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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 4/15/2019 1:49:37 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257677 [ ref:_00Dt0GzXt. S00tOFNSnU:ref |

Good morning!

Please advise the names of the distribution companies that Mr. ||} is with for both the electric and the
gas.

Thank you,
Cindi

——————————————— Original Message ~~-----=----=~-

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 4/3/2019 11:21 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257677 |
ref: 00Dt0GzXt. SOOtOFNSnU:ref ]

Good moming,

We are in response to PUCO Complaint No. 00257677,

Per cur imtial response sent on 3/19/2019, we indicated that the TPV was not in compliance with certain Ghio
Administrative Codes and hsted two of them. Thank you for providing the additional out of comphiance codes in the TPV,
thev have all been noted and forwarded to Verde's Compliance Manager-Vendor & Quality Assurance to have the soripis
property updated.

We also indicated that because the TPV was not in compliance, Mr. [ s <loctric and gas accounts would both be
property adjusted from mception wotil the final date of service back to the witlity s rate.

Attached vou will find the Cost-Analysis caleulations completed for the Electnie account for service period of 2/5/2019 —
3/5/2019 for $29.09 back to the utility’s rate. The adjustment was apphied on the account to reflect on M. ||| GGK
upcoming wvoice. AL this time, Verde 1s awatting for the final mvoice for service period of 3/5/2019 - 4/3/2019 1o
gengrated so that we may complete the adjustment,
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Lastly, attached is the cost-analvsis calculations completed for the Gas account for the service penod 1/25/2019 —
2/28/2019 for $64.72 back to the utidity’s rate. An additional request was subrutted to have the amount of $64.72 1ssued to
Mr. [ i form of a refund check and he can expect to receive it within 21 business days from today.

We hope that all the concerns have been addressed. Please advise if there 15 anyvthing else we may assist vou with.

Kind regards,

Niomara Mendoza

From: Cindi Mack <contactthepuco@puc.state.oh.us>

Sent: Tuesday, April 02, 2019 4:37 PM

Te: Regulatory <regulatory@sparkenergy .com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00257677 |
ref. 00Dt0GzXt. SO0tOFNSnU:ref |

PUBLIC UTILITIES COMMISSION OF OHIO
Third Request for Information
for Electric and Gas

Please Respond Within 48 Hours

CASE ID: 00257677

cusTomeR: I
ADDRESS: [ south Euclid, Ohio 44121
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SERVICE ADDRESS: G South Euclid, Ohio 44121
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NiQ: I

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

DESCRIPTION OF ISSUE:

A follow up was sent to you on March 23. A second request for follow up
information was sent on March 29. Please refer to the details contained in
the original submission of the complaint and respond within 48 hours.

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
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may be publicly available to anyone who requests it.

ref; 00Dt0GzXt. S00t0FNSnU ref
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Message

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]
Sent: 5/31/2019 2:15:32 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501913 [ ref:_00Dt0GzXt. 500t0iftxX:ref |
Public Utllities
Commission

PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00501913

CUSTOMER:
ADDRESS: , Cleveland, Ohio 44104
SERVICE ADDRESS: ,Cleveland, Ohio 44104

AlQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER: |IIIEE

Ni: [

***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,

Can you advise if there is any follow up regarding the customers re-rate?
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.
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——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 5/23/2019 11:55 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501913 [
ref: 00Dt0GzXt. S00tOIftxX ref ]

Good Morning,
We truly appreciate you for providing the gas rates to complete the cost analysis for Ms. || s gas account. Verde

will gladly provide an update on the status of the gas refund and will provide the electric account cost analysis upon
completion.

Kindest Regards,

energy’

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Thursday, May 23, 2019 7:53 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501913 [ ref:_00Dt0GzXt._500t0IftxX:ref ]
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PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00501913
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: |IIIGIEE

NiQ: I

, Cleveland, Ohio 44104
,Cleveland, Ohio 44104

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***
DESCRIPTION OF ISSUE:

Thank you for the information provided and the re-rates provided to the

customer. Below is the gas calculations, please let me know if you have
any questions. Please provide the update for the electric once calculated.

Usage SCO Verde Difference
Feb 8.8 $ 302 § 2658 § 649 § 5711 § (30.54)
March 6.9 $ 293 § 2018 § 649 $ 4478 § (24.60)

April 34 $§ 295 § 1003 § 649 §$§ 2207 § (12.04)

$  (67.17)

Sincerely,

Maureen Harbolt

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: 5/20/2019 5:31 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501913 [
ref: 00Dt0GzXt. SO0tOIftxX ref ]

To Whom This May Concern:

This is Verde Energy USA (*Verde™) response to PUCO Complaint No. 00501913,

Thank you for bringing congcern to our attention and for allowing us the opportunity to address it.
has filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) inquiring about her
enrollment to Verde.

Investigative Results:

e On 2/6/2019, _ authorized the electric and gas service with door-to-door sales agent, Donnie
Woods, with the third party vendor, Energy Group Consultants, LLC. As a result, the electric service enrolled
onto Verde’s Price Lock 12 plan, which offers a 12-month fixed rate of 9.29 cents/kWh with a $0 Monthly
Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”). The gas service enrolled onto Verde’s Price Lock
12 plan with a 12-month fixed rate of 64.9 cents/CCF with a $0 MSF and $0 ETF. (TPV Attached)
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e On 2/7/2019, Verde submitted an enrollment transaction to the utility for the electric and gas service.

o Onthe same day, Verde received an inbound electric enrollment response from the utility with the
effective date of 3/19/2019.

e On 2/8/2019, Verde received an inbound gas enrollment response from the utility with the effective date of
2/15/2019.

o On 2/13/2019, Verde generated and mailed the Welcome Letters. (Letter Attached)
e On 2/15/2019, the gas service became active with Verde.
e On 3/19/2019, the electric service became active with Verde.

e On 3/21/2019, Verde received an inbound termination transaction for the gas service from the utility with the
effective date of 4/18/2019.

e On 4/18/2019, the gas service terminated with Verde.

e On 5/7/2019, Verde received an inbound termination transaction for the electric service from the utility with the
effective date of 6/17/2019.

e On 5/8/2019, Verde recetved PUCO Complaint No. 00501913,

QOutcome:

Verde would like to confirm per the attached TPV completed on 2/16/2019, || 2vthorized her electric and
gas service to Verde without any objections. However, after careful review, Verde agrees the TPV does not comply with
0.A.C. 4901:1-29-06(E) (1) () (i1) and O.A.C 4901:1-29-06(E) (1) (g). Consequently, Verde agrees to process a cost
analysis to the utility rate for the service period of 2/15/2019 (date of inception) until 4/18/2019 (date of termination) for
the gas service. In addition, Verde agrees to process a cost analysis for the service period of 3/19/2019 (date of inception)
until 6/17/2019 (date of termination) for the electric service.

In as much, in an effort to efficiently and accurately complete the cost analysis for Ms. || s gas service, please
provide DEQ’s Price To Compare for the service period of 2/15/2019 (date of inception) until 4/18/2019 (date of
termination). Moreover, please be advised, the cost analysis for the electric service will not be processed until the account
terminates on 6/17/2019. Upon completion of the cost analysis, Verde will gladly provide a copy of the calculations.

As it stands, the gas service terminated on 4/18/2019 and the electric service is set to terminate on 6/17/2019. Lastly,
please understand, the termination dates are determined solely by the utility and not Verde.

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

Kindest Regards,

energy:

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@verdesnergy.oom

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

Sent: Wednesday, May 08, 2019 8:30 AM

Te: Regulatory <regulatorvi@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501913 |
ref: 00Dt0GzXt. 500t0IfixX ref |
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Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply
Please Respond Within 3 Business Days

CASE ID: 00501913
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: |G

NiQ: S

***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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

, Cleveland, Ohio 44104
, Cleveland, Ohio 44104

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enrollment with
your company.

Please review the account and advise:

[—

When, how, and by whom the enroliment was completed?

2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

4. The date the enrollment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this

enroliment? If so, will the fees be waived and if not, why?
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Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

A Al

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.
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ref: 00Dt0GzXt. S00tOIftxX:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/31/2019 12:25:52 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264791 [ ref: 00Dt0GzXt. 500t0GKDOg:ref |
Attachments: [JJJ-3yrPTC00264791.xisx

Good morning Brandi,

Please refer to the attachment for the price to compare, along with the information below. However, AEP is not
able to provide the price to compare for December 2015 (due to record retention timeline). Are you able to use
the price to compare for the service period after December 2015 (January 2016). Please provide the amount of
the refund after the re-rate and the timeline for the customer to receive the check.

Jan 2016 PTC .059
Feb 2016 PTC .059
Mar 2016 PTC .063
May 2019 PTC .054 final service period

Thank you,

Shawn Thompson

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 4/29/2019 6:47 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264791 [
ref: 00Dt0GzXt. S00tOGKDOg:ref ]

To Whom This May Concern:
This is Verde Energy USA (*Verde”) response to PUCO Complaint No. 00264791,
Thank you for bringing _’s concerns to our attention and for allowing us the opportunity to address it.

B |- filcd a complaint with the Public Utilities Commission of Ohio (“PUCO™) claiming to have never agreed
to enroll with Verde.

Investigative Results:

o 0On12/72015, I 2vthorized the electric service with a third party telesales agent. As a result, the
electric service enrolled onto Verde’s 100% Green 12-month rate of 6.99 cents/kWh with $0 Monthly Service Fee
and $0 Early Termination Fee.

e On 12/8/2015, Verde submitted an enrollment request transaction to the utility.

o On the same day, Verde received an inbound enrollment response from the utility.
o On the same day, Verde generated and mailed the Welcome Letter. (Letter Attached)
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e On 12/23/2015, the clectric service became active with Verde.

e On 4/16/2019, Verde received an inbound termination transaction from the utility with the effective date of
5/23/2019.
e On 4/17/2019, Verde received PUCO Complaint No. 00264791.

Outcome:

Verde would like to confirm, ||l 2vthorized the electric service to Verde on 12/7/2015. After careful review, per
the attached Welcome Letter mailed to the service address used to file PUCO Complaint No. 00264791, Verde agrees Mr.
- was properly notified of the enrollment to Verde and properly informed of the Terms and Conditions of the contract.

In addition, Verde’s charges have been reflected on Mr. -’s utility invoice for approximately (3 72) years without any
objections, which further confirms Mr. - was properly notified each month of the service with Verde. However,
because Verde no longer has record of the TPV, signed agreement or has record of any contract expiration notices mailed
to the customer, Verde deems the enrollment as a “No Sale. Consequently, Verde agrees to process a cost analysis to the
utility rate from 12/23/2015 (date of inception) until 5/23/2019 (date of termination). Please keep in mind, Verde will not
process the cost analysis until the final invoice has generated. Upon completion of the cost analysis, a copy of the
calculations will be provided.

Additionally, because we take complaints of this nature seriously, Verde has forwarded this occurrence to our Compliance
Manager - Vendor Quality Assurance for further review and to assist in retrieving the Sales Call associated with this

incident.

Lastly, as it stands, the electric service is set to terminate on 5/23/2019, with the termination date being 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,

energy

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Wednesday, April 17, 2019 1:18 PM

Te: Regulatory <regulatorvi@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264791 |
ref:_00Dt0GzXt. 500t0GKDOg:ref |
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Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00264791

cusToMER: [

ADDRESS: IR . B-ton, Ohio 43905
SERVICE ADDRESS: [ B=rton. Ohio 43905

AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NiQ: I

***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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Caller states that he has been with Verde since 2015 and he never noticed
until now. He states that he never agreed to sign up with Verde.
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This customer has contacted the PUCO regarding their enroliment
with your company.

Please review the account and advise:

[a—

When, how, and by whom the enroliment was completed?
If the enrollment was for a fixed, variable, or variable with an
introductory rate product.

. What was the customer billed per CCF/MCF/kWh for all service

periods during which the customer was enrolled?

The date the enrollment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

Are there any early termination fees associated with this
enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include
(as applicable):

1.

A

The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

Sincerely,

Shawn Thompson

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. S00t0GKDOg:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/22/2019 1:31:28 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501988 [ ref: 00Dt0GzXt. 500t0IfxDO:ref |

Good morning,

Can you provide me with the specifics of the re-rate analysis and the refund amount once that can be
determined?

Thank you,

Alfred

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 5/21/2019 5:21 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501989 [
ref: 00Dt0GzXt. S00t0IfxDO:ref |

To Whom This May Concern:

This 1s Verde Energy USA (*Verde”) response to PUCO Complaint No. 00501989,

Thank you for bringing || l] concerns to our attention and for allowing us the opportunity to address it.

B - filcd a complaint with the Public Utilities Commission of Ohio (“PUCO”) inquiring about her enrollment
to Verde.

Investigative Results:

e On 8/17/2016, _ authorized the electric service with an outbound telemarketer with third party
vendor, SSK. As a result, the electric service enrolled onto Verde’s 12-month 100% Renewable Fixed Rate plan,
which offered a fixed rate of 5.49 cents/kWh with $0 Monthly Service Fee and $0 Early Termination Fee. (7PV
Attached)

e On 8/19/2016, Verde submitted an enrollment transaction to the utility.

e On 8/20/2016, Verde received an inbound enrollment response with the effective date of 9/28/2016.

e On 9/28/2016, the ¢lectric service became active with Verde.

e On 3/26/2019, _ contacted Verde to cancel the electric service due to a high rate. The Verde agent
offered to renew the electric service onto a lower fixed rate in which Ms. - declined. The Verde agent
submitted a termination transaction to the utility.

e On 3/27/2019, Verde received an inbound termination response from the utility with the effective date of
4/26/2019.

e On 4/26/2019, the electric service terminated with Verde.

e On 5/8/2019, Verde received PUCO Complaint No. 00501989,
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Outcome:

After careful review, Verde would like to confirm per the attached TPV completed on 8/17/2016, Ms. ||| GcNB
willingly and knowingly authorized the enrollment to Verde without any objections. However, because Verde has no
record of the terms and conditions or the renewal notifications, a cost analysis will be processed for the service dates of
9/28/2016 (date of inception) until 4/26/2019 (date of termination). Upon completion of the cost analysis, Verde will
gladly provide a copy of the calculations.

Lastly, as it stands, the electric service terminated on 4/26/2019.

Kindest Regards,

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Wednesday, May 08, 2019 2:31 PM

Te: Regulatory <regulatory(@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00501989 |
ref: 00Dt0GzXt. 500t0HxDO0:ref |
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Initial Submission of a Consumer Complaint
Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00501989

COMPANY:

cusTOMER: [N
ADDRESS: [N . /2y ncsvile, Ohio 45068
SERVICE ADDRESS: [N . \/=yncsvile, Ohio 45068

AlQ: 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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

Good afternoon,

Customer noticed that bill was much higher than ever before and that the
supplier's rate was the cause of the increase. Ms. [ is questioning
what plan she enrolled in and how it became this high?
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Please respond after reviewing:

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

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

3. Before customer’s rate changed, how and when were they notified?

4. Did customer call in to cancel service? Was service cancelled, without
penalty?

5. Can you provide customer with a re-rated adjusted bill that is consistent
with utility’s price to compare or the original plan rate?”?

Any additional information that you can provide would be
appreciated. Thank you.

Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO ohio.gov
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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. S00t0IfxDO:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/20/2019 6:46:08 PM

To: customerconcerns@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266054 [ ref: 00Dt0GzXt. 500t0GKwYv:ref |
Public Utllities
Commission

PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00266054
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Censtar Energy Corp

, Sandusky, Ohio 44870
,Sandusky, Ohio 44870

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

DESCRIPTION OF ISSUE:

Thank you for the information provided. Please provide an update when
the account has been dropped and the amount of the refund and when
the customer should expect to received it.

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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: 5/9/2019 3:.07 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: EXTERNAL PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266054 [
ref: 00Dt0GzXt. SO0tOGKwYv:ref ]

Good afternoon,

Attached you will find the cost-analysis calculations for || ¢icctric account with CenStar Energy. The adjustment
was from 8/23/2017 ~ 8/23/2018 back to the local utility’s rate for $930.23. An additional reguest was submitted to
have this amount issued in form of a refund check.

Lastly, per the email response sent on 4/26/20198, we stated that no cancellation transaction had been received or
submitted on the electric account with Verde. We also asked to confirm if the customer would like to remain active with
Yerde and due to no response, the account remained active. &s such, the adjustment for the Verde account has not
been completed.

Today, Verde submitted a cancellation transaction to the utility on Mr. s electric account and will monitor the
account for acceptance. Once it terminates, we will follow up with the PUCO and advise of the adjustment.

Thank you,

Xiomara Mendoza

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Thursday, May 09, 2019 1:21 PM

To: Customer Concerns <customerconcerns@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIQ - CASE #: 00266054 [ ref:_00Dt0GzXt. 500t0GKwYv:ref ]
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PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00266054
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Censtar Energy Corp

, Sandusky, Ohio 44870
,Sandusky, Ohio 44870

***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,

Is there update for this case regarding the refund and cancellation of
service?

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.

——————————————— Original Message -----==~~==----
From: Customer Concerns [customerconcerns@sparkenergy.com]
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Sent: 4/26/2019 6:41 PM
To: contactthepuco@puco.chio.gov
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266054 |
ref: 00Dt0GzXt. S00t0GKwYv:ref ]

To Whom This May Concern:

This is CenStar Energy Corp. (“CenStar”) response to PUCO Complaint No. 00266054

Thank you for bringing ||} concem to our attention and for allowing us to address it.

B s filcd a complaint with the Public Utilities Commission of Ohio (“PUCO™) disputing the enrollment with
CenStar.

Investigative Results:

e On7/17/2017, - enrolled the electric account with CenStar via Outbound Telemarketing agent, Kori
Harris with Total Marketing Concepts. (Sales Call and TPV Attached)

e On 8/23/2017, the ¢lectric account became active with CenStar.

e On 6/26/2018, CenStar generated and sent the Customer Assignment Notice advising Mr. - that the account
would be transitioned to Verde Energy (“Verde™). (Letter Attached)

e On 7/9/2018, CenStar generated and sent the Contract Expiration Notice. (Letter Attached)
e  On 08/23/2018, the account terminated with CenStar and it transitioned to Verde.

e On 4/24/2019, CenStar received PUCO Complaint No. 00266054,

QOutcome:

CenStar would like to confirm that per the attached Sales Call and TPV, that Mr. ||l willingly and knowingly
authorized the enrollment with CenStar. Additionally, per the attached Customer Assignment Notice, he was transitioned
to Verde, as such; the account is no longer active with CenStar.

However, upon review of the TPV and due to matters that have since been addressed, the script was not in compliance
with various Ohio Administrative Codes, for this reason, we have deemed the enrollment as a “No Sale”. As such, a
proper adjustment will be completed from inception to the termination date with CenStar and Verde. Once the cost-
analysis calculations are completed and if a refund is deemed as due, Mr. [ will be refunded accordingly.

Please let me know if you have any further questions or concerns.

Best regards,

Xiomara Mendoza

From: PUCO Consumer Call Center <contactthepuco(@puc.state.ch.us™>
Sent: Wednesday, April 24, 2019 10:01 AM
Te: Regulatory <regulatorvi@sparkenergy.com™>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266054 |
ref: 00Dt0GzXt. 500t0GKwYv:ref |
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Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply
Please Respond Within 3 Business Days

CASE ID: 00266054
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Censtar Energy Corp

SERVICE ACCOUNT NUMBER: n/a

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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

, Sandusky, Ohio 44870
, Sandusky, Ohio 44870

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enroliment with
your company.

Please review the account and advise:

[—

When, how, and by whom the enroliment was completed?

2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

4. The date the enrollment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this

enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):
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The sales call used to market this customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

NN R WD =

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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. 500t0GKwYv ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/16/2019 7:23:37 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266122 [ ref: 00Dt0GzXt. 500t0GLOSN:ref |

Attachments: | P2C Book1.xlsx

Good afternoon.

Please find attached a copy of Ms. |J}'s Price to Compare and usage information provided by the EDU for
all periods the customer was enrolled with CenStar.  Please preform the refund analysis and report the amount
of the refund to be issued as well as the manner in which the refund will be issued.

Thank you.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO. 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: 5/13/2019 10:16 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266122 |
ref: 00Dt0GzXt. 500t0GLOSN:ref ]

Good Morning,

As stated in my initial response:

“In as much, Ms. [l s gas service is still active with Verde and has recently renewed onto Verde’s Clean Choice 24
plan. Conseguently, because the TPV completed on 11/22/2016 has been deemed as a “No Sale”, Verde agrees to
process a cost analysis to the utility rate for the service period from 12/10/2016 {date of inception) until 4/25/2019
(date of contract renewal).
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Please let me know if you have any additional questions or concerns regarding this matter.

Kindest Regards,

energy

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwilltamshverdesnsrgy. oom

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

Sent: Monday, May 13, 2019 8:44 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266122 [ ref:_00Dt0GzXt._500t0GLO5N:ref

]

Good morning.
I've reviewed the final response for this customer's complaint and issued a request to the EDU for the Price to
Compare numbers for this account from December 2016 through March 2019. Once I have that information I

will forward it to Verde for the cost analysis.

However, please explain why no cost adjustment will be completed for the natural gas side of the enrollment
unless the customer contacts Verde to cancel her April 24, 2019 re-enrollment with Verde Energy.

Further, as Verde admits in its response that the April 24, 2019 re-enrollment was not in compliance with the
Ohio Administrative Code, Verde Energy should make every attempt possible to reach out to this customer and

notify her of the mistake and provide her the option to cancel the re-enroliment.

Thank you.

Verde-OCC-Cert-002906
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Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO.ohio.gov

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

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

From: Customer Concerns [customerconcerns@sparkenergy.com]|

Sent: 5/7/2019 5:55 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266122 [
ref: 00Dt0GzXt. S00tOGLOSN:ref ]

To Whom This May Concern:
This is Verde Energy USA (*Verde”) response to PUCO Complaint No. 00266122,

Thank you for bringing Donna -’s concerns to our attention and for allowing us the opportunity to address it.

B |- filcd a complaint with the Public Utilities Commission of Ohio (“PUCO”) claiming to have not known
when her account enrolled with Verde.

Investigative Results:

o On 11/22/2016, | 2vthorized her electric service to CenStar Energy Corp. (“CenStar”) and gas
service to Spark Energy (“Spark™) with door-to-door sales agent, April Monk with third party vendor, Energy
Group Consultants LLC. As a result, the electric service enrolled onto CenStar’s 3 month fixed rate of 7.4
cents/kWh with $0 Monthly Service Fee (“MSF”) and $0 Early Termination Fee (“ETF”). The gas service
enrolled onto Spark’s Preferred 12 Advantage plan at the rate of $4.49/MCF with $0 MSF and $100 ETF. (TPV
Attached)

e On 11/23/2016, Spark submitted an enrollment transaction to the utility for the gas service.

.
o On the same day, CenStar submitted an enrollment transaction to the utility for the electric service.
o On the same day, CenStar received an inbound enrollment response from the utility with the effective
date of 12/7/2016.
e On 11/29/2016, CenStar generated and mailed the electric Welcome Letter. (Letter Attached)

o Onthe same day, Spark received an inbound enrollment response from the utility with the effective date
of 12/10/2016.
e On 11/30/2016, Spark generated and mailed the gas Welcome Letter. (Letter Attached)
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e On 12/6/2016, the electric service became active with CenStar.

e On 12/10/2016, the gas service became active with Spark.

e On 2/6/2017, CenStar gencrated and mailed the Contract Expiration Notice. (Notice Attached)

e On 3/8/2017, due to no response, the electric rate transitioned to the variable month-to-month rate.

e On 4/9/2018, the gas rate transitioned to the variable month-to-month rate.

¢ On 6/26/2018, CenStar generated and mailed a Customer Assignment Letter to Ms. [ advising of the
transition of the electric service to Verde. (Assignment Letter Attached)

o
o  On the same day, Spark generated and mailed a Customer Assignment Letter to Ms. [JJJij advising of
the transition of the gas service to Verde. (Assignment Letter Attached)

¢ On 7/9/2018, due to no objection, the gas service became active with Verde.

e On 8/1/2018, CenStar received an inbound termination transaction for the electric service from the utility with the
effective date of 9/5/2018.

e On 8/2/2018, CenStar received a reinstatement transaction from the utility for the electric service.

o On 4/24/2019, Ms. |l contacted Verde to inquire how her gas service became active with Verde. The Verde
agent explained the transition from Spark to Verde and offered to renew the gas rate to a lower fixed rate. Ms.
I staicd that she would call back.

o On the same day, Ms. [ contacted Verde to inquire about a lower gas service rate. The Verde agent
explained that it could take 1-2 billing cycles for the new rate to become effective and Ms. [ stated
that she would shop around for lower rates.

o On the same day, Ms. | contacted Verde to inquire about renewal rates. As a result, the gas service
renewed onto Verde’s Clean Choice 24 plan, which offers a 24-month rate of 48.9 cents/cef with $0 MSF
and $0 ETF. (Renewal Confirmation Notice Attached)

o Onthe same day, Verde received PUCO Complaint No. 00266122.

Outcome:

After careful review of the TPV completed on 11/22/2016, due to noticeable discrepancies within the TPV, Verde agrees
the enrollment should be deemed as a “No Sale”. In addition, Verde acknowledges there is no record of Ms. |||}
receiving a Contract Expiration Notice from Spark prior to the gas rate transitioning to the variable month-to-month

rate. Furthermore, Verde has identified the unit of measure quoted for the renewal completed on 4/24/2019 is not in
compliance with O.A.C 4901:1-29-06(E) (1) (b (11).

As such, because Ms. [ s clectric service did not successfully transition to Verde as expected due to brand
consolidation; on 2/1/2019, a cancellation transaction was submitted to the utility to allow the electric service to be
transitioned to the utility as a supplier. However, as a result of the TPV completed on 11/22/2016 being deemed as a “No
Sale”, a cost analysis will be processed to the utility rate for the service period from 12/6/2016 (date of inception) until
3/16/2019 (date of termination). Upon completion of the cost analysis, a copy of the calculations will be provided and if
a credit is deemed as due, the customer will be refunded accordingly.

In as much, Ms. [ s gas service is still active with Verde and has recently renewed onto Verde’s Clean Choice 24
plan. Consequently, because the TPV completed on 11/22/2016 has been deemed as a “No Sale”, Verde agrees to process
a cost analysis to the utility rate for the service period from 12/10/2016 (date of inception) until 4/25/2019 (date of
contract renewal).

Moreover, please understand, the gas service cost analysis will not be processed until the account is terminated and a final

invoice has been generated. Lastly, upon completion of the cost analysis, a copy of the calculations will be provided and if
a credit is deemed as due, the customer will be refunded accordingly.
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Lastly, please have Ms. [ contact Verde if she wishes to make any changes to her existing gas service.

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

Kindest Regards,

energy:

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwiltamms@verdeanergy.com

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh us>
Sent: Wednesday, April 24, 2019 4:06 PM
Te: Regulatory <regulatorvi@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00266122 |
ref: 00Dt0GzXt. 500t0GLOSN: ref |
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Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00266122

cusToMER: [
ADDRESS: [, ~«ron, Ohio 44307
SeRVICE ADDRESS: [ /<o~ Ohio 44307

AlQ: 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
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enrollment with
your company. According to Ms. [} she does not know when her
account was enrolled. Additionally, she states the rates billed for the
service are too high.

Please review the account and advise:

1. When, how, and by whom the enroliment was completed?
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2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

4. The date the enrolliment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this
enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

NNk

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO ohio.gov

Verde-OCC-Cert-002911
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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. S00tOGLOSN:ref
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Exhibit B (2 of 3)
Page 37 of 154

Message

From: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]
Sent: 5/15/2019 7:22:16 PM

To: customerconcerns@sparkenergy.com
CC: contactthepuco@puco.ohio.gov
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264663 [ ref:_00Dt0GzXt. 500t0GK9rG:ref |

The rate from March 8th to April 10th was $2.95.

——————————————— Original Message ~~-----=----=~-

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 4/25/2019 6:25 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264663 [
ref: 00Dt0GzXt. S00t0GK9rG:ref |

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00264663.

Thank you for bringing ||| | | QJERBE concer to our attention and for allowing us to address it.

B s filcd a complaint with the Public Utility Commission of Ohio (“PUCO”) because she states
that she enrolled to Verde; however, she states that she cancelled shortly thereafter and was still billed by
Verde.

Investisative Results:

On 02/14/2019, | 2vthorized the gas enrollment to Verde via door to door representative associated
with Energy Group Consultants LLC into a $0.649 cents/CCF. (TPV Attached)

On 02/25/2019, Verde generated and sent a Welcome Letter. (Letter Attached)
On 03/08/2019, the gas account became inactive with Verde.

On 03/18/2019, | contacted Verde and requested to cancel her gas account. At this time, Verde
submitted a request to the utility to cancel the gas account.
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e  On 04/10/2019, the gas account became inactive with Verde.
e On 04/21/2019, Verde was in receipt of PUCO Complaint No. 00264663,

Qutcome:

We’d like to confirm that per the attached TPV completed on 02/14/2019, || I 2vthorized the gas
account to Verde; however, upon review of the TPV, Verde was able to determine that it was not in compliance
with the following O.A.C rules:

= 0.A.C4901:1-29-06(E)(1 X(H)(i1)

= 0.A.C. 4901:1-29-06(E)(1)(£)(ii)

= 0.A.C 4901:1%-21-06(D)(1)(a)

= 0.A.C. 4901:1-21-06(D)2)(a)(viii)

= 0.A.C. 4901:1-29-06(E)(1)(g)

= 0.A.C. 4901:1-21-06 (D)(2)(d)
As such, Verde will process a cost analysis for the service period between 03/08/2019 (Inception) to 04/10/2019
(Termination). Please be advised that in an effort not to further delay Ms. || s resolution we are ask that
you provide the utility's rate from 03/08/2019 date to 04/10/2019 date since they are not readily available on the
website? In as much, please understand the cost analysis will not be processed until the final invoices and

payments are generated and if a credit is deemed as due, the customer will be refunded accordingly.

Lastly, as it stands, Ms. || s gas account terminated with Verde on 04/10/2019, a date solely determined
by the utility’s billing cycle and not Verde.

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
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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: Customer Concerns <customerconcerns(@sparkenergy.com>

Sent: Wednesday, April 24, 2019 6:58 PM

Te: contactthepuco(@puco.ohio.gov

Subject: FW: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264663 |
ref: 00Dt0GzXt. 500t0GK9rG ref |

Good Afternoon,

Per QLA 4901:1-29-06(D N6 b)Y v), attached you will find the TPV for PUCO Complaint No. 80264633, Please
nete that Verde will provide a final response to PUCO Complaint No. 80264663 by 04/26/2019,

Best Regards,

Fdwin Quinonee

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.ch.us™>
Sent: Friday, April 19, 2019 12:53 PM
Te: Regulatory <regulatorvi@sparkenergy.com™
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00264663 |
ref: 00Dt0GzXt. 500t0GK9rG ref |

Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas

Please Respond Within 3 Business Days

CASE ID: 00264663

COMPANY:

cusToMER: [
ADDRESS: . \i'cs. Ohio 44446

SERVICE ADDRESS: [N \i'cs. Ohio 44446

AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NiQ: I

***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
0.A.C. 4901:1-29-06(D)(B)(b)(v)***
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DESCRIPTION OF ISSUE:

The customer said a Verde rep came to her home in March and lowered
her into signing up. She realized that there was no benefit to switching, so
she called and cancelled the same day. However, Verde billed her
anyways at rate of 3.69 + tax per Mcf. She wants to be credited for the
difference, because she cancelled the same day.

PUCO Question(s):

How (telephone, kiosk or door-to-door) and when was this customer
signed up? Who agreed to the contract? How much was the term
rate? ixed or variable? If applicable, when was the reminder sent to
address regarding the contract end date? Please provide a copy of
the contract, call script, recorded call with the customer and

marketer and TPV.

Sincerely,

Kelly Mabra

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO ohio.gov

This message and any response to it may constitute a public record and thus
may be publicly available to anyone who requests it.
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ref: 00Dt0GzXt. 500t0GK9rG:ref

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.
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/14/2019 6:55:26 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [ ref: 00Dt0GzXt. 500t0OFneNJ:ref |

Good afternoon,
Can you advise when the customers refund was mailed?
Thanks,

Maureen

——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 4/15/2019 10:46 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. S00tOFneNIJ:ref ]

Good morning,

Tharnk you for vour patience concerning this matter.

Please be advised that the refund in the amount of 54,098,658 will be sent via Us mail within the next 21 business days.

Best regards,

April Lusk

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

Sent: Monday, April 15, 2019 8:13 AM

To: April Lusk <alusk@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [ ref:_00Dt0GzXt._500t0FneNJ:ref ]
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Public Utilities
Commission

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00259812
COMPANY:

CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC

, Cincinnati, Ohio 45239
,Cincinnati, Ohio 45239

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

Good morning,

Please provide a follow up regarding this case?

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 if.
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--------------- Original Message ---------------

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

Sent: 4/5/2019 10:32 AM

To: alusk@verdeenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. 500tOFneNIJ:ref ]

Public Utilities
Commission

PUBLIC UTILITIES COMMISSION OF OHIO
Consumer Services Division
Memorandum

CASE ID: 00259812
COMPANY:
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER:
NIQ:

, Cincinnati, Ohio 45239
,Cincinnati, Ohio 45239

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

April,

| have attached the spread sheet with the EDU/LDC rate with
Verde/Censtar rates. Let me know if you have any questions.

Sincerely,

Maureen Harbolt

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: April Lusk [alusk@verdeenergy.com]

Sent: 3/29/2019 10:49 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. S00tOFneNIJ:ref ]

Tharnk you so much.

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

Sent: Friday, March 29, 2019 9:43 AM

To: April Lusk <alusk@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF QHIO - CASE #: 00259812 [ ref:_00Dt0GzXt. 500t0OFneNJ:ref

]

April,

I'will work on getting that information to you.

Verde-OCC-Cert-002943



Exhibit B (2 of 3)

Page 47 of 154
Thank you,
Maureen

energy:

April Lusk | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079

Tel: 832-333-7019 | Fax: 832-320-2979
alusk@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.

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

From: April Lusk [alusk@verdeenergy.com]

Sent: 3/29/2019 10:26 AM

To: contactthepuco@puco.chio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. S00tOFneNIJ:ref |

We certainly will.

Additionally, because the utility does not have the rates readily available are you able to advise me if you
have access to the utility rates for the electric portion for the Duke utility for the service period of 3/10/2016
{inception with CenStar} — 9/6/2018 and the gas for the service period of 4/13/2016- 8/31/20187

Best regards,
April Lusk

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Friday, March 29, 2019 9:14 AM
To: Customer Concerns <customerconcerns@sparkenergy.com>
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Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [ ref:_00Dt0GzXt._500t0FneNJ:ref
]

April,

Thank you for the information. Please provide the final results of the cost analysis when it has been completed.

Sincerely,
Maureen

energy.

April Lusk | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 832-333-7019 | Fax: 832-320-2979
alusk@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.

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 3/28/2019 6:08 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. 500tOFneNJ:ref ]

To Whom This May Concern:
This is Verde Energy USA {“Verde”} response to PUCD Complaint No. 00259812,

Thank you for bringing || | KGcNEGEG corcer to our attention and for allowing us the opportunity to
address it
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B i complaint with the Public Utilities Commission of Ohio disputing the enroliment to
Verde.

Yerde would ke to confirm that the gas and the electric accounts originated with CenStar Energy Corp.
{“CenStar) and were assigned to Verde via the attached Assignment Letters sent on

lune 26, 2018, As such, the eleciric service became active with Verde on 977 /2018 and is scheduled 1o
terminate on 4/8/2019. The gas service became active with Verde on 9/7/2018 and is scheduled to terminate
o 47972019 with the canceliation dates solely determined by the utliity and not by Verde.

Additionally, please be advised that unfortunately, Verde no longer has record of the CenStar enrpliments for
both commaodities, however; because of this, once the electric and gas accounts terminate and generate a
final bill Verde will orocess cost analysis’ from the inception date with CenStar to the termination dates with
Verde,

In as much, because the utility does not make the eleciric rates readily available, if possible we are requesting
the rate per kWh from you for 3/10/2016 {inception with CenStar) — 9/6/2018 {termination date with CenStar)
s that we may start the cost analysis process to that of the utility’s. In addition, the gas service’s incaption
date with CenStar is 4/13/2016- 8/31/2018.

Lastly, Verde appreciates the opportunity to address these concermns as well as your patience while we work to
provide an amicable resolution.

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

April Lusk

From: Customer Concerns <customerconcerrns@sparkenergy.com>

Sent: Thursday, March 28, 2019 3:59 PM

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

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [ ref:_00Dt0GzXt. 500t0OFneNJ:ref
]

Good afternoon,

Please be advised that Verde is still in review of this case and will provide an update regarding the enroliment
information for || | G :fore close of business on 3/29/2019,

Best regards,

April Lusk

From: PUCO Consumer Call Center <contactthepuco@puc.state.oh.us>
Sent: Tuesday, March 26, 2019 6:54 AM

To: Regulatory <regulatory@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [ ref: 00Dt0GzXt. 500tOFneNJ:ref ]
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Public Utilities
Commission

PUBLIC UTILITIES COMMISSION OF OHIO
Second Request for Information
Regarding the Initial Submission of a Consumer Complaint

Please Respond Within 3 Days

CASE ID: 00259812

COMPANY:

CUSTOMER:

ADDRESS: :

Cincinnati, Ohio 45239

SERVICE ADDRESS: GGG Cincinnati, Ohio 45239
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: n/a

Ni: [

***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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

An initial complaint was sent to you on 3/20/2019. Please review the
customer’s concerns and respond within three business days. Also please
note this is for both gas and electric.

Sincerely,

Maureen Harbolt

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: 3/20/2019 3:09 PM

To: regulatory(@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259812 [
ref: 00Dt0GzXt. 500tOFneNJ:ref |
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00259812

CUSTOMER:
ADDRESS: , Cincinnati, Ohio 45239
SERVICE ADDRESS: , Cincinnati, Ohio 45239

AlQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER: n/a

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

DESCRIPTION OF ISSUE:
Good afternoon,

Mr. [l contacted the PUCO regarding Verde. The customer is not
aware of enrolling.

When was this account enrolled, and how?
Please provide copies of:

*The sales call to this customer

*The TPV completed at the time of enroliment or the IP address used by
the customer to submit the enroliment request

*Welcome Letter with the Terms and Conditions for service mailed or e-
mailed to the customer

*Any signed enroliment agreements

*Renewal letters

Please provide any additional information that may assist in investigation.
Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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. S00tOFneNJ:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/13/2019 2:43:03 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259289 [ ref: _00Dt0GzXt. 500tOFnPzV:ref |

Good morning.

The EDU has responded that this customer's Price to Compare number for the period February 20 to April 18,
2019 was $0.052.

Please confirm the amount of both re-rates and the method of the refund after the final gas supply bill has
generated on May 21, 2019.

Thank you again.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO.ohio.gov

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

——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]
Sent: 5/10/2019 5:13 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259289 [
ref: 00Dt0GzXt. S00tOFnPzV:ref |

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00259289.

Thank you for bringing ||| | | QNN s concer to our attention and for allowing us to address it.

B |- filcd 2 complaint with the Public Utility Commission of Ohio (“PUCO”) regarding is
enrollment with Verde.
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Investigative Results:

On 01/19/2019, | 2uthorized the electric and gas account to Verde via Outbound Telemarketer
representative associated with Hound Energy LLC. (TPV Attached)

o The electric account was enrolled into a 12 month fixed rate of $0.0929 cents/kWh.
o The gas account was enrolled into a 12 month fixed rate of $0.625 cents/CCF.
On 02/08/2019, Verde generated and sent a Welcome Letter for the electric and gas account. (Letters Attached)

On 02/08/2019, the gas account became active with Verde.

On 02/20/2019, the electric account became active with Verde.

On 04/18/2019, the electric account became inactive with Verde due to a “Change of Supplier”.
On 05/03/2019, Spark was in receipt of PUCO Complaint No. 00259289.

On 05/07/2019, Mr. - contacted Verde and requested to terminate his gas account. At time, Verde
submitted a request to cancel the gas account to the utility.

QOutcome:

We’d like to confirm that per the attached TPV completed on 01/19/2019, ||| | I 2vthorized the
electric and gas enrollment to Verde without any objections; however, after careful review of the TPV, Verde
determined that it was not in compliance with O.A.C. 4901:1-21-06(D)(2)(a)(vii), 4901:1-29-06(E)(1)(f)(i1) and
0.A.C. 4901:1-29-06(E)(1)(g). For this reason, Verde will process a cost analysis for the electric account from
02/20/2019 (Inception) to 04/18/2019 (Termination) and 02/08/2019 (Inception) to 05/21/2019 (Termination). If
a credit is deemed due, Mr. [} will be refunded accordingly.

Lastly, as it stands, Mr. -’s electric account became inactive with  Verde on 04/18/2019 and the gas
account has a pending termination date of 05/21/2019. Please be aware that the termination dates are solely
determined by the utility’s billing cycle and not Verde.

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

Kindest Regards,

Edwin Quinonez
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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: Customer Concerns <customerconcerms(@sparkenergy.com>

Sent: Wednesday, May 08, 2019 6:24 PM

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

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259289 |

ref: 00Dt0GzXt. 500t0FnPzV ref |

Good Afterncon Ms. Cassady,

Por O.AC 4901 1-29-06(6)bYv) or G A.C. 4901 1-21-06(I0{ 1 ¥h){v), attached vou will find TPV for PUCO
Complaint No. 80259289, Please be aware that Verde will provide final response to PUCO Complaint No. 00259289 by
05/13/2019.

Best Regards,

Fdwin 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.
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Please notify the sender immediately by e-mail if you have received this e-mail by mistake and delete this e-mail from
your system. If you are not the intended recipient you are notified that disclosing, copying, distributing, or taking any action
in reliance on the contents of this information is strictly prohibited.

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

Sent: Friday, May 03, 2019 12:57 PM

Te: Regulatory <regulatorvi@sparkenergv.com™>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00259289 |
ref: 00Dt0GzXt. 500t0FnPzV ref |

Public Utilities

Commission

Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00259289

cusTomeR: [
ADDRESS: I 5ook/yn, Ohio 44144
SERVICE ADDRESS: I 5ook/yn, Ohio 44144
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: I

NIQ: I

***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
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the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enrollment with
your company.

Please review the account and advise:

[

When, how, and by whom the enroliment was completed?

2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service

periods during which the customer was enrolled?

4. The date the enrolliment was forwarded to the distribution utility and

the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,

please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this
enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

A

Thank you.
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Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO . ohio.gov

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

ref: 00Dt0GzXt. S00tOFnPzV:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/9/2019 8:27:43 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260273 [ ref:_00Dt0GzXt. 500t0Fntdy:ref ]
Good Afternoon,

Please provide the details of the re-rate for both the gas and electric accounts. Were the refunds sent directly to
the utilities or were the refunds sent to the customer? What date were they sent?

Sincerely,

Tara Jones

Public Utilities Commission of Ohio

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 4/12/2019 11:40 AM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260273 [
ref: 00Dt0GzXt. S00tOFntdy:ref ]

To Whom This May Concern:

This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00260273.

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

B - filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) disputing the enrollment to
Verde. Mr. - states that the representative told him he would save money on this electric bill and because the agent
called from Ohio Edison he thought Verde was a part of them. Mr. - states that he contacted Verde on 2/25/2019 to
cancel and then two weeks later he received a letter about the enroliment. Mr. [Jj wants to know why the
cancellation did not go through.

Investigative Results:

On 2/22/2019, Mr. [ authorized his electric and gas accounts to Verde via Jack Summers an outbound
telemarketer associated with Third Party Vendor KAA Energy, Inc. Mr. |JjJj enrolled the electric account onto
Verde’s Price Lock 12, which includes the fixed rate of $0.0929 cents kWh for 12 months, with a $0 Monthly
Service Fee (“MSF”) as well as a $0 Early Termination fee (“ETF”). He enrolled the gas account onto Verde’s
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Price Lock 12, which includes the fixed rate of $0.6990 cents/CCF for 12 months, with a $0 MSF and a $0 ETF.
(Sales Call and TPV Attached)

On 2/25/2019, Verde received an inbound enrollment acceptance with a date of 3/23/2019 for the electric
account.

o Verde received an inbound pending enrollment transaction for the gas account with a date of
3/6/2019.

o Mr. ] contacted Verde and requested to cancel the pending enrollments. The agent submitted
two outbound cancellation requests to the utility.

On 2/27/2019, Verde received an inbound cancellation rejection transaction for the electric account stating
“drop not allowed until after 3/23/2019.”

On 2/28/2019, Verde received an inbound cancellation rejection transaction for the gas account stating “invalid
marketer rate code”

On 3/1/2019, the Welcome Letter for the electric account was sent to the mailing address on file. (Letter
Attached)

On 3/6/2019, the Welcome Letter for the gas account was sent to the mailing address on file. (Letter Attached)

o Verde received an inbound enrollment acceptance for the gas account with a date of 3/2/2019.
On 3/19/2019, Mr. [ contacted Verde because he received a Welcome Package from Verde after he
requested to cancel. The agent advised Mr. [JJJJj that the cancellation requests for the electric and gas accounts
were rejected by the utility. The agent submitted a request to make sure the cancellation request for the gas
account would be submitted and informed him that the electric could not be terminated until after 3/23/2019.

On 3/20/2019, Verde received an inbound pending cancellation transaction from the utility for the gas account
with a date of 4/2/2019.

On 3/21/2019, Mr. - contacted Verde to confirm that the cancellation requests had been submitted for his
gas account. The agent advised Mr. - that the gas account is pending a cancellation date for 4/2/2019.

On 3/25/2019, Verde received PUCO Complaint No. 00260273.

o Verde submitted an outbound cancellation request to the utility for the electric account.
o Verde received an inbound cancellation confirmation with a date of 4/23/2019 for the electric
account.

Qutcome:

We'd like to confirm that per the attached sales call, Mr. [ authorized his electric and gas accounts to Verde via an
outbound telemarketer on 2/22/2019 with no objections. However, because the electric TPV is not in compliance

with Rule 0.A.C.4901:1-21-06(D}{2){a)}(vii) and the gas account TPV is not in compliance with Rules 0.A.C.4901:1-29-
06{E}{1}{g) and 0.A.C.4901:1-29-06{E){1)(h}{ii); Verde will process a cost analysis for the electric account for the service
period from 3/23/2019-4/23/2019 and the service period from 3/1/2019-4/2/20189 for the gas account. If a refund is
due, Mr. [JJJj will be refunded accordingly.
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As such, Mr. -’s concerns were escalated to the proper department for further review. After review of the claim that
the agent used the Ohio Edison number to contact him, the vendor stated that Mr. [JJJj was contacted from their
number and perhaps when the agent spoke about Ohio Edison during the sales call, there was some miscommunication.

Lastly, Mr. -'s gas account terminated on 4/2/2019 and the electric account is pending a cancellation date of
4/23/2019. Please note that both dates were determined solely by the utility and not Verde.

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

Kindest Regards,

Louise Bourgeois

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

Sent: Thursday, March 28, 2019 10:36 AM

To: Regulatory

Subject: [EXTERNAL] RE: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260273 [
ref:_00DLOGzXt._500t0Fntdy:ref |

Hello,
Please provide a copy of the TPV and status update on this matter within 48 hours.

Thank you,

Drake Riley

Consumer Services Division

Public Utilities Commission of Ohio

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

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

Sent: 3/23/2019 1:47 PM

To: regulatory(@sparkenergy.com

Subject: PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00260273 [
ref: 00Dt0GzXt. 500tOFntdy:ref ]
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Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00260273

cusTomER: [

SERVICE ADDRESS: I . |2 sfield, Ohio 44907
AlQ: Verde Energy USA Ohio LLC

seRVICE AcCOUNT NUMBER: [N

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

DESCRIPTION OF ISSUE:

Hello,

Mr. i contacted us regarding his enroliment with Verde. He states he
received a call around February 24th from Ohio Edison's number saying
that they could save him money on his electric bill. He states he thought
Verde was a part of Ohio Edison because that was the number showing on
his caller ID. When he realized that Verde was not affiliated with Ohio
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Edison he immediately called to cancel his enroliment. He spoke to Natalie
on February 25th who gave him the cancellation confirmation
I 7o weeks later he received a letter about the enroliment
and received an early termination fee from his current supplier. He feels he
was tricked and wants to know why the cancellation didn't go through.

Please review and advise:

1. How was the customer enrolled? Please provide all proof of enroliment
consistent with the method of enroliment including, but not limited to,
copies of any sales calls, copies of any welcome letters, copies of any
TPVs, |.P. addresses used, e-mail addresses used to enroll, copies of any
signed enrollment documents, and the terms and conditions of the
enroliment.

2. Please address the alleged spoofing of Ohio Edison's number

3. Please confirm that the customer's service has been canceled.

4. Please include any other relevant information.

Sincerely,

Militza Grady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
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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. S00tOFntdy:ref
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Message

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

on behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]

Sent: 5/9/2019 7:54:18 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 [ ref: 00Dt0GzXt. S500tOEgGEY:ref |
Good Afternoon,

AEP's price to compare was $.054 for each her bills covering 10/17/18 through 2/19/19.

Thanks,

Militza Grady

Public Utilities Commission of OChio

Service Monitoring & Enforcement Department
Public Utilities Administrator

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

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

Sent: 5/9/2019 12:31 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 |
ref: 00Dt0GzXt. SO0tOEgGEY :ref ]

Good Afternoon,

The Columbia gas SCO rates are listed below. I have reached out to AEP for the PTC rates for the electric service from 10/17/2017-2/19/2019. T will
update you once I have received them.

CGO’s SCO rate $0.48720 per ccf - Effective January 2, 2019 through January 30, 2019
CGO’s SCO rate $0.41800 per cef - Effective January 31, 2019 through February 28, 2019
CGO’s SCO rate $0.40850 per ccf - Effective March 1, 2019 through March 31,2019
CGO’s SCO rate per cef - Effective April 1, 2019 through April 30, 2019

CGO’s SCO rate is $0.37460 per cef - Effective May 1, 2019 through May 31, 2019

Thanks,

Militza Grady

Public Utilities Commission of Chio

Service Monitoring & Enforcement Department
Public Utilities Administrator

——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 5/8/2019 5:22 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 [
ref: 00Dt0GzXt. SOOtOEgGEY :ref ]

Good afternoon,
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Please be advised that because the utility’s rates are not readily available on the website we are seeking your assistance
at obtaining the rates for the electric service from 10/17/2017- 2/19/2019 and for the gas service from 1/16/2019- thru
the pending termination date once cancelled. As such, this is in the effort to accurately process Ms. -'s re-rate. If
possible, are you able to provide us with the aforementioned rates?

Best regards,

April Lusk

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

Sent: Thursday, May 02, 2019 3:20 PM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 [ ref:_00Dt0GzXt._500t0EgGEY:ref

]

Good Afternoon,

As a renewal letter was not sent, I am asking you to re-rate the electric account from the 15.99 per kWh back to
the AEP price-to-compare for the months of December, January, and February. For the gas, re-rate the
customer for the 81.900 per ccf charged from January thru the drop of the account back to the CGO SCO

rate. Please perform the adjustments and advise our office when the rate analysis has been completed and
inform our office as to the amount of refund for the customer.

Thanks,

Tara Jones

Public Utilities Commission of Ohio

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

From: Customer Concerns [customerconcerns@sparkenergy.com]|

Sent: 4/12/2019 11:44 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 |
ref: 00Dt0GzXt. SO0tOEgGEY :ref ]

Good morning,
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As stated on the initial response, Verde does not have records of the Welcome Letter which houses the Terms of
Service and unfortunately, a renewal letter was not sent.

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

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

Ibourgegis@@verdeeneargy.com

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

Sent: Friday, April 12, 2019 7:38 AM

To: Customer Concerns

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 [
ref:_00DtOGzXt._500t0EgGEY :ref ]

Please provide the requested documentation by close of business.

Thank you,
Drake Riley

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

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

Sent: 4/8/2019 2:42 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 |
ref: 00Dt0GzXt. SO0tOEgGEY :ref ]

Hello,
Please provide an update on this request within 3 days.

Thanks,
Drake Riley

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

Verde-OCC-Cert-003012



Exhibit B (2 of 3)
Page 69 of 154
Sent: 3/29/2019 4:02 PM
To: customerconcerns{sparkenergy.com
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 |
ref: 00Dt0GzXt. S00tOEgGEY :ref ]

Good Afternoon,

In your response, you stated that you do not have a copy of the welcome letter that was sent to the
customer. Do you have a copy of the contract, the application, or renewal letter that was sent to the customer?
Sincerely,

Tara Jones

Public Utilities Commission of Ohio

——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 2/18/2019 2:06 PM

To: contactthepuco@puco.chio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 |
ref: 00Dt0GzXt. S00tOEgGEY :ref ]

To Whom This May Concern:

This is Verde Energy USA (*Verde”) response to PUCO Complaint No. 00248457,

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

has filed a complaint with the Public Utilities Commission of Ohio (“PUCQO”) disputing the electric rate of
$0.15 cents/kWh.

Investigative Results:

On 9/2/2017, | 2uthorized her electric and gas account to Verde via a Door to Door sales
agent associated with Verde. Ms. [JJj enrolled the electric account onto Verde’s 100% Green plan,
which includes the fixed rate of $0.0699 cents/kWh for 12 months with a $0 Monthly Service Fee
(“MSF”) and a $0 Early Termination Fee (“ETF”). She enrolled the gas account onto Verde’s 100%
Green plan, which includes the fixed rate of $0.499 cents/CCF for 12 months, with a $0 MSF and a $0
ETF.

o The TPV also states that after the first twelve billing cycles, both the electric and gas accounts
would auto renew to a month to month variable rate plan. (7P} Attached)

On 9/20/2017, the gas account became active with Verde.

On 10/17/2017, the electric account became active with Verde.

On 9/20/2018, the gas account defaulted to a month to month variable rate.

On 10/17/2018, the electric account defaulted to a month to month variable rate.
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e On 1/18/2019, Ms. [ contacted Verde regarding the increased rate on her electric account. The
agent offered to renew Ms. [ s account to $0.0794 cents/kWh for 12 months; however Ms. |||}
declined and requested to cancel the account. Ms. | stated that she would contact the PUC because
she felt as if Verde was price gouging. The agent advised Ms. [Jjjj that her account has been on a
month to month variable rate since the contract expired on 10/17/2018.
o Verde submitted an outbound cancellation request to the utility for the electric account.
e On 1/19/2019, Verde received an inbound cancellation confirmation with a date of 2/19/2019 for the
electric account.
e On 2/6/2019, Verde received PUCO Complaint No. 00248457.

QOutcome:

We'd like to confirm that per the attached TPV, Ms. - agreed to enroll with Verde with a door to door sales agent on
9/2/2017. The TPV also states that Ms. -s electric and gas accounts would default to a month to month variable
plan after 12 months with no ETF if the customer does not terminate or reenroll with another provider. Due to unforeseen
circumstances, Verde does not have the Welcome Letter for this enrollment.

As it stands, the electric account is pending a termination date of 2/19/2019; which is determined solely by the utility and
not Verde. In regards to the gas account, it remains active until Ms. - requests to terminate this account or Verde
receives an inbound cancellation transaction from the utility. Neither of these accounts warrants any credits or
adjustments. Ms. - is responsible for the charges assessed to her for the electric and gas accounts 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

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

lbourgecis@verdeenergy.com

From: Tara Jones [mailto:contactthepuco@puc.state.oh.us]
Sent: Wednesday, February 06, 2019 11:00 AM
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To: Regulatory
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00248457 [
ref:_00Dt0GzXt._500tOEgGEY:ref ]

Initial Submission of a Consumer Complaint
Provider of Electric

Please Respond Within 3 Business Days

CASE ID: 00248457

COMPANY:

cusTOMER: [

ADDRESS: I _oo:n. Ohio 43138
SERVICE ADDRESS: GGG . _oo-1. Ohio 43138
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: [IIIEIGINGEGEE

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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:
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This customer contacted our office regarding an electric rate of over .15
per kwh.

Please look into this issue. What type of agreement does this customer
have with the company? Please provide a copy of the contract, TPV, and

any other information you may have. How did the company arrive at
charging this rate? Is this rate in line with the contract on file?

Sincerely,

Tara Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO . ohio.gov

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

ref: 00Dt0GzXt. SO0tOEgGEY :ref
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Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

3/18/2020 9:32:58 PM
PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00579790 [ ref:_00Dt0GzXt._500tORC0O3M:ref ]

ttachments: [ C003706950-TICK163454-Verde-Duke E.xlsx

PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00579790

CUSTOMER:

ADDRESS: , West Chester, Ohio 45069
SERVICE ADDRESS: \West Chester, Ohio 45069
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: |GGG

Ni: S

***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 an update once the billing
department has reviewed the information. Please provide a breakdown of
charges, including the original rate used and the PTC and the total amount
of refund if one. Thank you.
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ublic Utilities Commission of Ohio

ervice Monitoring and Enforcement Department
ustomer Service Investigator
800) 686-PUCO (7826)

ww.PUCO . ohio.gov

his 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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PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division

Memorandum

CASE ID: 00579790

COMPANY:

cusTomER: I
ADDRESS: . \//<st Chester, Ohio 45069

SERVICE ADDRESS: [ <5t Chester, Ohio 45069

AlQ: Verde Energy USA Ohio LLC

seRvICE AccounT NumBeR: [

e

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

DESCRIPTION OF ISSUE: | was able to get the PTC for the customer's
billing. It is below:

6/14/17-8/14/17-6.14 cents per kWh
9/13/17-6.15
10/12/17-5.54
11/10/17-5.10
12/13/17- 4.60
1/15/18- 4.32
2/13/18-4.45
3/14/18-4.89
4/13/18- 4.86
5/14/18 5.15
6/13/18-5.98
7-13/18- 5.91
8/16/18- 5.92
9/13/18-5.93
10/12/18-5.28
11/12/18- 4.80
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12/13/18- 4.32
1/19/19- 4.13
2/14/19-4.13
3/15/19-4.23
4/15//19- 4.83
5/15/19-5.76
6/14/19- 5.7
7/18/19- 5.68
8/14/19- 5.68
9/13/19- 5.68
10/14/19- 5.51
11/13/18-4.79
12/13/19- 4.09
1/16/20- 4.09

Sincerely,

Andrea Smith

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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Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

ASE ID: 00579790

usToMER: [
ERVICE ADDRESS: [J]BEEEEER. Vst Chester, Ohio 45069

IQ: Verde Energy USA Ohio LLC

**Note to supplier: To ensure your response attaches to the appropriate case,
lease reply to this email without changing the subject line. A status update must
e provided within 3 business days of the initial request and a final response
eeds to be provided within 10 business days. If a copy of the TPV is requested,
his must be provided within 3 business days, per O.A.C. 4901:1-29-

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

ESCRIPTION OF ISSUE: Mr. [ states that last year someone came to his
oor and they told him he could save money with them. He told them he wanted
o stay with Duke. Some how his account was changed and he is is being
harged four times the amount of the price to compare. His bill is over $200.00
ore this year than last.

his customer has contacted the PUCO regarding their enroliment with your
ompany.

lease review the account and advise:

When, how, and by whom the enroliment was completed?

If the enrollment was for a fixed, variable, or variable with an introductory
rate product.

What was the customer billed per CCF/MCF/kWh for all service periods
during which the customer was enrolled?

The date the enroliment was forwarded to the distribution utility and the
service effective date provided by the distribution utility
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Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution utility.
Are there any early termination fees associated with this enrollment? If
so, will the fees be waived and if not, why?

lease also provide copies of all enrollment materials to include (as applicable):

1. The sales script and/or sales call used to market this
customer.
The signed agreement for service.
The Terms and Conditions of Service.
The signed Acknowledgement form.
The Welcome Letter mailed to the customer.
The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

incerely,

ndrea Smith

ublic Utilities Commission of Ohio

ervice Monitoring and Enforcement Department
ustomer Service Investigator
800) 686-PUCO (7826)

www . PUCO ohio.gov

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

From: Customer Concerns [customerconcerns@sparkenergy.com]

on behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

Sent: 3/18/2020 5:43:51 PM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00591312 [ ref: 00Dt0GzXt. 500t0SwZhy:ref ]

Attachments: NN TPV 10.20.2018.mp3; [ V. 11.9.2018.0df; [ C:N

10.1.2019.pdf

To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00591312.
Thank you for bringing || |} BBl s concerns to our attention and for allowing us the opportunity to address it.

B s filcd a complaint with the Public Utilities Commission of Ohio (“PUCO”) with claims he never
received a renewal notice before the contract ended.

Verde would like to confirm on 10/20/2018, ||} 2< <<d to enroll his electric service with tele sales
agent, Tim Nolan with third party vendor EZ Choice Energy, LLC. As a result, the electric service enrolled onto Verde’s
Price Lock 12 plan at the 12-month fixed rate of 7.99 cents/kWh with no additional fees. In as much, on 10/21/2018,
Verde submitted an enrollment request transaction to the utility which resulted in the electric service becoming active
with Verde on 12/1/2018.

See the attached documents. As it stands, Verde is currently working to retrieve the sales call which will be provided
upon receipt. In addition, as evidenced by the attached Contract Expiration Notice mailed on 10/1/2019, Mr.
B < oroperly notified that the contracted rate would expire on 11/30/2019. However, because the
contract was not renewed, Mr. [ s rate transitioned to the variable month-to-month rate.

Nonetheless, Verde acknowledges discrepancies within the TPV which as of April 2019 have been properly updated and
agrees to adjust the charges billed to the utility rate. Lastly, Verde would like to confirm that Mr. ||| s e'ectric
service is set to terminate on 4/1/2020 without penalty.

Please let me know if you have any additional concerns.

Kindest Regards,

@mrgy

Brandi Williams | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Thursday, March 5, 2020 12:53 PM

To: Regulatory User <regulatoryuser@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00591312 [ ref:_00Dt0GzXt._500t0SwZhy:ref ]
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Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric Supply
Please Respond Within 3 Business Days

CASE ID: 00591312
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC

Nio: [

***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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

, Greenville, Ohio 45331
, Greenville, Ohio 45331

DESCRIPTION OF ISSUE:

Mr. [ contacted the PUCO regarding the enroliment with your
company. He stated he never received a renewal notice before the
contract ended.

Please review the account and advise:

-

. When, how, and by whom the enrolliment was completed?

2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

4. The date the enrollment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this

enroliment? If so, will the fees be waived and if not, why?
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Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enrollment.
The contract expiration notices mailed to the customer.

NOOhD

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:_00DtOGzXt. 500t0SwZhy:ref

Verde-OCC-Cert-003462



Customer Concerns [customerconcerns@sparkenergy.com]
behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

nt: 3/16/2020 1:23:28 PM

Alfred Thompson [contactthepuco@puc.state.oh.us]

bject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF CHIO - CASE #: 00592636 [ ref:_00Dt0GzXt._500t0ShQoL:ref ]

tachments: [ EEGE- 7703 - coctric Assignment Letter.pdf; || - £'ectric Welcome Letter.pdf;
B G- Assignment Letter.pdf; |- Gas Welcome Letter.pdf
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00592636

COMPANY:

CUSTOMER:

ADDRESS: , Cincinnati, Ohio 45243
SERVICE ADDRESS: , Cincinnati, Ohio 45243
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER:

NiQ: I

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

DESCRIPTION OF ISSUE:
According to Ms. i}, her energy supply service was switched without

her approval. She would like Verde Energy cancelled and to be refunded
for any amount over that she has paid.

Please respond after reviewing:

1. How was Ms. i} s enroliment initiated? Telephone, door to door
sales, retail store or by internet?

2. Can you provide a copy of the sales call, third party verification, signed
contract and/or proof of customer enrollment?

3. What are the terms and conditions of the plan for which she was
enrolled?

4. Has customer called in to cancel service? Can you cancel the service
without penalty?

5. Can you provide Ms. ] with a re-rated adjusted bill that is
consistent with utility’s price to compare or the original plan rate?

Any additional information that you can provide would be
appreciated. Thank you

Verde-OCC-Cert-003519



Sincerely,

Alfred Thompson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO. ohio.gov

This message and any response to it may constitute a public record and thus
may be publicly available to anyone who requests it.
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Customer Concerns [customerconcerns@sparkenergy.com]
behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]
nt: 3/13/2020 3:55:02 PM
: Michael Coady [contactthepuco@puc.state.oh.us]
bject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00590074 [ ref:_00Dt0GzXt. 500t0SNIRp:ref ]
tachments: [JJ_Starion TPV 10.27.2015.mp3; J_Starion WL 10.27.2015.pdf; [ _CEN 11.23.2016.pdf; J_Starion
Reassignment Letter 10.30.2018.pdf

Cormmission
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00590074
COMPANY:

CUSTOMER:
ADDRESS: , Williamsburg, Ohio 45176
SERVICE ADDRESS: , Williamsburg, Ohio

45176
AlQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER:

NiQ: I

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

DESCRIPTION OF ISSUE:

This customer contacted the PUCO for assistance in resolving a billing
dispute he has with the company. He also disputes enroliment with the
company.

What was the method of enroliment?

2. Please provide all proof of enroliment consistent with the method of
enroliment including, but not limited to, copies of any sales calls, copies of
any opt-out notices, copies of any welcome letters, copies of any TPVSs,
|.P. addresses used, e-mail addresses used to enroll, copies of any signed
enrollment documents, and the terms and conditions of the enroliment.

3. If this was originally a fixed contract which transitioned to a variable rate
after the fixed contract expired, please provide a copy of the notice sent to
the customer per O.A.C. 4901:1-21-11(G).

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

800) 686-PUCO (7826

Verde-OCC-Cert-003560
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his message and any response o it may constitute a public record and thus
ay be publicly available to anyone who requests it.
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Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

3/12/2020 1:03:57 PM

Cindi Mack [contactthepuco@puc.state.oh.us]

RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00591623 [ ref:_00Dt0GzXt._500t0Sgj7n:ref |
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

ASE ID: 00591623

usTOMER: I

ERVICE ADDRESS: G <\ Bremen, Ohio 45869
1Q: Verde Energy USA Ohio LLC
ERVICE ACCOUNT NUMBER: I

0: [

**Note to supplier: To ensure your response attaches to the appropriate
ase, please reply to this email without changing the subject line. A status
pdate must be provided within 3 business days of the initial request and a
nal response needs to be provided within 10 business days. If a copy of

he TPV is requested, this must be provided within 3 business days, per
A.C. 4901:1-21-06(D)(1)(h)(v)***

ESCRIPTION OF ISSUE:

ood afternoon,

Verde-OCC-Cert-003576



This elderly customer spoke to staff regarding her high than normal
bill. She could see that Verde was billing her, but didn't have other specific
information.

Please forward:
-all signed documents
-a copy of the Welcome Letter
-T&C's
-TPV

When did the customer's account begin billing with your company?
While the account has been enrolled, what rates have you billed?
Did this customer contact your company regarding this matter?

If there is any other information that | should know, it would be greatly
appreciated.

Sincerely,

Cindi Mack

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Lead Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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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Message

From: Customer Concerns [customerconcerns@sparkenergy.com]

on behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

Sent: 3/11/2020 4:55:42 PM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref: 00Dt0GzXt. 500t0Rmcgz:ref |

Attachments: || I Cost Analysis.pdf

Good Afternoon,
Attached you will find the cost analysis completed for PUCO Complaint No. 00582854. Verde will be issuing a refund

check via US Mail to be received within the next 21 business days. Please be advised that the check will be enclosed
within a Spark Energy envelope.

Kind Regards,

Brandi Williams | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwilltamshverdesnsrgy. oom

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

Sent: Wednesday, March 11, 2020 8:50 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref:_00Dt0GzXt._500t0Rmcgz:ref

1
Good morning,
Can you advise if there is an update regarding this case?

Thanks,

Maureen Harbolt

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: 3/3/2020 5:58 PM

To: contactthepuco@puco.ohio.gov
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Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref:_00Dt0GzXt._500t0Rmcgz:ref ]

Good Afternoon,

Thank you for providing the PTC for PUCO Complaint No. 00582854. As such, Verde will gladly provide a copy of the
calculations upon completion.

Kind Regards,

energy

Brandi Williams | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwiliams@verdeensrgy.com

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

Sent: Tuesday, March 3, 2020 6:52 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref:_00Dt0GzXt. 500t0Rmcgz:ref

]

Good morning,

Below you will find the price to compare comparison for the customer. Please let me know if you have any questions.
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Thank you,

Maureen Harbolt

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: 2/17/2020 3:24 PM
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To: contactthepuco@puco.chio.gov
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref:_00Dt0GzXt. 500t0Rmcgz:ref ]

To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00582854.
Thank you for bringing || | |} JJJEEE concerns to our attention and for allowing us the opportunity to address it.

B s filed a complaint with the Public Utilities Commission of Ohio (“PUCO”) regarding the enrollment
to Verde.

Investigative Results:

1. On 9/19/2018, Verde received a Third Party Verification (“TPV") from door-to-door sales agent, Hilton Nelson
(ID: 5246816910) with third party vendor, Energy Group Consultants, LLC in which Devon - authorized
the electric service. As a result, the electric service enrolled onto Verde’s Price Lock 12 plan at the 12-month
fixed rate of 8.29 cents/kWh with a SO Monthly Service Fee and $O Early Termination Fee. (TPV Attached)

0On 9/20/2018, Verde submitted an enrollment request transaction to the utility.

0On 9/21/2018, Verde received an inbound enrollment accept response from the utility.

On 10/1/2018, Verde generated and mailed the Welcome Letter. (Letter Attached)

On 10/25/2018, the electric service became active with Verde.

On 2/3/2020, Verde submitted an outbound termination transaction to the utility per the customer’s request.

No »y ok wN

0On 2/4/2020, Verde received an inbound termination response from the utility with the effective date of
2/22/2020.
8. On 2/5/2020, Verde received PUCO Complaint No. 00582854.
1. On the same day, Verde spoke to Ms. [ who stated that she does not know Devon [ and is
not familiar with the telephone number used to enroll the electric service.

Qutcome:

Verde would like to acknowledge that Ms. - is not associated with and has no knowledge of the person who
authorized the electric service to Verde. Furthermore, Verde acknowledges that Ms. [JJij has no knowledge of the
telephone number used to enroll the service. In addition, Verde has no record of the signed agreement for the electric
enrollment completed on 9/19/2018. Based upon these reasons, Verde agrees the enroliment should be deemed as a
“No Sale”. Consequently, Verde agrees to process a cost analysis to the utility rate for the service dates of 10/25/2018
(date of inception) until 2/22/2020 (scheduled termination date).

Please be advised, the cost analysis will not be completed until the account terminates and final bills. Upon completion
of the cost analysis, Verde will gladly provide a copy of the calculations to Staff. To reiterate, a cost analysis will not be
completed until the account terminates and is final billed.

In as much, in an effort to properly adjust the customer, we ask that you assist with providing the appropriate “Price to
Compare” rates. As you may be aware, we are unable to process this request until the PTC has been received.

Nonetheless, Verde would like to confirm that the sales agent and sales office associated with this occurrence are no
longer actively doing business with Verde. However, as a courtesy, Verde has added Ms. [} telephone number of

Verde-OCC-Cert-003608
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B -0 scrvice address of |G ;<2 Chio 45385 onto our “Do Not Solicit” list to

avoid any future solicitation.

Lastly, as it stands, the electric service is set to terminate on 2/22/2020 with the termination date being solely
determined by the utility and not Verde.

Please let me know if you have any additional concerns.

Kindest Regards,

energy

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Wednesday, February 5, 2020 12:53 PM

To: Regulatory User <regulatoryuser@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00582854 [ ref:_00Dt0GzXt. 500tORmcgz:ref |

Initial Submission of a Consumer Complaint
Provider of Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00582854

cusTOMER:
ADDRESS: [ <. Ohio 45385
serRVICE ADDRESS: [ *<i=. Ohio 45385

Verde-OCC-Cert-003609



Exhibit B (2 of 3)
Page 103 of 154

AlQ: Dayton Power and Light Co

SERVICE ACCOUNT NUMBER: n/a

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

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enroliment with your
company.

Please review the account and advise:

1. When, how, and by whom the enrollment was completed?

2. If the enroliment was for a fixed, variable, or variable with an introductory
rate product.

3. What was the customer billed per CCF/MCF/kWh for all service periods
during which the customer was enrolled?

4. The date the enroliment was forwarded to the distribution utility and the
service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution utility.

6. Are there any early termination fees associated with this enrolliment? [f
so, will the fees be waived and if not, why?

Please also provide copies of all enrollment materials to include (as applicable):

1. The sales script and/or sales call used to market this

Verde-OCC-Cert-003610



customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

Now ke wN

Sincerely,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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: 00Dt0OGzXt. 500tORmcgz:ref

CAUTION: This is an external email. This message might not be safe. Do not click links or open attachments if the email
looks suspicious. Forward to csc@ohio.gov.

Verde-OCC-Cert-003612



Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]
3/10/2020 7:31:36 PM

PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
[EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00579287 [ ref:_00Dt0GzXt. 500tORNTof ref |

. IV <rde_Cost Analysis.xlsx

Public Utilities
Commission

Verde-OCC-Cert-003656



PUBLIC UTILITIES COMMISSION OF QHIO
Consumer Services Division
Memorandum

CASE ID: 00579287

CUSTOMER:
ADDRESS: , Alliance, Ohio 44601
SERVICE ADDRESS: ,Alliance, Ohio

44601
AlQ: Verde Energy USA Ohio LLC

NIQ: I

***To ensure your response attaches to the appropriate case, please reply
to this email without changing the subject line. Thank you!***

DESCRIPTION OF ISSUE: | did listen to the TPV but very hard to hear
Ms. [} answering questions. However, has the account finaled with
OE and has the re-rate been done? If so, please provide a break down of
charges and the total amount of the credit. Thank you.

Sincerely,

Andrea Smith

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.

Verde-OCC-Cert-003657



Verde-OCC-Cert-003658



Public Ut

&

Commission

Verde-OCC-Cert-003659



Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00579287

AlQ: Verde Energy USA Ohio LLC

NiQ: I

***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
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE: Mr. |l states that the service at this
address is being billed at $0.15 cents per kWh. The tenant at this property
agreed to sign up with the company not him. Company has agreed to
cancel the account but will not refund him the different in rates. Would like
to know why?

This customer has contacted the PUCO regarding their enrollment with
your company.

Please review the account and advise:

1. When, how, and by whom the enroliment was completed?
If the enrollment was for a fixed, variable, or variable with an
introductory rate product.
. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

Verde-OCC-Cert-003660



4. The date the enroliment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this
enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.
. The signed agreement for service.
. The Terms and Conditions of Service.
. The signed Acknowledgement form.
. The Welcome Letter mailed to the customer.
. The Third Party Verification recording for this enroliment.
. The contract expiration notices mailed to the customer.

Sincerely,

Andrea Smith

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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Customer Concerns [customerconcerns@sparkenergy.com]
behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

nt: 3/6/2020 10:08:12 PM
: PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]

bject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00586881 [ ref:_00Dt0GzXt._500t0RuTdW:ref ]

tachments: [ Starion TPV 1.25.2017.mp3; | _sterion Wi 1.25.2017.pdf; ||

R _Reassignment Letter 10.30.2018.pdf; || I _R<newa! Notice1.3.2018.pdf
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Public Utilities
Commission

Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00586881

CUSTOMER:

ADDRESS: , Cincinnati, Ohio 45223
SERVICE ADDRESS: , Cincinnati, Ohio 45223
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: |GG

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

DESCRIPTION OF ISSUE:

Customer upset about the ridiculous rate they are being charged and
would like an investigation.

-Please cancel immediately and provide drop date.

-Please provide enroliment TPV, contract terms and a copy of all notices
sent to the customer.

-Please explain the high rate the customer is being billed.

-Please respond with resolution including any credit for the extreme rate.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO. ohio.gov

This message and any response to it may constitute a public record and thus
may be publicly available to anyone who requests it.
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Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

3/6/2020 9:08:00 PM

Mariner Taft [contactthepuco @puc.state.oh.us]

RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00590038 [ ref: 00Dt0GzXt. 500t0SNhkF:ref |

. - Contract Expiration 1.4.18.pdf; | G Ve come Letter.pdf; | GG

TPV.wav
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Initial Submission of a Consumer Complaint
Provider of Electric
Please Respond Within 3 Business Days

CASE ID: 00590039

COMPANY:

CUSTOMER:

ADDRESS: , Dayton, Ohio 45403
SERVICE ADDRESS: , Dayton, Ohio 45403
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: I

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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE: The customer states signing up with Verde a
year ago and was advised would get a $50 check each month when was
with Verde. The customer called Verde after enrolling and was told would
get one $50 check. The customer states his bill has increased since
signing up with Verde, but also states cancelling the contract.

When did the customer enroll with Verde? Was it for electric, gas or both
services? Please provide the tpv, sales call and welcome letter with terms
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and conditions of the contract for review. s the contract still
active? Please advise.

Sincerely,

Mariner Taft

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCQO . 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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Message

From: Edwin Quinonez [equinonez@sparkenergy.com]

on behalf of  Edwin Quinonez <equinonez@sparkenergy.com> [equinonez@sparkenergy.com]
Sent: 3/6/2020 7:07:22 PM

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

Subject: 1spk1RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00589948 [

ref: 00Dt0GzXt. 500t0SNYvx:ref |

Attachments: |- ccctric Welcome Letter.pdf; || N -G2s Welcome Letter.pdf; || G -77V-mr3;
B G- Contract Expiration.pdf

To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00589948.
Thank you for bringing || | | ] ]l s concern to our attention and for allowing us to address it.

B s filed a complaint with the Public Utility Commission of Ohio (“PUCO”) regarding her
enrollment with Verde.

Below are the responses to your inquiries:

¢ When, how, and by whom the enrollment was completed?
o On 01/09/2019, | 21thorized the electric and gas account to Verde via Outbound
Telemarketer Adam West (Agent ID: 2668623660) associated with Dark Star.
¢ If the enroliment was for a fixed, variable, or variable with an introductory rate product.
o The electric account was enrolled into a 12 month fixed rate of $0.0929 cents/kWh.
o The gas account was enrolled into a 12 month fixed rate of $0.6750 cents/therms.
e What was the customer billed per CCF/MCF/kWh for all service periods during which the
customer was enrolled?
o The unit of measurement for the electric account was kWh.
o The unit of measurement mentioned for the gas account was therms; however, customer was
billed in CCF.
¢ The date the enrollment was forwarded to the distribution utility and the service effective date
provided by the distribution utility.
o On 01/16/2019, Verde submitted an enroliment transaction for the electric account to the local
utility and the utility provided a flow start date of 01/24/2019.
o 0On 01/10/2018, Verde submitted an enroliment transaction for the gas account for the gas
account to the local utility and the local utility provided a start flow date of 01/15/2019.
e Has a request fo cancel or drop the enroliment been received? If so, please provide the service
end date provided by the distribution utility.
o 0On 01/24/2019, Verde was in receipt of an unsolicited rescission transaction form the local utility
for the electric account.
o On 03/02/2019, Verde submitted a request to cancel the gas account to the local utility and the
local utility has yet to effectuate a service cancellation date.
e Are there any early termination fees associated with this enroliment? If so, will the fees be
waived and if not, why?
o There are no early termination fees associated with this electric & gas account.

Attached are the requested materials (as applicable):

1. The sales script and/or sales call used to market this customer.
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a. Attached
2. The signed agreement for service.
a. Not Applicable
3. The Terms and Conditions of Service.
a. Attached
4. The signed Acknowledgement form.
a. See Question 2.
5. The Welcome Letter mailed to the customer.
a. See Question 3.
6. The Third-Party Verification recording for this enroliment.
a. Attached
7. The contract expiration notices mailed to the customer.
a. Gas Contract Expiration Notice Attached.59.
Conclusion:

After review of the attached TPV conducted on 01/09/2018, Verde agrees that it's not in compliance with the
following O.A.C Rules:

o O.AC. 4901:1-29-06(E)(1)(9).

e O.AC. 4901:1-29-06(E)(1)(h)(ii)

o 0O.AC. 4901:1-21-06(D)(2)(a)(viii)

e O.AC. 4801:1-29-06(E)(1)(H(ii)
For this reason, Verde agrees to process a cost analysis for the gas account from 01/15/2019 (inception) until
the account fully terminates. In as much, please understand the cost analysis will not be processed until the
final invoices are generated and if a credit is deemed as due, the customer will be refunded accordingly.

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, March 2, 2020 11:17 AM

To: Regulatory User <regulatoryuser@sparkenergy.com>
Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00589948 | ref:_00Dt0GzXt._500t0SNYvx:ref ]

Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply
Please Respond Within 3 Business Days

CASE ID: 00589948
CUSTOMER:
ADDRESS:
SERVICE ADDRESS:
AlQ: Verde Energy USA Ohio LLC
SERVICE ACCOUNT NUMBER:
NIQ:

, Marion, Ohio 43302
., Marion, Ohio 43302

***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. [f a copy of
the TPV is requested, this must be provided within 3 business days, per
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)***

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding the re-enroliment of her
accounts with Verde Energy.

Please review the account and advise:

—

. When, how, and by whom the enrolliment was completed?

2. If the enroliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
periods during which the customer was enrolled?

4. The date the enrolliment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has arequest to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this
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enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

NOoO oA wD

The contract expiration notices mailed to the customer.

Sincerely,

Christina Cassady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO. ohio.gov

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

The Third Party Verification recording for this enrollment.
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ref:_00Dt0GzXt._500t0SNYvx:ref
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PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
behalf of  PUCO Consumer Call Center <contactthepuco®@ puc.state.oh.us> [contactthepuco@puc.state.oh.us]
nt: 3/2/2020 5:26:28 PM
: customerconcerns@sparkenergy.com
bject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00572979 [ ref:_00Dt0GzXt. 500t0QdQxXl:ref ]
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ublic Uitilities
Cormmission

Initial Submission of a Consumer Complaint
Provider of Electric

Please Respond Within 3 Business Days

ASE ID: 00572979

ompANY: I
usTOMER: [
porEsS: (. Cincinnati, Ohio 45245

IQ: National Gas & Electric LLC
ERVICE ACCOUNT NUMBER: As above

Verde-OCC-Cert-003946



DESCRIPTION OF ISSUE:

The customer sent in the following email:

Y is - ro:! cstate investment company,

-'s energy costs rose significantly during the switched period, to as much as 16
cents per kilowatt hour.
I ccmanded an explanation from National G & E. The National G & E
representative claimed one of their representatives made a sale call to some onsite
I - oovee ot ¢ that during the course of that
call, the [Jili] employee verbally authorized the change.
National G & E's version lacks supporting evidence and clashes with ||| | GG
management model. National G & E has provided no evidence that such a call took place.
Furthermore, || N o site property manager has no authority to switch
utility providers, or otherwise enter a managed property into a vendor contract, for utility
service or otherwise. For the record, the employee states she did not authorize any
switch, and National G & E has not provided any recording, any resultant written
authorization or any other evidence memorializing a valid switch of electrical service
providers for this site.
n May 2018, National G & E sold the account to Verde Energy.

estimates it was overcharged as much as $54,000 between 2017-

The affected accounts, as reflected on Duke Energy statements are:

) I ) B ) N - B o) B ©)
N ) BN ) I

All were switched by National G & E on April 6, 2017

Please reply to the following questions:
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. Were the account transferred to Verde Energy on 04/19/187

. What was the rate at the time of the transfer?

. In light of the customer's accounts being on a variable rate- Is the company
illing to re-rate the customer's account back to the utility rate for the period of

4/19/18 to present?

ny additional information that the company can provide would be greatly
ppreciated.

ublic Utilities Commission of Ohio
ervice Monitoring and Enforcement Department
ustomer Service Investigator

800) 686-PUCO (7826)

www PUCO ohio.goy

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

Verde-OCC-Cert-003948



Verde-OCC-Cert-003949



Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]
2/27/2020 11:32:23 PM

PUCO Consumer Call Center [contactthepuco@puc.state.oh.us]
[EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00584822 [ ref:_00Dt0GzXt. 500tORrzDt:ref |

© e 1.14.2019.0df; | TPV 1.4.2019.mp3; I Rate History.pdf

Verde-OCC-Cert-003964



Public Utilities
Commission

Initial Submission of a Consumer Complaint
Marketer of Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00584822

CUSTOMER:

ADDRESS: , Cleveland, Ohio 44105
SERVICE ADDRESS: , Cleveland, Ohio 44105
AlQ: 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
0.A.C. 4901:1-29-06(D)(B)(b)(v)***

Please review the customer concern provided below and respond to the
following:

-Please process cancellation immediately and provide drop date.

-Please provide enroliment TPV/documents and the contract terms.
-Please state the rate the customer has been billed each month since
enrolling.

-Please provide details of the $100 credit the customer was promised and
explain why it was not provided.

-Please provide the date the customer first contact Verde and provide the
details of the call. Also, please state why he wasn't dropped at that time.

DESCRIPTION OF ISSUE:

Gas service was disconnected due to high bill charges from Verde. He
signed up with Verde last year and his rate has increased dramatically. He
also did not receive a $100 credit they promised him. Customer stated he
has been trying to cancel with Verde but they give him the run around or
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he cannot get a hold of them. He feels they are not billing him according to
what was agreed upon. On his last bill he was charged 6.25 per Mcf.

Sincerely,

Darita Patterson

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO ohio.gov

This message and any response to it may constitute a public record and thus
may be publicly available to anyone who requests it.
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Customer Concerns [customerconcerns@sparkenergy.com]

Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]
2/20/2020 11:33:27 PM

Michael Coady [contactthepuco@puc.state.oh.us]
[EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00583244 [ ref:_00Dt0GzXt. 500t0RN9hO:ref ]

. | _T°V 10.17.2017.wav
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Initial Submission of a Consumer Complaint
Provider of Electric and Natural Gas
Please Respond Within 3 Business Days

CASE ID: 00583244

COMPANY:

CUSTOMER:

ADDRESS: Cincinnati, Ohio 45224
SERVICE ADDRESS: , Cincinnati, Ohio 45224
AlQ: Verde Energy USA Ohio LLC

servICE NG

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

DESCRIPTION OF ISSUE:

This customer contacted the PUCO to dispute enroliment with the
company for electric generation and natural gas supply. She stated that
she has been in contact with the company, has been promised a refund,
but has not received it yet.

What was the method of enroliment?

2. Please provide all proof of enroliment consistent with the method of
enroliment including, but not limited to, copies of any sales calls, copies of
any opt-out notices, copies of any welcome letters, copies of any TPVSs,
|.P. addresses used, e-mail addresses used to enroll, copies of any signed
enroliment documents, and the terms and conditions of the enroliment.

3. If this was originally a fixed contract which transitioned to a variable rate
after the fixed contract expired, please provide a copy of the notice sent to
the customer per O.A.C. 4901:1-21-11(G) and/or O.A.C. 4901:1-29-10(F).

Sincerely,

Michael Coady

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Lead Customer Service Investigator

800) 686-PUCO (7826

Verde-OCC-Cert-004147



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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Message

From: Customer Concerns [customerconcerns@sparkenergy.com]

on behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

Sent: 2/19/2020 11:13:30 PM

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

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 [ ref:_00Dt0GzXt. 500t0Qehds:ref ]

Attachments: || Cost Analysis.pdf

Attached you will find the cost analysis completed for PUCO Complaint No, 00573827, Verde will be issuing a refund
check via US Mail to be received within the next 21 business days. In an effort to ensure the check is not overlooked,
please advise that the check will be enclosed within a Spark Energy envelope,

Kind Regards,

energy

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwillams@vandasnergy.oom

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

Sent: Tuesday, February 18, 2020 11:02 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 [ ref:_00Dt0GzXt._500t0Qeh4s:ref

]

Good afternoon,

Can you please provide an update regarding this case.

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www.PUCQO . ohio.gov

——————————————— Original Message -----==~~==----

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

Sent: 2/4/2020 1:48 PM

To: customerconcerns(@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 |
ref: 00Dt0GzXt. 500t0Qeh4s:ref |

Good afternoon,
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Can you please provide an update regarding this case.

Maureen Harbolt

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: 1/27/2020 11:48 AM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 |
ref: 00Dt0GzXt. 500t0Qeh4s:ref ]

Good morning, Please find attached the PTC comparison for this customer.

Maureen Harbolt

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.ch.us]

Sent: 1/16/2020 1:05 PM

To: customerconcerns@sparkenergy.com

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 |
ref: 00Dt0GzXt. 500t0Qeh4s:ref |

I'will reach out to the utility company to get that information and provide it to you once available.

Thanks,

Maureen Harbolt

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: 1/16/2020 12:46 PM

To: contactthepuco@puco.ohio.gov

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 [
ref: 00Dt0GzXt. 500t0Qeh4s:ref ]

in an effort to properly adjust the customer, we ask that you assist with providing the appropriate "Price to Compare”
rates. As you may be aware, we are unable to process this request until the PTC has been receivad.

Kind Regards,

energy:

Brandi Williams | Regulatory Specialist

12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 281-833-4103

bwilltamshverdesnsrgy. oom

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

Sent: Thursday, January 16, 2020 7:46 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 [ ref:_00Dt0GzXt. 500t0Qehds:ref
]

Thank you for the information provided. Once the re-rate amount is available will you please provide the total
amount?

Thank you,

Maureen Harbolt

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)
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--------------- Original Message ---------------

From: Customer Concerns [customerconcerns@sparkenergy.com]|

Sent: 1/10/2020 12:02 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 |
ref: 00Dt0GzXt. 500t0Qeh4s:ref |

To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00573827.
Thank you for bringing || | | ]l s concern to our attention and for allowing us to address it.

N - filed a complaint with the Public Utility Commission of Ohio (‘PUCO”) regarding her
enrollment with Verde.

Below are the responses to your inquiries:

1. When, how, and by whom the enrollment was completed?

1. On 12/28/2016, | - thorized the electric account to Starion Energy
(“Starion”) via Outbound Telemarketer.

2. If the enroliment was for a fixed, variable, or variable with an introductory rate product.

1. The electric account was enrolled into a 12 month fixed rate of $0.0629 cents/kWh along

with a $0.24/daily fee.

3. What was the customer billed per CCF/MCF/kWh for all service periods during which the
customer was enrolled?
1. The unit of measurement for this enrollment is kWh.
4. The date the enroliment was forwarded to the distribution utility and the service effective
date provided by the distribution utility.
1. On 12/18/2018, Verde submitted an enroliment transaction to the utility and the utility
provided a start flow date of 01/23/2019

5. Has a request to cancel or drop the enrollment been received? If so, please provide the
service end date provided by the distribution utility.

1. On 01/03/2020, Verde submitted a request to cancel the electric account to the local utility

and the utility provided a stop flow date of 01/22/2020.

6. Are there any early termination fees associated with this enroliment? If so, will the fees be

waived and if not, why?

1. There are no Early Termination Fees associated to this enroliment.
Please also provide copies of all enroliment materials to include (as applicable):

1. The sales script and/or sales call used to market this customer.
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1. Unavailable
2. The signed agreement for service.

1. Not Applicable
The Terms and Conditions of Service.

98]

1. Attached
4. The signed Acknowledgement form.

1. See Question 2
5. The Welcome Letter mailed to the customer.

1. See Question 3
6. The Third Party Verification recording for this enrollment.

1. Attached
7. The contract expiration notices mailed to the customer.

1. Attached
Conclusion:

We'd like to confirm that per the attached TPV completed on 12/28/2016, || G oy and
knowingly authorized the electric account to Starion without any objections. Additionally, per the attached
Assignment Letter sent on 10/30/2018, Ms. ||l was properly notified that her electric account would be
assigned to Verde approximately 12/05/2018. The letter indicated that if Ms. |JJilij had any objections, to
contact Starion by 12/04/2018.

In a much, upon review of the TPV, Verde acknowledges that it is not in compliance with O.A.C. 4901:1-21-
06(D)(2)(a)(viii). Additionally, due to the longevity of this account, Verde was unable to retrieve the sales call
that took place on 12/8/2016. For this reason, Verde will process a cost analysis for the service period between
(01/24/2017) (Starion Start Date) to 01/22/2020 (Verde-Termination Date). In as much, please understand the
cost analysis will not be processed until the final invoices are generated and if a credit is deemed as due, the
customer will be refunded accordingly.
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Lastly, as it stands, || I s e'ectric account is scheduled to terminate with Verde on 01/22/2020, a date
solely determined by the utility’s billing cycle and not Verde.
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: Tuesday, January 7, 2020 8:49 AM

To: Regulatory <regulatory@sparkenergy.com>

Subject: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00573827 [ ref:_00Dt0GzXt._500t0Qehds:ref |
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Initial Submission of a Consumer Complaint
Provider of Natural Gas or Electric Supply

Please Respond Within 3 Business Days

CASE ID: 00573827

cusTomeR: I
ADDRESS: [ . F=ific!d, Ohio 45014

SERVICE ADDRESS: |l -:irfic/d, Ohio 45014
AlQ: Verde Energy USA Ohio LLC

SERVICE ACCOUNT NUMBER: n/a

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
0.A.C. 4901:1-29-06(D)(6)(b)(v) or O.A.C. 4901:1-21-06(D)(1)(h)(v)*™*

DESCRIPTION OF ISSUE:

This customer has contacted the PUCO regarding their enrollment with
your company.

Please review the account and advise:

[a—

When, how, and by whom the enroliment was completed?

2. If the enrolliment was for a fixed, variable, or variable with an
introductory rate product.

3. What was the customer billed per CCF/MCF/kWh for all service
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periods during which the customer was enrolled?

4. The date the enrollment was forwarded to the distribution utility and
the service effective date provided by the distribution utility.

5. Has a request to cancel or drop the enroliment been received? If so,
please provide the service end date provided by the distribution
utility.

6. Are there any early termination fees associated with this
enroliment? If so, will the fees be waived and if not, why?

Please also provide copies of all enroliment materials to include (as
applicable):

1. The sales script and/or sales call used to market this
customer.

The signed agreement for service.

The Terms and Conditions of Service.

The signed Acknowledgement form.

The Welcome Letter mailed to the customer.

The Third Party Verification recording for this enroliment.
The contract expiration notices mailed to the customer.

A Sl

Sincerely,

Maureen Harbolt
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. 500t0Qeh4s:ref

CAUTION: This 1s an external email. This message might not be safe. Do not chick links or open attachments

Verde-OCC-Cert-004172
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Message

From: Customer Concerns [customerconcerns@sparkenergy.com]

on behalf of  Customer Concerns <customerconcerns@sparkenergy.com> [customerconcerns@sparkenergy.com]

Sent: 2/17/2020 3:51:42 PM

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

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [ ref:_00Dt0GzXt. 500tOPbcRP:ref |

Attachments: [ re-rate.PNG; | refund.PNG

Good morning,

Attached you will find the spread sheet for the refund amount of $427.65. As such, please allow 21 business days for the
customer to receive the refund in the form of a check via US mail,

Best regards,

Aprit Lusk

April Lusk | Regulatory Specialist
12140 Wickchester Ln, Ste 100 | Houston, TX 77079
Tel: 832-333-7019 | Fax: 832-320-2979

alusk@verdeenergy.com

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

Sent: Friday, February 14, 2020 6:09 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [ ref:_00Dt0GzXt._500t0PbcRP:ref

]

Good Morning,

Any updates on the cost analysis?

Sincerely,
Shanequa Jones

Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department

Verde-OCC-Cert-004215
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Customer Service Investigator
(800) 686-PUCO (7826)
www. PUCQO . ohio.gov

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

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

From: Customer Concerns [customerconcerns@sparkenergy.com]|

Sent: 1/28/2020 10:52 AM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [
ref: 00Dt0GzXt. SOO0tOPbcRP:ref ]

zood Morning,

Thank you for the information provided. | have forwarded this information fo our billing department. Once the
cost analysis s completed, | will forward it for review.

Best Regards,

Edwin Quinonez

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

Sent: Tuesday, January 28, 2020 9:24 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [ ref:_00Dt0GzXt. 500tOPbcRP:ref
]

Good Morning,
| apologize for the delay. | just received the information from the utility.

The price to compare rares are as follows:
1/30/19- 5.28c¢/kwh

02/28/19- 4.92c/kwh

03/29/19 5.25¢/kwh

04/30/19 5.76¢/kwh

Verde-OCC-Cert-004216
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05/30/19 5.80c/kwh
06/28/19 5.70c/kwh

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO.ohio.gov

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

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

From: Customer Concerns [customerconcerns@sparkenergy.com]|

Sent: 1/6/2020 12:10 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [
ref: 00Dt0GzXt. SOO0tOPbcRP:ref ]

Good Morning Ms. Jones,
Thank you for vour patience while you allow me 10 resolve this malter.

Attached you will find the cost analysis for PUCQO Complaint No. 00588042, We ask that you please allow up to
21 business days for Mr. [} to receive payment via USPS.

in as much, may you please provide the PFTC rates for DUKE so that we may expedite the cost analysis for the
glectric account.

Best Regards,

Edwin Quinonez

Verde-OCC-Cert-004217
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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, January 6, 2020 9:32 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OQHIO - CASE #: 00568042 [ ref:_00Dt0GzXt. 500tOPbcRP:ref

]

Good Morning,

Any updates on the cost analysis?

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO ohio.gov

This message and any response to it may constitute a public record and thus may be publicly available to
anyone who requests it.
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--------------- Original Message ---------------
From: Customer Concerns [customerconcerns@sparkenergy.com]
Sent: 12/26/2019 9:23 AM
To: contactthepuco@puco.ohio.gov
Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [
ref: 00Dt0GzXt. S00tOPbcRP:ref |

zood Morning,

Please be aware that the cost analysis is currently still pending calculations, Once the cost analysis is
completed, we will forward them to the staff.

Best Regards,

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.

Edwin Quinonez

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

Sent: Tuesday, December 24, 2019 12:11 PM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [ ref:_00Dt0GzXt. 500tOPbcRP:ref

]

Good Morning,

Please provide a breakdown of the cost analysis

Sincerely,
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Shanequa Jones
Public Utilities Commission of Ohio
Service Monitoring and Enforcement Department
Customer Service Investigator
(800) 686-PUCO (7826)
www. PUCQO. 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: 12/16/2019 2:04 PM

To: contactthepuco@puco.ohio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [
ref: 00Dt0GzXt. S00tOPbcRP:ref |

Good Afternoon Ms. Jones,

Thank you for allowing us to address your additional concermns,

Please be aware that because we are no longer in a business relationship with Alpha Energy, LLC, Verde is
unable to refrieve the Signed Contract Agreements that were conducted on 01/08/2018. As such, Verde will
process a cost analysis for the gas account as well fromO1/30/2018 1o 08282018, If a credit is deemed dug,
vr. [ can epect to receive it within 21 days via USPS.

Best 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.
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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, December 16, 2019 10:01 AM

To: Customer Concerns <customerconcerns@sparkenergy.com>

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [ ref:_00Dt0GzXt. 500tOPbcRP:ref

]

Good Morning,

Please provide the signed enrollment documents for the customer's gas and electric enrollments.

Sincerely,

Shanequa Jones

Public Utilities Commission of Ohio

Service Monitoring and Enforcement Department
Customer Service Investigator

(800) 686-PUCO (7826)

www. PUCO . ohio.gov

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

——————————————— Original Message -----==~~==----

From: Customer Concerns [customerconcerns@sparkenergy.com]

Sent: 12/16/2019 10:15 AM

To: contactthepuco@puco.chio.gov

Subject: RE: [EXTERNAL] PUBLIC UTILITIES COMMISSION OF OHIO - CASE #: 00568042 [
ref: 00Dt0GzXt. 500tOPbcRP:ref |

To Whom This May Concern:
This is Verde Energy USA (“Verde”) response to PUCO Complaint No. 00568042.

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

Verde-OCC-Cert-004221
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