Number: 00251337 119

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829336922&sdata=HvkxA0IS9qD6mvY%2Fuh8sXHm0k%2BKUQKIEwIq7FsTYMqc%3D&reserve

d=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.



Case Number: 00251337 120

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

•

•

·

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079



Case Number: 00251337 121

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.



Case Number: 00251337 122

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C5b139b69a

3f4461d1c3b08d6b44bfe4c%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63689463

5829356937&sdata=ryUbdLaKpRJLyPq3Yjj7auXQeureTdqgmJyV2jqZG5g%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

0000003hr3R]

ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]
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[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iebX]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004Mi55]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004MttA]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004N38h]

Email Created Date: 4/3/2019 9:58:43 AM

Email Text Version: 

4/3/19

Attached are the requested bill copies.

On 4/1/19 an AEP Ohio CSR left a voicemail message for  advising that we are in 

receipt of her complaint, and are returning the requested information to the Commission.  I do 

not have specific information about what her questions are regarding her former provider, 

Verde, but gave her direct contact information if she would like to call me back to discuss the 

matter further.

As of 4/3/19, there has been no response from the customer.  The CSR sent an unable to 

contact letter to 

Please consider this request fulfilled.

Thanks,

Sherry

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 29, 2019 8:19 AM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]



Case Number: 00251337 124

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

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,

 contacted the PUCO regarding Verde charges on her bill. Can you please 

provide me with copies of the customers bills while charged by Verde?

 I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMCAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DBqawpQrLRXDytPU-aNGHDRM-

bKiHb0C9fythO2EBVV8%26s%3DZlzbHMioZqR-

G3TfkzNvRk4nw51lUvOpKR6xGHhXFoE%26e%3D&data=02%7C01%7CContactThePUCO%40puc

o.ohio.gov%7C1a131990b9cf40c0c61d08d6b83c35a5%7C50f8fcc494d84f0784eb36ed57c7c8a2

%7C0%7C0%7C636898967053613905&sdata=5v8RfOjrYHLf4D6trCFLj9gmSRFMTPL1ROms6NJq

%2F58%3D&reserved=0>



Case Number: 00251337 125

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

0000004Mi55]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004MttA]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004N38h]

 

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004N38m]

ref:_00Dt0GzXt._500t0EiMOQ:ref

Email Created Date: 4/8/2019 9:56:45 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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: 00251337 126

DESCRIPTION OF ISSUE:

Can you please provide me with an update for this case?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/29/2019 9:39 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Morning,

Upon completion of the cost analysis, Verde will gladly provide a copy of the calculations.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com
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From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 29, 2019 7:17 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

When the cost analysis is complete please provide me with the amount of the re-rate and also a 

breakdown of that amount.

Sincerely,

Samantha Boerstler

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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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/28/2019 4:47 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

As an initial matter, Verde would like to apologize for any inconvenience this matter may have 

caused 

After careful review, due to unforeseen circumstances, Verde no longer has record of the IP 

Address and the online enrollment form used to enroll  electric service.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

period of 5/9/2018 (date of inception) until 3/11/2019 (date of termination).  Upon completion 

of the cost analysis, Verde will provide a copy of the calculations.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 25, 2019 6:33 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

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:

A follow up was sent to you on March 15. Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
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Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214
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AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

Brandi Williams | Regulatory Specialist
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12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

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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--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

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

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

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

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

On 4/17/2018,  authorized the electric service via online Web Broker using 

email address   As a result, the electric service enrolled onto Verde’s 

Guaranteed Wind 12 month-to month plan, which offers a rate of 8.79 cents/kWh for the first 

month with $0 Monthly Service Fee and $0 Early Termination Fee.  (Welcome Letter Attached)

On 5/9/2018, the electric account became active with Verde.

On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the rate 

charged for service.  The Verde agent offered a fixed rate and additional incentives, which  

 declined.  The Verde agent submitted the cancellation transaction to the utility.

·

·

·

On the same day, Verde received PUCO Complaint No. 00251337.

On the same day, Verde received an inbound termination response from the utility with the 

effective date of 3/11/2019.

Outcome:
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We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.

Please let me know if you have any additional questions or concerns.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days
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CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,



Case Number: 00251337 139

Samantha Boerstler

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._500t0EiMOQ:ref

Email Created Date: 4/10/2019 11:10:59 AM

Email Text Version: 

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

We would like to confirm that  Verde account terminated on 3/11/2019 and 

did not generated the final invoice until 3/13/2019.  Please be advised that the attached Cost 

Analysis for $935.26 will not be applied to the remaining balance and refunded until the final 

payment has been received.  As such, because  account is Bill Ready we will 

have to wait 45 days after the account terminates before we can issue the refund.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]
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Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Monday, April 08, 2019 8:57 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with an update for this case?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545558151&sdata=ZEkxBVL42ediRq8HkpIvtLh4DHsfcJsRgmCR8u9fnkw%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/29/2019 9:39 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Morning,

Upon completion of the cost analysis, Verde will gladly provide a copy of the calculations.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, March 29, 2019 7:17 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

When the cost analysis is complete please provide me with the amount of the re-rate and also a 

breakdown of that amount.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545568159&sdata=RAdsxFxZb0Ai2%2F4ZheF1e7keapFOrIkfUy2iA%2Fg%2FATI%3D&reserved=0

>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/28/2019 4:47 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

To Whom This May Concern:
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This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

As an initial matter, Verde would like to apologize for any inconvenience this matter may have 

caused 

After careful review, due to unforeseen circumstances, Verde no longer has record of the IP 

Address and the online enrollment form used to enroll  electric service.

To resolve this matter, Verde agrees to process a cost analysis to the utility rate for the service 

period of 5/9/2018 (date of inception) until 3/11/2019 (date of termination).  Upon completion 

of the cost analysis, Verde will provide a copy of the calculations.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 25, 2019 6:33 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   
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NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

A follow up was sent to you on March 15. Please review the customer’s concerns and respond 

within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545578166&sdata=fn9%2BK0QTjpw0ysQK7crp65HRMSzTGyXZUMy%2F1xnyePo%3D&reserved

=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 3/15/2019 8:39 AM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 
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ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with an update?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545588174&sdata=cjhSsWbIO%2BRTXA1YzLY9wJUBdAPDq6Mxklpfl5SpkuY%3D&reserved=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/8/2019 6:23 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337.

As such, I will be out of the office next week but will work to provide an update as soon as the 

information you have requested has been retrieved.
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Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Friday, March 08, 2019 9:06 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

Please provide me with an update.

Sincerely,
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Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545608189&sdata=SNsv%2Bs%2F2l%2BmdYzYKBoaY5s52dXGm83bTYfCRyRvCvCk%3D&reserve

d=0>

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/4/2019 5:56 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

Good Afternoon,

We apologize for the delay regarding this matter.  Please understand that we are currently 

working to provide the information you have requested for PUCO Complaint No. 00251337 and 

will provide an update within 48 hours.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Monday, March 04, 2019 8:24 AM

To: Customer Concerns 

<customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
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Third Request for Information

Please Respond Within 48 Hours

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. A second request for information was sent 

on February 26. Please refer to the details contained in the original submission of the complaint 

and respond within 48 hours.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545618197&sdata=CQCrfCADzdwvdEsBwV9c5am94mY4cT%2FBtRqsmBOH7Rs%3D&reserved=0

>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/26/2019 12:26 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 20. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545628210&sdata=XityLbF1jVOCkiHAu9MvcM3Hk4hJOeVt%2B6sXY3JDxF0%3D&reserved=0>

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/20/2019 12:47 PM

To: customerconcerns@sparkenergy.com<mailto:customerconcerns@sparkenergy.com>
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Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS: Columbus, Ohio 43214

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:

Can you please provide me with the online form from this customer?

Also, can you provide me with the IP address that was used for this enrollment?

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545638212&sdata=zqsvWJLjhtl6E2OlX5BXM%2B17mJ7hRm08ARTw4tlupO0%3D&reserved=0>

--------------- Original Message ---------------
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From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/15/2019 4:48 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251337.

Thank you for bringing  concerns to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) 

disputing the enrollment as well as the high bill from Verde.

Investigative Results:

  *   On 4/17/2018,  authorized the electric service via online Web Broker 

using email address mailto:   As a result, the 

electric service enrolled onto Verde’s Guaranteed Wind 12 month-to month plan, which offers 

a rate of 8.79 cents/kWh for the first month with $0 Monthly Service Fee and $0 Early 

Termination Fee.  (Welcome Letter Attached)

  *   On 5/9/2018, the electric account became active with Verde.

  *   On 2/5/2019,  contacted Verde to dispute the enrollment to Verde and the 

rate charged for service.  The Verde agent offered a fixed rate and additional incentives, which 

 declined.  The Verde agent submitted the cancellation transaction to the 

utility.

•

•

•

·

     *   On the same day, Verde received PUCO Complaint No. 00251337.

     *   On the same day, Verde received an inbound termination response from the utility with 

the effective date of 3/11/2019.

Outcome:

We would like to confirm  authorized her electric account to Verde via an 

online web broker on 4/17/2018.  In addition, per the attached Welcome Letter,  

 was properly notified of the enrollment to Verde.  Furthermore, prior to the 

complaint on 2/5/2019 Verde had not received any correspondence from  

disputing the enrollment to Verde as we continued to receive payment for  

service address since the date of inception.  Based on the aforementioned, Verde agrees the 

enrollment is valid and warrants no credits or adjustments.

In as much,  will be responsible for charges from the household’s consumption 

until the electric service successfully terminates with Verde.  Lastly, the electric service is set to 

terminate on 3/11/2019 with the termination date solely being determined by the utility and 

not Verde.
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Please let me know if you have any additional questions or concerns.

Kindest Regards,

[https://www.sparkenergy.com/SignatureImages/verdeusa.png]

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 281-833-4103

bwilliams@verdeenergy.com<mailto:bwilliams@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Tuesday, February 05, 2019 1:21 PM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251337 [ 

ref:_00Dt0GzXt._500t0EiMOQ: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: 00251337

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43214

SERVICE ADDRESS:  Columbus, Ohio 43214

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ:

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:
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Good afternoon,

 contacted the PUCO regarding your company being her supplier. She stated 

she received her most recent bill and noticed she was being billed by your company.  She has 

not signed up for your company and does not understand as to why she is being billed at a very 

high rate from your company.

Please provide the following:

If a sales call, the recording.

If a door to door sale, a signed contract.

A copy of the TPV.

A copy of the contract and terms and conditions.

A copy of the renewal letter sent.

I would greatly appreciate any additional information you can provide regarding this situation.

Sincerely,

Samantha Boerstler

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://gcc01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7Cf20efd9041

124b9ab74f08d6bdc6b86f%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636905058

545648214&sdata=SUbzTViD3W6YSiGIb58E8GEGmlqbThA7fOCdcQHpiPc%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

0000003hr3R]
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ref:_00Dt0GzXt._500t0EiMOQ:ref

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i9cF]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iLIN]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iVB9]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003iebX]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004Mi55]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004MttA]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004N38h]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000004NGKP]

Case Images

Created Date Images

4/10/2019 11:11:01 AM



Use your refer-a-friend ID LMacG20180419090631

Columbus, OH  43214-3411
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Guaranteed Wind 12

8.79 Cents/KWH

 Month to Month

$0

$0

P.O. Box 421289

Houston, TX 77242

{ArchiveID}:00532001804+96cbcb5a-0a71-4812-b373-eba898228dc5

{ProductType}:LETTER

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee
6/1/2018 

Dear ,

Thank you for signing up with Verde Energy. We look forward to providing 

you with 100% renewable energy at a very competitive rate and cashback 

savings.  

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. Local customer care representatives who put you first

2. Convenient online and mobile account management services

3. Competitive plans, services and incentive programs

A copy of the $100 cash-back savings form is enclosed.  Please follow the 

instructions on the form carefully in order to receive your Cash Back Savings.

If you need assistance, please feel free to call our dedicated Customer Care 

team at 1-800-388-3862 or by email at service@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

TATDAFFFDADTDFTTAAFDAAAADDFTTTTADFAFTAFAAATDATAADDDTAFADFTAFFAATT
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A

VE_WELCOME_10.07.16_English

Welcome to the Verde Energy Family

My Plan Details

Start Earning Money Today!

Refer-a-Friend and receive a $25 credit 
or gift card!
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Price: During the first  Month to Month. of service, Verde will supply electricity to Customer at a 100% renewable fixed 

Term: Verde is authorized to switch Customer(s utility supplier for the generation service charge. This Agreement will start 

Right of Rescission & Termination: Residential and small commercial customers shall have the right to rescind this Agreement 

Billing: Customer will continue to receive one monthly electric bill from the Utility. Payment is due to the Utility in accordance 

Emergency: For any service question or in the event of an emergency, such as a power failure or a downed power line, Customer 

Customer Relocation: If Customer moves to a new address within Verde(s service territory, Customer should contact Verde in 

Changes to Agreement: Verde may change, modify or amend this Agreement at any time (each a +Change-). Each Change will 

www.verdeenergy.com), and Customer will receive individual notice of the Change if required by applicable law. Customer should 

{ArchiveID}:00532001804+96cbcb5a-0a71-4812-b373-eba898228dc5

{ProductType}:LETTER

Verde Energy USA Ohio, LLC - Terms and Conditions of Service

1.

2.

3.

4.

5.

6.

7.

Page 3 of 501804 00532
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Verde Energy USA Ohio, LLC, OH License 12-489 E (1), with a business address of 12140 Wickchester Ln, Ste 100, Houston TX 
77079 (+Verde-), will supply you (+Customer-) with electricity in the service territory of your local distribution company 
(+Utility-), subject to these Terms and Conditions of Service (+Agreement-), which includes an agreement to ARBITRATION for 
any and all disputes between Customer and Verde:

generation rate of 8.79 Cents/KWH Plus $0 per month. After the first  Month to Month of service, Verde will supply electricity 
to Customer at a 100% renewable variable generation rate that may change monthly with market conditions. Verde will 
purchase and retire renewable energy certificates (+RECs-) or attributes to ensure that an amount equal to 100% of Customer(s 
electricity usage is generated by renewable sources. Customer shall also pay and be responsible for all other amounts related to 
the purchase and delivery of electricity, including applicable taxes and service and delivery charges from the Utility. Verde will 
serve only the supply portion of Customer(s electricity bill. All other services currently supplied by the Utility will continue to 
be supplied by the Utility. No deposit is required by Verde for service.

when the Utility completes Customer(s enrollment with Verde. Service with Verde will begin with the next available meter reading 
after processing of the request by the Utility and Verde. The Utility may charge switching fees to Customer. Customer will be 
responsible for the termination of any existing supplier agreement. This Agreement will continue until terminated by either 
Customer or Verde in accordance with this Agreement. If Customer switches back to the Utility, Customer may or may not be 
served under the same rates, terms, and conditions that apply to other customers served by the Utility.

within 7 calendar days following the postmark date on the Utility(s confirmation notice by calling the Utility at the designated local 
or toll-free number or by written notice to the Utility, which is effective as of the date of the postmark. Either Verde or Customer 
may terminate this Agreement at any time, for any reason and without an early termination fee. Verde may terminate this 
Agreement on at least 14 calendar days written notice should Customer fail to pay the bill or fail to meet any agreed-upon payment 
arrangements. The termination will become effective when the Utility switches Customer(s account from Verde to the new supplier 
selected by Customer, to the Utility or to such other default provider established for Customer(s account. Termination will not 
relieve Customer of any payment obligations for electricity provided to Customer by Verde prior to termination. 

with its standard billing practices. Failure to pay electric utility charges may result in Customer being disconnected in accordance 
with the electric utility tariff. Customer has the right to request from Verde, twice within a twelve month period, up to twenty-four 
months of Customer(s payment history without charge. Verde will support budget billing for the generation portion of the 
Customer(s to the extent that CRES budget billing is supported by the Utility.

should contact:

Duke Energy Corporation 800-544-6900
The Dayton Power and Light Company 800-433-8500
Ohio Power Company 800-672-2231
Columbus Southern Power Company 800-672-2231
The Cleveland Electric Illuminating Company 800-589-3101
Ohio Edison 800-633-4766
Toledo Edison 800-447-3333

order to re-enroll at the new location. 

be made by Verde in the manner required by applicable law. Each Change will be posted on Verde?s website 
(
review the website periodically for applicable Changes. Customer(s continued use of Verde(s products and services following a 
Change constitutes Customer(s acceptance of this Agreement as so Changed.



Assignment: Customer may not assign this Agreement without Verde?s written consent. Verde may assign this Agreement or the 

Notice: Subject to Paragraph 7 above, any notice will be considered to have been made if mailed or emailed to the address for 

Disputes: Customer may contact Verde regarding this Agreement or any dispute related to this Agreement at 1-800-388-3862 

www.PUCO.ohio.gov. Hearing or speech impaired customers may contact PUCO via 7-1-1 (Ohio relay service). Residential 

free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickocc.org.

Warranty Disclaimer: VERDE EXPRESSLY DISCLAIMS ALL WARRANTIES, EXPRESS OR IMPLIED, INCLUDING 

LIMITATION OF LIABILITY:  NEITHER PARTY SHALL BE LIABLE TO THE OTHER FOR ANY INDIRECT, 

Force Majeure: Neither party shall be liable to the other for any delay or failure to perform caused by an event of Force 

Entire Agreement: This Agreement sets forth the entire agreement between Customer and Verde and supersedes any oral or 

Governing Law: Except as provided in Paragraph 17 below, this Agreement is governed by the laws of the State of Ohio, 

Scope of the Arbitration Agreement. Any legal dispute between the parties concerning or arising out of Customer(s 

Informal Dispute Resolution. Either party asserting a Dispute shall first try in good faith to resolve it by providing written 

{ArchiveID}:00532001804+96cbcb5a-0a71-4812-b373-eba898228dc5

{ProductType}:LETTER

Cash Back Savings: In order to redeem the cash-back savings offered to Customer at the time of enrollment, Customer must 

comply with the terms, conditions and limitations applicable to the offer, which can be found on the enclosed cash-back savings 

form (if applicable), the cash-back savings form provided at the time of enrollment or on Verde()*s website. To be eligible, 

Customer must have enrolled with Verde directly (not any other supplier) and have an active account when the cash-back savings 

form is processed. Limit one cash-back savings offer per enrollment, and lifetime limit of three cash-back savings offers per 

account per household. Converting, renewing or switching from one Verde product to another is not considered a new 

enrollment, and those customers are not eligible for any additional cash-back savings. 

8.

9.

10.

11.

12.

13.

14.

15.

16.

17.
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revenues or proceeds due it hereunder: (a) in connection with any financing; (b) to any of its affiliates; (c) to anyone succeeding to 
all or substantially all of Verde?s assets or business in the State of Ohio; or (d) to another supplier licensed by the Public Utilities 
Commission of Ohio. This Agreement is binding upon Customer and Verde, and each party?s heirs, successors and permitted 
assigns. Verde is prohibited from disclosing Customer(s social security number and/or account number(s) without Customer(s 
consent except for Verde(s own collections and credit reporting, participation in programs funded by the universal service fund, 
pursuant to section 4928.52 of the Ohio Revised Code, or assigning a customer contract to another CRES provider.

Customer in Verde(s records. 

24 hours a day, 7 days a week. Verde will attempt to resolve the dispute in an efficient, fair and timely manner. Verde will report 
the results of its investigation to Customer. If your complaint is not resolved after you have called Verde and/or your Utility, or for 
general utility information, residential and business customers may contact the Public Utilities Commission of Ohio (+PUCO-) for 
assistance at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at 

customers may also contact the Ohio Consumers( Counsel for assistance with complaints and utility issues at 1-877-742-5622 (toll 

ANY WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

SPECIAL, CONSEQUENTIAL (INCLUDING LOST PROFITS OR REVENUE), INCIDENTAL, OR PUNITIVE DAMAGES 
FOR CLAIMS ARISING UNDER THIS AGREEMENT.

Majeure. +Force Majeure- means events beyond a party(s reasonable control, including, without limitation, acts of God, strikes, 
terrorism, wars, lightning, hurricanes, blizzards, floods, civil disturbances, shortages, unavailability of transmission facilities, and 
actions of any governmental authority or the Utility that materially impair a party(s ability to perform. 

written statements made in connection with this Agreement. This Agreement is governed by the laws of the State of Ohio.

without regard to its choice of law principles. 

enrollment, purchase, this Agreement, or the relationship between the parties (+Dispute-) shall be resolved by one arbitrator 
through binding arbitration using the process explained below.  The parties understand and agree that they are waiving their rights 
to sue or go to court to assert or defend their rights.  However, either party may bring an individual claim in small claims court 
consistent with the jurisdictional and dollar amount limitations that may apply, so long as maintained as an individual claim.  The 
term +Dispute- refers to any dispute, action, claim, or other controversy between the parties, whether in contract, warranty, tort, 
statute, regulation, ordinance, or any other legal or equitable basis. 

notice as specified below to the other party describing the facts and circumstances (including any relevant documentation) and 
allowing the receiving party 30 days in which to respond.  Notice shall be made by first class or registered mail (1) to Verde at 
12140 Wickchester Ln, Ste 100, Houston TX 77079 or (2) to Customer at the postal address on file with Verde.  Both Customer 

Agreement For Mandatory Arbitration & Class Action Waiver (the "Arbitration Agreement#): 



Right to Opt Out of this Arbitration Agreement. Customer may opt out of this Arbitration Agreement within the first 30 

should include Customer(s printed name, mailing address, and the words +Reject Arbitration.-  

How Arbitration Works. Either party may initiate arbitration, which shall be conducted by the American Arbitration 

Waiver of Right to Bring Class Action & Representative Claims.  All Disputes, whether resolved informally, in small 

Governing Law. This Arbitration Agreement shall be governed by the Federal Arbitration Act and interpreting federal law. 

Privacy: Verde(s Privacy Policy governs the way Verde uses Customer(s personal information. To review or obtain the current 
version of the Privacy Policy, please visit Verde(s website at www.verdeenergy.com; email us at privacy@verdeenergyusa.com; or 
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and Verde agree that this dispute resolution procedure is a condition precedent which must be satisfied before initiating any 
arbitration against the other party.

days after the earlier of the first time Customer (a) enrolls and begins purchasing services from Verde; or (b) signs up for any 
further program or service provided by Verde. Customer may also opt out of this Arbitration Agreement within 30 days after 
Verde notifies Customer regarding a material change to this Arbitration Agreement.  Customer may opt out by sending an email to 
Verde at service@verdeenergy.com or by sending a letter to 12140 Wickchester Ln, Ste 100, Houston TX 77079. Customer 

Association (+AAA-) under the AAA Commercial or Consumer rules, as applicable, in effect at the time the claim is filed (+AAA 
Rules-). For information on how to file a claim, copies of the AAA Rules and forms can be located at www.adr.org, or by calling 
1-800-778-7879. Arbitration shall take place in the county of Customer(s residence, as determined by Customer(s mailing address 
on file with Verde. Verde agrees to pay or reimburse all costs associated with any arbitration between the parties, including filing 
fees and arbitrator fees, and agrees to waive any right to recover an award of attorneys( fees and costs against Customer. The 
arbitrator(s decision shall be final, binding, and non-appealable. Judgment upon the award may be entered and enforced in any 
court having jurisdiction. 

claims court, or through arbitration, shall be brought on an individual basis. Disputes must be brought in the party(s individual 
capacity, and not as a plaintiff or class member in any purported class, collective, representative, multiple plaintiff, or similar 
proceeding (+Class Action-). The parties expressly waive any ability to maintain any Class Action in any forum, and the arbitrator 
shall not have authority to combine or aggregate similar claims or conduct any Class Action nor make an award to any entity or 
person not a party to the arbitration. Any claim that all or part of this Class Action waiver is unenforceable, unconscionable, void, 
or voidable may be determined only by a court of competent jurisdiction and not by an arbitrator. THE PARTIES 
UNDERSTAND THAT THEY WOULD HAVE HAD A RIGHT TO LITIGATE THROUGH A COURT, TO HAVE A JUDGE 
OR JURY DECIDE THEIR CASE AND TO BE PARTY TO A CLASS OR REPRESENTATIVE ACTION, HOWEVER, THEY 
UNDERSTAND AND CHOOSE TO HAVE ANY CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

To the extent state law applies to any aspect of this provision or the claim, the laws of the State of Ohio, without regard to its 
choice of law principles, shall apply. Neither party shall sue the other party other than as provided herein or for enforcement of this 
Paragraph 17 or of the arbitrator(s award; any such suit may be brought only in the federal court encompassing the county where 
the arbitration took place, or if any such court lacks jurisdiction, in any state court that has jurisdiction. The arbitrator, and not any 
federal, state or local court, shall have exclusive authority to resolve any dispute relating to the interpretation, applicability, 
unconscionability, arbitrability, enforceability or formation of this Arbitration Agreement including any claim that all or any part of 
the Arbitration Agreement is void or voidable. However, the preceding sentence shall not apply to the clause above entitled 
+Waiver of Right to Bring Class Action & Representative Claims.-

write to us at Privacy Policy Coordinator, Verde Energy USA, Inc., 12140 Wickchester Ln, Ste 100, Houston TX 77079. In general, 
Verde uses Customer(s personal information to allow Verde to provide the products and services that Customer has chosen and to 
manage and develop Verde(s business and operations, including informing Customer of products and services that 
carefully-selected third parties offer that may be of interest to Customer. Unless Customer contacts Verde and notifies Verde 
otherwise, by accepting electric service from Verde Customer consents to Verde collecting, retaining, using and disclosing 
Customer(s personal information in accordance with the Privacy Policy.





Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

after December 12, 2018.

Mailing date is November 7, 2018

Past Due Charges:

Due before December 12 $154.66

TOTAL PAST DUE $154.66

3096-1   5933
101003096 02 AB      0.40

PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00

Reconnect at Pole $154.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

7593

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay on or before December 12, 2018
to avoid disconnect $154.66

Payment Amount $

Your total account balance includes a past due 
amount of $154.66, which may include CRES 
provider charges.  To avoid disconnection, payment 
of the past due amount must be received on or 
before December 12, 2018. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at www.pickocc.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

3096-1   5935

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

A smart meter is installed on your premise. If service is to be
disconnected due to non-payment, service will be remotely
disconnected and no written notice will be left at your service
address. On day of disconnection, service is likely to be shut off at
approximately 10 a.m.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

3096-1   5937
101003096 02 AB      0.40
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$75.93

Supplier
Charges
$100.03

Current bill summary:
Billing from 10/09/18 - 11/06/18 (29 days)

$194.93
Current Charges

kWh
1,138

Bill mailing date is Nov 7, 2018
Account #

Amount due on or before
November 26, 2018 $368.56

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

7593

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
November 26, 2018 $368.56

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

In May 2018, our payment address changed! The new address is PO 
Box 371496, Pittsburgh, PA 15250-7496. Please update your 
records and any bill-pay services to avoid fees or service 
interruptions. If you have updated your records no action is needed.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

3096-1   5939

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 173.63

Previous Balance Due $ 173.63*

Current AEP Ohio Charges

Tariff 820 - Residential Service  11/06/18
Service Delivery Identifier: 

Transmission Service $ 22.81

Distribution Service 41.70

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.29

Power Purchase Agreement Rider .73

Current Electric Charges $ 75.93*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  11/06/18

Energy Charge: 1138.00 Kh @ 0.087900000 $ 100.03

Current Supplier Balance Due $ 100.03*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 368.56

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 170 kWh

Avg. Daily Cost:
 $0.38

Avg. Temperature:
 19 °F

Nov '17 Oct '18 Nov '18
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Total usage for the past 12 months: 14,336 kWh

Average (Avg.) monthly usage: 1,195 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

4812 Actual 5950 Actual  1138 1,138 kWh

Service Period 10/08 - 11/06 Multiplier 1

Next scheduled read date should be between Dec 6 and Dec 11 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.12
Energy Efficiency Programs: $2.64

Peak Demand Reduction Programs: $1.22

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!

The Public Utilities Commission of Ohio in Case number 
15-1549-EL-RDR on September 5, 2015 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.43 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

In Case Nos. 18-1007-EL-UNC and 18-1451-EL-ATA, the Commission 
approved a reduction to rates that reflects the pass back of the 
remaining tax savings recognized through the Tax Cuts and Jobs 
Act of 2017. The credits will be provided through the Tax Savings 
Credit Rider, the Distribution Investment Rider and the Pilot 
Throughput Balancing Adjustment Rider.  These riders will be 
updated until such time that the credit is fully distributed. A 
residential customer using 1,000 kilowatt hours will see a reduction 
of ($3.23) effective with this bill.

Register for online services at www.AEPOhio.com. Registration is  
free and easy and gives you the convenience of 24-hour access to 
your account. You can sign up for paperless billing, view your bill, 
check your usage, update your contact information, and much 
more.





Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

on or after March 14, 2019.  Please pay

$503.38 to avoid disconnection.

Mailing date is March 11, 2019

Past Due Charges:

Due before March 14 $503.38

Due before April 11 $178.03

TOTAL PAST DUE $681.41

1545-1   5485
101001545 01 AB      0.40

Non-Payment/Return Mail:
PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00

Reconnect at Pole $154.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

0

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay before March 14, 2019
to avoid disconnect $503.38

Payment Amount $

To avoid disconnection; you must pay $503.38, 
which may include CRES charges, before March 14, 
2019. You must make an additional $178.03 payment
before April 11, 2019 or you will be disconnected. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at www.pickocc.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

1545-1   5487

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

A smart meter is installed on your premise. If service is to be
disconnected due to non-payment, service will be remotely
disconnected and no written notice will be left at your service
address. On day of disconnection, service is likely to be shut off at
approximately 10 a.m.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

11180-1   33849
100011180 01 AV      0.37

CY 08

Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Home Repair Plan $18.97

Delivery
Charge
$191.46

Supplier
Charges
$283.30

Current bill summary:
Billing from 12/08/18 - 01/10/19 (34 days)

$493.73
Current Charges

kWh
3,223

Bill mailing date is Jan 15, 2019
Account #

Amount due on or before
January 31, 2019 $929.38

SERVICE ADDRESS:   

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

19146

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
January 31, 2019 $929.38

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

11180-1   33851

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 435.65

Previous Balance Due $ 435.65*

Current AEP Ohio Charges

Tariff 820 - Residential Service  01/10/19
Service Delivery Identifier: 

Transmission Service $ 64.61

Distribution Service 109.89

Customer Charge 8.40

Deferred Asset Phase-In Rider 5.27

Power Purchase Agreement Rider 3.29

Current Electric Charges $ 191.46*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  01/10/19

Energy Charge: 3223.00 Kh @ 0.087900000 $ 283.30

Current Supplier Balance Due $ 283.30*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 929.38

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 408 kWh

Avg. Daily Cost:
 $0.17

Avg. Temperature:
 1 °F
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Total usage for the past 12 months: 17,117 kWh

Average (Avg.) monthly usage: 1,426 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

8765 Actual 11988 Actual  3223 3,223 kWh

Service Period 12/07 - 01/10 Multiplier 1

Next scheduled read date should be between Feb 7 and Feb 12 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $3.87
Energy Efficiency Programs: $7.47

Peak Demand Reduction Programs: $3.46

In case number 16-1852-EL-SSO, the Public Utilities Commission of 
Ohio approved adjustments to Ohio Power Company’s Purchased 
Power Agreement (PPA) Rider.  The PPA allows AEP Ohio to 
collect or pass back the difference between total costs and 
revenues associated with a specific purchase power agreement.  A 
residential customer using 1,000 kWh of electricity will see an 
increase of $0.38 per month

Pursuant to state law in Case No. 18-976-EL-USF the Universal 
Service Fund (USF) rider has been adjusted effective with this bill. 
The USF helps low income customers avoid disconnect during the 
winter. A residential customer using 1,000 kWh per month will see a
decrease of $0.01.

The Public Utilities Commission of Ohio in Case number 
16-2154-EL-RDR on December 5, 2018 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.60 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.



Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

9656-1   35459
100009656 01 AV      0.37

CY 08

Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Home Repair Plan $18.97

Delivery
Charge
$169.24

Supplier
Charges
$247.44

Current bill summary:
Billing from 11/07/18 - 12/07/18 (31 days)

$435.65
Current Charges

kWh
2,815

Bill mailing date is Dec 11, 2018
Account #

Amount due on or before
December 27, 2018 $435.65

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

16924

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
December 27, 2018 $435.65

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

In May 2018, our payment address changed! The new address is PO 
Box 371496, Pittsburgh, PA 15250-7496. Please update your 
records and any bill-pay services to avoid fees or service 
interruptions. If you have updated your records no action is needed.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

9656-1   35461

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 368.56

Payment 11/14/18 - Thank You  -368.56

Previous Balance Due $ .00*

Current AEP Ohio Charges

Tariff 820 - Residential Service  12/07/18
Service Delivery Identifier: 

Transmission Service $ 56.43

Distribution Service 97.91

Customer Charge 8.40

Deferred Asset Phase-In Rider 4.70

Power Purchase Agreement Rider 1.80

Current Electric Charges $ 169.24*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number -

Service Delivery Identifier:  12/07/18

Energy Charge: 2815.00 Kh @ 0.087900000 $ 247.44

Current Supplier Balance Due $ 247.44*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 435.65

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 1677 kWh

Avg. Daily Cost:
 $2.84

Avg. Temperature:
 14 °F
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Total usage for the past 12 months: 15,029 kWh

Average (Avg.) monthly usage: 1,252 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

5950 Actual 8765 Actual  2815 2,815 kWh

Service Period 11/06 - 12/07 Multiplier 1

Next scheduled read date should be between Jan 9 and Jan 14 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $2.77
Energy Efficiency Programs: $6.53

Peak Demand Reduction Programs: $3.02

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!

In Case No. 16-1852-EL-SSO, the Public Utilities Commission of Ohio
approved adjustments to Ohio Power Company’s gridSMART Phase
2 rider. This rider allows the Company to recover costs for grid 
modernization projects.  A residential customer using 1,000 kWh 
per month will see an increase of $0.16 per month.

In Case No. 12-2627-EL-RDR, the PUCO approved an adjustment to 
decrease the Distribution Investment Rider, effective with this bill.  
This rider, which is adjusted quarterly, recovers capital costs 
associated with distribution infrastructure. A residential customer 
using 1,000 kWh per month will see a decrease of $0.05 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

To avoid unnecessary delays in crediting your electric payment, 
please do not paper clip or staple your check to the bill payment 
stub.

*If you pay your electric bill in person, remember to pay only at 
AUTHORIZED pay stations. These locations send notice of your 
payment immediately to AEP Ohio  which could prevent service 
disconnection. Pay stations may charge a fee for this service. Keep 
your receipt as proof of payment. For a list of authorized pay 
stations or other payment options, visit our website at  

www.aepohio.com or call the number above.**

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Turn over for important information!Please tear on dotted line.

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

9151-1   33881
100009151 01 AV      0.38

CY 08

Notes from AEP Ohio:

    Usage History (kWh):
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Home Repair Plan $18.97

Delivery
Charge
$153.96

Supplier
Charges
$222.30

Current bill summary:
Billing from 02/09/19 - 03/11/19 (31 days)

$395.23
Current Charges

kWh
2,529

Bill mailing date is Mar 13, 2019
Account #

Amount due on or before
March 29, 2019 $920.11

SERVICE ADDRESS:   

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

15396

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
March 29, 2019 $920.11

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Your current amount due is $920.11. If you were on the Average 
Monthly Payment (AMP) plan, your bill would have been $117.00. 
Log in to www.aepohio.com or call us to learn more about these 
programs.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

9151-1   33883

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 738.32

Payment 03/12/19 - Thank You  -241.44

Previous Balance Due $ 496.88*

Current AEP Ohio Charges

Tariff 820 - Residential Service  03/11/19
Service Delivery Identifier: 

Transmission Service $ 50.69

Distribution Service 88.01

Customer Charge 8.40

Deferred Asset Phase-In Rider 4.28

Power Purchase Agreement Rider 2.58

Current Electric Charges $ 153.96*

AEP Ohio Initial Installment Of A  Required $85
Deposit

$ 28.00
*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  03/11/19

Energy Charge: 2529.00 Kh @ 0.087900000 $ 222.30

Current Supplier Balance Due $ 222.30*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 920.11

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 451 kWh

Avg. Daily Cost:
 $1.17

Avg. Temperature:
 4 °F
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Total usage for the past 12 months: 20,599 kWh

Average (Avg.) monthly usage: 1,717 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

14968 Actual 17497 Actual  2529 2,529 kWh

Service Period 02/08 - 03/11 Multiplier 1

Next scheduled read date should be between Apr 8 and Apr 11 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
www.AEPOhio.com/Save.

Renewable Programs: $2.49
Energy Efficiency Programs: $5.86

Peak Demand Reduction Programs: $2.72

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!

Do Not Tamper - Tampering with an energized electric meter can 
cause serious injury or death.  If you suspect a problem with your 
meter, call the customer service number listed on your electric bill 
for assistance. In addition, meter tampering is illegal and can result 
in fines and/or imprisonment.

In Case No. 16-1852-EL-SSO, the Public Utilities Commission of Ohio
approved adjustments to Ohio Power Company’s gridSMART Phase
2 rider. This rider allows the Company to recover costs for grid 
modernization projects.  A residential customer using 1,000 kWh 
per month will see an increase of $0.25 per month.

In Case No. 12-2627-EL-RDR, the PUCO approved an adjustment to 
increase the Distribution Investment Rider, effective with this bill.  
This rider, which is adjusted quarterly, recovers capital costs 
associated with distribution infrastructure. A residential customer 
using 1,000 kWh per month will see an increase of $0.29 per month.

As of May 31, 2019, AEP will no longer remit payments to 

VERDE ENERGY USA OHIO LLC for 

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

To avoid unnecessary delays in crediting your electric payment, 
please do not paper clip or staple your check to the bill payment 
stub.

*If you pay your electric bill in person, remember to pay only at 
AUTHORIZED pay stations. These locations send notice of your 
payment immediately to AEP Ohio  which could prevent service 
disconnection. Pay stations may charge a fee for this service. Keep 
your receipt as proof of payment. For a list of authorized pay 
stations or other payment options, visit our website at  

www.aepohio.com or call the number above.**

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

on or after February 15, 2019.  Please pay

$699.98 to avoid disconnection.

Mailing date is February 8, 2019

Past Due Charges:

Due before February 15 $699.98

Due before March 13 $191.46

TOTAL PAST DUE $891.44

1611-1   6717
101001611 01 AB      0.40

Non-Payment/Return Mail:
PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00

Reconnect at Pole $154.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

0

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay before February 15, 2019
to avoid disconnect $699.98

Payment Amount $

To avoid disconnection; you must pay $699.98, 
which may include CRES charges, before February 
15, 2019. You must make an additional $191.46
payment  before March 13, 2019 or you will be 
disconnected. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at www.pickocc.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

1611-1   6719

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

A smart meter is installed on your premise. If service is to be
disconnected due to non-payment, service will be remotely
disconnected and no written notice will be left at your service
address. On day of disconnection, service is likely to be shut off at
approximately 10 a.m.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

8875-1   35899
100008875 01 AV      0.37

CY 08

Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$78.33

Supplier
Charges
$98.80

Current bill summary:
Billing from 08/09/18 - 09/07/18 (30 days)

$196.10
Current Charges

kWh
1,124

Bill mailing date is Sep 10, 2018
Account #

Amount due on or before
September 26, 2018 $196.10

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

7833

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
September 26, 2018 $196.10

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://wwwpickocc.org.

Rates Available on Request



Service Address:

Account #

8875-1   35901

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 360.26

Payment 08/10/18 - Thank You  -174.98

Payment 08/20/18 - Thank You -185.28

Previous Balance Due $ .00*

Current AEP Ohio Charges

Tariff 820 - Residential Service  09/07/18
Service Delivery Identifier: 

Transmission Service $ 22.53

Distribution Service 45.03

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.27

Power Purchase Agreement Rider .10

Current Electric Charges $ 78.33*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  09/07/18

Energy Charge: 1124.00 Kh @ 0.087900000 $ 98.80

Current Supplier Balance Due $ 98.80*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 196.10

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 66 kWh

Avg. Daily Cost:
 $0.23

Avg. Temperature:
 0 °F
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Total usage for the past 12 months: 13,257 kWh

Average (Avg.) monthly usage: 1,105 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

2720 Actual 3844 Actual  1124 1,124 kWh

Service Period 08/08 - 09/07 Multiplier 1

Next scheduled read date should be between Oct 5 and Oct 10 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.055 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.10
Energy Efficiency Programs: $2.61

Peak Demand Reduction Programs: $1.20

In Case No. 16-1852-EL-SSO, the Public Utilities Commission of Ohio
approved adjustments to Ohio Power Company’s gridSMART Phase
2 rider. This rider allows the Company to recover costs for grid 
modernization projects.  A residential customer will see a decrease 
of $0.11 per month.

In Case No. 12-2627-EL-RDR, the PUCO approved an adjustment to 
decrease the Distribution Investment Rider, effective with this bill. 
This rider, which is adjusted quarterly, recovers capital costs 
associated with distribution infrastructure. A residential customer 
using 1,000 kWh per month will see a decrease of $0.17 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

To avoid unnecessary delays in crediting your electric payment, 
please do not paper clip or staple your check to the bill payment 
stub.

*If you pay your electric bill in person, remember to pay only at 
AUTHORIZED pay stations. These locations send notice of your 
payment immediately to AEP Ohio which could prevent service 
disconnection. Pay stations may charge a fee for this service. Keep 
your receipt as proof of payment. For a list of authorized pay 
stations or other payment options, visit our website at  

www.aepohio.com or call the number above.**

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

12697-1   2117
100012697 01 AV      0.37
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$69.57

Supplier
Charges
$85.09

Current bill summary:
Billing from 09/08/18 - 10/08/18 (31 days)

$173.63
Current Charges

kWh
968

Bill mailing date is Oct 9, 2018
Account #

Amount due on or before
October 25, 2018 $173.63

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

6957

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
October 25, 2018 $173.63

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

12697-1   2119

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 196.10

Payment 09/20/18 - Thank You  -196.10

Previous Balance Due $ .00*

Current AEP Ohio Charges

Tariff 820 - Residential Service  10/08/18
Service Delivery Identifier: 

Transmission Service $ 19.40

Distribution Service 39.10

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.05

Power Purchase Agreement Rider .62

Current Electric Charges $ 69.57*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  10/08/18

Energy Charge: 968.00 Kh @ 0.087900000 $ 85.09

Current Supplier Balance Due $ 85.09*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 173.63

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 156 kWh

Avg. Daily Cost:
 $0.37

Avg. Temperature:
 6 °F
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Total usage for the past 12 months: 13,853 kWh

Average (Avg.) monthly usage: 1,154 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

3844 Actual 4812 Actual  968 968 kWh

Service Period 09/07 - 10/08 Multiplier 1

Next scheduled read date should be between Nov 5 and Nov 8 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $0.95
Energy Efficiency Programs: $2.24

Peak Demand Reduction Programs: $1.04

In case number 16-1852-EL-SSO, the PUCO approved an adjustment
to Ohio Power Company’s Purchased Power Agreement (PPA) 
Rider effective with this bill. The PPA allows AEP Ohio to collect or 
pass back the difference between total costs and revenues 
associated with a specific purchase power agreement. A residential 
customer using 1,000 kWh of electricity will see an increase of 
$0.55 per month.

The Public Utilities Commission of Ohio, in case number 
18-1256-EL-RDR, approved AEP Ohio's request to adjust its 
Economic Development Rider (EDR) effective with this bill.  The 
EDR supports industrial customers that retain and increase Ohio 
jobs. A residential customer using 1,000 kWh of electricity will see 
an increase of $0.27 per month. 

The Public Utilities Commission of Ohio in Case number 
15-1549-EL-RDR on September 5, 2015 approved an adjustment to 
Ohio Power Company's Enhanced Service Reliability Rider rate 
effective with this bill. A residential customer using 1,000 kWh of 
electricity will see a decrease of $0.43 per month.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

after February 14, 2019.

Mailing date is January 14, 2019

Past Due Charges:

Due before February 14 $416.68

TOTAL PAST DUE $416.68

3273-1   12573
101003273 01 AV      0.37

Non-Payment/Return Mail:
PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00

Reconnect at Pole $154.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

19146

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay on or before February 14, 2019
to avoid disconnect $416.68

Payment Amount $

Your total account balance includes a past due 
amount of $416.68, which may include CRES 
provider charges.  To avoid disconnection, payment 
of the past due amount must be received on or 
before February 14, 2019. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at www.pickocc.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

3273-1   12575

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

A smart meter is installed on your premise. If service is to be
disconnected due to non-payment, service will be remotely
disconnected and no written notice will be left at your service
address. On day of disconnection, service is likely to be shut off at
approximately 10 a.m.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

17242-1   2763
100017242 01 AV      0.37
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Notes from AEP Ohio:

    Usage History (kWh):
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Need to get in touch?

Customer Operations Center: 1-800-672-2231

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 24417
Canton OH 44701-4417

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Supplier
Charges
$74.70

Delivery
Charge
$92.99

Current bill summary:
Billing from 04/11/18 - 05/09/18 (29 days)

$186.66
Current Charges

kWh
1,247

Bill mailing date is May 10, 2018
Account #

Amount due on or before
May 29, 2018 $516.64

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 24417

CANTON OH 44701-4417

9299

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
May 29, 2018 $516.64

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this the last bill sent in the mail . Gain more security and trust 
and go paperless to get an email notification when your bill is ready.
Today is the day! AEPPaperless.com.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If your complaint is not resolved after you have called AEP Ohio, or for general utility information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
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 utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622 from
8 a.m. to 5 p.m. weekdays, or at www.PickOCC.org.

Rates Available on Request



Service Address:

Account #

17242-1   2765

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 329.98

Previous Balance Due $ 329.98*

Current AEP Ohio Charges

Tariff 820 - Residential Service  05/09/18
Service Delivery Identifier: 

Transmission Service $ 29.65

Distribution Service 49.37

Customer Charge 8.40

Retail Stability Rider 1.92

Deferred Asset Phase-In Rider 2.43

Power Purchase Agreement Rider 1.22

Current Electric Charges $ 92.99*

Current AEP Energy Inc Charges (866-258-3782)

Service Delivery Identifier:  05/09/18

Generation  1,247 kWh X $0.0599 $ 74.70

Current Supplier Balance Due $ 74.70*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 516.64

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 1148 kWh

Avg. Daily Cost:
 $2.19

Avg. Temperature:
 16 °F
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Total usage for the past 12 months: 10,806 kWh

Average (Avg.) monthly usage: 901 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

41776 Actual 43023 Actual  1247 1,247 kWh

Service Period 04/10 - 05/09 Multiplier 1

Next scheduled read date should be between Jun 7 and Jun 12 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.059 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.23
Energy Efficiency Programs: $3.08

Peak Demand Reduction Programs: $1.17

As of July 28, 2018, AEP will no longer remit payments to AEP 

ENERGY INC for 

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by AEP Energy Inc. This bill 
reflects AEP Ohio charges for delivery of the electric and all electric
energy supply charges AEP Ohio has received from your supplier as
of the Billing Date shown on this bill. For questions about your 
electric energy supply charges please contact AEP Energy Inc at 
(866)258-3782. Please note that failure to pay charges for 
competitive retail electric services (CRES) may result in loss of 
those products and services, the cancellation of your contract with 
the CRES provider and your return to AEP Ohio’s Standard Offer 
for energy supply services.

Due date does not apply to previous balance due. 

Register for online services at www.AEPOhio.com. Registration is  
free and easy and gives you the convenience of 24-hour access to 
your account. You can sign up for paperless billing, view your bill, 
check your usage, update your contact information, and much 
more.





Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

on or after June 13, 2018.  Please pay $385.71

to avoid disconnection.

Mailing date is June 8, 2018

Past Due Charges:

Due before June 13 $385.71

Due before July 12 $92.99

TOTAL PAST DUE $478.70

1580-1   5505
101001580 01 AB      0.40

PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00
Reconnect off-shift $98.00

Reconnect on Sunday $119.00

Reconnect at Pole $154.00
Reconnect after hours non-holiday $192.00

Reconnect on non-business day $221.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

7837

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay before June 13, 2018
to avoid disconnect $385.71

Payment Amount $

To avoid disconnection; you must pay $385.71, which
may include CRES charges,  before June 13, 2018. 
You must make an additional $92.99 payment  
before July 12, 2018 or you will be disconnected. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If your complaint is not resolved after you have called AEP Ohio, or for general utility information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
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 utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622 from
8 a.m. to 5 p.m. weekdays, or at www.PickOCC.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

1580-1   5507

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

16131-1   3657
100016131 01 AV      0.37

CY 08

Notes from AEP Ohio:

    Usage History (kWh):
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Need to get in touch?

Customer Operations Center: 1-800-672-2231

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 24417
Canton OH 44701-4417

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Supplier
Charges
$143.46

Delivery
Charge
$167.55

Current bill summary:
Billing from 03/11/18 - 04/10/18 (31 days)

$329.98
Current Charges

kWh
2,395

Bill mailing date is Apr 11, 2018
Account #

Amount due on or before
April 27, 2018 $329.98

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 24417

CANTON OH 44701-4417

16755

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
April 27, 2018 $329.98

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this the last bill sent in the mail . Gain more security and trust 
and go paperless to get an email notification when your bill is ready.
Today is the day! AEPPaperless.com.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If your complaint is not resolved after you have called AEP Ohio, or for general utility information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
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 utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622 from
8 a.m. to 5 p.m. weekdays, or at www.PickOCC.org.

Rates Available on Request



Service Address:

Account #

16131-1   3659

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 743.10

Payment 03/22/18 - Thank You  -743.10

Previous Balance Due $ .00*

Current AEP Ohio Charges

Tariff 820 - Residential Service  04/10/18
Service Delivery Identifier: 

Transmission Service $ 56.95

Distribution Service 92.10

Customer Charge 8.40

Retail Stability Rider 3.69

Deferred Asset Phase-In Rider 4.07

Power Purchase Agreement Rider 2.34

Current Electric Charges $ 167.55*

Current AEP Energy Inc Charges (866-258-3782)

Service Delivery Identifier:  04/10/18

Generation  2,395 kWh X $0.0599 $ 143.46

Current Supplier Balance Due $ 143.46*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 329.98

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 1260 kWh

Avg. Daily Cost:
 $2.42

Avg. Temperature:
 4 °F
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Total usage for the past 12 months: 8,915 kWh

Average (Avg.) monthly usage: 743 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

39381 Actual 41776 Actual  2395 2,395 kWh

Service Period 03/10 - 04/10 Multiplier 1

Next scheduled read date should be between May 8 and May 11 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.059 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $2.35
Energy Efficiency Programs: $5.91

Peak Demand Reduction Programs: $2.25

The Public Utilities Commission of Ohio, in case number 
18-191-EL-RDR, approved AEP Ohio's request to adjust its Economic
Development Rider (EDR) effective with this bill.  The EDR supports
industrial customers that retain and increase Ohio jobs. A 
residential customer using 1,000 kWh of electricity will see an 
increase of $0.30 per month. . 

The Public Utilities Commission, in Case No. 18-0096-EL-RDR, 
approved an adjustment to increase the Basic Transmission Cost 
Rider, effective with this bill. This rider, which is adjusted annually, 
recovers non-market based transmission charges. A residential 
customer using 1,000 kWh per month will see an increase of $6.56 
per month.

You can obtain the brochure, "Customer Handbook of Rights and 
Obligations" by calling AEP at the number printed on this bill. This 
brochure includes information about customer rights and 
responsibilities as required by PUCO.

In case number 14-1693-EL-RDR, the PUCO approved an adjustment
to Ohio Power Company’s Purchased Power Agreement (PPA) 
Rider effective with this bill. The PPA allows AEP Ohio to collect or 
pass back the difference between total costs and revenues 
associated with a specific purchase power agreement. A residential 
customer using 1,000 kWh of electricity will see a decrease of 
$0.04 per month.

Stealing copper is illegal and can have deadly consequences. 
Reporting copper theft could save a life, so if you have any 
information, please call 1-866-747-5845.



As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by AEP Energy Inc. This bill 
reflects AEP Ohio charges for delivery of the electric and all electric
energy supply charges AEP Ohio has received from your supplier as
of the Billing Date shown on this bill. For questions about your 
electric energy supply charges please contact AEP Energy Inc at 
(866)258-3782. Please note that failure to pay charges for 
competitive retail electric services (CRES) may result in loss of 
those products and services, the cancellation of your contract with 
the CRES provider and your return to AEP Ohio’s Standard Offer 
for energy supply services.

Due date does not apply to previous balance due. 

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Turn over for important information!Please tear on dotted line.

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

9174-1   36407
100009174 01 AV      0.38
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

Outages: AEPOhio.com/outages or 1-800-672-2231

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 (fee may apply)

Home Repair Plan $18.97

Delivery
Charge
$178.03

Supplier
Charges
$261.94

Current bill summary:
Billing from 01/11/19 - 02/08/19 (29 days)

$458.94
Current Charges

kWh
2,980

Bill mailing date is Feb 12, 2019
Account #

Amount due on or before
February 28, 2019 $738.32

SERVICE ADDRESS:   

Non-Payment/Return Mail:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

17803

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
February 28, 2019 $738.32

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Your current amount due is $738.32. If you were on the Average 
Monthly Payment (AMP) plan, your bill would have been $112.00. 
Log in to www.aepohio.com or call us to learn more about these 
programs.



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month. We
calculated your bill based on prior usage and seasonal variations. You can
choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For example,
you use one kWh of electricity to light a 100-watt light bulb for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to partially
cover costs for billing, meter reading, service line maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the overdue
amount of the regulated portion of your bill if you do not pay your bill by the
due date.

Standard Service Offer: When customers purchase generation through AEP
Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Purchased Power Agreement Rider (PPA): The PPA allows AEP Ohio to collect
or pass back the difference between total costs and revenues associated with a
specific purchase power agreement.

Transmission Service: Charge for moving high-voltage electricity from a
generation facility to the distribution station of the local electric utility.
Transmission charges show under the delivery portion of the bill.

Distribution Service: Charge for use of local wires, transformers, substations
and other equipment used to deliver electricity to your home/business.
Distribution charges show under the delivery portion of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP Ohio with
stability while transitioning to 100% auction-based Standard Service Offering
(generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to recover the
cost of fuel deferred from 2009-2011 as previously authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred deferrals
for distribution assets.

Delivery: The graph on the first page shows charges associated with moving
electricity through transmission lines and distribution lines as well as costs to
maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://www.pickocc.org.

Rates Available on Request



Service Address:

Account #

9174-1   36409

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 929.38

Payment 02/12/19 - Thank You  -650.00

Previous Balance Due $ 279.38*

Current AEP Ohio Charges

Tariff 820 - Residential Service  02/08/19
Service Delivery Identifier: 

Transmission Service $ 59.73

Distribution Service 101.93

Customer Charge 8.40

Deferred Asset Phase-In Rider 4.93

Power Purchase Agreement Rider 3.04

Current Electric Charges $ 178.03*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  02/08/19

Energy Charge: 2980.00 Kh @ 0.087900000 $ 261.94

Current Supplier Balance Due $ 261.94*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 738.32

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 243 kWh

Avg. Daily Cost:
 $0.51

Avg. Temperature:
 9 °F
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Total usage for the past 12 months: 19,287 kWh

Average (Avg.) monthly usage: 1,607 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

11988 Actual 14968 Actual  2980 2,980 kWh

Service Period 01/10 - 02/08 Multiplier 1

Next scheduled read date should be between Mar 8 and Mar 13 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.054 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
www.AEPOhio.com/Save.

Renewable Programs: $3.58
Energy Efficiency Programs: $6.90

Peak Demand Reduction Programs: $3.20

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!

DEPOSIT WARNING: An additional deposit may be billed to your 
account, if all of the above amounts are not paid by the date 
specified on this statement. Any future late payments may result in
this additional charge. This deposit would be billed in three 
installments.

 A smart meter is installed on your premises. If service is 
disconnected due to non-payment, it will be remotely 
disconnected and no physical notice will be left at your service 
address. On the day of disconnection, service will be shut off after 
10 a.m. Holidays are excluded.

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 



Make your life easier. You can write one check for multiple 
electric accounts!

Register for online services at www.AEPOhio.com. Registration is
free and easy and gives you the convenience of 24-hour access to 
your account. You can sign up for paperless billing, view your bill, 
check your usage, update your contact information, and much 
more.

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 24418
Canton OH 44701-4418

1-800-611-0964 ($1.85 fee)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

after June 12, 2018.

Mailing date is May 9, 2018

Past Due Charges:

Due before June 12 $311.01

TOTAL PAST DUE $311.01

1591-1   6297
101001591 01 AB      0.40

PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00
Reconnect off-shift $98.00

Reconnect on Sunday $119.00

Reconnect at Pole $154.00
Reconnect after hours non-holiday $192.00

Reconnect on non-business day $221.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 24418

CANTON OH 44701-4418

9299

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay on or before June 12, 2018
to avoid disconnect $311.01

Payment Amount $

Your total account balance includes a past due 
amount of $311.01, which may include CRES provider 
charges.  To avoid disconnection, payment of the 
past due amount must be received on or before June
12, 2018. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If your complaint is not resolved after you have called AEP Ohio, or for general utility information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
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 utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622 from
8 a.m. to 5 p.m. weekdays, or at www.PickOCC.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

1591-1   6299

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

If payment has been made, please accept our thanks and disregard
this notice.





Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$90.39

Supplier
Charges
$112.95

Current bill summary:
Billing from 06/09/18 - 07/10/18 (32 days)

$222.31
Current Charges

kWh
1,285

Bill mailing date is Jul 11, 2018
Account #

Amount due on or before
July 27, 2018 $454.20

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

9039

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
July 27, 2018 $454.20

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://wwwpickocc.org.

Rates Available on Request



Service Address:

Account #

8588-1   44749

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 710.59

Payment 06/12/18 - Thank You  -478.70

Previous Balance Due $ 231.89*

Current AEP Ohio Charges

Tariff 820 - Residential Service  07/10/18
Service Delivery Identifier: 

Transmission Service $ 25.76

Distribution Service 51.65

Customer Charge 8.40

Retail Stability Rider 1.98

Deferred Asset Phase-In Rider 2.49

Power Purchase Agreement Rider .11

Current Electric Charges $ 90.39*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  07/10/18

Energy Charge: 1285.00 Kh @ 0.087900000 $ 112.95

Current Supplier Balance Due $ 112.95*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 454.20

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 186 kWh

Avg. Daily Cost:
 $0.21

Avg. Temperature:
 5 °F
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Total usage for the past 12 months: 12,366 kWh

Average (Avg.) monthly usage: 1,031 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

245 Actual 1530 Actual  1285 1,285 kWh

Service Period 06/08 - 07/10 Multiplier 1

Next scheduled read date should be between Aug 7 and Aug 10 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.055 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.26
Energy Efficiency Programs: $3.17

Peak Demand Reduction Programs: $1.06

In the Company's most recent distribution case, the PUCO granted 
approval of the Pilot Throughput Balancing Adjustment Rider 
(PTBAR). The PTBAR ensures that the actual kWh base distribution 
revenue collected from Residential and small Commercial 
customers equals the amount authorized and does not vary as a 
result of usage. Effective with this bill a residential customer using 
1,000 kWh of electricity will see a decrease of $0.27 per month. 

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!





Turn over for important information!Please tear on dotted line.
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Notes from AEP Ohio:
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$82.49

Supplier
Charges
$104.60

Current bill summary:
Billing from 07/11/18 - 08/08/18 (29 days)

$206.06
Current Charges

kWh
1,190

Bill mailing date is Aug 9, 2018
Account #

Amount due on or before
August 27, 2018 $360.26

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

8249

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

 Amount due on or before
August 27, 2018 $360.26

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of Ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 from eight a.m. to five p.m. weekdays, or at http://wwwpickocc.org.

Rates Available on Request



Service Address:

Account #

9319-1   47243

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 454.20

Payment 07/31/18 - Thank You  -300.00

Previous Balance Due $ 154.20*

Current AEP Ohio Charges

Tariff 820 - Residential Service  08/08/18
Service Delivery Identifier: 

Transmission Service $ 23.85

Distribution Service 47.78

Customer Charge 8.40

Deferred Asset Phase-In Rider 2.36

Power Purchase Agreement Rider .10

Current Electric Charges $ 82.49*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)
Supplier Account Number - 

Service Delivery Identifier:  08/08/18

Energy Charge: 1190.00 Kh @ 0.087900000 $ 104.60

Current Supplier Balance Due $ 104.60*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 360.26

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 95 kWh

Avg. Daily Cost:
 $0.02

Avg. Temperature:
 1 °F
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Total usage for the past 12 months: 12,835 kWh

Average (Avg.) monthly usage: 1,070 kWh

Meter Read Details:

Meter  

Previous Type Current Type Metered Usage

1530 Actual 2720 Actual  1190 1,190 kWh

Service Period 07/10 - 08/08 Multiplier 1

Next scheduled read date should be between Sep 6 and Sep 11 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.055 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.17
Energy Efficiency Programs: $2.76

Peak Demand Reduction Programs: $1.28

In Case No. 12-2627-EL-RDR, the PUCO approved an adjustment to 
decrease the Distribution Investment Rider, effective with this bill. 
This rider, which is adjusted quarterly, recovers capital costs 
associated with distribution infrastructure. A residential customer 
using 1,000 kWh per month will see a decrease of $0.39 per month.

The Public Utilities Commission of Ohio in case number 
18-874-EL-RDR approved AEP Ohio's request to modify its energy 
efficiency portfolio rates effective with this bill.  The portfolio plan 
is designed to improve energy efficiency and reduce the overall 
peak demand for energy.  A residential customer using 1,000 kWh 
of electricity will see an increase of $0.09 per month.

In Case No. 12-1969-EL-ATS, the PUCO approved an adjustment to 
AEP Ohio's Deferred Asset Phase-In Rider effective with this bill.  A 
residential customer using 1,000 kWh will see an increase of $0.01 
per month. 

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC.

This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.



Due date does not apply to previous balance due. 

Enjoy the benefits of constant connection. Download our mobile 
app today, at Google Play and iTunes stores.

Make your life easier. You can write one check for multiple 
electric accounts!

Register for online services at www.AEPOhio.com. Registration is  
free and easy and gives you the convenience of 24-hour access to 
your account. You can sign up for paperless billing, view your bill, 
check your usage, update your contact information, and much 
more.

Pay online for free when you sign up for paperless billing. Go to
www.AEPPaperless.com to enroll today!



Turn over for important information!Please tear on dotted line.

PO BOX 24401
CANTON, OH  44701-4401

9625-1   38809
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Notes from AEP Ohio:

    Usage History (kWh):
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Need to get in touch?

Customer Operations Center: 1-844-237-6446

View outage information at aepohio.com 

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Home Repair Plan $18.97

Delivery
Charge
$78.37

Supplier
Charges
$96.61

Current bill summary:
Billing from 05/10/18 - 06/08/18 (30 days)

$193.95
Current Charges

kWh
1,099

Bill mailing date is Jun 11, 2018
Account #

Amount due on or before
June 27, 2018 $710.59

SERVICE ADDRESS:   

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

7837

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Amount due on or before
June 27, 2018 $710.59

The Neighbor to Neighbor program
helps disadvantaged customers pay
their electric bill. I want to help. My
payment reflects my gift of $________

Payment Amount $

Make this bill the last one sent in the mail!   Go paperless and get 
email alerts when your bill is ready.  Sign up at AEPPaperless.com!



Important Message

Bills may be paid by mail or to an authorized agent. Payment to others is at your own risk. For names and locations of authorized agents, please
call us toll free at 1-800-807-6789. Customers who are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. In addition to paying in person or by mail, you may receive and pay your bill electronically (e-Bill)
or have your payments deducted automatically from your checking or savings account.

Definitions:

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.

Actual: Reflects that a reading was taken from your meter.

Estimate: Reflects that we were unable to read your meter this month.
We calculated your bill based on prior usage and seasonal variations.
You can choose to call us with an actual meter read at 1-888-237-8811.

Kilowatt-hour (kWh): The unit measure for the electricity you use. For
example, you use one kWh of electricity to light a 100-watt light bulb
for 10 hours.

Customer Charge: The fixed monthly basic distribution charge to
partially cover costs for billing, meter reading, service line
maintenance and equipment.

Late Payment Charge: (If applicable) A late charge is added to the
overdue amount of the regulated portion of your bill if you do not pay
your bill by the due date.

Standard Service Offer: When customers purchase generation
through AEP Ohio’s auction process and not through a supplier.

Generation Service or Supply: Charges associated with the
production of electricity.

Transmission Service: Charge for moving high-voltage electricity from
a generation facility to the distribution station of the local electric
utility. Transmission charges show under the delivery portion of the
bill.

Distribution Service: Charge for use of local wires, transformers,
substations and other equipment used to deliver electricity to your
home/business. Distribution charges show under the delivery portion
of the bill.

Retail Stability Rider (RSR): The RSR is necessary to provide AEP
Ohio with stability while transitioning to 100% auction-based Standard
Service Offering (generation service) pricing.

Phase-In Recovery Rider (PIRR): The PIRR will allow AEP Ohio to
recover the cost of fuel deferred from 2009-2011 as previously
authorized by the PUCO.

Deferred Asset Phase-In Rider (DAPIR): Recovers previously incurred
deferrals for distribution assets.

Delivery: The graph on the first page shows charges associated with
moving electricity through transmission lines and distribution lines as
well as costs to maintain those lines and other distribution costs.

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY). If you feel your concern has not been resolved, you can file a complaint at
www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio. To contest a deposit you can file a complaint at www.aepohio.com
under “Contact Us”, call 1-800-672-2231 or by writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If your complaint is not resolved after you have called AEP Ohio, or for general utility information, residential and business customers may contact
the Public Utilities Commission of Ohio (PUCO) for assistance at 1-800-686-7826 (toll free) from 8 a.m. to 5 p.m. weekdays, or at
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 utility customers in matters before the PUCO. The OCC can be contacted at 1-877-742-5622 from
8 a.m. to 5 p.m. weekdays, or at www.PickOCC.org.

Rates Available on Request



Service Address:

Account #

9625-1   38811

Line Item Charges:

Previous Charges

Total Amount Due At Last Billing $ 516.64

Previous Balance Due $ 516.64*

Current AEP Ohio Charges

Tariff 820 - Residential Service  06/08/18
Service Delivery Identifier: 

Transmission Service $ 22.03

Distribution Service 42.95

Customer Charge 8.40

Retail Stability Rider 1.69

Deferred Asset Phase-In Rider 2.23

Power Purchase Agreement Rider 1.07

Current Electric Charges $ 78.37*

Current Verde Energy USA Ohio LLC Charges (800-388-3862)

Service Delivery Identifier:  06/08/18

Energy Charge: 245.00 Kh @ 0.087900000 $ 21.54

Energy Charge: 854.00 Kh @ 0.087900000 75.07

Current SDI Charges $ 96.61*

Current Supplier Balance Due $ 96.61*

Current Home Repair Plan Charges:

Homeserve USA (855-769-6267) $ 18.97

Home Repair Plan Due $ 18.97*

Total Balance Due
*Charges make up the "Total Balance Due"

$ 710.59

Usage Details:

Values reflect changes between current month and previous month.

Usage:
 148 kWh

Avg. Daily Cost:
 $0.60

Avg. Temperature:
 16 °F

Jun '17 May '18 Jun '18

43
6

12
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10
99

Jun '17 May '18 Jun '18

$1
.1
4

$3
.2
1

$2
.6
1

Jun '17 May '18 Jun '18

67
ºF

55
ºF

71
ºF

Total usage for the past 12 months: 11,703 kWh

Average (Avg.) monthly usage: 975 kWh

Meter Read Details:

Meter #Meter Change 

Previous Type Current Type Metered Usage

43023 Actual 43877 Actual  854 854 kWh

Service Period 05/09 - 06/01 Multiplier 1

Meter  

Previous Type Current Type Metered Usage

0 Actual 0 Actual  0 0 kWh

Service Period 06/01 - 06/01 Multiplier 1

Meter  

Previous Type Current Type Metered Usage

0 Actual 245 Actual  245 245 kWh

Service Period 06/01 - 06/08 Multiplier 1

Next scheduled read date should be between Jul 9 and Jul 12 .

Notes from AEP Ohio:

Price-to-Compare: For tariff 820,  in order for you to save money
off of your utility's supply charges,  a supplier must offer you a
price lower than AEP Ohio's price of $0.057 per kWh for the same
usage that appears on this bill.  To review available competitive
supplier offers, visit the Public Utilities Commission of Ohio's
"Energy Choice Ohio" web site at www.energychoice.ohio.gov.

For Informational Purposes only: The below costs are NOT NEW
CHARGES and are approximate values.  AEP participates in
programs required by the state of Ohio to support energy
conservation and to secure renewable energy resources. For more
information on energy efficiency programs, please visit 
aepohio.com/ItsYourPower .

Renewable Programs: $1.08
Energy Efficiency Programs: $2.71

Peak Demand Reduction Programs: $0.91

The Public Utilities Commission of Ohio in case number 
17-1083-EL-RDR approved AEP Ohio's request to refund an 
over-collection for restoration costs in its Storm Damage Recovery 
Rider effective with this bill. A residential customer will see a 
decrease of $2.05 for one month.

In Case No. 16-1852-EL-SSO, the Public Utilities Commission of Ohio
approved adjustments to Ohio Power Company’s gridSMART Phase
2 rider. This rider allows the Company to recover costs for grid 
modernization projects.  A residential customer will see an increase 
of $0.78 per month.



The Public Utilities Commission, in Case No. 18-0096-EL-RDR, 
approved an adjustment to increase the Basic Transmission Cost 
Rider, effective with this bill. This rider, which is adjusted annually, 
recovers non-market based transmission charges. A residential 
customer using 1,000 kWh per month will see a decrease of $3.73 
per month.

As of July 28, 2018, AEP will no longer remit payments to AEP 

ENERGY INC for 

As a participant in the AEP Ohio Customer Choice Program, your 
electric energy is being supplied by Verde Energy USA Ohio LLC. 
This bill reflects AEP Ohio charges for delivery of the electric and 
all electric energy supply charges AEP Ohio has received from your
supplier as of the Billing Date shown on this bill. For questions 
about your electric energy supply charges please contact Verde 
Energy USA Ohio LLC at (800)388-3862. Please note that failure to 
pay charges for competitive retail electric services (CRES) may 
result in loss of those products and services, the cancellation of 
your contract with the CRES provider and your return to AEP 
Ohio’s Standard Offer for energy supply services.

Due date does not apply to previous balance due. 

The Public Utilities Commission of Ohio in Case No. 16-1852-EL-SSO
on May 23, 2018 approved AEP Ohio's request to extend and 
modify its existing riders. A residential customer using 1,000 kWh 
of electricity will see an increase of $0.37 per month effective with 
this bill.

To avoid unnecessary delays in crediting your electric payment, 
please do not paper clip or staple your check to the bill payment 
stub.

*If you pay your electric bill in person, remember to pay only at 
AUTHORIZED pay stations. These locations send notice of your 
payment immediately to AEP Ohio which could prevent service 
disconnection. Pay stations may charge a fee for this service. Keep 
your receipt as proof of payment. For a list of authorized pay 
stations or other payment options, visit our website at  

www.aepohio.com or call the number above.**



Please tear on dotted line.

CY 08SERVICE ADDRESS:   

Methods of Payment

aepohio.com

PO Box 371496
Pittsburgh, PA 15250-7496

1-800-611-0964 ($1.85 fee)

Notes from AEP Ohio:

Account #

Your account is scheduled for disconnection

after August 10, 2018.

Mailing date is July 10, 2018

Past Due Charges:

Due before August 10 $174.98

TOTAL PAST DUE $174.98

1733-1   6765
101001733 01 AB      0.40

PO BOX 24401

CANTON, OH  44701-4401

Receipt of a new bill will NOT change the requirements

of this notice.

If disconnection of service for nonpayment would be
especially dangerous to the health of a household member,
a medical certification program and forms are available
from the Company.

Please see payment options on the last page of this notice.

Turn over for important information!

DISCONNECT NOTICE

Need help paying your bill?

Call us at 1-800-672-2231 to learn about payment
arrangements and other assistance programs.

Reconnection:

Should you get disconnected, here's a breakdown of
potential charges for reconnection:

Reconnect at Meter $53.00
Reconnect off-shift $98.00

Reconnect on Sunday $119.00

Reconnect at Pole $154.00
Reconnect after hours non-holiday $192.00

Reconnect on non-business day $221.00

Reconnect install locking device $73.00

Trip charge $16.00

Please disregard if payment has been made

Send Inquiries To:
PO BOX 24401
CANTON, OH  44701-4401

Make check payable and send to:

AMERICAN ELECTRIC POWER

PO BOX 371496

PITTSBURGH, PA 15250-7496

9039

Account #

  

Thank you for your prompt payment. Please include your account number on your check and return this stub with your payment.

Pay on or before August 10, 2018
to avoid disconnect $174.98

Payment Amount $

Your total account balance includes a past due 
amount of $174.98, which may include CRES 
provider charges.  To avoid disconnection, payment 
of the past due amount must be received on or 
before August 10, 2018. 



Important Message

We welcome the opportunity to assist you. Our customer service center is open 24 hours a day, 7 days a week. If you have a question, please call
us toll free at 1-800-672-2231, or 1-800-617-1234 (TDD/TTY).

We offer several ways for you to pay your bill. Bills may be paid by mail, in person to an authorized agent, by phone ($1.85 processing fee), or you
can pay your bill electronically (e-Bill) or have your payments deducted automatically from your checking or savings account. Payment to an
unauthorized agent is at your own risk. For names and locations of authorized agents, please call us toll free at 1-800-672-2231. Customers who
are hearing impaired may call 1-800-617-1234 (TDD/TTY).

We offer levelized payment options to qualifying customers. Average Monthly Payment Plan (AMP): The monthly payment is based on the
average of the current month’ s bill, plus the previous 11 months’ bills. Each month, the oldest bill is removed from the computation, and the new
current bill is included. Budget Billing: A monthly amount is calculated based on previous bills. This monthly amount is reviewed and adjusted
based on the type of plan.

Customers may be assessed a deposit if they have not made a full payment (or arrangements) on a bill that contains a previous balance, or have
been disconnected for nonpayment, fraudulent practice, tampering, or unauthorized reconnection during the preceding 12 months. Residential
deposits may be made through a cash deposit or approved guarantor. Non-residential deposits may be made by cash, approved letters of credit,
or approved surety bonds. To discuss any further options please call AEP Ohio.

If you have a complaint or wish to contest a deposit you can do so by visiting www.aepohio.com under “Contact Us”, call 1-800-672-2231 or by
writing to Customer Concerns, 4500 S. Hamilton Road, Groveport, OH 43125.

If you have a complaint in regard to this disconnection notice that cannot be resolved after you have called AEP Ohio, or for general utility
company information, residential and business customers may contact the public utilities commission of ohio (PUCO) for assistance at
1-800-686-7826 (toll free) from eight a.m. to five p.m. weekdays, or at http://www.puco.ohio.gov. Hearing or speech impaired customers may
contact the PUCO via 7-1-1 (Ohio relay service). You may write to: Public Utilities Commission of Ohio, Attention: CSD, 180 E. Broad Street,
Columbus, Ohio 43215-3793.

The Ohio consumer counsel (OCC) represents residential utility customers in matters before the PUCO. The OCC can be contacted at
1-877-742-5622 (toll free) from eight a.m. to five p.m. weekdays, or at www.pickocc.org.

DISCONNECTION MAY NOT OCCUR FOR UNPAID NONTARIFFED CHARGES.

FAILURE TO PAY CHARGES FOR NONTARIFFED PRODUCTS OR SERVICES MAY RESULT IN LOSS OF THOSE PRODUCTS OR SERVICES.

FAILURE TO PAY CHARGES FOR COMPETITIVE RETAIL ELECTRIC SERVICE MAY RESULT IN CANCELLATION OF THE CUSTOMER’S CONTRACT
WITH THE COMPETITIVE RETAIL ELECTRIC SERVICE PROVIDER, AND RETURN TO THE ELECTRIC DISTRIBUTION UTILITY’S STANDARD-OFFER
GENERATION SERVICE.

NOTICE: The Federal Equal Credit Opportunity Act prohibits creditors from discrimination against credit applicants on the basis of race, color,
religion, national origin, sex, marital status, age (provided the applicant has a capacity to enter into a binding contract) or because the applicant
has in good faith exercised any right under the Consumer Credit Protection Act. The federal agency that administers compliance with this law is
the Federal Trade Commission, Equal Credit Opportunity, Cleveland, Ohio, phone (216) 263-3410.

Ohio Laws against discrimination require that all creditors make credit equally available to all credit-worthy customers and that credit reporting
agencies maintain separate credit histories on each individual upon request. The Ohio Civil Rights Commission, 30 E. Broad Street; 5th Floor,
Columbus, Ohio 43205, phone 1-888-278-7101, administers compliance with this law.

Rates available on request or visit www.aepohio.com under ‘Rates & Tariffs’

Electronic Check Conversion – if you pay by check, you authorize us to convert your paper check into an electronic debit.

If you have questions, please call AEP Ohio at 1-800-672-2231 or visit us at www.AEPOhio.com.



Service Address:

Account #

1733-1   6767

Disconnect notes from AEP Ohio:

To AVOID DISCONNECTION, you must do ONE of the following:

• Pay the entire amount due; or

ENTER INTO A PAYMENT PLAN

• Enter into an agreement requiring six equal payments plus your
current bill;

• Enter into an agreement requiring nine equal monthly payments
plus a budgeted payment amount;

• Enter into an agreement requiring minimum monthly payments
of one-third of your account balance (valid only Nov. 1 - April
15);

• Enter into an agreement to make monthly payments based on a
percentage of income (if the total household income is equal to
or less than 150% of the Federal poverty level);

• Agree to any other extended payment plan that is mutually
acceptable to you and the Company.

Past due balances may include CRES provider charges.

The disconnect amount due does not include charges for
nontariffed products or services, but may include charges for
competitive retail electric service. Failure to pay charges for other
nontariffed products or services may result in loss of those products
or services.

This notice will not be cancelled by the receipt of a new bill, as the
due date shown on the new bill applies to the current billing and
does not apply to the amount shown as the previous balance.

If payment has been made, please accept our thanks and disregard
this notice.











Case Number: 00251808 4

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.



Case Number: 00251808 5

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EidlN:ref

Email Created Date: 2/7/2019 10:21:01 AM

Email Text Version: 

Initial Submission of a Consumer Complaint

Please Respond Within 10 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:



Case Number: 00251808 6

This customer currently has a dispute with a supplier. Please provide a copy of the past 12 

months bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

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._500t0EidlN:ref

Email Created Date: 2/7/2019 12:06:47 PM

Email Text Version: 

2/7/19

Attached are the requested bill copies.

Please consider this request fulfilled.

Thanks,

Sherry

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Thursday, February 7, 2019 10:21 AM

To: AEP Ohio Complaint <aepohiocomplaint@aep.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

This is an EXTERNAL email. STOP. THINK before you CLICK links or OPEN attachments. If 

suspicious please click the 'Report to Incidents' button in Outlook or forward to 

incidents@aep.com<mailto:incidents@aep.com> from a mobile device.

________________________________



Case Number: 00251808 7

[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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***

DESCRIPTION OF ISSUE:

 This customer currently has a dispute with a supplier. Please provide a copy of the past 12 

months bills.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Furl

defense.proofpoint.com%2Fv2%2Furl%3Fu%3Dhttps-

3A__www.puco.ohio.gov_%26d%3DDwMCAw%26c%3DgMbiD-

Q9WoaRgoXZKCrSug%26r%3DMn6g3VGyV9F7oqpmHavnfX-

s_C7S3DDJA9FSxvCmj_U%26m%3DqjuvPq8M05Aq1kIbizUs527ID6Z1V3DueW0RWWPXQ-

k%26s%3DWui6exy-

_PYFbilQzlkZQNxqME_AkeBHoECSvoCCRDw%26e%3D&data=02%7C01%7CContactThePUCO%4

0puco.ohio.gov%7C892179edb9614983ab3508d68d1e82b1%7C50f8fcc494d84f0784eb36ed57c



Case Number: 00251808 8

7c8a2%7C0%7C0%7C636851559956983978&sdata=wF0kAx%2F3xIPNR0%2BeEAuaqC%2BjxKzk

oWW3Q98qI2nVTTc%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

0000003htWs]

ref:_00Dt0GzXt._500t0EidlN:ref

Email Created Date: 2/13/2019 8:17:21 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.



Case Number: 00251808 9

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC



Case Number: 00251808 10

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov



Case Number: 00251808 11

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._500t0EidlN:ref

Email Created Date: 2/13/2019 10:20:20 PM

Email Text Version: 

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:

·         On 12/15/2017,  authorized her electric account under the name 

“   to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to 

Door sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

·         On 1/16/2018, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

·         On 2/9/2018, the CenStar account became active.

·         On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her 

that her account with CenStar would transition to Verde approximately on 7/31/2018 and if she 

had any objections to contact CenStar by 7/30/2018.

·         On 8/1/2018, due to no objections to the assignment Ms.  CenStar account was 

assigned to Verde.

·         On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 

9/10/2018.

·         On 8/8/2018, the CenStar account terminated.
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·         On 09/10/2018, the Verde account became active.

·         On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. 

The letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

·         On 2/6/2019, Ms.  contacted Verde requesting to know how her account 

became active with Verde. The agent informed Ms.  that her account was assigned to 

Verde from CenStar of which she denied enrolling with them as well.  Ms.  requested 

to speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o   As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o   Verde received an inbound cancellation confirmation with a date of 3/12/2019.

·         On 2/7/2019, Verde received PUCO Complaint No. 00251808.

·         On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

·         On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.

Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.
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Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 
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Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C9a98019e8f

3d4629d8a908d6922b27d6%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685711

2060923964&sdata=sTwluEvtvWdCA4jOoQu8%2Byfm%2F1Hf8GfBsKM6GXAzWDM%3D&reserv

ed=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
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Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C9a980

19e8f3d4629d8a908d6922b27d6%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

57112060933971&sdata=y29hw62WcoFAd5UZudnPn9L9dmRmvXYtEj7q3hOWwmk%3D&reser

ved=0>

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

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 
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days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C9a98019e8f

3d4629d8a908d6922b27d6%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685711

2060943979&sdata=Glq4mJelRpp530ipbjSCwryVFqvhuWeiTHRPvcg2IWk%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

0000003hsw3]
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ref:_00Dt0GzXt._500t0EidlN:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003i0Fs]

Email Created Date: 2/14/2019 7:52:55 AM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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 TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:

· On 12/15/2017,  authorized her electric account under the name “  

  to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to Door 

sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

· On 1/16/2018, the Welcome Letter was sent to the mailing address on file. (Letter Attached)

· On 2/9/2018, the CenStar account became active.

· On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her that 

her account with CenStar would transition to Verde approximately on 7/31/2018 and if she had 

any objections to contact CenStar by 7/30/2018.

· On 8/1/2018, due to no objections to the assignment Ms.  CenStar account was 

assigned to Verde.

· On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 9/10/2018.

· On 8/8/2018, the CenStar account terminated.
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· On 09/10/2018, the Verde account became active.

· On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. The 

letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

· On 2/6/2019, Ms.  contacted Verde requesting to know how her account became 

active with Verde. The agent informed Ms.  that her account was assigned to Verde 

from CenStar of which she denied enrolling with them as well.  Ms.  requested to 

speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o As such, Ms.  requested to terminate her account. The agent submitted an outbound 

cancellation request to the utility.

o Verde received an inbound cancellation confirmation with a date of 3/12/2019.

· On 2/7/2019, Verde received PUCO Complaint No. 00251808.

· On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

· On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.

Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.
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Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days
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CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 6147724249

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944
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martha.lopez@sparkenergy.com | http://www.sparkenergy.com

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

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 
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business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EidlN:ref

Email Created Date: 2/14/2019 10:27:14 AM

Email Text Version: 

Good morning,

Attached is the TPV recording for PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 6:53 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***
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DESCRIPTION OF ISSUE:

 The TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

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%7C54bdfec9aa

3f46ed77b508d69290dec8%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857548

260970768&sdata=WHEHPZDEy%2Bz0B7tXHGHxGpkuxN1PmEd24Zb2dtGmZN4%3D&reserved

=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:
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•         On 12/15/2017,  authorized her electric account under the name 

“   to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to 

Door sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

•         On 1/16/2018, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

•         On 2/9/2018, the CenStar account became active.

•         On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her 

that her account with CenStar would transition to Verde approximately on 7/31/2018 and if she 

had any objections to contact CenStar by 7/30/2018.

•         On 8/1/2018, due to no objections to the assignment Ms.  CenStar account 

was assigned to Verde.

•         On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 

9/10/2018.

•         On 8/8/2018, the CenStar account terminated.

•         On 09/10/2018, the Verde account became active.

•         On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. 

The letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

•         On 2/6/2019, Ms.  contacted Verde requesting to know how her account 

became active with Verde. The agent informed Ms.  that her account was assigned to 

Verde from CenStar of which she denied enrolling with them as well.  Ms.  requested 

to speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o   As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o   Verde received an inbound cancellation confirmation with a date of 3/12/2019.
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•         On 2/7/2019, Verde received PUCO Complaint No. 00251808.

•         On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

•         On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.

Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.

Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>
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From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C54bdfec9aa

3f46ed77b508d69290dec8%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857548

260980770&sdata=KDrCSc1290zO9H8datER%2BPfRqSO11BzefC2SWcMoiUw%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.

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C54bdf

ec9aa3f46ed77b508d69290dec8%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

57548260990783&sdata=vkJdn9Q3H4%2FYMy5EUQbM7cr52TqDDDJypSYn8b01dSM%3D&rese

rved=0>

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fww

w.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C54bdfec9aa3f

46ed77b508d69290dec8%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368575482

61010798&sdata=HaWG9iShPD4fJP95YMUfrT18ADKQn54%2BwiPeNCHlXhM%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

0000003hsw3]

ref:_00Dt0GzXt._500t0EidlN:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003i0Fs]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i1SO]

Email Created Date: 2/14/2019 1:35:19 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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:

It is still telling me that there is 0:00 minutes of recording on this TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 10:26 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good morning,

Attached is the TPV recording for PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois
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From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 6:53 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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 TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:

· On 12/15/2017,  authorized her electric account under the name “  

  to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to Door 

sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

· On 1/16/2018, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 2/9/2018, the CenStar account became active.

· On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her that 

her account with CenStar would transition to Verde approximately on 7/31/2018 and if she had 

any objections to contact CenStar by 7/30/2018.
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· On 8/1/2018, due to no objections to the assignment Ms.  CenStar account was 

assigned to Verde.

· On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 9/10/2018.

· On 8/8/2018, the CenStar account terminated.

· On 09/10/2018, the Verde account became active.

· On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. The 

letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

· On 2/6/2019, Ms.  contacted Verde requesting to know how her account became 

active with Verde. The agent informed Ms.  that her account was assigned to Verde 

from CenStar of which she denied enrolling with them as well.  Ms.  requested to 

speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o  As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o  Verde received an inbound cancellation confirmation with a date of 3/12/2019.

· On 2/7/2019, Verde received PUCO Complaint No. 00251808.

· On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

· On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.
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Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.

Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO
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Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.
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Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com | http://www.sparkenergy.com

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 
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NIQ: (614) 772-4249

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

ref:_00Dt0GzXt._500t0EidlN:ref

Email Created Date: 2/14/2019 2:03:32 PM

Email Text Version: 

Good afternoon,

Please note that the recording has not been altered in any way. I have attached the TPV for 

PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 12:35 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum
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CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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:

 It is still telling me that there is 0:00 minutes of recording on this TPV.

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%7C193d410c1c

de42eeb18908d692af15ac%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857678

035773989&sdata=J7Tg9nCwB7jFBCi9h9px%2BM1ldFSr%2BYtGNXBS6zBY8N0%3D&reserved=0

>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 10:26 AM
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To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good morning,

Attached is the TPV recording for PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 6:53 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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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 The TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

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%7C193d410c1c

de42eeb18908d692af15ac%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857678

035783997&sdata=nTO4eC1hwze7D44k%2B6J5tTkzzdaCP%2FPC91VqhXt8MMA%3D&reserved

=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:
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•         On 12/15/2017,  authorized her electric account under the name 

“   to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to 

Door sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

•         On 1/16/2018, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

•         On 2/9/2018, the CenStar account became active.

•         On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her 

that her account with CenStar would transition to Verde approximately on 7/31/2018 and if she 

had any objections to contact CenStar by 7/30/2018.

•         On 8/1/2018, due to no objections to the assignment Ms.  CenStar account 

was assigned to Verde.

•         On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 

9/10/2018.

•         On 8/8/2018, the CenStar account terminated.

•         On 09/10/2018, the Verde account became active.

•         On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. 

The letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

•         On 2/6/2019, Ms.  contacted Verde requesting to know how her account 

became active with Verde. The agent informed Ms.  that her account was assigned to 

Verde from CenStar of which she denied enrolling with them as well.  Ms.  requested 

to speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o   As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o   Verde received an inbound cancellation confirmation with a date of 3/12/2019.
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•         On 2/7/2019, Verde received PUCO Complaint No. 00251808.

•         On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

•         On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.

Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.

Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>
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From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,
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Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C193d410c1c

de42eeb18908d692af15ac%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C636857678

035793999&sdata=rJUCfiQmqPkEv%2FKGJel7PMx3nsbj6h47NdohThj3qrA%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.

[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C193d4

10c1cde42eeb18908d692af15ac%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368

57678035804013&sdata=D02VBbL6DiOXLEmSW2quh2U0Q8aGlZQKpumaIubyo0s%3D&reserve

d=0>

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]
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[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)
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www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fww

w.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C193d410c1cd

e42eeb18908d692af15ac%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368576780

35814021&sdata=W5HG7Qieoc1%2B7M0zEDbAlx63XlzfZ%2BPg32VY5niATu0%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

0000003hsw3]

ref:_00Dt0GzXt._500t0EidlN:ref[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oi

d=00Dt0000000GzXt&esid=018t0000003i0Fs]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i1SO]

[http://puco.my.salesforce.com/servlet/servlet.ImageServer?oid=00Dt0000000GzXt&esid=018t

0000003i4Xu]

Email Created Date: 2/14/2019 2:19:51 PM

Email Text Version: 

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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:

Is there any other format that you can send the file? It still says that nothing has been recorded.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 2:03 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good afternoon,

Please note that the recording has not been altered in any way. I have attached the TPV for 

PUCO Complaint No. 00251808.

Thank you,
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Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 12:35 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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:

It is still telling me that there is 0:00 minutes of recording on this TPV.
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Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 10:26 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good morning,

Attached is the TPV recording for PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 6:53 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]
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PUBLIC UTILITIES COMMISSION OF OHIO

Consumer Services Division

Memorandum

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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 TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------
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From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:

· On 12/15/2017,  authorized her electric account under the name “  

  to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to Door 

sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

· On 1/16/2018, the Welcome Letter was sent to the mailing address on file.  (Letter Attached)

· On 2/9/2018, the CenStar account became active.

· On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her that 

her account with CenStar would transition to Verde approximately on 7/31/2018 and if she had 

any objections to contact CenStar by 7/30/2018.

· On 8/1/2018, due to no objections to the assignment Ms.  CenStar account was 

assigned to Verde.

· On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 9/10/2018.

· On 8/8/2018, the CenStar account terminated.

· On 09/10/2018, the Verde account became active.
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· On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. The 

letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

· On 2/6/2019, Ms.  contacted Verde requesting to know how her account became 

active with Verde. The agent informed Ms.  that her account was assigned to Verde 

from CenStar of which she denied enrolling with them as well.  Ms.  requested to 

speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o  As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o  Verde received an inbound cancellation confirmation with a date of 3/12/2019.

· On 2/7/2019, Verde received PUCO Complaint No. 00251808.

· On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

· On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.

Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.

Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 
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made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:
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CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: 

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com | http://www.sparkenergy.com
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This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Initial Submission of a Consumer Complaint

Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

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 
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days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.
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ref:_00Dt0GzXt._500t0EidlN:ref

Email Created Date: 2/15/2019 1:44:50 PM

Email Text Version: 

Good afternoon,

The initial recording was sent in WAV format and the second recording was in MP3 format, at 

this time we cannot send out the recording in another form. I would suggest contacting your IT 

department for further assistance.

Thank you,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 1:20 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC



Case Number: 00251808 61

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:

 Is there any other format that you can send the file? It still says that nothing has been 

recorded.

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%7C1e18fef64cc

64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368585308

67600274&sdata=MgRp%2F4pw0GtNHa%2Bj%2FOlWRXN2mN5j%2B2dWLura5lt4qPg%3D&res

erved=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 2:03 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good afternoon,
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Please note that the recording has not been altered in any way. I have attached the TPV for 

PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 12:35 PM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***To ensure your response attaches to the appropriate case, please reply to this email 

without changing the subject line.  Thank you!***
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DESCRIPTION OF ISSUE:

 It is still telling me that there is 0:00 minutes of recording on this TPV.

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%7C1e18fef64cc

64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368585308

67610293&sdata=gAd4bO%2F76GsBdTWck0dzsKeCGgNCYcHRpq1W%2BI6XJ5w%3D&reserved

=0>

This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/14/2019 10:26 AM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

Good morning,

Attached is the TPV recording for PUCO Complaint No. 00251808.

Thank you,

Louise Bourgeois

From: PUCO Consumer Call Center [mailto:contactthepuco@puc.state.oh.us]

Sent: Thursday, February 14, 2019 6:53 AM

To: Customer Concerns
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Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS: Columbus, Ohio 43211

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 TPV provided either has no content attached or is unable to play on my computer. Please 

resend the TPV.

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%7C1e18fef64cc

64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368585308

67630298&sdata=7iZjwWxqRG9ZxGoFemJ40glQZh6G%2BDBgoIAUJpHhVgM%3D&reserved=0>
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This message and any response to it may constitute a public record and thus may be publicly 

available to anyone who requests it.

--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/13/2019 10:18 PM

To: contactthepuco@puco.ohio.gov<mailto:contactthepuco@puco.ohio.gov>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00251808.

Thank you for bringing  concern to our attention and for allowing us to 

address it.

 has filed a complaint with the Public Utilities Commission of Ohio 

(“PUCO”) because she states that she did not authorize Verde as her supplier.

Investigative Results:

•         On 12/15/2017,  authorized her electric account under the name 

“   to CenStar Energy (“CenStar”)  via Teddy Von Nukem (agent ID: 974) a Door to 

Door sales agent associated with Third Party Vendor Master Vendors Marketing. Ms.  

enrolled onto CenStar’s New Renewable Power 12 plan, which includes the fixed rate of 

$0.0708 cents/kWh for 12 months with a $0 Monthly Service Fee and a $0 Early Termination 

Fee. (TPV Attached)

•         On 1/16/2018, the Welcome Letter was sent to the mailing address on file. (Letter 

Attached)

•         On 2/9/2018, the CenStar account became active.

•         On 6/26/2018, the Customer Assignment Letter was sent to Ms.  advising her 

that her account with CenStar would transition to Verde approximately on 7/31/2018 and if she 

had any objections to contact CenStar by 7/30/2018.
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•         On 8/1/2018, due to no objections to the assignment Ms.  CenStar account 

was assigned to Verde.

•         On 8/2/2018, Verde received an inbound enrollment acceptance with a date of 

9/10/2018.

•         On 8/8/2018, the CenStar account terminated.

•         On 09/10/2018, the Verde account became active.

•         On 12/31/2018, the Contract Expiration Notice was sent to the mailing address on file. 

The letter advised Ms.  that her current rate of $0.0708 cents/kWh would expire on 

2/9/2019. (Letter Attached)

•         On 2/6/2019, Ms.  contacted Verde requesting to know how her account 

became active with Verde. The agent informed Ms.  that her account was assigned to 

Verde from CenStar of which she denied enrolling with them as well.  Ms.  requested 

to speak with a supervisor because she stated the rate increased since Verde took her account. 

The agent advised Ms.  that Verde honored the rate of $0.0708 cents/kWh that she 

had with CenStar. The agent reached out to a supervisor who informed the agent to submit a 

TPV request to determine how the account was enrolled to CenStar. The agent informed Ms. 

 a supervisor would contact her within 24-48 business hours with the results.

o   As such, Ms.  requested to terminate her account. The agent submitted an 

outbound cancellation request to the utility.

o   Verde received an inbound cancellation confirmation with a date of 3/12/2019.

•         On 2/7/2019, Verde received PUCO Complaint No. 00251808.

•         On 2/9/2019, the Verde account defaulted to a month to month variable due to no action 

taken or renewal made.

•         On 2/12/2019, Verde contacted Ms.  and played the TPV recording for her. The 

supervisor advised that the enrollment to CenStar was valid as she was the person who 

authorized the enrollment on 12/15/2017. Ms.  stated that she did not give Verde 

permission to switch her account. The agent reiterated what was told to Ms.  on 

2/6/2019 that her account was assigned to Verde from CenStar.

Outcome:

We’d like to confirm that per the attached TPV recording, Ms.  authorized her account 

to CenStar on 12/15/2017 via a Door to Door sales agent associated with Master Vendor 

marketing.
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Additionally, per the attached Assignment Letter, Ms.  was properly notified that her 

account would be assigned to Verde on 7/31/2018 and that if no action was taken CenStar 

would proceed with the assignment.

Furthermore, Verde mailed out the Contract Expiration Notice to Ms.  advising her 

that her rate of $0.0708 cents/kWh would expire on 2/9/2019 and that if no renewal was 

made, the account would default to a month to month variable rate plan. For this reason, 

 is responsible for the charges assessed to her account as it is for her household 

consumption. In as much, please be advised this account does not warrant any credits or 

adjustments.

Lastly, Ms.  account is pending a cancellation date of 3/12/2019; which is 

determined solely by the utility and not Verde.

Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

Louise Bourgeois

[cid:image001.png@01D4B884.99943D90]

Louise Bourgeois | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

lbourgeois@verdeenergy.com<mailto:lbourgeois@verdeenergy.com>

From: PUCO Consumer Call Center 

<contactthepuco@puc.state.oh.us<mailto:contactthepuco@puc.state.oh.us>>

Sent: Wednesday, February 13, 2019 7:17 AM

To: Regulatory <regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>>

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN:ref ]

[https://puco.my.salesforce.com/servlet/servlet.ImageServer?id=015t0000000Dt3q&oid=00Dt0

000000GzXt]

PUBLIC UTILITIES COMMISSION OF OHIO

Second Request for Information

Regarding the Initial Submission of a Consumer Complaint
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Please Respond Within 3 Days

CASE ID: 00251808

COMPANY:

CUSTOMER: 

ADDRESS: 

Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on February 7. Please review the customer’s concerns and 

respond within three business days.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1e18fef64cc

64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368585308

67640306&sdata=8HanHs2RKB%2BOXK7YmMVCAQUkm9GSe3TH5EOj0cyghPE%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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[https://www.sparkenergy.com/SignatureImages/spark_logo.jpg]

Martha Lopez | Manager, Regulatory

12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-217-1909 | Fax: 832-320-2944

martha.lopez@sparkenergy.com<mailto:martha.lopez@sparkenergy.com> | 

http://www.sparkenergy.com<https://na01.safelinks.protection.outlook.com/?url=http%3A%2

F%2Fwww.sparkenergy.com&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1e18f

ef64cc64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C63685

8530867650314&sdata=1FfaOD%2BwfArFb0TEk1wHJORy0vgCNOQCEKFuhNukwWc%3D&reser

ved=0>

This email and any files transmitted with it are confidential and intended solely for the use of 

the individual or entity to whom they are addressed. If you are not the named addressee you 

should not disseminate, distribute, or copy this e-mail. Please notify the sender immediately by 

e-mail if you have received this e-mail by mistake and delete this e-mail from your system. If 

you are not the intended recipient you are notified that disclosing, copying, distributing, or 

taking any action in reliance on the contents of this information is strictly prohibited.

--------------- Original Message ---------------

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

Sent: 2/7/2019 10:16 AM

To: regulatory@sparkenergy.com<mailto:regulatory@sparkenergy.com>

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00251808 [ 

ref:_00Dt0GzXt._500t0EidlN: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: 00251808

COMPANY:

CUSTOMER: 

ADDRESS:  Columbus, Ohio 43211

SERVICE ADDRESS:  Columbus, Ohio 43211

AIQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:   



Case Number: 00251808 70

NIQ: 

***Note to supplier:  To ensure your response attaches to the appropriate case, please reply to 

this email without changing the subject line.  A status update must be provided within 3 

business days of the initial request and a final response needs to be provided within 10 business 

days.  If a copy of the TPV is requested, this must be provided within 3 business days, per O.A.C. 

4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

 Ms.  states she was enrolled in Verde without her authorization.

1. How and when was the customer solicited?

2. What was the agreed upon rate and for how long?

3. When did service take effect?

4. Has the service been cancelled? If so, when is the service stop date?

5. Please include a copy of any sales calls, TPV, welcome letter with terms and conditions, 

renewal notifications, and any other documentation regarding the case.

Sincerely,

Leah Lehman

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department

Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCO.ohio.gov<https://na01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fw

ww.puco.ohio.gov%2F&data=02%7C01%7CContactThePUCO%40puco.ohio.gov%7C1e18fef64cc

64ef48cbd08d69375a758%7C50f8fcc494d84f0784eb36ed57c7c8a2%7C0%7C0%7C6368585308

67660327&sdata=7rlWeTgY7ha1QR5SDUlYb2sOJEUfML3b4sBTXofMyWs%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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Relax with a Security System that 
never sleeps.

New Renewable Power 12

7.08 Cents/KWH

12 Months

$0

$0

P.O. Box 421289

Houston, TX 77242
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Get a $200 gift card from us when you sign up

with Protect America, our newest partner. Call

now 855-213-0303!

Censtar Energy

Columbus, OH  43211-
F

Rest Easy

Account Number

Plan

Rate

Term

Monthly Fee

Early Termination Fee
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Welcome to the Censtar Energy Family!

Featured Item

My Plan Details





Basic Service Prices. 

Fixed Rate Plan: You will pay the fixed rate per kWh as specified in your Welcome Letter or Electric Service Agreement for the 

Immediate Savings Plan: For the first two months of your plan, you will receive a specified percentage savings (shown in your 

Variable Rate Plan: A month-to-month plan where your rate may vary according to market conditions.

Billing. CenStar Services are only a portion of your total monthly bill for delievery of electricity. Your EDU will continue to 

Length of Agreement (Term). The Term of this Agreement is as specified on your Welcome Letter or Electric Service 

3

Ohio Residential and Small Commercial

Electric Generation Service

DISCLOSURE STATEMENT AND TERMS OF SERVICE

Definitions

Right of Rescission - Customers have the right to rescind this Agreement by contacting the EDU by phone or United 
States mail within seven (7) calendar days following the postmark date on the EDU#s confirmation notice.  The EDU 
contact information is listed at the end of these Terms of Service.

Terms of Service 

1.

2.

This is an agreement for electric generation service between CenStar Energy Corp (CenStar) and you, for the service address or 
addresses set forth in your Welcome Letter or Electric Service Agreement. Together, this Disclosure Statement, including the 
terms of service set forth herein, and your Welcome Letter or Electric Service Agreement collectively describe your agreement 
with respect to your purchase of electric generation service from CenStar (Agreement). You will be bound by all the provisions of 
the Agreement, as they may be amended from time to time. CenStar is certified by the Public Utility Commission of Ohio to offer 
and supply electric generation services in Ohio. We set the generation prices and charges that you pay. Your Electric Distribution 
Utility will deliver the electric generation to you. The Public Utility Commission regulates distribution prices and services. The 
Federal Energy Regulatory Commission regulates transmission prices and services.

Electric Distribution Utility (EDU) " The public utility providing facilities for the distribution of electricity to retail customers.

Generation Charge " Charge for production of electricity.

Public Utility Commission of Ohio (PUCO) " the Public Utility Commission of Ohio.

Transmission Charge " Charge for moving high voltage electricity from a generation facility to the distribution lines of an 
electric distribution company.

Your rate plan will be as specified in your Welcome Letter or Electric Service Agreement.

length of your Term. You may also pay a monthly administrative fee, the amount of which, if applicable, is disclosed in your 
Welcome Letter or Electric Service Agreement.

Welcome Letter) off of the EDU#s base energy rate for electricity supply. Thereafter, you will receive CenStar#s standard variable 
rate which will vary according to market conditions. You may also pay a monthly administrative fee, the amount of which, if 
applicable, is disclosed in your Welcome Letter or Electric Service Agreement.

The rate you pay CenStar will include the Generation Charge but exclude the Transmission Charge for services provided under 
this Agreement. Your price does not include applicable Ohio sales tax or any local tax. You are responsible for any and all taxes 
(whether passed through to you on EDU#s bill as a separate line item or as part of the price of electricity, as required by law, rule 
or regulation) and EDU charges for delivery and distribution services. Except as otherwise provided in this Agreement or as 
required by law, all taxes of whatsoever kind, nature and description, due and payable with respect to your performance of your 
obligations under this Agreement, will be paid by you. If you are a tax-exempt entity, you must provide CenStar with the 
necessary certificates and other documentation to qualify for such status.

issue a monthly bill with the same payment due date and the bill will include both your Transmission Charge and your Generation 
Charge, and any other charges incurred in accordance with this Agreement. Bills will continue to be based on actual or estimated 
meter readings. Unless otherwise provided herein, your payment terms and late payment penalties will be governed by the terms 
of the EDU#s tariff. CenStar does not pay or arrange for the payment of any outstanding debts owed by you to the EDU or a 
previous electric supplier.

Agreement. With the exception of a new meter installation or special meter reading date, you will buy your electric generation 
service for the service addresses set forth in your Welcome Letter or Electric Service Agreement from CenStar on the next

!

!

!

!
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Penalties, Fees and Exceptions.

Cancellation Provisions. Residential customers may cancel this Agreement without being assessed an early termination 

required to pay the early termination fee described in Section 4 above, if applicable.  If you are a residential customer, with 48 

Agreement Expiration/Change in Terms.  If you have a fixed term agreement with us and it is approaching the expiration 

Information Release and Authorization. By accepting this contract I authorize CenStar to obtain information from the EDU 

4

CENSTAR ENERGY CORP RESIDENTIAL AND SMALL COMMERCIAL TERMS OF SERVICE
CENSTAR OH EL RESI SMCOMM 20170113

3.

You may be assessed an early termination fee if you cancel or terminate this Agreement prior to the end of the Term.   If 

an early termination fee is applicable, the amount of the early termination fee will be specified in your Welcome Letter 

or Electronic Service Agreement. 

4.

5.

6.

 regularly scheduled meter reading date available and will continue to do so for the entire Term. Customer acknowledges that 
CenStar cannot guarantee a switch of a Customer#s account by a specific date and hereby holds harmless CenStar from any 
liability from liability for, or arising out of, delays in this process. CenStar will provide you with at least 30 days notice prior to the 
end of the Term informing you of the Agreement end date. This Agreement shall remain in effect for the full Term or until you 
notify CenStar in writing or by phone of your intent to cancel at least 30 days prior to your requested end date and until such time 
as the EDU completes the termination in accordance with its rules.  Upon expiration of the Term, if you do not provide verification 
of renewal or cancellation, this Agreement will continue on a month-to-month basis under the same terms and conditions, 
including pricing.

Notwithstanding the foregoing, you may cancel this Agreement without being assessed an early termination or cancellation fee if 
you move to another location and provide a forwarding address and, if required, reasonable evidence that you no longer occupy 
the service address. You will be responsible for amounts due, up to the switch date, of all outstanding charges incurred prior to 
cancellation by you.  For residential customers, there is no penalty to start or stop service from CenStar, if done within the terms 
of this Agreement. 

If you default in the prompt payment of amounts due under this Agreement, you will be liable for any and all fees or charges, 
including reasonable attorney fees and court costs, incurred in connection with the collection of delinquent balances. CenStar 
may use the services of debt collection agencies, consumer reporting agencies, and other remedies as allowed by law to collect 
any unpaid balances on your account.

You will be assessed a fee of $30.00 for payments returned for insufficient funds or credit card transaction not processed due to 
insufficient funds or credit availability by any method of payment including, but not limited to, bank or personal check, automatic 
payment plan account deduction or credit/debit card.

or cancellation fee any time before midnight of the seventh calendar day after the date of the confirmation notice from the EDC of 
your enrollment. Otherwise, you may cancel this Agreement at any time by calling CenStar at 1-877-529-6701, but you will be 

hours notice you may cancel this Agreement without penalty as a result of relocation, or if disability renders you unable to pay for 
service, or upon your death.  If you request to cancel this Agreement, the cancellation will not take effect until the next actual 
meter read date following the date CenStar notifies your EDC. You will be responsible for all payments due hereunder until the 
cancellation of electric generation service is completed. If for any reason CenStar is no longer able to economically continue this 
Agreement, CenStar may terminate this Agreement at any time with at least thirty (30) calendar days notice to you after 
complying with applicable regulations. This Agreement may be cancelled at the sole discretion of CenStar if you fail to meet any 
of the terms and conditions of this Agreement or if any of the information you have provided to CenStar is or becomes untrue.  
Residential customer contracts will not be terminated if charges are in dispute, all undisputed charges are paid, and the parties 
agree to resolve the dispute within 30 days of when the residential customer notified CenStar of the dispute.  CenStar may 
terminate residential service by the next meter reading subject to the preceding after 30 days notice has been provided. CenStar 
will not terminate residential service due to non-payment of optional services. 

If this Agreement is canceled, expires, or otherwise terminated, you will receive uninterrupted service from the EDC until you 
designate another provider of electric generation service or service is shut off by the EDC. Only the EDC may shut off your 
electric power.

date, we will send you advance notice either in your bill or in a separate mailing at least 45 days before the expiration date.  We 
will explain your options in this advance notice and we will follow your instructions.  If you do not respond to the notice, at our 
discretion, we may renew your electric generation service under a month-to-month Variable market rate.  

If we propose to change our terms of service, CenStar will provide written notice to you of any material change to this Agreement 
at least 45 days prior to the date any such change becomes effective. Upon receipt of written notice of a material change, you 
may terminate this Agreement without penalty prior to the date such change becomes effective.  

through the term including, but not limited to, account name, account number, billing address, service address, telephone 
number, standard offer service type, historical and future electricity usage, rate classification, meter readings, characteristics of 
electricity service, and when charges under this Agreement are included on my EDU bill or other billing and payment information 
from the EDU.  I authorize CenStar to release that information to third parties who need to use or be aware of such information in 
connection with my electric generation service as well as to its affiliates and business partners for marketing purposes. These 
authorizations shall remain in effect as long as this Agreement (including any renewal) is in effect. I may rescind these 
authorizations at any time by either calling CenStar at 1-877-529-6701or providing written notice to CenStar.  CenStar reserves
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Dispute Procedures. Contact us by any of the means provided at the bottom of these Terms and Conditions with any 

www.puco.ohio.gov. Hearing or speech impaired customers may contact PUCO  7-1-1 (Ohio relay service). The Ohio consumers 

Warranties. YOU REPRESENT AND WARRANT THAT YOU DO NOT HAVE ANY EXISTING PAST DUE BALANCE WITH 

EDU.  CENSTAR MAKES NO REPRESENTATIONS OR WARRANTIES, EITHER EXPRESSED OR IMPLIED, WITH REGARD 

Limitation of Liability. You will be deemed to be in exclusive control (and responsible for any damages or injury caused 

Mandatory Arbitration. Any claim, dispute or controversy, regarding any contract, tort, statute, or otherwise 

AAA Rules and forms can be located at www.adr.org, or by calling 1-800-778-7879. MANDATORY ARBITRATION OF A 

CLAIM MEANS WAIVER OF THE RIGHT TO SUE IN A COURT AND WAIVER OF A RIGHT TO A TRIAL BY JURY. The 

Class action Waiver. Any Claim must be brought in the parties# individual capacity, and not as a plaintiff or class 

Miscellaneous. 

5

CENSTAR ENERGY CORP RESIDENTIAL AND SMALL COMMERCIAL TERMS OF SERVICE
CENSTAR OH EL RESI SMCOMM 20170113

7.

8.

9.

10.
(&Claim'), arising out of or relating to this Agreement or the relationships among the parties hereto shall be resolved by 
one arbitrator through binding arbitration administered by the American Arbitration Association (&AAA'), under the 
AAA Commercial or Consumer rules, as applicable, in effect at the time the Claim is filed (&AAA Rules'). Copies of the 

arbitrator#s decision shall be final, binding, and non-appealable. Judgment upon the award may be entered and 
enforced in any court having jurisdiction. This clause is made pursuant to a transaction involving interstate commerce 
and shall be governed by the Federal Arbitration Act. Neither party shall sue the other party other than as provided 
herein or for enforcement of this clause or of the arbitrator#s award; any such suit may be brought only in Federal 
District Court for the District, or if any such court lacks jurisdiction, in any state court that has jurisdiction. The 
arbitrator, and not any federal, state or local court, shall have exclusive authority to resolve any dispute relating to the 
interpretation, applicability, unconscionability, arbitrability, enforceability or formation of this Agreement including any 
claim that all or any part of the Agreement is void or voidable. However, the preceding sentence shall not apply to the 
clause entitled &Class Action Waiver'.

11.
member in any purported class, collective, representative, multiple plaintiff, or similar proceeding (&Class Action'). The 
parties expressly waive any ability to maintain any Class Action in any forum. The arbitrator shall not have authority to 
combine or aggregate similar claims or conduct any Class Action nor make an award to any entity or person not a party 
to the arbitration. Any claim that all or part of this Class Action Waiver is unenforceable, unconscionable, void, or 
voidable may be determined only by a court of competent jurisdiction and not by an arbitrator. THE PARTIES 
UNDERSTAND THAT THEY WOULD HAVE HAD A RIGHT TO LITIGATE THROUGH A COURT, TO HAVE A JUDGE OR 
JURY DECIDE THEIR CASE AND TO BE PARTY TO A CLASS OR REPRESENTATIVE ACTION, HOWEVER, THEY 
UNDERSTAND AND CHOOSE TO HAVE ANY CLAIMS DECIDED INDIVIDUALLY, THROUGH ARBITRATION.

12.

the right to reject my enrollment or terminate the agreement if I rescind these authorizations, if I fail to meet or maintain 
satisfactory credit standing as determined by CenStar, or if I fail to meet minimum or maximum threshold electricity consumption 
levels as determined by CenStar.  If I fail to remit payment in a timely fashion, CenStar may report the delinquency to a credit 
reporting agency. 

questions concerning our terms of service or your bill. If your complaint is not resolved after you have contacted CenStar or for 
general utility information, residential and business customers may contact the Public Utilities Commission of Ohio for assistance 
at 1-800-686-7826 (toll free) or for TTY at 1-800-686-1570 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at 

counsel (OCC) represents residential customers in matters before PUCO.  The OCC can be contacted 1-877-742-562 (toll free) 
from 8 am to 5 pm weekdays or at http://www.pickocc.org.

YOUR EDU OR ANOTHER SUPPLIER THAT WOULD RENDER YOU INELIGIBLE FOR CONSOLIDATED BILLING BY YOUR 

TO THE PROVISION OF ELECTRIC GENERATION SERVICE AND DISCLAIMS ANY AND ALL WARRANTIES, EXPRESSED 
OR IMPLIED, INCLUDING BUT NOT LIMITED TO, WARRANTIES OF MERCHANTABILITY, FITNESS FOR A PARTICULAR 
PURPOSE, OR ARISING OUT OF ANY COURSE OF DEALING OR USAGE OF TRADE.

thereby) of the electric power after receipt at the delivery point or points. CENSTAR WILL NOT BE LIABLE FOR 
CONSEQUENTIAL, INCIDENTAL, SPECIAL, PUNITIVE, EXEMPLARY OR INDIRECT DAMAGES (INCLUDING LOST 
PROFITS OR OTHER BUSINESS INTERRUPTION DAMAGES), WHETHER BY STATUTE, IN CONTRACT OR TORT, EVEN 
IF THE RESULT OF NEGLIGENCE (WHETHER SOLE, JOINT, CONCURRENT, ACTIVE OR PASSIVE). ALL OTHER 
LIABILITY WILL BE LIMITED TO DIRECT ACTUAL DAMAGES ONLY, AND SUCH DIRECT ACTUAL DAMAGES WILL BE THE 
SOLE AND EXCLUSIVE REMEDY. YOU HEREBY WAIVE ALL OTHER REMEDIES AT LAW OR IN EQUITY. THERE ARE NO 
THIRD PARTY BENEFICIARIES TO THIS AGREEMENT. To the extent any damages required to be paid hereunder are 
liquidated, the parties acknowledge that the damages are not intended and shall not be construed as a penalty, such damages 
are difficult or impossible to determine, that otherwise obtaining an adequate remedy is inconvenient or impossible, and that the 
liquidated damages constitute a reasonable approximation of the harm or loss.

(a) CenStar will not assess a charge to a residential customer for starting or stopping service, if done within the terms of this 
Agreement.  This provision does not prohibit an early termination fee or penalty for failure to adhere to this Agreement. 

(b) If CenStar is rendered unable to perform, in whole or in part, by a Force Majeure event, its performance under this 
Agreement will be excused for the duration of such event. &Force Majeure' means any act or event that is beyond the reasonable
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Contact Information. Information regarding CenStar#s energy sources, energy efficiency, environmental impacts, or 

 In the case of an outage, call: 
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13.

CenStar Energy Corp.
1 Radisson Plaza, Ste. 704
New Rochelle, NY 10801
1-877-529-6701
OH License No.: 12-585E(3)
www.censtarenergy.com
Hours of Operation: Monday through Friday (except holidays), 8:00 a.m. 
to 8:00 p.m., Eastern Standard Time

control of CenStar that adversely affects, interrupts, or precludes its performance. In addition, acts of other parties, including 
without limitation, PJM, RTOs, aggregators, other suppliers, qualified scheduling entities, EDUs, any governmental authority, and 
the respective employees and agents of such parties, will also be deemed to be events of Force Majeure.

(c) Energy delivery shall continue to be provided by your . You should contact your EDC in the event of a power outage or 
emergency.    Your electric service will be provided in accordance with your existing connection requirements unless you request 
a change by the EDC and pay for the cost of that change. You may not resell or use any electric power provided under this 
Agreement as an auxiliary or supplement to any other source of power. The supply of electric power under this Agreement will be 
measured at the delivery point by the EDC providing the delivery service in accordance with the terms of the applicable tariff for 
electric generation service. CenStar and you will be bound by the measurement from the meters owned, installed, maintained 
and read by the EDC.

(d)  This Agreement will be governed by, interpreted, construed and enforced in accordance with the laws of the State of Ohio, 
without regard to principles of conflicts of laws.

(e) A wet or faxed signature on an Electric Service Agreement is an agreement to initiate service and begin enrollment with 
CenStar.  These Terms of Service, along with your Welcome Letter or Electric Service Agreement, constitute the entire 
agreement between you and CenStar relating to the subject matter hereof and supersede any other agreements, written or oral, 
between you and CenStar concerning the subject matter of the Agreement.  

(f) You may not assign this Agreement or your obligations under this Agreement without CenStar#s prior written consent. 
CenStar may assign this Agreement, together with all rights and obligations hereunder, to (i) CenStar#s electricity supplier, or 
such supplier#s designee, (ii) an affiliate of CenStar or to any other person succeeding to all or substantially all of CenStar#s 
assets, or (iii) in connection with any financing or other financial arrangement.

(g) Any failure by CenStar to enforce any term or condition of your electric generation service or otherwise exercise any right it 
may have under this Agreement will not be deemed a waiver of any rights to thereafter enforce any or all of the terms or 
conditions of your service or to exercise rights under this Agreement.

(h) Should any provision of this Agreement for any reason be declared invalid or unenforceable by final and applicable order by 
a court or any regulatory body having jurisdiction, such decisions shall not affect the validity of the remaining portions, and the 
remaining portions shall remain in effect as if this Agreement had been agreed to without the invalid portion. If any provision of 
this Agreement is declared invalid, the remainder of this Agreement will be construed so as to give effect to its original intent and 
effect as near as possible.

(i) The provisions of this Agreement concerning payment, limitation of liability, waivers, arbitration, and waiver of class actions 
will survive the termination or expiration of this Agreement.

(j) The parties may execute the Agreement in counterparts, each of which is deemed an original and all of which constitute the 
same instrument. 

historical billing data is available upon request.

Energy Supplier:

Electric Distribution Company & AEP Columbia
Provider of Last Resort 1 Riverside Plaza

Columbus, OH 43215
1-800-672-2231
https://www.aep.com/

1-800-672-2231

Public Utility Commission: Public Utility Commission of Ohio
180 E. Broad St.
Columbus, OH 43215 
(800) 686-PUCO (7826)
(800) 686-1570 (TTY-TDD)
www.puco.ohio.gov
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1-877-742-5622 (toll free) from 8:00 a.m. to 5:00 p.m. weekdays, or at www.pickocc.org.

15. Rewards Program Terms. Rewards are subject to the following terms and conditions. 

for which we have not received a request to discontinue (drop) service or change programs and (iii) are in good standing (no 

past-due balance owed) during the minimum required number of days stated in the offer.
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Residential customers may also contact the Ohio Consumers# Counsel for assistance with complaints and utility issues at 

For purposes of receiving incentives and rewards, active accounts are defined as those (i) that are billing more than $0 and (ii) 

Rewards and incentives are also subject to the reward and incentive terms and conditions stated in the offer, located on our 
website and stated in the offer and those terms and conditions in the Terms of Service between CenStar and you, including, but 
not limited to, all terms related to dispute resolution. CenStar reserves the right to disqualify any account holder from participation 
in reward and incentive programs.
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Account#:

! !!! !
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Columbus, OH  43211
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COLUMBUS, OH 43211-

Please be advised that no Early Termination Fee will apply if you choose to cancel your 

service with Verde Energy on fixed rate products within 14 days of your contract expiration. 

Prior to 14 days, your account is subject to an early termination fee of $0.00000000.

MOVING?

We#d like to help with your energy needs at your new address. Call 1-800-388-3862.

We promise to be hassle-free even if your move isn#t.

VE EXPIRATIONNOTICE OH 08.21.2018 English
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