EB-2010-0221

Complainant Witness Binder — index

Witness WG (Agent GS — Contract number A6156830)
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Summitt
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Additional communications between Complainant and Summitt



TAB A



REGISTRATION FORM

COMPREHENSIVE SNERGY PRICE PROTECTION PROGRAM
Sumnmil: Energy, 100 MEsoasn (| Spus 08, Mesissaogas. ON L3R 4H) A 6 1 5 8 3 O
§08.368.7059, 1.877.222.9520, fux $05. 366 7061, wnw summitenoigy €3, Lystrmmiienvich Giummdieneryy £a

AGCOUNY KOLDER INFORMATION “GREOT
- F et R PO
Ms.  Firsi Mame of A0 der Ahrom Bilty P !

O Busiaess _ -

. * f
L Postal Coce

SUMMITT ENERGY NATURAL GAS PROGRAM {includes Blend A Extand Oplion) teonss ¥GMI060542
1 seloct Bowing team {Iha ‘Teren of the Agreement’] and prct Hihe FPuce o
5 Years al 42.8 centsim?

1 enspoeaccounts || g b oo b s L
mccouuw B2 A a .G.f;la‘;(; J‘?’Io_u[ﬂyhil

. |

SURMITT ENERGY ELECTRICITY PROGRAM [ncludos Bland B Extend Option) Ustros BER-20050641

| satect Ite tollowing team (Tha “Term of the Agrermunt’) 510 PROE 1Tbe "Pive’)
e
y 97 veaus ot 5,90 conlsihtin

UTILITY ACCOUNT # | _‘Cﬁ\,/Jg‘_L:J ; ¢ !{fl RS N S N W SO O
Lty Name ____ . %1 LC B WA ,{ Yt =
First 4 Alpha-Nymardc Pesial Cxde

ilrom Name on (4] troom Biey 1!

Usics iy Beay ash by Sy e ATPERE Y he A P < Lwtadle 4 N Promaga dee Rebwir (hchia 100 TAOGTIM g igd Fery e bzt T,

SUMMITY GREER ENERGY PROGRAM

rorhese of Groon Eregy DFEC Uil 135060t e ~umdrdt ol Gracn Encrepy O wer L as andicated Dk,

freen alectekd] %"ynuui LT Tor rrguatet for Setratt Bnsigy s Locrs Loy ogram
. e a41 gl e rathen OF Sumknatts Dty Baie o s
w
0 S0 anehow F Rty Fax POieCtan roaed e The Seawsdn
s () (3 55755 per otk
5 11 AN (o for O afling i Set evanth,

s (O O $9:39 pue pmynars? Yot wrem ikt enaAled 063 1y {30 T same Lerr oy
10 O O S18:515 per morih” e el Ay

Frgnnyg Conen o Fave vy Brasqiarn wol apess ae 4o n atiily

2 Srrin ooy s BAEgy PrEleThen o Ayt Cart 3 ark St bos gy LB Suronts amphog 3 atro E44czy Diirn LU
i ce s ps ML By G OFLLE pas s Farfusio e e desd than e gt s e ANEOUDCAT. ol gisincly it Agrodrient s
1ok b 11 €4 Yy 1 il fem & 1R DI L W Sl o B e e cav BAT HiesS ne AN @ e WAL M0 BRire i
181 2y RDow0g T L3y O WA | e 4 willar (0T ' EVE EQoTmerd HHies pIses 10 wimeng Uy Momamit, 79 amardmenis. it wnThers
el 33 B3 Hogiskanin Fotm - Toret a0 Tor phins w24 aiaart

{ #s ( ) )

Ciher Poee €

£x1.

SRECY. S T A
] [114] Y

Fekatorsig W Acound mriﬁuWuuun o

Effective May 1, 2008 consumers with a titne-of-use meter wilf pay 9.3 centskWh for on-peak
timas, 7.3 cents/kWh for mid-pesk times and 2.7 cents/kWh for of-peak fimes. Consumers
on the Regulated Price Pian (RPP} will pay 5.0 cents’kWh up to a certain throshold per mosth
and 5.9 cents/kWh above that threshold. Please see the Customer Agreement with Terms
and Conditions for your Consumer’s Rights and Buyer's Right to Cancel.
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SUMMITT
ENERGY

June 3, 2009

Invoice #; 575326
Bill Date: 06/03/2008
Account Numbar: 38789652650422
Contract |ID: AG15830

pear N

We are sorry to have received your request for the early cancellation of the price protection program thai you signed up for on
08/18/2008. Customers who choose long terrr pratection for their snergy will typically gain the greatest benefits over he latter
part of their lerm, and any early termination of Your contract may result in missing out on that benefit. Over one million
households in Ontarlo have experienced significant savings over the years with electricity andfor natural gas price protection
programs.

Summitt's programs are designed to protect you from any price increases in your electricity andfor natural gas
commodity for a period of 5 years, and with Summiit you have the added benefit of our Blend & Extend option. If you want to roll
your energy rates into Surnmitl's current rates for an extended term, Blend & Extend is easy 1o activate by calling our Customer

Service department pricr to your yearly anhiversary dates.

If 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 $0.07 for each cubic meter of your eslimated gas
consumption and/or § 0.009 for each kWh of your estimated electricily consumption, for the batance of your contract,

Gas Account Electricity Account
Liquidated Damages: $512.94 Liquidated Damages: $434.83
GST: $25.65 GST: $21.74
Total Due: $538.59 TFotal Due: $456.57

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

H you require any further assistance, please call our toll free customer service number at 1-877-222-9520.
Regards,

Customer Service Departmernt

Summitt Energy

Phone: 877-222-9520

Fax;  905-366-7063/1-877-222-9520
Email: customerservice@summitienergy.ca

Please detach this portion and retem with your payment

Invaice #: 575325
Ciient ID; 252654

Contract ID Bili Date Total Due Gas Total Due Electricity Totat Due Amount Paid
AB15830 08/03/2069 $538.59 $456.57 $995.18
Certifled cheque Bank Draft Money order

100 Milverton Drive, Suite 608 Mississauga, Ontario L5R 4H1



SUMMITT
ENERGY

June 23, 2009

Re: A615830

Dear R

This letter is to inform you that contract number A615830 for a five year electricity
and natural gas price protection plan, has been cancelled as per your request.

Please be advised, it may take up to 60 days to process the cancellation through
your utility. If you require any further assistance, please call our toll free customer
service number at 1-877-222-9520

Regards,

Summitt Energy

Customer Service Department
Phone:  877-222-9520

Fax: 877-222-4410

100 Milverton Drive Suite 808 Mississauga Ontario LSR 4H1
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Ontario Energy Board

Date Printed: ‘

COMPLAINT FILE SUMMARY | Time Printed:

Page 1of 3
June 22, 2010
3:09:17PM

File Number: 2009-0006925 Date Received: 09/06/2009

Consumer Information

File Status: Closed

Name:
Address 1:
Address 2!
City:
Province:
Postal Code:

| Telephone:
Fax:

Email:

utilitvy/LDC Information

- LR ——
Account Number; 17182601
Licence Type: Electricity Distributor
Utility Name: Oakville Hydro Electricity Distribution Ine.

Marketer/Retailer Information

Licence Type: Electricity Retailer

Marketer/Retailer Name: Summitt Energy Management Inc.

Marketer/Retaiter (or ER-2005-0541
Licence) No.;

Agent Name: N

Wearing 1D Unknown
Provided Business Card: Unknown
Wearing Uniform: Unknown

Privacy Consent Yes
Confirmed:



Ontario Ehergy Board

: Page 2 of 3
: Date Printed: June 22, 2010
COMPLAINT FILE SUMMARY | Time Printes: 3:09:17PM

Complaint Information

Complaint Details:

Preferred Communication Method: E-mail
Utility: Oakville Hydo/Union Gas
Marketer/Retaller: Summitt Energy

Best time to reach: No Preference
GAS - 38789652650422 - Summitt Energy Ref 9055824323

We are new to Canada from England and after moving into our house we had a man
come to our door saying he was from Oakville Hydro and needed to check our bili as
it was a new house. He then said that we could go on a price protection programme
offered in the area at no cost. He advised me that our bills would not change and
that we were not tied into anything. T did agree and I signed to say I wanted more
information (or so i thought). I did receive a call @ few weeks later to ask if I

would still like the programme - I asked the girl if I was tied in and again asked

if there woulld be any costs. I was told no.

Now I got my lasy hydron bill in May

and saw that my bHl has over doubled in cost. We then noticed that the name of the
supplier on the bill had changed to Summitt Energy. We called them and was told we
had signed for a five year fixed price contract with the price of units aimost double

at what we were used to paying. 1 said I wanted out of this contract and was told
that it would cost me over $1000. It would appear that my Union gas was changed to
Summitt Energy in August but as our gas bills ar very low I did not really notice

the increase. It was only when my Hydro changed some months later that we noticed
the significant difference.

I asked to cancel right away and said T would even pay

the fee (at least my bills would go back downand then 1 could fight to get the cancellation

fee back) We were told it would take 2-3 weeks to cancel??? Meanwhile we are stit
getting charge an extortionate amount for our gas/elecdtricty.

Since that phene

call on June 03rd I did some research and see thant hundreds of people have been
duped by this company. Surely there has to be some law about their selling methods.
The staesman fraudulently told me he was from Qakville Hydro, he did not disclose
what he was actually doing and is doing it to people every day. I admit I was naive
and shuld have read the small print, But I was trusting and this man preyed on the

fact we were new to the country and presumed this was the norm. Howver any company

that is told there salesman are doing this should surely give the customer the benfit

of the doubt and cancel the contract without fees. Otherwise are they not condomng
these tactics and saying they are acceptable??

I do not want ¢ pay the fees as it B

will put us in debt that we cannot afford - but the debt will be less than if T pay

double my bills for the next five years.

I feel the company has been dishonest,

did not disclosure information and blatantly lied.

I need to get this contract

cancelled as soon as possible as I cannot afford to pay these bills and am in a constant
state of worry as to how much the next bill will be.

In my reserch also understand

that for a contract to be binding there must be full disclsure and "mutual consideration”
i.e both parties must be fully awar eof what they are getting into. I clearly did

not.

I sent the complaint letter saying "I exercise my right to cnacel under non-disclosure
as a described in the Consumers protectlon act 2002" as suggested. I did this by



Ontario Energy Board Page 3 of 3
Date Printed: June 22, 2010
COMPLAINT FILE SUMMARY | Time Printed: 3:00:17PM

email and by fax on 04th June asking them to confirm receipt by email or phone call,

1 got a delivery reciept for the email and for the fax but have nt heard anything

from them.

Please help - I do not what else I need to do and am in fear of ruining

my credt rating as I will not be able to pay the bills or having to get into debt Primary Account Number: C

Requested Action: Cancel Contract Without Penalty

‘OEB Action: CCR Form sent to Licensee

Classification Topic Sub Topic

Agent Conduct gis!eading information provided Need to see the consumer's bill
by agent

Agent Conduct Misrepresentation of identity Claim wutility representation
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Date Printed : June 22, 2010
Tima Printed: 10:17:01AM

Consumer Complaint Response
2009-0006926

3
(%
1

Licensee Name CCR Complaint Status
Summitt Energy Management Inc. _ Comoleted

" Licensee E-mail:  compliance@summiitenergy.ca Licensee Representative
Licensee Phone: 1 (905} 366-7035
Agent Name L) _ Agentip CHNEED
Date Received
06/098/2009
Sent to Licensee Date ' Licensee Date Due Licensee Response Date
06/11/2009 07102/2008 06/09/2009

Reference Number

Consumer Name Représentative Name
2009-0006926
Energy Type Consumer Address Representative Address
Electricity

Account Number

17182601
Consumer Phone Representative Phone
Consumer Email Representative E-mail
Classification Topic Sub-Topic
Agent Conduct Misleading information Need to.see the consurner's bill

provided by agent



referred Communication Method; E-mail
Utility: Oakville Hydao/Union Gas
Marketer/Retailer: Summitt Energy

Best time to reach: No Preference
GAS - 38789652650422 ~ Summitt Energy Ref 9055824323

We are new to Canada from England and after moving into our house we had a man
come to our door saying he was from Oakville Hydro and needed to check our bill as
it was a new house. He then said that we could go on a price protection programme
offered in the area at no cost. Me advised me that our bills would not change and
that we were not tied into anything. | did agree and 1 signed to say | wanted more
information (or so i thought). | did receive a call a few weeks later to ask if |

would slili like the programme - | asked the girl if | was tied in and again asked

if there would be any costs. 1 was toid no.

Now ! got my lasy hydron bill in May .

and saw that my bill has over doubled in cost. We then noticed that the name of the
supplier on the bill had changed to Summitt Energy. We called them and was told we
had signed for a five year fixed price contract with the price of units almost double

at what we were used to paying. | said T wanted out of this contract and was toid -
that it would cost me over $10060. it would appear that my Union gas was changed to
Summitt Energy in August but as our gas bills ar very low | did not really notice

the increase. it was only when my Hydro changed some months later that we noticed
the significant difference.

| asked to cancel right away and said { would even pay

the fee (at least my bills would go back downand then | could fight to get the cancellation
fee back) We were told it would take 2-3 weeks to cancel??? Meanwhile we are still
getling charge an extortionate amount for our gas/elecdtricty.

Since that phone _

call on June 03rd | did some research and see thant hundreds of people have been
duped by this company. Surely there has to be some law about their selling methods.
The slaesman fraudulently {old me he was from Oakvifle Hydro, he did not disclose
what he was actually doing and is doing it to people every day. | admit | was naive
and shuld have read the small print. But | was trusting and this man preyed on the
fact we were new 1o the country and prasumed this was the norm. Howver any company
that is told there salesman are doing this should surely give the customer the benfit
of the doubt and cancel the contract without fees. Otherwise are they not condoning
these tactics and saying they are acceptable??

t do not want o pay the fees as it

will put us in debt that we cannot afford - but the debt will be less than if | pay

double my bils for the next five years.

| feel the company has been dishonest,

did not disclosura information and blatantly fied.

| need fo get this contract

cancelled as scon as possible as | cannot afford to pay these bills and am in a constant
state of worry as to how much the next bill will be.

In my reserch also understand

that for a contract to be binding there must be full disclsure and "mutual consideration”
i.2 both parties must be fully awar eof what they are getting into. | clearly did

not.

| sent the complaint letter saying " exercise my right to cnacel under non-disclosure



as a described in the Consutners protection act 2002" as suggested. i did this by

email and by fax on 04th June asking them to confirm receipt by email or phone call.

1 got a delivery reciept for the email and for the fax but have nt heard anything

from them.

Please help - 1 do not what else | need to do and am in fear of ruining

my credt rating as | will not be able to pay the bills or having to get into debt Primary Account Number:

et e

Cancel Contract Without Penaity

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 confract,
recorded telesales calls, reaffirmation
calls, correspondence with consumer
and account history, Details to be
provided in response here.

The customer signed the coniract on August 19, 2008.
The contract was reaffimmed on September 2, 2008,

Call consumer to confirm receipt of
Complaint from OEB and discuss
complaint details.

Summitt Energy left a message for the customer on June
12, 2009 advising the customer that Summitt Energy is
looking into their complaint.

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

On June 3, 2009 the customer contacted Summitt
Energy to request cancellation. Summitt Energy advised
the customer of the €xit fees.

On June 3, 2009 the customer contacted Summitt
Energy to request cancellation. Summitt Energy mailed
the customer an exit fee invoice.

On June 4, 2008 Summitt Energy received a fax
requesting cancellation.

On June 4, 2008 Summitt Energy received an e-mail
requesting cancellation.

On June 5, 2008 Summitt Energy received and e-mail
requesting cancellation.

On June 11, 2009 the customer contacted Summitt
Enargy to request the exit fee invoice. The customer
states they would like to pay it out,

On June 12, 2009 Summitt Energy received an e-mail
stating that he has taken this matter further, and would
like canceltation papers sent out.

On June 19, 2008 the customer contacted Summitt
Energy to make sure it was possible to bring in a cheque
to pay the exit fee. Summitt Energy advised the customer
that was ok.

On June 22, 2009 the customer visited Summitt Energy
to make a cancellation payment for both gas and
electricity. '

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

Summitt Energy has agreed to cancel the contract based‘
on the exit fee payment received on June 23, 2009 for
the amount of $995.15.

Cancellation was processed on June 24, 2008 and will
take effect on September 12, 2008



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

Summitt Energy forwarded the complaint to the sales
agent; s manager for review.

What is the timing for resolution to be
implemented?

The customerg s contract is currently pending termination
with Summitt Energy. '

Licensee to provide coples 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
whern/how sent to consumer.

Summitt Energy mailed the customer an exit fee invoice
on June 3, 2008, June 4, 2009 and June 12, 2008

Summitt Energy mailed the customer a canceliation letter
on June 22, 2009 and June 23, 2009,

Summitt Energy mailed the customer a copy of the
contract and reaffirmation call on June 30, 2009

Attach same coples as above {o
OEB,

Please see attached a copy of the contract, reaffirmation
call exit fee letter and cancellation letters.

CD_AB15830_20090604094441.PDF

CD_AB15830_20090612092314.PDF

2o et

eso!utlon .
Contract and Reaffirmation Valid

CCR Completed By
LMcintyre

Additional Comments

Action i
Other - see additional comments

Reimbursemant Amount

Exit fee payment was received on June 23, 2009. Cancellation based on payment.

Page 50f 5
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Effective May 1, 2008 consumers with a time-of-use meter will pay 9.3 cents/kWh for on-peak
times, 7.3 cents/kWh for mid-pesk times and 2.7 cents/kWh for off-peak times. Consumers
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Complainant Name:

Contract Number:

Date and Time of Call:

Transcribed by:

Allie

W.G. [hame redacted]
Allie
W.G. {name redacted]
Allie
W.G. [name redacted}
. Allie

W.G. [name redacted]
Allie

W.G. [name redacted]
- Allie
W.G. [name redacted]

Allie

W.G. [name redacted]
Allie

W.G. [name redacted]
Allie

Legal*5368680.1

Reaffcalls in mp3

W.G. [name redacted]

MA1002 GS A615830-9055824323_080902_183110.MP3
09/02/2008 6:33 pm

Janet White

Oh hi can | speak to Mr. and Mrs. W.G. [name redacted]
please

Speaking

This is Allie calling from Summit Energy
Hello

We were at your home 19" of August
Yeah

I'm just very quickly calling to just confirm you electricity
price, your electricity Pass Protection Program

Yeah

| see we have your address as [address redacted]. s that
correct?

Yes itis.

Yes and do you recall our agent coming to your house with
our new brochure and a copy of the signed agreement. s
that correct?

Yes he did

Okay that's great. So this will only take a couple of
seconds. Okay sir.

Okay

Summit Energy will be providing you with a fix protected
rate of 84.98 cents per kilowatt hour for the next five years

Okay

And also a natural gas protected rate of 41.9 cents per



W.G. [name redacted]
Aliie

W.G. {[name redacted]
Allie

W.G. [name redacted]
Allie
W.G. [name redacted]
Allie
W.G. [name redacted]
Allie
W.G. [name redacted]
Allie

tegal*5388680.1

-2-

cubic feet for the next five years

Okay

So in order to complete your enrolment in the Pass
Protection Program we just need your verbal confirmation
Sir. So can you just confirm your agreement by responding
with the word yes

Yes

Okay that's great. So if you have any questions about Pass
Protection Energy Summit Green Program please call the
toll free number and thank you for choosing Summit Energy
and have a nice day.

Thank you.

And Sir can | please have the first name.
lee

Pardon?

Lee

Oh thank you Sir.

Okay thank you

Bye



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

Transcribed by:

Summit;

Customer:

Summit:

Customer:

Summit:

Customer:

Summit:
Customer:
Summit:

Customer:

Summit:

Customer:

Leqal"5388852. 1

QEB Order EB-2010-0221

W.G. [name redacted]
AG15830-1
06/032004 845 3.m.

Maxine DaCostia

Summit Energy, Kevin speaking.

Hi Kevin, wonder if you can help me. 1 got my cancellation notice in
the post from yourselves today.

Okay.

Finally. I'm a bit confused because it states on here that you're
actually charging me a percentage to get out of what you're saying
is a contract.

Okay.

And it quotes terms and conditions of contract. Well, I've never had
a contract. There's nothing that says anything... the only terms and
conditions | can... all | have is a registration form from you. I've
never had any other paperwork from Summit Energy at all and the
only terms and conditions that state on here are if I'm at default |
agree to pay Summit Energy. Well P've never been at default
because you've only taken one month’s payment from us.

Um um.
I'm a little confused.
Not a problem.

This money to sort of get out of this contract, you're basing it over a
12 month period, but you're also telling me it's going to all take up
to 60 days, so I'm even more confused at what you're taking and
why you're taking so much money from us.

Okay, so basically what happens is by defaulting on the program,
you signed up for 5 years, so by cancelling early, you're defaulting
on the program.

Okay, well no. This is my argument right, we never signed for 5
years. We were told that we were entering into a program, we were
not told that we were signed to a five year contract. We were told
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that, you know, we're entering to save some money, you know, if
you feel you're not saving any money and you want {o cancel, you
can cancel without any problem. That's what we were told. We
weren't told anything about entering into a five year contract. It's
not written down anywhere. I've not signed anything that says | am
in a five year contract and that's not what's been represented to
me.

Okay, what is your telephone number?
[telephone number redacted]

Okay, just a moment please.

Thanks.

You're welcome.
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Maxine DaCosta

Hi, you're calling Summit. This is Jas. How can | help you?
| have a reference number.

A reference for, is it a cancellation, Sir? Okay, what is your
reference number, Sir?

A for apple 615830.
Sorry, did you say F6157
A for apple 615830,

Okay, thank you. Give me one quick moment while | locate the
account, Sir. Thank you. While 'm locating your account could |
get your name please?

[..G. [name redacted].
Gary?
L.G. [name redacted].

Oh thank you Mr. L.G. [name redacted]. Sorry. Mr. L.G. [name
redacted], could you verify your address please?

[address redacted].
Thank you. And what was the reason for your call today, Sir?
| want to clarify as to when you will be off of my actual hydro bill.

Sure, let me see if we have received notification from your hydro
company yet, So we got the drop request which is the last day that
you're going to be on the program with us. And this is dated
effective September 12, 2009. That's the last day that your on the
program with us, Sir.

Why?
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We've advised Hydro of the cancellation and we sent them
notification, let's see when it was sent. We sent them the notice of
cancellation on June 22, 2009. What Hydro does is they process
the canceillation, they do take one to two billing cycles for our name
to be completely removed off your bill. So if this was sent over to
them in June, are you getting your bill every month or every two
months?

Every two months | think.

So if you're getting your hill every two months and if you're already
at the end of a billing cycle right now, July and August is one bill
that you're going to receive, so that bill that you receive will be last
bill that you see our name on there and then after that you'll be
back with the Hydro company on the rate that they charge you.

That’s this one. The one I've just received then.

No, because we sent them notice of cancellation on June 22.
When we sent them this on June 22, you were still in the middle of
a billing cycle or at the end of a billing cycle, a new one may have
already been in the process of being started or it might have... |
don't know exactly when your billing cycle is, Sir. All | do know is
that when we send the information over to them, they reply back to
us to let us know exactly what the last day will be that you'll be on
our program. They provided us this date and | provided it to you
today.

Right. So you're telling me September now?

September 12, 2009, so we're already in August right now. Today
is August 4, this month is the last month that you'll be on the
program with us. [f you look at the bill that you got right now in the
mail, what's the billing cycle?

The 15" of the month.

What's that?

The 15" of the month.

The 16" of the month?

15",

Okay so that would be from what, July 15"?

The billing cycle was June 15 it started. That was May 15 to July
15 is the way it goes. And then July 15to...
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Well, this bill that | have here it says May 15 to July 15 is what it
says. So from July 15 you've got August and September.

Well what's with September.

Because you're getting your bill every two months. This bill that
you have is goad up until July 15. Your next bill is going to be from
July to August, from August to September, get it? It's for two
months.

So the my next two month’s bills are going to be with you still?

Yes. Well, no, hold on one second. Not the next two months, your
next billing cycle. All | know is the date that they provided us is a
September date. So the bill that you're getting every two months,
yes, that's correct. Because we processed your cancellation....

Hold on, hold on, hold on, [in background — can you...]
Hello.
Hi. How can | help you today.

Well, as we just explained, we need to have you off at the end of
this billing cycle and that’s what we want done please, as was
promised.

We don’t promise that, Ma'am. We're not the billing company. We
don't take care of taking our name off your bill. This is done with
Toronto Hydro. If you let me explain what...

it's not Toronto Hydro, its Oakville Hydro.

Qakville Hydro. if you let me explain what's happening with your
bill. The bill that you have in your hand or the bill that your husband
had in his hand was from May 15 to July 15.

Um um.

Okay, this is a twa month billing cycle. This bill ended on July 15M,
Now on July 15, sorry, not July 15. July 15 was when the bill
ended. We had contacted your hydro company, notified them of
the cancellation as well, this was done at the end of June.

Wftlhy at the end of June. You actually told us you'd done on June
20™.

June 22" was when we processed the cancellation. You had said
or given us a certified cheque or money order for the early
cancellation payment. That was processed. We received it the day
before, so when we processed it was the same day that we
cancelled the agreement. We received your mail on June 22, we
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processed your cancellation on our end on the 23 of June. We
advised Hydro of this as well. They will not make any changes in
the middie of a billing cycle. They take the one to two billing cycles
to completely remove our name off your bill. So if they didn’t have
this information and they didn’t process it on their end before the
next billing cycle started, we're not the ones to blame, we don't
have any control over that.
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Isla Warren

Summitt Energy, Erica speaking

Hi, can | speak to somebody in accounts?

In accounts?

Yes, somebody who would be looking after my account of you guys.
Okay, will give us your first name.

Um, apparently you're now my supplier for my hydro and my gas after
almost a year.

Okay, can | have your phone number?
[telephone number redacted]

Can you verify your name and address please?
L.G. [name redacted], [address redacted]

Okay, so W.G. [name redacted] has been under contract on the 19" of
August, 2008 for gas and hydro price protection program.

Correct. Okay, | want it taken off. | want to cancel that. | don't want it.
Okay, if you cancel the contract you may be subject to a termination fee.

Okay, you guys have charged me three times on the bill. My bill is three
times the cost and I'm not paying it. F'll tell you that now. So | want it
cancelled and I'm not paying you any fees.

Well, the account will only get cancelled...if there's a termination fee that
applies, like the fee has to be paid in full before the contract is cancelled.

Okay, what's the termination fee?

Well, I'd have to send it out to management for review to see if there is a
termination fee and then they would send you out a letter to notify you how
much it is.
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it's took you almost a year just to set this up. Okay, and | mean a year,
alright, since you first came and saw and told me this would be fine. You
send me a bill that's three times the price. So, send it out. Get someone
to call me and | want somebody to call me today.

Okay, you won't have a phone call today by anybody. [t takes five fo
seven business days to be reviewed. If there's a termination fee that
applies, they'll send you how much it is in a letter to you. If there's no fee
that applies, then they will call you.

I'm not waiting seven days for you guys to sort this out.

That's how...it takes five to seven business days to review. That's the
process that the business follows.

| want it cancelled — just cancel it.

[ can't cancel it. There's nobody that can cancel it. it has to be reviewed
first and if there’s a fee that applies then the fees have to be paid in full
before it's done.

Okay, | want it cancelled. If there’s a fee, I'll pay the fee. | want it
cancelled.

But | can’t cancel it unless the fee is paid in full.

I'll pay the fee in full. Just sort it out and tell me what | need to pay and I'll
cancel it. | just don’t want this service with you.

Alright, so we’ll send it out to you.

Send it out to me. Otherwise ... where are we today ... So, if | haven't
heard from you by Monday, I'll be in your offices Monday morning.

Okay, that's fine.
Alright?
| told you that it takes five to seven business days to review this.

That's fine, just send it to me because | want it cancelled. Please. Thank
you.

You're welcome. Bye, bye.
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Isia Warren

Good afternoon, thank you for calling Summitt Energy, Simone speaking,
how may | assist you?

I'd like to speak to somebody regarding an account that's been set up.
You'd like to speak to somebody about an account that's been ...
Setup

I'm sorry, that's been ...

Setup

Oh, set up. Okay. When was the account set up?

It was something that was done by my wife back in August of last year.
Okay, can | get your telephone number please.

[tefephone number redacted]

Can you just bear with me one moment while | try to bring up your
account.

Thanks.

Thank you for holding, | appreciate your patience. Can | get you to verify
the name that is on the account and the address for me please.

[name redacted], [address redacted]
Okay. Perfect. And how may | assist you today?

| spoke to a lady earlier. This is an account that has been set up. My wife
signed something quite a while back in August and as far as I'm aware
and changed with regards to our account. So, | want {o just try and sort
this out because | don’t want our energy to be supplied by yourselves.

Okay.
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My wife should never had signed something because we're both on the
account. So it should never have been set.

Well, here what we do is like it's acceptable if it's a spouse or common-law
or power of attorney that can sign for the agreement and also we
reaffirmed for the agreement. So, she signed it and if she didn't consult
with you, it has nothing to do with Summitt Energy it has to do with just |
guess responsibilities between the two of you. If she don't and how the
procedures are that once you've signed the agreement, you get binded to
it until you give a legal verbal confirmation which she did give us a verbal
confirmation. We called her after ten days and she responded to the
program by saying that yes, she wanted to go through with it.

Okay, so | have no information from you apart from a registration form. |
have absolutely nothing about any services or anything from yourselves.
Just a registration form. That’s all | have.

Okay.

We have nothing else from you and this is from back in August that she’s
done this. Now, | locked today at my bill which came through my post is
three times the cost of what it shouid be and 'm looking at this thinking
hang on a second, why and telephone hydro and they're telling me it's
because it's Summitt Energy now. So, now 'm looking at this thinking
okay there’s Summitt Energy on there all of a sudden. So, after so many
months, | want this to be cancelled. | feel misrepresented, or my wife
does, we feel misrepresented and | kind of would like this canceiled and
I'd like to sort it out.

Is this for gas or electricity.
Both.

Well, to cancel the electricity you would have to pay out the penalty
because you are breaking the contract but it's not a problem, you'd just
have to pay the penalty for the electricity and that's anywhere around
$400.00 and for gas | can tell you what the amount is for that one. We
accept cheque or money order. Once you send that information in, we
can go ahead and cancel the agreement.

Okay, can | have some kind of ...

Yes, | will send something in the mail that will give you the full amount to
cancel both agreements.

Right.

And um, once you receive the letter, it's up to you on what the next step is.
Um, what you'd like to do. To cancel the gas is $500.00 — that’
approximate, it's not exact.
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So, how soon will | get this in the post from you.

Well, the request is being sent today, so | usually tell customers, it's
usually five to seven business days to receive it but if you don't also give a
couple of days because they receive so many requests per day that just
because | sent today, doesn't mean that they may get it today. They may
get it tomorrow. So, | always say, give it a week to two weeks. If you
don’t receive anything in a week to two weeks, give us a call back. But,
it's usually five to seven business days is our policy.

Alright. Can you explain to me why the bill was so high?
Uh, just one moment.

Can you explain that to me because that confuses me.

Just one moment.

You know, when my wife says a representative was on the doorstep that
the bill will not change. It will stay as it was and it won't go up.

Not the bill — the rate stay.

The rate will stay the same, it wouldn't go up, it wouldn’t be more
expensive than we were paying and all of a sudden it's now $200.00 more
than what my bills are generally.

Well, you've only had one bill...
| know and I'm looking at it.

...being on the program and it's from March 13, to May 14. So, you pretty
much get billed every two months and your usage was 1,187.22 at the rate
8.98 cents.

When | had my ... last year when | had my air conditioning on for two
months solid, my bill was nowhere near this high and I had my AC on for
two months.

Well, you have to take into consideration ...

And | haven't even had half...| haven’'t had any air con on. | haven't even
had any heating on for the last couple of months.

Right, but you have to take into consideration that your rates are higher
than what the utility was probably at the time last month. The rates do go
down in the summer time [ guess. | mean that because ...

But the rates ... you're telling me the rates shouldn’t have gone up. The
rates capped.

No, our rate is capped. The utilities’ rate and the marketers are two
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different companies we're talking about. We have nothing to do with
Enbridge or your hydro company. Those are two different companies and
of all three of us, we're a marketer, we're not a utility. The utility rate is the
rate that fluctuates. Our rate — we lock in our rate so that your rate is not
fluctuating. So, what I'm saying to you is that the utility’s rate is
fluctuating. So that's what I'm talking about. When you were talking about
your bills last month, we had nothing to do with that. That's the utility.

You are now on a program with us. You were saying you thought it didn’t
fluctuate, I'm trying to explain to you that the utility’s rate is a fluctuating
market. Our rate doesn't fluctuate. It stays at 8.98 cents for five years.
The only time it ever fluctuates is if you signed up on a program where the
first year is a promotional year and then the next four years is not a
promotional year where you're locked in. It's just like having a credit card
where they're giving it to you for 1.2 percent and then after that you go o
the regular ... that's usually what we offer some of our customers
sometimes. In this case it only changes if you ask for a change rate. If
you ask for a lower rate after a year you've been on the program, when we
will send the request in and then you can get a lower rate.

Okay, if you can send the letter to get this cancelled, then | would
appreciate that.

Okay.

And then | shall look into this obviously a little further. So now what
happens when | move out of this house because we don’t own this house.
So, what happens when | move out of this house.

Okay, if you move then you move into your own place where you're not
paying gas or electricity, then you'll have to prove that you're not paying
electricity or gas in new location and/or it will get transferred to you unless
you move to Etobicoke or unless you move to Vancouver because we are
not able to transfer that. You just need to show us proof that you're
moving outside of the province.

So, the province is Ontario.
Yes, it is Ontario.
If | move out of Ontario then obviously it's just cancelled anyways.

It's not just cancelled. You have to show proof or else you'd be subject to
the cancellation fee. But if you move into a house where you are paying
for gas and electricity, it gets transferred over, depending on where you

location is..

...outside Ontario. That's fine. So, is Niagara-on-the-Lake outside
Ontario for you.
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If its Niagara — would it be transferred...ummmm...St. Catharines are - no
it could be transferred. It could be transferred as long as its not ~ like
you're still within the Canada region but if you're outside — like if you go
pas the border then we can’t transfer it.

Okay. Well, if you can initiate a cancellation request, I'd appreciate that
and 'l quite happily pay that to get away from this issue because there’s
no way on earth I'm paying $300.00 for hydro. That's absolutely criminal,
| want you to get that out to me as soon as possible and quite happily pay
for the gas and electricity. So if you can send them both, that would be

great.

Yup, I'm sending them right now.

And you name is?

My name is Simone.

Simone. Thank you Simone.

You're welcome. [s there anything else | could assist you with?
No. That's great.

Thank you for calling Summitt Energy, you have yourself a great day.
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AB15830-6.wav
08/04/2008 6:16 p.m.
Janet White

Thank you for calling Summitt Energy. This is Sayer
speaking.

Good morning. Ah [ spoke to somebody last week but
since they couldn't do something I've sent in a couple of e-
mails. I've had no response from anybody.

I'll see what | can do for you. Can I get your phone number
please?

[telephone number redacted]
Say 587

[telephone number redacted]
Okay one moment please.

Can you also verify your name and address for security
reasons.

Yes, L.G. [name redacted], {address redacted].

Now, okay, iet's see what | can do for you. Do also have
the contract number?

| don'’t have that handy.

Because that phone number is not associated with an
account here.

She said she found it last week when | spoke to her.
That's really odd. Let me just check again here.
[telephone number redacted]

Maybe we could try by your postal code.

[postal code redacted].
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[postal code redacted] correct?
Correct.

Okay

And now your first name again.
[name redacted].

[name redacted]. Your last name?
[name redacted].

Was it [name redacted]?

Yes.

Okay got you. It’s actually under W.G.'s [name redacted)]
name. Okay so let me just take a look at this here. So it
says here you called in on you sent the e-mail on June 8",
What they did they actually on the gt they sent you a letter
in the mail informing, it says here that because you
reaffirmed the program on September 2™, 2008 over the
phone it was accepted. it was a phone call. The contract is
binding. If you wish to cancel,. canceliation fees will apply.

Yeah | want to cancel. | know that and | know the
cancellation fees apply but | want to cancel and | want an
amount to cancel and get out.

Oh sure.
So

On the 9" they sent you the package in the mail that you
shaould receive sometime next week on Tuesday or
Wednesday.

Okay because with that acknowledgement that you
received the e-mail and that’s quite frustrating that no
correspondence

You should get a direct reply. It's an automatic reply you
should receive.

Yeah | know my reply but nothing that says yeah we are
looking at this. It says you will get notified.

Okay you get that in the mail. They don'’t reply back in the
e-mail because a lot of customers will send, for example,
something in the working e~-mail and they don't want {o be
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e-mailed back. So what we do instead is instead of doing
that what we do is acknowledge that we have received it
but we forward everything in the mail for you.

Okay so what's in the mail? What's coming to me?
A cancellation package.
Okay which tells me what?

It tells you how much the canceliation fees are for gas and
hydro and if you want to cancel you go to the bank and get
a certified cheque or money order to cancel the contract.

Okay and once you have received that how long does this
take?

It will be cancelled, once you pay for it then it's cancelled
right away.

Okay

And on the next billing cycle you go back with the regular
gas and hydro company.

Okay so if | get the package from you guys next Monday
you recommend Monday or Tuesday?

No you won't get that on Monday. It takes 5 to 7 business
days for you to receive it.

Okay.

So from the 9™ not including Friday, Saturday, Sunday,
probably on Wednesday, probably Wednesday, Thursday
you should receive it in the mall.

Of next week.
Next week yeah,

So | get the cheque, come down to your office, | deliver it
and then it's cancelled.

Yeah or you can mail it. Whichever one’s easier for you.
Okay, that’s fine. All right. Thank you.
Okay you're welcome bye.

Bye.
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Maxine DaCosta

Okay, and thank you so much for holding first of all. Now what is your
name as well as your address for security purposes.

L.G. [name redacted], [address redacted].
Okay Mr. L.G. [name redacted].

No, that's it. It's not a contract. i{'s a registration form. This is what I'm
saying, we've never had a contract...

Okay, Mr. L.G. [name redacted}? Thank you for holding. | appreciate
your patience. Okay now what I'm looking at, I'm looking at the price
protection program form that was signed at the time.

I'm not disputing a registration form was signed by my wife. I'm not
disputing that. | don’t have an issue with that. But it doesn’t say
anywhere on this registration form anything about a five-year contract.

Okay, if you look at the part that's ticked off under Summit Energy Natural
Gas Program.

Right.

It says | select the following term and price, five years at 42.8 cents,
At how much?

At 42.8 cents per metres cubed.

Right.

And then you look at the electric program one and it says | select the
following term and price, five years at 8.98 cents per kilowatt hour.

Right.
So you selected to be on the program for five years.

So this is your contract is it? This isn’t a contract. This is a registration
form. This isn’t a contract.
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You're registering to be on our program for five years.

Right, I'm registering to be on your program for five years, yes. I'mnot
bound by a contract for five years. I'm bound by a registration to say,
yeah, I'm quite happy to be on that rate for that fength of time, not I'm tied
in for that length of time, that's a contact. A registration form, literally |
could write a registration form tomorrow and say you know what, the next
five years you're only going to pay me $35 a day, that's a registration
form. A contract says you are bound by this contract for five years that
that is the rate you will pay. This isn't a contract, this is a registration form.
That's not a contract and this will not stand up in court.

Umm, it actually will and | will tell you it has.

It won’t. It won't and I've already got my lawyer looking at this. It won't
stand up in court, because it's not a contract. The Better Business Bureau
have told me quite clearly that this bit of paper here is just what it says it
is, a registration form, otherwise | wouldn't argue.

So you're telling me that the Ontario Energy Board who regulates
everything that energy is about including your tocal utility is incorrect in
saying that this is...

Correct. And they do not like Summit Energy, I'll have that noted as well,
because | have got letters from them, I've got letters from my MP, I've got
a letter from the Mayor, all about Summit Energy, okay? And they're
supporting me on this as well. Now | want out of this contract so quick
that, you know, you couldn't say it fast enough, so... And then I'm gonna
claim my money back. Now {'m gonna give you $995.16 now once | pay
you that money and | send you that cheque, how quick will you come off

my bill?

We will send the information to utility letting them know that you have
opted to cancel the program.

You mean the actual hydro?
Yes, and then it's up to them to cancel the program on their side.

They're on my side, so I'm gonna send a copy of this letter and a copy of
the cheque to Oakville Hydro as I've got their details here, because
they've been copied in all my correspondence. So I'm going to send you a
certified cheque for that amount to... what address? To Milverton Drive.

Yes, 100 Milverton Drive.
To the attention of, who?

You don't have to put attention to anybody.
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Right, okay, | don't have to put anybody’s attention. Okay, so put that on
it. And then you're gonna still charge me a high rate for the next what,
next month's bill?

It depends on how soon the utility takes this off. So we usually do...
How soon do you contact the utilities once you receive the cheque?
Oh immediately.

Okay, so you get the cheque Monday morning...

And then we would terminate the program, we would send the information
on Monday.

Okay, so I'm gonna hand deliver the cheque to you Monday morning. I'm
gonna hand deliver it Monday morning. I'm gonna wait there while you
make correspondence with Oakville Hydro and cancel it. That's what I'm
gonna do Monday, alright? Because | want this cancelled quick. Alright,
is that okay with you?

Yeah, that's fine. f you...
And you'll be able to do that while | wait?

Basically, what you'll do is, because you'll be going to our reception and
they're not the ones who do this, but if you ask to speak with somebody
who can do it, then they should be able to have someone speak with you
and do that for you.

And who should | ask for?

Just ask at reception whoever is available to do that for you. So just let
them know that you need somebody who's gonna initiate the cancellation

Yep.

Okay and then somebody should be able to assist you from there. Now is
it going to be a certified cheque, you said?

Yep.
Okay, so there should be no problem with that then.

Right, because it should be cleared funds {[mumbling]. Okay, cool, so
somebody that can initiate a cancellation. Okay, thank you.

You're very welcome have a good day.
Bye.
Bye.



