STATE OF NEW HAMPSHIRE

Inter-Department Communication

DATE: December 23, 2016
AT (OFFICE): NHPUC

FROM: Rorie Patterson C M

SUBJECT: DE 16-837 Complaint by Unitil Energy Systems, Inc. against Clearview
Electric, In. d/b/a Clearview Energy

TO:  Martin Honigberg
Robert Scott
Kathryn Bailey
Debra Howland

CC: Amanda Noonan
Thomas Frantz
David Wiesner

Summary:

The Commission has a pending complaint from Unitil Energy Services, Inc. (UES) about
Clearview Electric d/b/a Clearview Energy’s (Clearview) door-to-door marketing practices (DE
16-837). Clearview’s competitive electric power supplier (CEPS) application was approved by
the Commission on May 17, 2016. Since that time, the Commission has received more than 120
complaints or inquiries from customers of UES, Eversource, and Liberty about Clearview’s in-
person marketing solicitations. More than 100 of those customer contacts are complaints, which
allege behavior that may violate one or more legal requirements applicable to CEPS and
enforced by the Commission. Consequently, Commission Staff recommends that the
Commission expand the scope of the UES complaint docket to include a review of complaints
received by the Commission, including those from customers of Eversource and Liberty, as well
as other complaints received by Eversource and Liberty, if any. Staff further recommends that,
based on the findings of that expanded complaint investigation, the Commission consider taking
enforcement action against Clearview, which may include the assessment of fines and/or the
suspension or revocation of its CEPS registration, as warranted.

Applicable Legal Standards:

CEPS are not public utilities, but RSA 374-F:7, 1, authorizes the Commission to establish
requirements for CEPS, including standards of conduct and consumer protection and assistance
requirements. Under RSA 374-F:7, 111, as recently amended, the Commission is authorized to:
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assess fines against, revoke the registration of, order the rescission of contracts with
residential customers of, order restitution to the residential customers of, and prohibit
from doing business in the state any competitive electricity supplier, including any
aggregator or broker, which is found to have:

(a) Engaged in any unfair or deceptive acts or practices in the marketing, sale, or
solicitation of electricity supply or related services;

(b) Violated the requirements of this section or any other provision of this title applicable
to competitive electricity suppliers; or

(c) Violated any rule adopted by the commission pursuant to paragraph V and RSA 374-
F:4-b.

Pursuant to its statutory rulemaking authority, the Commission has adopted N.H. Code
Admin. Rules Chapter 2000 regarding CEPS and electric load aggregators. Puc 2004 defines the
consumer protection requirements applicable to CEPS selling electricity to residential or small
commercial electric customers. Puc 2004.04 governs in-person sales by or for a CEPS. In
particular, the rule requires that CEPS representatives clearly identify themselves, the CEPS, and
the representatives’ relationship with the CEPS. Puc 2004.04(a)(1) and (2). The CEPS
representative must “leave the premises of a potential customer when requested to do so by the
potential customer or the owner or occupant of the premises.” Puc 2004.04(a)(3).

In addition, unauthorized transfers to CEPS service, or “slamming,” is prohibited by Puc
2004.05(a); see also Puc 2004.10(b), authorizing complaints for slamming, and Puc 2004.05(j),
authorizing sanctions for slamming. Sanctions for failure to comply with the Commission’s
CEPS rules are set forth in Puc 2005, including assessment of a penalty up to $1,000 per day for
each violation of law or rule. Puc 2005.01(b). In addition, for two or three violations of law or
rule, the Commission must suspend a CEPS’s registration, under Puc 2005.01(c), and, for the
fourth and subsequent violations of law or rule, the Commission must revoke a CEPS’s
registration, under Puc 2005.01(d).

Background and UES Complaint:

On May 17, 2016, the Commission approved Clearview’s CEPS registration in Docket
DM 15-514. Clearview’s registration authorizes it to operate within the franchises of Public
Service Company of New Hampshire d/b/a Eversource Energy (Eversource), Liberty Utilities
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(Granite State Electric) Corp. d/b/a Liberty Utilities (Liberty), and UES. Clearview’s
registration expires on March 21, 2017, the date its surety bond expires.'

On October 26, 2016, UES filed a complaint with the Commission about Clearview. In
its complaint, UES asserts that Clearview began operating in UES’s service territory on or about
September 30, 2016. According to UES, in less than one month, UES received a number of
complaints from its customers regarding Clearview’s in-person marketing practices. The
complaints allege primarily that Clearview sales representatives either identified themselves as
representatives of UES or as being affiliated in some way with UES. Further, UES contends that
complaints from its customers regarding Clearview are consistent in nature with complaints
received by regulators in other jurisdictions in which Clearview operates. UES cited to the
complaints discovered through the Commission’s review of Clearview’s registration application,
as well as a recent “inquiry” by the Maine Public Utilities Commission into Clearview’s door-to-
door marketing practices, which resulted in a consent agreement and the closing of the docket
without investigation.?

In its filing, UES also alleges that Clearview’s website incorrectly states UES’s default
service rate, using the higher default service rate for the 2015-2016 winter period rather than the
current, lower default service rate.> UES asserts that use of the incorrect price to compare, as
shown on Clearview’s website, by Clearview’s sales representatives represents willful
misrepresentation. Based on the complaints received from its customers, UES suggests that
Clearview’s representatives are, at a minimum, engaging in unfair or deceptive acts or practices
in the marketing, sale or solicitation of electricity supply, and so are in violation of RSA 374-F:7,
I, as well as the Puc 2004.04 requirements pertaining to identification. UES asked the
Commission to “review Clearview’s marketing practices, order Clearview to cease engaging in
any improper marketing practices and, if necessary, sanction Clearview if it is found to have
violated any state law or Commission rule.”

Experience of Consumer Services and External Affairs Division:

Between June 16 and December 9, 2016, more than 120 electric utility customers of
Eversource, Liberty, and UES® contacted the Commission about Clearview. Approximately two

' The Commission granted Clearview a waiver of Puc 2003.03(a)(5), which requires the financial security filed with
a CEPS rencwal application have a term of five years and 120 days. To renew its one-year registration, Clearview
must file a renewal application on or before January 20, 2017.

? Some of the terms of the Maine PUC consent agreement are confidential.

3 The UES 2015-2016 winter default service rate was $0.0941. From June 1,2016 through November 30, 2016, the
UES default service rate was $0.05978. This was the rate in effect at the time UES filed its complaints. UES's
winter 2016-2017 rate, which went into effect on December 1, 2016, is $0.0769, still lower than the $0.094 |UES
alleges Clearview claimed as the UES price to compare on its website.

? Clearview was approved as a CEPS in the franchise areas of Eversource, Liberty, and UES. It did not apply to
conduct business in the franchise area of New Hampshire Electric Cooperative.



N.H. Public Utilities Commission

DE 16-837 Complaint by UES against Clearview
Staff Report and Recommendation

12/23/2016

dozen customer contacts can be characterized as inquiries, and the remainder can be
characterized as complaints. Examples of inquiries include a customer calling the Commission
to confirm that Clearview was authorized to do business or a customer calling with questions
about competitive electric supply generally.

Most of the complaints to the Commission fall into the following eight categories, with
some complaints covering more than one category:

1. Clearview representatives identifying themselves as representatives of the electric
distribution company or implying a relationship with the electric distribution company
(28 complaints),

2. The loss of the Electric Assistance Program (EAP) discount on energy costs following a
switch to Clearview after being told, in many instances, that changing to Clearview
would not cause a loss of the EAP discount (18 complaints);

3. Clearview switching a customer without authorization, i.e., “slamming,” see Puc
2004.10(b}) (17 complaints);

4, The inability of customers, once switched to Clearview, to access Clearview customer
service by phone or email (34 complaints);

5. The failure of Clearview representatives to identify themselves or provide proof of
identity (4 complaints), see Puc 2004.04 (a)(1);

6. The refusal of Clearview representatives to leave customers’ premises or the failure of
Clearview representatives to abide by “no solicitation” signs (13 complaints), see Puc
2004.04(a)(3);

7. The use by Clearview representatives of sales pressure or aggressive marketing tactics to
get a customer to enroll, or the targeting of sales to vulnerable members of the public
such as elderly customers (28 complaints); and

8. The use of false or misleading statements by Clearview representatives in their sales
presentations, other than those involving statements regarding utility representation or
affiliation (23 complaints).

In addition to the calls from customers, the Consumer Services and External Affairs
Division has received calls about Clearview from local police departments in response to calls
from residents as well as on their own behalf as they worked to ensure Clearview’s compliance
with local rules and ordinances.

Of note, nearly all of the UES customers who complained to the Commission are
different from the UES customers identified in the complaint filed by UES against Clearview. A
detailed summary of the customer complaints received by the Consumer Services and External
Affairs Division is attached. The following are some highlights from the summary:
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¢ On October 11, 2016, the son of an Eversource customer contacted the Commission to
report that a Clearview representative had enrolled his 91-year-old mother who is legally
blind and deaf (Category 7), and, as a result, she lost her EAP discount (Category 2).

e On October 22, 2016, an Eversource customer contacted the Commission and reported
that a Clearview representative “tried to get me to believe that Eversource would ‘reject’
my supply service ... if I didn’t sign up for a provider because it is ‘mandatory to do so.””
(Category 8).

¢ On October 28, 2016, an Eversource customer contacted the Commission to report that a
Clearview representative told her Eversource and Clearview were the same company
(Category 1) and that he told her to say, during the sales verification call, that she did not
receive an EAP discount (Category 7). After she was switched to Clearview, she lost her
EAP discount (Category 2).

e October 31, 2016, a state legislator contacted the Commission and reported that a
Clearview representative had told one of his constituents that the utility’s rates were
going up 300% (Category 8).

*  On October 31, 2016, a customer of UES contacted the Commission to report that her
electric account had been switched to Clearview without her authorization (Category 3).
She stated that the Clearview representative initially said he was “from Unitil and could
save her 10%.” (Category 1) The customer also complained that the representative took a
picture of her bill and left a number for her to call with any questions, but she had called
and let the number ring for 5 minutes without an answer (Category 4).

¢ On November 14, 2016, an elderly UES customer contacted the Commission and
reported that she was switched to Clearview and wanted to cancel, but none of the
telephone numbers worked. The numbers were either disconnected or there was no
answer. (Category 4) The elderly customer seemed to have difficulty understanding what
had transpired with Clearview (Category 7).

¢ On November 15, 2016, the Commission was contacted by the daughter of an elderly
customer of UES, who reported that her mother has memory and comprehension issues
(Category 7), and, after she switched to Clearview, she lost her EAP discount on energy
supply (Category 2). The customer’s daughter also reported that her mother’s
community has a “no solicitation” sign posted (Category 6).

e OnNovember 16, 2016, a customer of Eversource complained to the Commission that,
based on her interaction with a Clearview representative, she had the impression that
Clearview was affiliated with or working for Eversource (Category 1). The customer
also reported that she had been solicited four times in the prior week and wanted them to
stop soliciting her (Categories 6 and 7).

¢ On November 25, 2016, a police officer contacted the Commission and reported that a
Clearview representative refused to show the officer identification (Category 5).
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* On December 5, 2016, an Eversource customer contacted the Commission to report that
her electric supply was switched to Clearview without authorization (Category 3) and that
she lost her EAP discount on supply costs (Category 2). The customer also reported that
Clearview did not advise her that she would lose her EAP discount (Category 7).

Clearview Response:

As shown in the last column of the attachment, the Consumer Services and External
Affairs Division shared most of the complaints it received with Clearview, and Clearview
provided responses to those complaints. Generally, Clearview has cooperated with the
Commission’s investigations and has provided the specific relief requested by the customer,
more often than not through the cancellation of the customer’s enroliment. In most cases,
however, Clearview has denied customers’ allegations of wrongdoing. In its responses to the
complaints sent to it by the Commission, Clearview has stated, among other things, that: the
company’s sales script does not contain “the verbiage” to lead customers to believe that
Clearview is affiliated or working for the electric distribution utility; the company’s sales
practices do not include the use of pressure, intimidation, or false information; Clearview’s
phone records do not show that customers complaining about being unable to get through to the
company by phone have contacted the company; the verification calls associated with the
complaining customers support their enrollments; or the complaint was the result of a
“misunderstanding”.

On September 13, 2016, Division Director Amanda Noonan contacted Jeremy Reed of
Clearview by e-mail and requested “a detailed action plan outlining how Clearview intends to
address” the allegations of misleading sales representations, high pressure sales tactics, and the
misrepresentation by Clearview representatives of direct relationships with the electric
distribution utilities. Mr. Reed provided a “Corrective Action Plan” on September 14, 2016,
which was revised on September 15, 2016. Since that time, the Commission has received 65
complaints from customers of Liberty, UES, and Eversource about Clearview’s in-person
marketing practices. As shown in the attachment, the types of complaints received before and
after the Corrective Action Plan are the same.

Staff Recommendation:

Clearview’s failure to address the root causes of the complaints received by the
Commission, including those described in the UES complaint, is very concerning. The
complaint information provided by UES alone provides a sufficient basis for the Commission to
conduct a hearing to determine whether Clearview has violated the law or rules applicable to
CEPSs in its door-to-door marketing solicitations of electric utility customers in New
Hampshire. Staff recommends, however, that the Commission expand the scope of the UES
complaint docket, DE 16-837, to also include complaints about Clearview received by the
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Commission, including those from customers of Eversource and Liberty, as well as any other
complaints received directly by Eversource and Liberty. In addition, Staff recommends that
Liberty and Eversource be made mandatory parties to the expanded docket.

Staff further recommends that, based on the findings of the expanded complaint
investigation, the Commission consider taking enforcement action against Clearview, which may

include the assessment of fines and/or the suspension or revocation of its CEPS registration, as
warranted.
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Key to CO. -

£ = Eversource
L = Liberty

U = Unitil

UNK = Unknown

Key to Reason for Contact (besides “Info" and "Other")

"Utility" = customer had impression CLV was, was related to, or was working for, utility
"EAP" = customer lost EAP discount on supply

"Slam" = customer did not authorize swiich

"Access" = customer could not get through to CLV on phone or email

"No ID" = no ID shown or otherwise provided

"Refuse" = refuse to leave or no solicitation posted

"Tactics" = Unfair sales tactics

"Misrep” = Misrepresentations

"Police” = police called by customer or otherwise involved

"ETF" = early termination fee

Key to CLV Response
"CSEA" = Consumer Services and External Affairs Div.

TPV = CLV verification call/thrid party verification
*"DNCL" = CLV Internal Do Not Call/Saolicit List

DATE arvirown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED ' Info | Uty | AP | Stam | Access | NoID | Refuse | Taclics | Misrep | Other | Police

121972016 JUNK X |Cancel enroliment N/A (CSEA gave customer telephone number to CLV)

121712016 Dover IE 3 X X X Elderly; Told EAP discount would transfer; no TPV, Access 10 cancel switch to CLV before Sept 2016 training and change to TPV re EAP,
refunded EAP discount; enroliment cancelled; customer put on DNCL

12/5/2016 Rochester IE X k3 X Slam; lost 52% EAP discount, not told about losing discount; CLY refusing to rabate EAP switch to CLV before Sept 2016 training and change to TPV re EAP;

discount refunded EAP discount; customer cancellad enraiimeant; customer put

on DNCL _

127272016 Concord U b3 X Tald EAP discount would transfer TPV supponts CLV - customer said "no™ EAP; enroliment cancelled;
customer put oh DNCL; no refund

12172016 Merimack E X X Slam; Access o cancel N/A (customer will contact CLV wilhin recission period)

1143072018 Exeter V] X fUlility {"impression” but papemwork said CLV) N/A (CSEA provided Information aboul competilive supply}

117252016 |Hiflsboro E X X {Hjmsbom palice; rep did not show ID NiA,

11232016 |Dover E X X Told EAP discount would transfer switch to CLV before Sept 2016 training and change to TPV re EAP;
refunded EAP discount

222016 UNK. E X rlnfo -is CLV authorlzed_? N/A (CSEA confirmed CLV registered)

142212016 |Swanzey E X CLV rep came to her house N/A (customer did not call CSEA back)

117212016  |Ponsmouth [3 X X Customer uncomforiable leaving name with CSEA; Uility; pushy rep “would not take no for | Denied allegations about misrepresenistion; unable to get statement

an answer” “hard 1o get rid of"; rep came back later same night from rep, so deactivated from campaign

111872016 Keene E X X customer wortled about being “taken:*; Access to cancel - changed mind N/A - (customer got through 1o cancel)

11182016  |Keene E X X Lhility, attempied to get Into customer's apantment to use phone, secure bullding Rep terminated because he didn't respond to CLV's request for
respanse 1o complaint

111672016  |Keene I3 X X LHility; 4 visits in last week, wanis CLV io stop Denied allegations, cuslomer put on DNCL
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DATE cirvimown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED | mfe | uunty Stam | Access | NoID | Refuse | Tacilcs | Misrep | Other | Police
111572016  |Concord u X X Elderly customer with comprehension/memory issues, EAP, posted no solicitation |Enroliment rescinded, Rep terminated because he didnt respond 10
CLV's request for respons 1o complaint
111153016 [Litchfield E X X Access to cancel - changed mind, terms of contract not the same as represented by |Enrcliment cancelled
salesperson
1111472016 JUNK. UNK I Access
11/14/2016  |Seabrook u X X Elderly customer with comprehension issue, Ulility, rep coached through TPV, access 1o TPV suppons CLV; enroliment cancelled (no response to allegation
cancel - changed mind that rep claimed to be from utlity)
1170/2018  [Nashua E Slam TPV suppons CLV; ennoliment cancelled due to non-payment
11102016 |Belmont E k3 Access to cancel - changed mind N/A - customer got through 1o cancel
1118/2016 [ONKC u X Access to cancel - changed mind TPV supports CLV; enroliment cancelled; refund cost above utility rate
122016 Wumm E X Access 1o cancel - changed mind; uncomfortable with rep. Cancelled within recission period; cusiomer put on DNCL
(117272016 East Kingsion u |Ehanged mind, wants to cancel Cancelled within recission period; customer put on DNCL
111112016 Concord u k3 Stam, cusiomer told he was providing personal information for a survey TPV suppoiis CLV; denled allegations aboul survey; enroliment
cancelled within recission period; tralned and will monitor rep
10/31/2016 Concord [ V] thility, Slam TPV supports CLV: enroliment cancelled; rep trained
107312016 |UNK, u X Access to cancef - changed mind Cancelled within recission period
10/31/2016  |Mitord E Slam Account not switched bic no TPV; rep terminated; customer put on
DNCL
1013172016 JUNK. UNK X Constituant conacied him, CLV rep stated that ulility’s ratas ware going up 300%:; upset that |N/A - CSEA advised Represeniative to have customer contact PUC
neighbor got a lower rale directly
10/28/2016  |Raymond E X Uility, lost EAPR discount, Pressure Customer cancelied enroliment; TPV clear that CLV not Whility;
Customer said "no® about EAP; rep irained, customer put on DNCL
10/28/2016 Raymond 3 LHility Denied allegations; rep trained; customer put on DNCL
10/28/2016  |Hudson E Info - questions about CLV and how it compares with other suppliers N/A {CSEA provided information about competitive supply)
10727712016 |Keene E X Told 76% EAP discount would transfer; lost discount and almost disconnected by ulility Enroliment cancelled due to non-payment and disconnect nolice;
swilch occurred before ralning on 9/22/16 re EAP discount amd a
guestion added to TPV on 9/23/16 re EAP discount; refunded EAP
12712016 [Manchester E Uhility Denied allegations; rep trained; customer pul on DNCL

2o0f7
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DATE crryimown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED ' info | Uity | EAP | Siam | Access{ NoID | Refuse | Tactics | Misrep | Other | Police

10/22/2016  |Amhersi E X X X No solicitation, 2nd time; false info, pressure Denied allegations: rep trained; customer pul on DNCL

10/20/2016  |Deny E Lost EAP discount; told when called CLV "oo 1ate” to cancel enoliment Refunded EAP discount (assume enrolimeni canceled)

10/20/2016 Mitford 3 X High pressure and pushy sales taclics Denled allegations; ne other complalnts about rep., will monttor

10142016 UNK, E CLV refused 10 cancel enroliment Nao calls from customer to cancel; customer cancelled enroliment
through utility

10122016 |Mitlord IE Uncomfortable during TPV, TPV told her she can't talk with rep and TPV at the same time N/A (CSEA gave customer telephone number to CLV)

and hung up on her, not sure if she has a conlract

101272016 |Kingston E X Told "town voted" for CLV to be ils supplier New rep. may have sald "city voled for deregulation” -
misunderstanding; tralning and moniicring rep; customer put on DNCL

1011172016 |Salem L X 91 year old mother, legaity blind and deal, lost EAP discoumt Rep "no longer active™; enroliment rescinded, no loss of discount

107112016 |Winchester E X Slam, no TPV, Access 1o cancel TPV suppornts CLV; ennaliment rescinded before service started

10/11/2016 UNK. UNK Changed mind, wanis to cancel |N/A (CSEA gave customer telephone number to CLV)

100772016 |Fammington E X Access 1o cancel - changed mind ‘Enmllmenl rescinded

10/07/2016  |Rochester [E Slam, no TRV, told when he called of canceltation fee TPV suppons CLV, enrcliment cancelled, customer put on DNCL

1000712016 |Deny E X Access to cancel - changed mind Enrollement cancelled

10/05/2016  |Nashua E X Told EAP discount would transfer Enrollement already cancelled; swilch to CLV before Sept 2016 training
and change to TPV re EAP; refunded EAP discount

10/0572016 Berlin E X X X Lhility, "scary” rep, teld not 1o solicit but reps retumed, conlacted local police Denied allegations, fep had sample utility bill to show customers where
to find account information for enrollment; reps tralned

10/04/2016  |Nashua E X Aggressive sales tactics wilh refugee family an EAP N/A (CSEA gave customer telephone number to CLV)

10/04/2016 | Bristol E X |Lost 22% EAP discount; Access ta cancel - changed mind Cancelled within recission petiod

10/0472016 | Colebrook E X X Access to cancel - changed mind; misrepresentation about lower rate and no penalty from | Denied allegations, enroliment cancelled, rep trained

Jprior supplier

1010372016 |Manchester E X Rep refused ta leave despite multipte requests, had copy of ulility bill No prior complainis about rep; rep trained and monitored; custiomer put
on DNCL

10/03/2016  JUNK. E X Told 52% EAP discount would transfer switch to CLV before Sept 2016 training and change to TPV re EAP;
refunded EAP discount
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DATE cirvmown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED | mnfo | uumy | EAP | Slam | Access| NoID | Refuse | Tactics | Mistep | Other | Police
0929/2016  |Merimack IE X Rep refused 1o leave Denied allegations; will monitor rep
09/28/2016 Newmarket 1E X Access to cancel - changed mind Cancelled within recission period; IT Depanment® looking into phone
Issues
09/28/2016 Farminglon E X Utiity - 2 reps wearing Eversource hats Unable ta 1D rep involved "without additional information®; a!l reps
trained
09282016  |Milford E X X Lhility; Aggressive sales tactics Unable to ID rep Involved "without additional Information®; all reps
trained, reps aware they will be terminated if legitimate complaint
0972872016  |UNK, E [Changed mind, wants to cancel Customer can contact CLV to cancel, no cancellation fee
09/28/2016  |Farmington E X UtHity |Denied allegations; misunderstanding; sent piciure of rep tn CLV
1 uniform, rep rained
09/28/2016  |UNK. E X 3 visits In 3 days, customer told reps not 1o come back Unable 1o ID rep involved "withow additionat information®; all reps
trained
092712016 [UNK. E X Access - questions about contracl /A (CSEA gave cusiomer telephone number to CLV)
09/27/2016 NASHUA E X X Liility, slam, no solicitation Unable to 1D rep involved "without additional information™; all reps
trained, reps aware they will be terminated if legitimate complaint
09/26/2016 Bristol E X Access to cance! - changed mind Phone records do not show calls from customer; cancelied enroliment
within rescission period
03/26/2016 Raymond E X X Lhility, called pofice and utility security Customer could not understand difference between CLV and uﬁity:
tralning and manitoring rep
09/26/2016  |UNK. L Changed mind, wanis to cancel Customer cancelled enrollment during recisslon period
09/2372016  |Claremont E CLV rep visited and promised low rate, he doesn want to switch N/A (CSEA confirmed no enrcliment)
09/23r2016 UNK. UNK X Lost 52% EAP discount, was lold she would save money N/A (customer did not call CSEA back, but see second contact on
10/3H16, above)
[09/21/2096  |East Hampslead [UNK X X Aggressive sales lactics; cuslomer feluctantly agreed; access to cance! Entaliment cancelled; phone records do not show calls from customer
before complaint 10 PUC; no other complaints about rep, iraining and
Imonltorlgg rep,
09/16/2016  |UNK. JUNK X |Lost 52% EAP discount N/A {customer did not call CSEA back)
09/16/2016  |Goffslown |E X Rep accessed secured bullding, hushand with alzheimers pressed buzer bui other neighbors |N/A {CSEA provided Information about competitive supply)
buzzed
09/16/2016  |Franklin IE X X X [untiity, 3 visits in 3 days; misrepresemation about utility owing customer money Denied allegations; rep trained and shadowed In field
091152016 Hudson E rlnfo - Is CLV allowed 1o solicil door-1o-door NIA
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DATE crrymown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED “| o | Uity | EAP | Slam | Access| NolID | Refuse | Tactics | Misrep | Other | Police

09/14/2016 Manchester E X X X Lhility; Underhanded sales practices; Accass Entolliment cancelled; discussed with sales rep, who is aware he will be
terminated if another complaint

091372016 UNK. UNK Info

09/05/2016  |Manchester E X Slam, EAP, Fast-talking, sneaky rep. TPV suppons CLV; girlfiiend said she was spouse and authorized 1o
switch; cancelled enroliment, refunded EAP discount

05/08/2016 Lebanon L X X X Ullity, Coercive sales tactics, Access TPV supporis CLV, denied misrepresentation; enroliment cancelled;
rep trained and will be monitored

03/0712016  |Derry [E Slam Customer did TPV, but it is not clear from TPV that she understood
terms of enrcliment; enroliment cancelled; rep no longer "on campaign®

00672016 Porismouth E X X |Pressured, persistent sales tactics, Reps had coples of her Eversource blll; Access to cancel |Phone records do not show calls from customer; cancelled enroliment;

- changed mind rep tralned; misunderstanding about "sample® Eversource bill;

customer put on DNCL

09/06/2016 Loudon E |Posied no solicitation (PUC told CLV "did nothing wrong according 1o PUC nyles™) Put customer on DNCL; advised reps tp stay away from this location

09/01/2016  |UNK, E Gave # for Clrvw

09/0172016  JUNK, L Rep gave confusing and incarrec! information, wants to cancel enrcliment, called CLV and  |Rep on phone provided incorrect information when customer called;

was told he can' cancel rep irained {CSEA did not convey allegations of confusing and incorrect

information} —

09/01/2016 North Walpole  |L X Slam, 88 year old, legally blind customer TPV supports CLV; cancelled enroliment, put customer on the DNCL

09/01/2016 UNK. E Lost EAP discount, tried 1o cancel immediately |Phone records do not show call from customer; enmliment cancelled
(no refund requested by CSEA or offered by CLV)

03/01/2016 Rochester E Changed mind, wants 10 cancel enrcliment cancelled

09/01/2016 Manchester E X LmTily -is CLV a "legal supplier for Eversource”™ N/A (CSEA provided information about competitive supply)

0873172016  |Manchesier E X X Utility; rep came into home uninviled, “unnerving™ experience Denled allegations; rep \rained; customer put on DNCL

082912016 Demy E X Didn realize enrolling untll after TPV; Access to cancel - changed mind NIA {CSEA gave customer telephone number to CLV)

0872972016  JUNK, E Info - wanted 10 know where CLV got its energy; looking for local supplier NJA (CSEA gave cuslomer telephone number to CLV)

08/29/2016 UNK, IE info - wanted 10 know if CLV was legitmate company Nia {CSEA confinmed CLV registered)

08/29/2016 Salem ‘L X possible slam; Access to cancel N/A {CSEA 1old customer she was in recission perlod; customer will
call CLV}

087292016 Somersworth E X Refused to provide ID; rude, condescending, cocky, argumentative rep; fell uncomfortable | Denied allegations; new tep, no prior complaints, training; pul customer
on DNCL
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DATE co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED " Refuse | Tactics
08/24/2016 E X X X Utility; Hard tp gei to leave; didn't like rep's taciics N/A, (Customer to call CLV to get on DNCL)
08r24/2016 E X X Lhility - book with Eversource’s name; Rep told customer she “wasted his time™ when she Different customer at phone number provided by CSEA (Rase Osoro);
said no; swore; sha called police denled sllegatons; no other complaints about rep; will monitar; both
TG customers put on DNCL
08/2412016 JUnK CLV at house, not Eversource customer, called police N/A (no call back from customer to CSEA}
08/19/2016 E Slam; Access to cancel TPV suppons CLV; enroliment cancelled
08/19/2016 E CLV sold to mom, will cancel; should not be allowed o go door-to-door N/A (CSEA told customer she was in recission period; customer will
call CLV)
081972016 LINK X Belng scammed by CLV, shady N/A {no call back from custorner to CSEA)
081182016 E Info - is CLV legitimale company? NA {CSEA confirmed CLV registered)
08/18/2016 E X X Utility; rude rep.; told to leave (1st encounter with CLV) Customer enrolled during 2nd encounter with CLV, different reps;
denled allegations about 1st rep, will monitor; customer pul on DNCL
0871872016 [UNK Info - is CLV a scam? {NJ'A (CSEA confirmed CLV registered)
08/15/2016 E Ix Eldery; Access 1o cancel - enrolled in eror Cancelled enrollment; customer called twice but disconnected afler 3
minutes - "unusually high volume of calls®
08/15/2018 E Info - is CLV legitimate company? N/A {CSEA confirmed CLV registered)
0ansrme E No intro, no ID; rep said CLV Is "only suppller®; Access 1o cancel (email) Denied allegations, misunderstanding; training and moniiloring
081572016 E Slam TPV suppents CLV; enrollment rescinded before service started
08/15/2016 E Infe - Speciallst at Nashua police; received call inquiring about CLV - is it a legitimate WA (CSEA confimed CLV registered; directed to local offictals for
company? Ok to go door-to-door? answer about door-lo-door requiremeants)
08M15/2016 E Access 10 cance!; info - requested info about competitive supply N/A (CSEA gave customer telephone number to CLV)
0810/2016 E Lost EAP discount; Access 10 cancel Blocked entoliment
(0802016 E Access? (not enough information provided) N/A {CSEA gave customer telephone number 10 CLV)
0811072016 E Told 77% EAP discount would transfer Enrollment cancelled; relunded EAP discount lost
08/09/2016 E X X No ID, "barged into premises”; Utility - “working for Eversource”; "grabbed” customer's phane |NIA (EEEA advised to contact Eversource to inquire about any pending
for TPV, customer terminated TPV enroliment and to call back If additonal help was needed)
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DATE cirymown | co REASON FOR CONTACT SUMMARY CLV RESPONSE
RECEIVED “} info | ullity | EAP | Stam | Access| NolID | Refuse | Tactics | Misrep | Other | Police
072712016 Keeng E X X X k3 1Utlmy - "working with Eversource®; NAP “broke contract” by raising price; Access to cancel; |Enroliment rescinded; no calls from customer; tralning and monitoring
ETF from NAP of rep
07/27/2016  |Berlin E X Slam; Utility; ETF from ENH TPV supporns CLV, but rep told customer “calling to discuss
Eversource bill", so rep removed; customer put an DNCL
0772572016 |Gorham E X Very persistent rep; customer kicked her out | WA (CSEA pravided information about competitive supply)
07/21/2016  JUNK. UNK X Upset about a call from CLV IN/A (no call back from customer to CSEA)
071182016 UNK. UNK X Access? (not enough information provided) N/A (CSEA gave customer ielephone number 10 CLV; confirmed no
pending enroliment at ulility)
071272016 |UNK. UNK X CLV lied to him and vililied Eversource N/A (no call back from cusiomer to CSEA)
0710872016  |UNK, UNK X CLV rep told her that Direct Power "no longer eligible to do business® N/A {CSEA confirmed Direct registered)
0710812016 Dover E X x X Lkility; "confusing and deceplive” sales praciices Denled allegations; fraining and monktoring of rep
07/07/2016  |UNK, UNK |info - Is CLV legal? N/A (CSEA confirmed CLV regisiered; gave info about compelilive
supply)
07/07/2016  |Derry E Info - is CLV legal? N/A (CSEA confirmed CLV registered)
07/05/2016 Litchfield E X Utility Denied allegations; no enroliment; rep removed due to pattern of
complaints
07/01/2016  |Bamington E X Access to cancel - changed mind | {CSEA gave customer ielephane number to CLV)
0770172016 Daver E X X X UHility; TPV refused to explain and rep left during TPV; Access to cancel TPV supports CLV, denied allegations; enmliment cancelled: no othar
complalnts about rep, training
06/29/2016  |Manchester E X X CLV rep told rocmate that they had to switch to keep thelr electricity; customer felt pressured;| TPV supports CLV, denied allegations - "miscommunication”;
confirmation letter conflicted with what rep said; received confirmation letter afier rescission  |enrollment cancelled; training and manitoring of rep; customer put on
| period; when she called to cancel told by CLV of cancellation fee DNCL
06/28/2016  |Memimack E X Slam; CLV "aking over™ energy supply, olther suppller going out of business; told she had to |TPV supporis CLV, denled allegatlons; rep removed due to a patiem of
provide bill to keep service; closed community; customer cancelled enroliment complaints
0612412016 HUNK. E info - is CLV legitimate company? N/A (CSEA confirmed CLV registered)
067202016  |Laconia E X X X Utility; aggressive and antagonistic sales 1aclics, asked rep to leave but rep said "no, had a |Rep encountered a resident that was not inlerested and moved on;
permit™; rep came back two other days reps do not work on Sundays; instructed reps to stay away from street;
put customer on DNCL
061162016 Laconia E X CLV rep 1old customer that CLV was “Eversource’s energjy supplier” and they needed Denied allegailons; training rep; "no tolerance” for misrepresentation;
updated information about Eversource account; customer asked rep to leave will be siarting welcome calls 1o inguire aboul experience with field
personnel
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