Attachment 2 Pacific Gas and Electric Company Senate Bill No. 656 - Core Transport Agents_DR_ORA_01-QiAtch02
2013 Core Transport Agent (CTA)-Related Escalated Complaints to the CPUC

CTANAME

Case fiumber:
i ADI i
DGRE internal Description of call Customer Service Representative (CSR) Note Case Type CTA Disposition

o
+ 01/23/13: Sent Energy Audit request
* Sert request for customer to return from Vista Energy
e :
_ (Customer Concem: ) - Ei:t(s:: ::ftgi:n’itdoruysing using space heater and has a detached two story shop
Vista a1 1/23/2013 N/A Customer wants to switch back to PGRE 1. The customer is having difficulty retusning to PGRE from Vista Energy. Escalated |, stomer does not qualiy for CARE discount
ComPIaint . \ladical Baseline application sent
* 3 attempts made to schedule an energy audit and customer was unresponsive
* A letter was sent to the customer regarding scheduling an energy audit at her earliest convenience
+ Customer satisfied
Resolution:
* Investigated and had ESP (Energy Service Providers) department review and validate customers bill
* Bill was validated for Transmission and Distribution {T&D) charges and is correct and accurate.
* Larger T&D charges versus actual commodity charges is coming from the customer having over baseline usage as well as the procurement cost being
Fiat, but the transportation (T&D) charges are subject to tiered rates and the customer is being charged more when he uses more gas.
Customer's Concern: y hiy j
1. Custorner Has gas energy service provider Seminole. Customer disputes gas transmission costs and | Escatated | CUStOmers over baseline usage is driving the TED charges higher.
Seminole e | v29/2013 | cpuc 258882 Other ° i j 8 |+ Copy of letter detailing the complaint and Tariff GM was sent through mail to the customer.
believes that the gas transmission costs exceed the amount paid for gas. Comptaint
Human Performance: No
+ Customer indicated he would be pursuing this issue with the govemers office and further with the
cpuc.
* Customer understood outcome
Resolution:
+03/04/13: Customer Relations contacted the customer and lefta message
+03/07/13: Customer Relations contacted the customer and explained how third party providers works
* The customer stated he contacted PGRE and it was explained to him but thought he should contact the CPUC to make sure everything was correct
+ Usage history was reviewed
+ Customer mentioned possibly returned to PGEE as 2 bundled customer
Customer Concern: ! ° ) e ) )
) ) Escalated  |* Customer Relations advised customer will send PGRE's gas historical rates as well as his usage istory to compare
Xoom 65 | 272772013 | cpuc 263483 Other 1. Consumer has ESP Xoom Energy and feels they are being double billed. Comptaint
Human Performance: No
+ Customer does ot qualify for CARE discount nor Medical Baseline
+03/08/13: Mailed gas usage history and PGEE gas historical rates
+ Customer satisfied
[Resofution:
1 Customer was enrolled with Amist Gas and mnts fo return to PGEE bundled service a5 soon as ;ﬁ:z:jds curomer her enrollment in other Energy Service Provider (ESP) is pending and her account is noted that she would like to return to PGEE
Ambit @ 4/15/2013 N/A Customer wants to switch back to PG&E )  possible. y ) Escalated |, 0B is wating for paperwork from the ESP to return the customer o bundled service
2. Customer believes she was bullied into joining Ambit and would like to stay with PGEE. Comptaint |, oo "
Advised customer to contact Ambit to send over the paperwork
+ Provided the CPUC with investigation findings and closed complaint
TResortion:
Customer's Concern: + Discussed with customer. Contacted Spark's Enesgy who will be forwarding her misapplied payment to PG&E for processing.
1. Customer is disputing 3 bill by PGAE athough they paid their billin ful with Spark's Erergy. Customer |+ PGRE advised Sparks Energy that per our tariffs Spark isn't supposed to accept payments from customers directy. Sparks opted to sent PGEE the
Spark e | 90013 | cpuc 272086 Other paid $154.59 though Sparks in luly, customer states that Sparks is supposed to send PGBE the oot |l and to credit the customess accout.
misapplied payment and to have the collection process canceled. + Customers account was refunded in the amount of $154.55.
+ Customer stated she was satisfied with the outcome.
TResolution:
* Customer feels she was harassed by Commerce Energy. She states Commerce identified themselves as PGEE
Customer's Concern: L ° ) )
o L Customer i upsetabat her experiones with Commerce Energy. escatateq || A9vised e would contact Energy Service Providers (ESP) and request feedback be provided
Commerce €6 5/8/2013 WA ESP/CTA/CCA Solicitation Calls ) |+ Advised customer CARE was dropped in August 2012 because she did ot provide income proof
2. Customer believes she should be on CARE. Comptaint |, 0" : ' ;
Provided CARE maing address and advised her of types of income proof
* Customer stated she is satisfied with the resolution
Resolution:
+ Advised customer sending to ESP Services Department for resolution
* CUSTOMER'S CONCERN:
1. Customer states YEP Energy is misrepresenting the service they provide and asking to review customer’s PG&E bills to confirm PG&E's pricing.
2. Customer states she was advised the company could lower her gas cost by 6% and took information off her PGE bill to switch her provider.
. ) ) . ) ) Hurman Performance:
1. Customer states YEP Energy is misrepresenting the service they provide and asking to review
customer's PGEE bills to confirm PG&E's pricing. ecated Ives
vep e | sia2013 WA ESP/CTA/CCA Solicitation Calls 2. Customer statesthe company advised her it could owier her gascost by 6% and took information off [ *% 28"
her PGRLE bl to switch her provider.
Resolution:
* A PGRE Representative spoke with YEP Energy on 6/5/13 regarding customer's concern.
* ESP Services will work with YEP Energy regarding perception and they will follow up with the customer of record to confirm her decision to switch
senvice providers.
* Effective 6/5/13 customer's account was switched to YEP Energy.
+ Customer understands PGEE's position.
 Customers Concern: ) ) fgss:::tc’z;omer's concern to Energy Service Provider (ESP) Department for resolution
vep &8 5/23/2013 N/A Customer wants to switch back to PGRE 1. Customer states he would like to remain as 3 PGRE Gas & Electric Bundied Service customer. Escalated |, op has been submitted by YEP. The account willreturn back to PGEE bundied services,
2. Customer states he did not request the switch. Compfaint [, . )
Customer understands PG&E' position.
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Attachment 2 Pacific Gas and Electric Company Senate Bill No. 656 - Core Transport Agents_DR_ORA_01-Q1Atch02
2013 Core Transport Agent (CTA)-Related Escalated Complaints to the CPUC

CTANAME

Case fiumber:
BOSE nternal Bescription of Call Customer Service Representative [CSR} Note.

Resolutio
in accordance with Rule 22, Energy Service Providers shall be solely resporsible for having

or other ar with their necessary to i direct

Root Cause: Customer wants to switch back to PGBE access consistent with all applicable faws, CPUC requirements and this tariff. PG&E is not be
Customer Concern: Date Resolved: 6/11/2013 responsible for monitoring, reviewing or enforcing such contracts or arfangements

1. Custormer would like to return to PGE Bundled Service, but does not want to pay the early Escalated  |* XOOM has been notified of the customers concern and they will contact the customer to discuss

Xoom es | s/282013 | cpuc 277013 Customer wants to switch back to PGEE
128/ ome! stos © termination fee for ending her XOOM contract. Complaint  [Type of Contact: CPUC Whitten - C the customer’s options for the contract termination

* Once the customer terminates their contract with XOOM, the customer can return to PG&E
* Closed complaint and notified the CPUC of the company's position

{ESP) sent email to Xoom to request to return back to PG&E bundied service as of

5/22/13 {fast meter read date}.

* Current scheduled swtich date is 6/21. Customer would ke to retro stop her Xoom account
Date Resolved: 6/13/2013 earlier because she has been requesting to cancel service since February.
* PGRE Billing group Is in contact with customer and Xoom has explained the incomect billing to the
* Switch date of 5/22/13 has been retro-actively started to 5/22/13 under PG&E bundled service.
* Customer's dual billed charges from Xoom have been canceled.

* customer stated she is satisfied with the resolution.

Customer's Concern:
1. Customer was enrolled in Xoom Energy {Core Gas) and believes she has been overbiled and would Escalated

xoom g0 | 51001 A cust t5 to switch back to PGEE
131/ /1 ustomer wants to switch back to fike to return to PGE bundied service as soon as resonably possible Complaint

Resolution:
- Left message for customer to call with additional information
- Customer Relations followed up with Customer of Record to advise the account remains as a Bundled Service with PG&E.

Customer's Concern: - Additionially, a case was filed with PG&E's Contact Center on 6/25/13 and the account noted as follows: "Angelica contacted Vista to cancel #154859.
1. Customer states Vista employee posed as PG&E representative in an attempt to get the customerto |  Escalated  [The representative for the contract was Mario and the contract was dated 6/24/13.

switch over Complaint |- Customer is & bundied PG&E customer and the case for this issue was closed on 6/26/13 confirming the account remains as o Bundled PGBE Account.

- Customer Relations contacted Angelica to confirm the account remains bundled with PGRE.
- Angelica appreciated the follow up and understands PG&E's position.
- Provided CPUC with investigation findings and dosed complaint.

Vista Ell 6/27/2013 CPUC: 281532 ESP/CTA/CCA Soficitation Calls

Resolution:
* Explained and clarified that PG&E charges for ission and distribution of the gas; C Energy charges for gas commodity
* Customer understands charges but feels they are too high

Escalated  |* Customer was very unhappy. She is retired and fiving on a fixed income. She canniot afford the charges

Complaint  [* Customer has opted out of Commerce Energy to provide her gas commodity and returned to PGRE

* Customer satisfied with the $25 courtesy adjustment. She understands it is a onetime courtesy

* Customer stated she is satisfied with the resolution

Customer's Concern:
1. Customer disputes PGRE gas and transmission charges. She receives her gas commodity from
Commerce E12 7/9/2013 N/A Customer wants to switch back to PGRE Commerce Energy, who told her her gas bifl would be lower than with PG&E providing the gas
commodity.

1. Customer states she received 3 letter from PG&E advising her that she has been switched to * Reached out to CTA account manager {ESP}

Blue Spruce E13 8/22/2013 N/A Customer wants to switch back to PGRE the Biue Spruce gas provider. Customer would like to retum to PGBE bundled service. gz:;:;  Blue Spruce disconnected the customer and the customer was returned back to PGRE service.
* Blue Spruce additionally provide feedback to their call center about the marketing techniques.
* Customer stated she was satisfied with the resolution.
Resolution:
* Customer Relations received permission 1o speak with fis niece, Ina
* We confirmed he is a bundied PG&E customer as of 8/20/13
* The customer is biind and Vista Energy faifed to fully explain their purpose. Advised we would provide feedback to the Energy Service Provider team
 Advised the customer has a pending shut off for nonpayment in September. The customer agreed to pay his bill in full to avoid interruption. Provided
Customer's Concern: escaiateq |72 PaY by Phone number
Vista e | 82872013 N/A Customer wants to switch back to PGRE L. Custormer wants to ensure he is a bundied customer with PGE and no longer with Vista Eniergy. Complaint | DiSCUSSe8 @ hagard tag issed at s wall heater
* Discussed concerns about his stove which was provided by the Energy Savings Assistance Program (ESAP). Advised we would contact ESAP to consult
* Field notes show the diafs for one burner and the stove are different than the rest of the stove/oven
* Customer to submit Medical appication
* Confirmed with ESAP o stove was provided, only lighting. Customer is inefigible for ESAP help until 2020
* Customer stated he is satisfied with the resolution
Resolation:
Eecatated |* Blue Spruce is not on CTA (Core Transport Agents) fist
Blue Spruce 38 9/5/2013 | CPUC: 290151 Switched without permission 1. Customer is upset about a third party gas supplier soliciting to her mother. Complaint | e COSKOMer's PGRE account has ot been affected with her interaction with e Spruce
* Left a message for the customer to call if she had additionat questions or concerns
Customer's Concern: Resolution:
1. Customer contacted the CPUC to verify if the account was switched to a thrid party provider. escatateq | Customer Relations confirmed the account is bundled gas & electric service.
Blue Spruce E16 10/4/2013 N/A ESP/CTA/CCA Soficitation Calls 2. Customer states Blue Spruce Energy called to solicite service and he wants to confirm if PGRE Complaint | NO1e9 the account to indicate customer would fie 1o remain 3 bundled custormer and does not wish to switeh to Blue Spruce Energy.

switched the service. * Customer understands PG&E's position.

* Provided CPUC with investigation findings and closed complaint.

Resolution:
 Advised the CPUC/customer a payment arrangement was set up on 4/2/13 for the balance owed and is stif active.
* Customer is scheduled to pay $20.00 + curment charges monthly by the due dates.

 Advised customer has & pending order to return to bundled service effective 12/2/13.

1. Customer calfing to confirm he has an existing payment arrangement for the balance owed.
& 8 pay & Escalated  |* Advised both the CPUC and customer of record an active payment arrangement is on the account.

vista g7 | w2013 N/A ESP/CTA/CCA Soficitation Cal 2. Customer called to confirm his status to return to bundled service.
& 17/ /1 /CTA/ icitation Latls omer calied to confirm Nis status to refurn to bundied senv Complaint  |* The account is noted and the customer will follow up with Vista Energy to advise she has an active payment arrangement for the balance owed.
* Customer stated she is satisfied with the resolution.
* Provided CPUC with nvestigation findings and closed complaint.
Page 2

SB GT&S 0443456



Attachment 2

CTANAME

Case number
) t i i< R] 1
st il Description of Cal Customer Service Representative [CSR) Note

Pacific Gas and Electric Company
2013 Core Transport Agent {CTA)-Related Escalated Complaints to the CPUC

Senate Bill No. 656 - Core Transport Agents_DR_ORA_01-QiAtch02

CTADisposition

ustomes's Concern: solutios
1. Customer states a representative from Sparks Energy was at her focation on 11/7/13 promoting the * Reviewed the account and advised the customer the account is bundied with PG&E.
service. ecoited | Mformed to date PGAE has not received any documentation to switch service providers.
=
Spark e8| 11/8/2013 N/A ESP/CTA/CCA Soficitation Cals 2. Customer states she signed the application for service and cafled on 11/8/13 to cancel the o | Acuised customer noting the account with the information she provided regarding the interaction with Sparls Energy.
omptain
agreement. P * Customer is stated she is satisfied with the resolation.
3. Customer would fike to remain 3 bundied customer. * Provided CPUC with investigation findings and closed complaint.
Tustomer Concern:
1. Customer states that Blue Spruce Energy Services misled him into believing their PGREbils would be | - IResolution:
aia
Blue Spruce e1s | 11/18/2013 | cPUC 300993 Customer wants to switch back to PG&E less f they switched to their service. However the customer states that his billsare not lower and wishes [ 5" *2% |+ Left message for customer to call egarding their complaint
omptain
to switch back to PGEE. P * Under Review
* Explained the start service timefine to customer
* The CTA sends a start service request to PG&E. If the request is received and accpted 15 days or more prior to the customer’s next mer read date then
service will being on the next meter read date
* Ifthe start service request is received within the 15 days of the next meter read, the start date wifl be on the next meter read dat
1. Customer is upset he will rot start service with Core Transport Agent (CTA} Ambit Energy — *PG&EEY ,SVE d’;,g (thn (‘S,rzce'vz V:‘ n'11/12/13 : tg(" o da; vz::mm SNE ;r(sﬂfo i .nx N ;);Em w'tah'enthels oy tim
aia eceived his start service request o . His meter re e November {still pending in syster ithi ime
Ambit £20 11/26/2013 N/A Other untif 12/27/13. He wants to start service sooner. ) ) o s sy v
Comptaint  |period
* Customer's start service date with Ambit will remain on 12/27/13 due to the start request timeline
* Customer understands PGE's position
* Provided CPUC with nvestigation findings and closed complaint
Resortion:
Customer Concern: * Not regutated by CPUC
1. Customer complains that North Star Gas Company promised lower gas rates than PGAE, howevergas [ |* Customer Relations sent emafl to to My Energy, Senior Business Aralyst to investigate
aia
North Star{Yepene) | €21 | 12/5/2013 | CPUG 303361 Customer wants to switch back to PG&E rates actually increased. e | PO&E wil work with North Star to ensure the customer wil be returned to PGBE
omptain
2. Customer requests to return to PG&E for their gas service. P * Customer stated he is satisfied with the resolution
* Provided information to CPUC and closed the complaint
* Customer Relations reviewed the account history and notes
Customer Concern * Customer Retations reached out to CTA account manager - Corporate Account Manager for Energy Service Providers
mer Concern:
) . ’ * CTA account manager reached out to Spark Energy for additional information on behaif of the customer
1. Customer is concerned because she stated that Spark Energy signed her up to receive the gas ° ) g
" ; ! o * CTA account manager advised Spark Energy of the customer's concern and request to remain a customer of PG&E
commodity from their company without her permission. —
aia
Spark e22 | 1271602013 | cpuc 304380 Customer wants to switch back to PG&E 2. Customer is afso concerned because she stated she has spent countless hours attemptingto be ¢ .
. - - ' Complaint |* Spark Energy canceled the customer's contract as of 12/16/2013
switched back to PG&E and would fike to be compensated by receiving @ $100 credit to her account K , . ) ’ .
Trom Sperh Enengy. Spark Energy would not agree to provide the customer with a Customer Satisfaction Adjustment in the amount of $100
: * Customer was advised to continue to work with Spark Energy on the request for compensation
* Customer understands the resolution of this issue
* Provided CPUC with fnvestigation/resolution details and closed complaint
Customer Satistaction: Resofution:
Customer's Concern: * Customer will be returned back to PGEE bundied service.
somrk o1 | o WA Customer wants to switch back 6 PG&E 1. Customer states that he has been using Xoom Energy and she i concerned that she has been doble | - Escalated |+ Provided feedback to Xoom regarding business practices and marketing tactics that the customer experenced.
bifled and has been subject to Xoom's fraudulent business practices. Customer would fike the feedback | Compfaint [* Customer stated she was satisfied with the resolution.
provided to PGRE and Xoom and woutd fike to be returned to PG&E bundied service, * Provided CPUC with nvestigation findings and closed complaint.
Resolution:
* North Star Gas/YEP received a d westas of 12/18 and submitted the documentation to PG&E to return the customer to PG&E bundied service.
1. Customer would like to return to PGRE bundled service after being with North Star gas o /YER received 3 drop req /18 and submittes cumentation eturn the custome ea service
: ‘ * Customer was advised that it is standard for PGEE system to switch His gas account back to PG&E bundied service on the customers next bifing cycle
) Company. Customer called North Star and was informed that it would take 15 days to return her back |  Escafated
North Star{Yepene) | €24 | 12/18/2013 N/A Customer wants to switch back to PG&E ) : N e |15-45 days:.
to PG&E. Customer is requesting that PG&E expedite this request. Complaint e )
* Customer stated she was satisfied with the resolation.
* Provided CPUC with nvestigation findings and closed complaint.
Resotation:
Customer Concern: * Customer Relations reviewed the account history and notes
1. Customer feels ke she was defrauded by Spark Energy. escaiateq || Customer Refations reaching out to CTA account manager - Corporate Account Mariager, Energy Service Providers
Spark e5 | 12/26/2013 /A Customer wants to switch back to PG&E 2. Customer stated she has been trying to reach them via telephone to cancel her contract and can [ #2914 1A account manager confirmed that the customer's contract with Spark Energy was canceled on 12/26/2013
omptain
never get through. i * Customer stated she is satisfied with the resofution
* Provided CPUC with investigation/resolution details and closed the complaint
Resofition:
Customers Concer * Left message for customer on 12/27
mer's Concern:
. ) ) ) * Emaifed CTA account manger (PG&E) regarding returning customer to PG&E bundied service.
1. Customer's wife (Spanish speaking only) was recent transferred to Spark Gas service, Customer Excated |+ Spars mever mffuted the softeh and the customer sl st to receive PCAE bundid semdces
aia s never intiated the switch @ customer wil continue to recei led services.
Spark €26 | 12/2602013 | cpuC: 305661 Customer wants to switch back to PG&E would fike to retarn to PG&E bundled service and would fike for PG&E to penalize Spark Energy for ¢ ¢ . ° Cled servic
rvice o Complaint  |* Feedback was provided to Sparks regarding the sign up of this customer and they are investigating what took place.
misteading customer. e re
* Customer stated e was satisfied with the resolution.
* provided CPUC with investigation findings and closed complaint.
* Left message for customer on 12/27
1. customer states that Accent Energy told fer that if they signed up with them that her gas bifl Emailed CTA account manger (PGS} regarding returned customer to PG&E bundied service
' A ) * Provided feedback to Accent Energy regarding marketing techniquesthat were used on the customer.
) would be cheaper and the customer received her first bifl and it was more. Customer tired to contact | Escatated " :
Accent €27 | 1272602013 | cpuc: 305488 Customer wants to switch back to PG&E ° g ° *° | Accent has processed the customers drop date and customer will return to PG&E bundied service on 1/14/14.
Accent Energy and she was disconnected and would fike to return back to PGRE bundied service. Complaint
 Customer stated she was satisfied with the resolution.
* Provided CPUC with nvestigation findings and closed complaint.
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2013 Core Transport Agent (CTA)-Related Escalated Complaints to the CPUC

CTANAME

Case fiumber:
st il Describtion of Call Clistomer Service Representative [CSR) Note Case Type CTADisposition

SoRItIOT

Custom Concern:

* Emaited CTA account manger {PG&E} regarding switching the customer back to PG&E bundled service

* Ambit issued a drop to have the customers services switched back to PG&E.

Escafated  |* Additionally, Ambit forwarded the i ion onto the Complain of the company given the sensitivity and the situation surrounding
Complaint  [the enroliment of this customer.

* Customer stated he was satisfied with the resolution.

* Provided CPUC with investigation findings and closed complaint.

1. Customer said that his wife answered the door te find a female representative from Ambit Energy
with her kids stating that she would save money if she switched to Ambit. The representative also said
Ambit £28 12/27/2013 N/A Customer wants to switch back to PG&E that her kids would be able to eat and have Christmas presents if she switched. Customer felt somry and
switched to Ambit. Husband {and customer of record] came home and stated that he does not want to

go with Ambit and would like to stay with PG&E bundied service.

|Resolution:
Customer’s Concern: * Emailed internal PG&E contact for Core Transportation Agent (CTA}.
1 Customer states that they were enrolled in Vista Energy without their knowfedge and they do riot bscaiateq || Provided customer with contact information for Vista Energy so they may provide direct feedback to the company.
Vista €29 |12/3002013 N/A Switched without permission speak English. Customer would fike t0 persue legal action against Vista and PGE for alowing Vista to | 0 |* Advised that customer fias been dropped off of Vista Energy 3s of 12/20/13.
enrolf them in the CTA. Customer would like to return to PG&E service. * Customer understands PG&E's position.
* Provided CPUC with investigation findings and closed complaint.
TResolution:
' 01/02/14: Customer is frustrated that it took up to 2 months to cancet his Xoom service
Customer Concern: * Explained the process of switching to and from o third party gas provider
xoom 0 | 12/s02013 | cpuc s0se77 other 1. Customer is frustrated that he is being charged by both his Energy Service Provider Xoom Energy and | - Escalated  |* Advised will confirm with the other department that customer is now back with PG&E
PGRE. Complaint  [* Sent request to CTA account manger CTA account manger

* 01/09/14: Contacted customer to confirm he has been a PG&E bundied customer since 11/26/13
* Customer stated he is satisfied with this resolution
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