EB-2010-0221

Complainant Witness Binder — Index

Witness VT (Agent AB — Contract number F946380)
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Document

Signed contract, if any

Any other documents the complaint claims were left with the Complainant
Any written complaint to Summitt

Any written response from Summitt

Any other record of correspondence between the Complainant and
Summitt

Any written complaint to the Board
Complaint Response Form
Additional Documents Summitt claims were left with the Complainant

Additional communications between Complainant and Summitt
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Effective May 1, 2089 consumers with a time-of-use meter will pay 9.1 cents/kWh for on-peak

times, 7.6 ce Wh for mid-peak times and 4.2 cents/kWh for off-peak times. Consumers

on the Regulated Price Plan (RPP) will pay 5.7 cents/kWh up to a certain threshold per month

qnd 6.6 cents/kWh above that threshold, Please see the-CustonseF Agreement with Terms

ancj\(:onditions for your Consumg:jg,Rights*ﬁﬁa” Buyer's Right to Gancel,
.---"""/—A

This Comprehensive Enesgy Protaection Program ("Agreement’} is with Summilt Energy LP ("Surmmitt’)
which is an Ontario Energy Board OEB") licensed electricity and natural gas relailer, For Cuslomers who
consume less than 50,000m3 of gas or 150,000kWh of electricity, this Agreement will not he in sffect
unless | reaffirm it, see Consumers Righis & Buyers Rights 1o Cancel. | understand that this agresment
is with Summitt Energy and is not with my local electricity or natural gas distributor. Unless agreed to
in writing by Summilt, no amendments, either wiitlen or verbal, fo this Registration Form or Cuslomer
Agreement with Terms and CEJJ,d'rtions will be accepted. [ authorize my utility to provide Summitt Energy
my account numbes, which we/fay include in the space above.

‘Reprasenlaife Sigpaieo i Eitiva N

s TOP COPY — RETURK TO SUMMITT -{ BOTTGM COPY ~ CUSTOMER COPY COM108,_072009
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Dear Customer: -

Summitt Energy is proud to be part of a group of companies whose -
reanagement team has over 100 years’ experience providing fixed.
price energy to Canadian home and business owners,

At Summitt Encrgy, providing a quality customer experience is our
#1 goal. Our highly trained customer service reps are available to
assist you between the following hours:

Monday to Briday 8:30 a.m. - 9:00 p.m.
Saturday 10:00 a.m, - 6:00 pm. .
. Sunday 10:00 a.m. - 4:00 p.m._‘

- -Should you have any questions regarding our sales, product offering

or service, please contact us directly at:

1-877-222-9520

" Or email us at:

‘customerservice @sumimittenergy.ca

Indcicndenf: Reiresentative Name .

Representative 1D #

Electricity and Gas Marketer Liconve # ER-2005-054 and GM-2005-0542

www.SummittEnergy.ca
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Hydro lights us up
Smart meters will Increase bllis dramatically for many Ontarians

By CONNIE WOODCOCK
Lot Updated: 16l July 2009, 3:Mam

Ly

ib"‘
hﬁg bl dheyhad 2y
Whon Acres complained, she'was told she had always used the same amount of alectricity; she just hadn't had to pay for . She

was aiso told her bill was nothing compared te sore. it wasn't a lot of comlort.
And that cold comforl is coning. to Toronto, whare 10,060 residents are abaut to go on "ime of usa™ billing, with slightly lower rates

for nights and significantly higher ratas during the peak weekday hours.

Smart melers are supposed to be in use at every house and small business in the province:

INVASION OF PRIVAGY

Hydro One has baen lrying to Install a smart meter In Acres' home, but so far she has fought them off. Her complalnt is not just the
extra cost, but the invasion of privacy. '

"They know when you're home, when you have comgany, when you're on vacalion, | don't like that."

She knows systems ¢an be hacked and employees can be dishonest.

" just because we can afford it doesm’l mean thoy can squeezs us," she says. " feel raped. W's rot about being environmentally
friendly.” i

Allison Horton lives In Lombardy, near Smiths Falls, where evaryone got @ smart meter fast year. A single mother of two, Horlon
grew up in a farm family é?-heﬂe nothing was waste% *You'd get your butt kicked if a i "
i it A

She's bean wamed that this month she'll be $1,200 behind on the year -- very close to her total Hydro bill for the previous year.
When she compiained, she got the samé story from Hydro One that Christine Acres got from Ottawa Hydro -- she had always used the
amount of electrdty, but her meter hadn't bean registering it. She aiso leamed her depasit requirement was golng up. But not enough
1o account for all the money. Recently, Horton put in @ hew hot waler tank hoping o cut her costs but now she's iinking she'll ‘put a
windmill in my backyard. I'm only 40 so | can live iong enough to recous the cost” She says Hydro One has bean working with her to

try to soive her problem but she's discouraged. )

"t gar’t budget anymore,” she says,

Both electricat utlililes had similar responses. Olawa Hydro says there's no way a mater could double somsone's bii. Perhaps
Hortor's deposit requirement has Increased or perhaps her bill reconciliation taclual readings instead of ostimates) pushed her up.
Hydro One admits thera have been complaints over the 895,000 smart meiers they've insialled so far, "B0% are resolved,” says

spokesman Danfelle Gauvin. )
Both utilities want o talk to thess customers to see what can be dona, including, in Hydro One's case, arrenging easter rapayment.

But | think | coutd walk Into any Ontario commupity with smart meters and have people lining up to imitar \ales.

Butibsthe tititisswho:are doing ths saving.

Smarmoters dahog st S Es R opForUAl

CONNIE.WOORCOCKM@SUNMEDIA.CA

hltp:!/www.loronlosu;1.co1Tu'c:omment.fcolumnisl&’conniaﬁwoodcockQOOWD'm5!!.0135896... 2412069
Copyright @ 2609 Toronto Sun All Rights Reserved

Hydro lights us up | Connie Woodcock | Columnists | Comment | Toronto Sun
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January 8, 2010

Invoice #: 793438
Bitl Date; 01/08/2010
Account Number: 182105272014
Contract 10D: F946380

We ara somry to have received your request for the early cancellation of the price protection program that you signed up for on
08/2212009. Customers who choose long term protection for their energy will typically gain the greatest benefits over the latter
part of their term, and any early termination of your contract may result in missing out on that benefit. Over one million
households in Ontario have experienced significant savings over the years with electricity andfor natural gas price protection

programs.
Summitt's programs are designed o protect you from any price increases in your electricity and/or nalural gas

commodity for a period of 5 years, and with Summitt you have lhe added benefit of our Blend & Extend option. If you want to rolt
your energy rates into Summitt’s current rates for an extended term, Blend & Extend is easy fo activale by calling our Customer
Service department prior to your yearly anniversary dates.

IE you've decided to cancel your protection, you will need to close your account by paying liquidated damage fees, as stated in
the Terms and Conditions of your contract with Summitt Energy. This charge Is $0.070 for each cubic meter of your estimated
gas consumption andfor $0.019 for each kWh of your estimated etectricity consumption, for the balance of your contract.

Gas Account Electricity Account
Liquidated Damages:  $1,018.11 Liquidated Damages: $0.00
GST: $50.91 GST: $0.00
Total Due:  $1,069.02 Total Due: $0.00

If you wish to complete the cancellation of your contract, please send a cerlified cheque, bank draft or money order for the full
amaunt of the liquidated damages payable to Summitt Energy. Upon receipt of your paymenl it may take up to 60 days to
process the cancelfation through your utility(s).

if you require any further assistance, please call our 1ol free customer service number at 1-877-222.9520,
Regards,

Customer Service Department

Summitt Energy

Phone: 877-222-8520

Fax;  905-366-7083/1-877-222-9520
Email: customerservice@summittenergy.ca

Please detach this portion and return with your payrment

Invoice #: 793438
Client ID: 382673

Contract ID Bill Date Total Due Gas Total Due Efectricity Total Due Amount Paid |
F946380 01/08/2010 $1,089.02 $0.00 $1.069.02 I
Certified cheque Bank Draft Money order

100 Milverton Drive, Suite 608 Mississauga, Ontario L5R 4H1
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Ontario Energy Board 4/6/2010

COMPLAINT FILE SUMMARY
File Number: 2009-0014436 Date Receive@nz—/ég(}_ﬁ File Status: Closed
Consumer Information
ahs i - K R R AT R

Name: S
Address 1: G

Address 2;
City: I
Province:

Postal Code:

-
-
Telephone: R

Fax:

Email:

Ltilitv/LDC Information

PEYE bloiri
Account Number:
Licence Type: Gas Distributor
Utiiity Name: Enbridge Gas Distribution Inc.
Marketer/Retailer Information
v L gt

Licence Type: Gas Marketer

Marketer/Retailer Name: Summitt Energy Management inc.
Marketer/Retailer (or GM-20056-0542

Licence) No.:

Agent Name: oD
Wearing ID: Yes
Provided Business Card: No
Wearing Uniform: Unknown
Privacy Consent Yes

Confirmed:




Ontario Energy Board 4/6/2010
COMPLAINT FILE SUMMARY

Complaint Information

e s

Complaint Details: Caller says she signed a registration form at her door on August 22, 2009, after a
Summitt agent told her that he was working on behalf of Enersource. He showed
her newspaper articles and told her that prices were going up and that she should
sign to be protected. She says the agent just put the form in front of her and said
that she should sign it and she did because she thought he was really form
Enersource.She was given a copy of the registration form but did not know it was
a binding contract.

They called her and asked her if she confirmed this contract

and she said yes, but minutes later she called them back and said she does not
want

to be with them. After that they continued to call her and ask her for his account
number and she never gave it. Then they apologized and said that they would
leave

her alone and then she received a bill from them. Primary Account Number: CRC
Overflow: INFO_MS :

Regquested Action: Cancel Contract Without Penalty

OEB Action; CCR Form sent to Licénsee

Classification Topic Sub Topic

Agent Conduct Misrepresentation of identity Claim utility representation
Contract Reaffirmation - Invalid reaffirmation
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Date Printed : June 22, 2010
Time Printed; 10:11:29AM

Consumer Complaint Response

2008-0014436

Licensee Name

Summitt Energy Management Inc.

Licensee E-mail:
Licensee Phone:

Agent Name
Date Recelved
121152009

Sent to Licenses Date
12/18/2009

compliance@summittenergy.ca
+1 (905) 366-7035 '

Licensee Pate Due
(1/08/2010

CCR Complaint Status
Completed
Licensee Representative

Agent ID

Licensee Response Date
12/15/2009

Reference Number
2009-0014436

Energy Type
Gas -

Account Number

Consumer Name

Consumer Address

Consumer Phone

Consumer Email

Representative Name

Renresentati\}e Address

Representative Phone

Reprasontative E-mail

Classification
Agent Conduct

Topic

Misrepresentation of identity

Sub-Topic

Claim utility representation



Caller says she signed a registration form at her door on August 22, 2009, after a Summitt agent told
her that he was working on behalf of Enersource. He showed her newspaper articles and told her that
prices were going up and that she should sign to be protected. She says the agent just put the form in
front of her and said that she should sign it and she did because she thought he was really form
Enersource.She was given a copy of the registration form but did not know it was a binding contract,
They cailed her and asked her if she confirmed this coniract '

and she said yes, but minutes later she called them back and said she does not want

to be with them. After that they continued to call her and ask her for his account

number and she never gave it. Then they apologized and said that they would leave

her alone and then she received a bill from them. Primary Account Number: CRC Overflow:

INFO_MS

Cancel Contract Without Penalty

B 2

Approval to share info with OEB Yes
Approval to share info with stakeholder Yes
Approval to share info with 3rd party Yes



Licensee to review consumer file and
Complaint including contract,
recorded telesales calls, reaffirmation
calls, correspondence with consumer
and account history., Details to be
provided in response here.

Sign date: August 22, 2009
Reaffirmation date: September 1, 2009
Flow start date: November 1, 2009

Cali consumer to confirm receipt of
Complaint from CEB and discuss
complaint details.

Summitt left a message for the customer on December
21, 2009 advising the customer that Summitt is looking
into their complaint.

Provide explanation of why the issue
was not resolved at the initial contact
from the consumer.

The customer contacted Summitt on December 14, 2009
with a general inquiry.

The licensee resolution including
timing and method of communication
with consumer,

Summitt is of the opinion the contract is valid. The
customer signed and confirmed enroliment into the
program, The customer confirmed the rate and term on
the reaffirmation call. The customer also confirmed they
were left with a copy of the contract and the brochure
during the reaffirmation call. Customers can cancel within
10 days of the signing date without penalty, Summitt was
not contacted by the customer within the canceliation
timeline, Exit fees will apply.

Detail action to be underiaken within
licensee to address systemic issue or
clarify position. include actions such
as agent retraining, agent discipline,
call centre script changes, stc.

The complaint was forwarded to the sales manager for
review and retraining purposes.

What is the timing for resoiution to be
implemented?

The contract is currently flowing with Summitt, The
customer will be responsible for an early exit fee, should
he choose to proceed with cancellation.

Licensee to provide copies of
material to consumer. Include copy
of contract or telesales recording,
terms and conditions, reaffirmation
call and any correspondence with the
consumer, Provide details on
when/how sent to consumer.

Summitt has mailed the customer on January 8. 2010 a
copy of their contract, reaffirmation call and exit fee latter
via emall. It takes 5-7 business days for the customer to
receive this material.

Aftach same copies as above to
OEB.

See attached for a copy of the contract, reaffirmation call
and exit fee letter.

Page 3of4



Resolufion
Contract and Reaffirmation Valid

CCR Completed By
Nmatadin

Addltional Comments

Action
No Further Action

Reimbursement Amount

Page 4 of 4
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ffoctive May 1, 2089 consumers with a time-of-use meter will pay 9.1 cents/kWh for on-peak
times, 7.6 conte/kWh for mid-paak times and 4.2 cents/kWh for off-peak times. Consumers
on the Regulated Price Plan (RPP) will pay 5.7 cents/kWh up o a cerltain threshold per month
‘a\nd 6.6 cents/kWh above thaf threshold, Please see the-Customer Agreement with Terms
and

This Comp

is with Summitt Energy and is not witn my loca

s HhROVE.

rehensiVe Energy Pmteétwn Program ("Agreement'“}‘is with Summitt nergy LP'{‘;gﬁmm:tt")

which is an Ontario Energy Board ("OES"} licensed electricity and nalurat gas refailer. For Gustomers who
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unfess | reaffirm i, see Consumers Rights & Buyers Rights 1o Cancel. | understand that this agresment

alecticity o natural gas distributor. Unless agreed to
in writing by Summitt, no amendments, elfher written or verbal, lo this Regiskation Satm or Gustomer
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Complainant Name:

Contract Number;

Date and Time of Call:

Transcribed by:

Summitt
Customer

Summift

Customer

Summitt

Customer
Summitt
Customer

Summitt

Customer
Summitt
Customer

Summitt

Customer

Summitt

Leqal*5390575.1

Reaffcalls in mp3

V.T. [name redacted]

NC 4096 AB F946380-4165542110_KObese-
jecty_090901_181845.MP3

2009/09/01
Janet White

Hi V.T. [name redacted]?
Speaking

Hi there it's Quassi from Summitt Energy calling to reaffirm
your natural gas.

Yep

And your electricity price protection. One of the agents
came to the home on the 22" of August

Yep
[address redacted]. Is that correct?
Correct

Okay and the agent left a brochure and a copy of the
agreement that you signed. s that correct?

Yep
Okay and you are the account holder. |s that correct?
Ah with which company?

The gas and electricity bills they are both in your name. Is
that correct?

Ah my name and my husband’s yeah.

Okay good all right. So Summitt will provide your natural
gas at 34.9 cents per cubic meter. Your electricity at 7.59
cents kilowatt hour. Both rates are guaranteed not to
increase for the 5 years. To complete your price protection
we need your confirmation. Can you please confirm your
agreement by responding with the word yes



Customer
Summitt

Customer

Summitt

Customer
Summitt

Customer

Summitt

Customer

Summitt

Customer

Summitt

Customer

Summitt

Customer

Summitt

Legai*5390575.1

-9

All right but | can just ask you a question though.

Yea go ahead

Um if you could tell me that if | use energy after 11:00 right
is it cheaper or is it still going to be atthe 7.5

Oh it's the same rate. It's a stable rate that you are
guaranteed for 5 years. So whatever you use is what you
pay by then we guarantee you a fixed rate at the 7.59 cents
kilowatt hour for 5 years guaranteed.

Okay so whether | use it like any time of the day or night
Yea you can use it anytime. Exactly still the same rate yup.

Okay 1 don't know if I'm quite happy with that. | mean
because | know that if you use it at night it's cheaper.

Well the rate we are offering to you is 7.5 is less than the
time of future rate on-peak hours and it is less than the mid-
peak hours as well. Are you okay in the time of user rate
already or

Well we just moved in. Like | don’t even know what
earnage our bill

If you are not paying the time of future rate then it means
you are paying 5.7 for the first 600 kilowatt hours and then
6.6 anything else after that. Every home is being switched
onto the smart meters. You are getting new meters. Called
a smart meter. It's a digital one

Um mm

So if you have a new home you probably have the new
digital smart meter.

No our home is older

Oh okay. You are going to be switched on to the time of
use rate and that is 9.1 cents during the on-peak hours. 7.6
during the mid-peak hours and then 4.2 during the off-peak
hours. Right so from 7 a.m. in the morning to 10:00 p.m. at
night that is the on-peak and the mid-peak and then after 10
p.m. is the off-peak.

Okay

So the rates we are offering 7.5 is less than the on-peak
and less than the mid-peak as well.



-3-

Customer All right not a problem | guess

Summitt So complete your agreement can you please confirm by
responding with the word yes

Customer Yes

Summitt All right. If you have any questions just give us a call and
thanks for choosing Summitt. You have a good day

Customer Thank you. You too

Summitt All right bye.

Legai"5390575.1



Complainant Name:
Contract Number:
Date and Time of Call:

Transcribed by:

Summitt

Woman

Summitt

Woman
Summitt
Woman
Summitt
Woman
Summitt
Woman

Summitt

Woman

Summitt

Woman

Summitt

Legai*5388910.1

OEB Order EB-2010-0221

V.T. [name redacted]
F946380

20091214 @ 2:29 pm
Julia Oddi

Thank you for calling Summitt Energy. Patrick speaking.
How may | help you?

Hi Patrick. 1 just got off the phone with Enbridge and
apparently you guys somehow hacked into my Enbridge
account and are basicaliy supplying us with gas. 1 am just
trying to figure out how all of this happened.

Okay. just one moment. Could | have your home. Sorry.
Your home telephone number please.

| don't really have one.

You don't have a home phone number.

No.

Okay can | have the Enbridge account number?
[account number redacted]

faccount number redacted]

[accunt number redacted]

Okay one moment while | search the system here. Okay.
Can | have you confirm the name and address on the
account please.

T.V. [name redacted], [address redacted]

Okay. So | am showing here. Just give me one moment.
Okay just one moment here. Okay, V. [name redacted]?

Yup.

Okay. So | am shown a signed agreement here August 22,



Woman

Summitt

Woman

Summitt

Woman

Summitt

Legal"5388910.1

20009.

You guys came to my door and said that you guys are
acting on behalf of Enbridge. The guy never gave me a
chance to even look over the contract. He just made me
sign something. There is a time period, right? that | could
look over the contract and say if | am not interested. You
had the representative call me on a daily basis and | said
excuse my language | told you guys to get lost and you said
okay. And yet somehow you still managed to access into
my Enbridge account. That is where | am finding it
absolutely ridiculous. How did you guys do that? | never
gave you my Enbridge account. | never gave you my
permission.

Okay. So V. [name redacted], the agreement was signed
August 22, 20097

Mmm-hmm

So after that what was signed at your door it means
nothing. It just means that your interested in the program.
It does not lock you into the program. Okay? We then
called to reaffirm the agreement. Let me just have a look
here. Okay so it looks like we called you September 2™ at
9:42 a.m. We spoke with yourself and you had accepted
the program. So if you had said no during that phone call,
we would have cancelled the enrolment and that would
have been the end of it. But you had accepted the
agreement or the reaffirmation call. So we gave you that
time to review what was signed and make a decision and
then when we had called you about a week later, 10 days
after, you had accepted the program. So at that point what
we do is we purchase the gas for you in advance and that is
how we guarantee the rate for 5 years.

You guys contacted me afterwards on a daily basis asking
me for more information. | said | am not pursuing this any
further and you said okay. We will take you off our list.
How did you continue on?

Well, you have reaffirmed V. [name redacted] at 34.9 which
isn’t a bad rate at all.
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Summitt

Woman

Summitt

Woman

Summitt
Woman

Summitt

Woman

Summitt

Woman

Summit
Woman

Summit

Legal*5388910.1
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But | am not interested, | am basically being charged an
administration fee plus additional gas charges from
Enbridge that | am not interested in. | am not saving any
money.

Those fees are all Enbridge fees, those have nothing to do
with Summitt Energy. All we are responsible for are on
your bills is 34.9 cents per cubic meter of gas that is used.
So we are the gas supplier only. Any other charges on your
Enbridge bill you should phone Enbridge and speak with
the billing department about those.

Okay, what | trying to understand is | paged you that | am
not interested, yes, you guys still pursue this further.

Okay, is because you've reaffirmed, V. [name redacted)]

I was not even aware of who, like you guys, you guys kept
me, somebody on that phone made be believe that you
guys were from Enbridge. You've put on, again, you've on
some Indian, fucking Paki, who | was not able to
understand that you've guys say that you were from
Enbridge, all bullshit lies.

Hello.
Mmm-hmm.

V. [name redacted], | don't what was said at your because
we can't confirm what was said at your door but again what
was signed at your door is an application. It locked you into
a program, you were left with information at your doors as
well.

| am not asking about...l am talking about door. | am
asking about the person you had call, the person that was
calling me, contacting me ...

We don't identify ourselves as Enbridge, we barely state
who we are, what the program, how long it will run for.

That you are from Summit and that you care calling on
behalf of Enbridge.

No, no don't say that during the call.
Mmm-hmm

There is specific guidelines we have to follow through in
that phone call.
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Summit
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Summit

Woman

Summitt

Woman
Summitt
Woman
Summitt
Woman

Summitt

Woman
Summitt
Woman
Summitt

Woman

Summit
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Legal™ 5388910, 1

-4 -

How come | have not receive any kind of information from
you guys, after that date”

What do you mean?

Not a brochure, nothing, not a written contract, not any kind
of agreement.

You were left a copy of what was signed at your door, so
you were left with that at your door and a brochure as well,
along with the terms and conditions.

And you just thought that wasn't in the contract.

Yes, it wasn't the contract, what locks you in the program
was the reaffirmation call. We give you the 10 days to
review what you have signed, may be, like do some
research and make a decision, then we call you to reaffirm
the program. If you had said “no" during the reaffirmation
we would have cancelled the enrolment of the program.

Now what happens?

Now we will be your gas supplier.

And if | am not interested?

There will be a fee to terminate the program.
Of course.

It just started 34.9 isn't a bad rate at all. It's guaranteed for
5 years, last year the rates were in the thirties, earlier this
year in January, it's meant to protect you for 5 years.

So | basically have a guarantee for 5 years.

Yes or there will be a fee to terminate. the program.
What is the fee that you are talking about?

Just have a look here.

This is basically what everybody has been talking about.
The scam that you've guys have pulled, right?

It's not a scam, V. [name redacted]

No, of course, let me see, the fee is what? a $150 to what?
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No, it's a lot more than that. It's $1,035.00. But then again,
it's not a bad rate at all. You will benefit from the program.
You are not guaranteed to save money but normaily,
customers do save money on this program. Okay now V.,
[name redacted]?

Summitt
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