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Quality Assurance Program - New York

Introduction

Spark Energy is updating and improving its existing quality assurance program. The Spark Energy
Quality Assurance Program is part of our operational excellence initiative designed to improve the
company’s ability to achieve and sustain business standards and adherence to regulatory
requirements in deregulated energy markets.

Spark Energy will apply various business, overview and monitoring practices to ensure that all
marketing efforts are conducted and implemented on a continuous basis in conformance with Spark
Energy’s best practices and training standards. The elements of the Program are tailored to the
concerns and individual components of each distinct marketing method, designed to incentivize
representatives to act responsibly and will be implemented in a workable and effective manner.

This Quality Assurance Program for New York consists of:

(a) This quality Assurance Program, which serves as a charter for the company’s compliance
function in New York.

(b) Quality Assurance Audit Process and Procedure Manual, which will serve as a directive and
guide for the Quality Assurance Team to audit and review the Company’s processes and
controls.

(c) Marketing Standards for which the Company shall be responsible. These standards include
best practices and shall track the legal and regulatory standards set forth in New York statutes
and regulations that govern ESCO and their vendors.

(d) Quality Assurance Training — OTM for vendors and agents.

(e) Quality Assurance Training — for DTD vendors and agents.

(f) Telemarketing Representative Code of Conduct.

(g) Door-to-Door Agent Code of Conduct.
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Quality Assurance Program - New York

Telemarketing — In House and External Vendors

e Spark Energy will enter into a formal contract with each telemarketing vendor that
includes the minimum contractual protections set forth on page 10 of these materials.
Environmental elsewhere in the Quality Assurance Program.

e Spark Energy will design and review the marketing script to be used for all sales
solicitations.

e Spark Energy Regulatory Group will act as a secondary review on all scripts to ensure
compliance with UBP and other regulatory requirements.

e All telemarketing efforts will comply with applicable Do-Not-Call laws and regulations.

e The solicitation will be designed to comply with the provisions of UBP Section 5,
Attachment 1 A-D and Section 10, ESCO Consumer Bill of Rights.

e The representative will be provided with current accurate data concerning the products
and services offered by Spark Energy.

e The representative will have timely access to a supervisor to address questions arising
during the solicitation.

e Spark Energy will design and review the script used for telemarketing verification. All
representatives must perform recordings and/or verifications through either third party
verification companies hired by Spark Energy, or an automated voice verification system
owned and operated by Spark Energy. All recordings and TPV will follow the requirements
codified in the various State’s regulations and will be designed to confirm the customer’s
intent to either initiate and enroll supply service with Spark Energy, or to continue, or
modify the service they receive from Spark Energy.

e Spark Energy will on a random and regular basis review a meaningful sample of sales
recordings and verifications to ensure that the representative is following the standards
codified in the Program. In the event problems are found, the representative will be
informed of any deficiency and advised that he/she may be terminated if the deficiency
is not immediately corrected. Spark Energy will work with the representative to address
any identified deficiency. Spark Energy will reserve the right to immediately terminate
the representative if it determines that the representative’s behavior or attitude is
incompatible with Spark Energy’s quality control standards.

e Copies of all Sales Agreements will be mailed within 3 business days after agreement
occurs to each customer that is enrolled by Spark Energy.

e Spark Energy will on a regular basis meet with Sales personnel to obtain feedback on on-
going operations and provide any needed updates or other relevant information.

e Spark Energy will engage in weekly hour-long calibration calls with each telemarketing
group selling for Spark Energy. This includes listening to random recordings of complete
calls for both sales and non-sales calls. Each person on the conference call silently
evaluates each call using the same monitoring form. At the end of each call, each
participant on the call reviews his/her evaluation and ratings. This ensures site
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management is in synch with Spark's corporate management about what equates to a

quality call.

Thorough training of each representative on utility and products, including:

O Rates and billing

0 Cancellation and rescission rights

0 Termination fees

0 Understanding the use of a toll-free number for which customers can at any point
speak to a Spark customer service agent.

0 Deceptive trade practices and slamming

0 Laws and regulation at both state and federal level governing telemarketing.

Use of formal training materials specifically designed for outbound telemarketing

campaigns.

Undertake the audit processes and compliance testing set forth with Quality Assurance

Audit Process and Procedure manual.
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Quality Assurance Program - New York

e The website solicitation and materials will follow the requirements codified in the
Uniformed Electronic Transactions Act (UETA) and each States regulations. The website
will be designed to confirm the customer’s intent to both initiate and enroll supply service
with Spark Energy, or to continue, or modify the service they receive from Spark Energy.

e Both Legal and Regulatory groups will review all marketing and website materials for
regulatory compliance and sales practices.

e The website will include the latest product offers available from Spark Energy. The
website will incorporate all the requirements and standards set forth in UETA to ensure
unique electronic signatures are captured and retained pursuant to Spark Energy’s record
retention policies and procedures.

e Within 3 business days of final agreement to initiate service, Spark Energy will send an
electronic confirmation notice to the customer at the customer’s e-mail address.

e Spark Energy will on a random and regular basis review a meaningful sample of electronic
sales to ensure that the website is following the appropriate standards. In the event
problems are discerned, they will be corrected in an expeditious manner.

e The ESCO Consumer Bill of Rights will be provided as a non-avoidable screen which
residential customer must affirmatively click to verify they have seen the document prior
to enrollment.
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Quality Assurance Program - New York

e Spark Energy may contract with D2D vendors or Multi-Level Marketing representatives
for solicitation of its products and services.

e We will enter into formal contracts with door-to-door vendors that include the minimum
contractual protections enumerated on page 10 of this Quality Assurance Program.

e We will ensure that our vendors comply with all rules, regulations and licensing and
requirements as determined by the Public Utility Commissions.

e Spark Energy vendors and brokers will produce and make visible the Spark Energy photo-
ID and provide a copy of the ESCO Consumer Bill of Rights; the salesperson shall inform
the customer that he/she represents Spark Energy, an independent energy marketer;
inform the customer that the customer’s utility will continue to deliver their energy and
will respond to any leaks or emergencies; the obligation to provide the customer with
written information regarding Spark Energy’s products and services immediately upon
request which shall include Spark Energy’s name and telephone number for inquires,
verification and complaints; and where it is apparent that the customer’s English language
skills are insufficient to allow the customer to understand and respond to the information
conveyed by the representative or where the customer or another third party informs the
representative of this circumstance, the representative shall either find a representative
in the area who is fluent in the customer’s language to continue the marketing activity in
his/her stead or terminate the in-person contact with the customer.

e All Vendors and brokers will be required to provide Spark Energy with a copy of a valid
Broker license where applicable.

e AllVendors and brokers will only use marketing materials that Spark Energy has designed
and approved for all sales solicitations.

e All Vendors and brokers will be provided with current accurate data concerning the
products and services offered by Spark Energy.

e All Vendors and brokers will have timely access to a Spark Energy supervisor to address
guestions arising during the solicitation.

e Spark Energy will on a random and regular basis review the agreements obtained through
In-person Broker solicitations to help ensure that best practices and the standards set
forth in this Program are being implemented. In the event problems are discerned, the
representative will be informed of any deficiency and advised that he/she may be
terminated if the deficiency is not immediately corrected.

e Spark Energy will work with the representative to address any identified deficiency. Spark
Energy will reserve the right to immediately terminate the representative if it determines
that the representative’s behavior or attitude is incompatible with Spark Energy’s quality
control standards.

e Copies of all Sales Agreements will be provided to each customer that is enrolled by Spark
Energy as required under regulatory statutes and regulations.
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Quality Assurance Program - New York

e Spark Energy will on a regular basis meet with Sales personnel to obtain feedback on on-
going operations and provide any needed updates or other relevant information.

e Spark Energy will engage in weekly hour-long calibration calls with each Door-to-Door
group selling for Spark. Because the sales calls are not taped, this involves listening to
random recordings of completed third-party verification calls for both sales and non-sales
calls. The same process occurs as noted above for Telemarketing.

e All Door-to-Door agents wear a Spark badge that includes Spark’s official logo, their
photograph and a toll-free number to report complaints or to verify or inquire about the
sales agent’s activities. Agents are also supplied with a Spark Energy uniform. The uniform
consists of a Spark Energy branded shirt and coat.

e Agents describe the product using memorized scripts, explaining that they are with Spark,
not the utility.

e The first action a Door-to-Door agent takes, before describing the service and Spark, is to
provide a printed copy of Spark’s Consumer Bill of Rights. This document is offered in
English on one side and Spanish on the other.

e Sales agents are trained that if the customer does not understand the sales agent, the
sales agent is instructed to politely thank the customer and end the conversation. The
procedure is included in training and is acknowledged in the Representative Code of
Conduct the sales agent signed at the end of training.

e The script includes key points, including the fact that the customer’s utility will continue
to deliver the energy and respond to any emergency.

e All Door-to-Door sales are verified by a third-party. After the sales agent has called in the
sale, the customer is called back on his or her own telephone by the third party verifier.
This verification call is recorded and, if the customer does not confirm agreement with all
the terms and conditions, accuracy of account information, and authorization to switch
carriers, the verification fails and the sale is not processed. If the Door-to-Door sale was
conducted in Spanish, the third party verification call is conducted in Spanish, as well.

e Door-to-Door Agents carry a document to capture information collected during the sales
process. At the end of the sales call, this document is offered to the customer to keep, and
includes a place where the customer may note the verification number provided at the end of the
third party verification call.

e Spark Energy will use formal training materials specifically designed for New York door-
to-door campaigns.

e Spark Energy will undertake the audit processes and compliance testing set forth in the
Quality Assurance Audit Process and Procedures Manual.

Direct Mail Marketing
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Quality Assurance Program - New York

e Spark Energy will prepare and review all materials used in a direct mail solicitation.

e Legal and Regulatory Group will each review marketing materials for compliance and
deceptive sales practices.

e Customers will be provided with complete copy of the Sales Agreement within 3 business
days of the enrollment request.

e Spark Energy will employ direct mail solicitations that are consistent with the UBP and
applicable law and regulations.

External Marketing Channels

This section outlines the procedures applied by Spark Energy where it retains the services of outside
vendors on a contractual basis to provide marketing services on behalf of Spark Energy:
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e Spark Energy will examine whether any prospective vendor has the skills, resources and
track record to conduct marketing on behalf of Spark Energy.

e Spark Energy will require background screening and drug testing of all door-to-door sales
representatives.

e Spark Energy will cause all sales agents to sign a code of conduct.

e Spark Energy will require the provision of at least two references for each sales agent.

e Spark Energy will require the vendor to conduct marketing activities consistent with the
provisions of the Program.

e Spark Energy will provide the vendor Spark Energy’s written training materials.

e Spark Energy will prepare all sales and verification scripts used by the vendor.

e The vendor will only use and provide to the customer sales materials and agreements that
are prepared or reviewed and approved by Spark Energy.

e Vendors retained by Spark Energy must demonstrate knowledge, understanding and the
ability to comply with all applicable laws, rules and regulations.

e Spark Energy will issue a charge back on any commission related to sales received from
telemarketing companies if the account is terminated prior to the completion of two
billing cycles.

e Spark Energy will engage in weekly calibration calls with each group selling for Spark
Energy. This includes listening to random recordings of complete calls for both sales and
non-sales calls. Each person on the conference call silently evaluates each call using the
same monitoring form. At the end of each call, each participant on the call reviews his/her
evaluation and ratings. This ensures site management is in synch with Spark's corporate
management about what equates to a quality call.

e Weekly calibration calls with all third party verification vendors. The same process is
repeated above with the emphasis on the quality of the third party verification team.

e Spark Energy will engage in weekly hour-long calibration calls with all third party
verification vendors. The same process is repeated above with the emphasis on the
quality of the third party verification team.

Dispute Resolution Procedure

e Spark Energy will maintain an internal process for handling customer complaints and
resolving disputes arising from marketing activities and shall respond promptly to
complaints forwarded by the Department.

e When Spark Energy receives a customer complaint or inquiry via call center, email or
regular mail, the representative will make a record of the complaint and apply a case
number or other identifying feature.

e The representative will investigate the substance of the complaint or inquiry and provide
a response to the customer within ten (10) days of receipt of the complaint or inquiry. If
the customer is not satisfied with the resolution presented by the call center
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Quality Assurance Program - New York

representative, the representative will raise the complaint or inquiry to a Supervisor, who
will review the matter and respond to the customer within five (5) business days.

e Uponreceipt of acomplaint forwarded by the Commission or other governmental agency,
Spark Energy will respond in accordance with the direction provided by the Commission,
or other agency.

e Spark Energy will cooperate with the Commission regarding marketing practices and with
local law enforcement in investigations concerning deceptive marketing practices.

e In the event of any dispute involving a sales agreement and/or authorization, Spark
Energy will provide a copy of the customer’s acceptance of the sales agreement and/or
authorization for release of information or provide on-line access to the acceptance
and/or authorization within five (5) calendar days after a request from the Commission.

Document Retention Policy
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e Spark Energy will retain written agreements and/or authorizations for at least two (2)
years from the effective date of the agreement and/or authorization or for the length of
the agreement whichever is longer.
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Minimum Contractual Protections for Vendor Agreements

Telemarketing (“OTM”) Agreements: the commercial vendors in Spark’s OTM Agreements are each

referred to here as “Provider”

(a)
(b)
(c)

(d)

(e)

(f)

(8)

(h)

(i)

(k)

(1)

Call locations must be owned or controlled by Provider and may not be outsourced;

Provider may not represent itself as having decision making authority for Spark;

Prior to performing any services for Spark, Provider must submit evidence of its current
licenses and permits to perform the contracted services in the relevant state, city or region;
Provider’s agreement with Spark requires compliance with industry standards, including
adequate supervisory support;

Spark delivers, or approves in writing, all prepared telemarketing scripts for each product or
service being marketed for Spark by Provider and Provider agrees not to deviate from such
scripts;

Prior to the inception of any marketing campaign conducted by Provider for Spark, Spark
provides a “List” of approved telephone numbers. The List will have been scrubbed to
eliminate numbers on any applicable “Do-Not-Call” list. Provider will update the List daily to
eliminate any names and numbers of persons or individuals who announce that they do not
want to be called;

Provider must insure that customer information is recorded only within the web portal
provided by Spark and that no telephone service representative has paper, equipment or
materials available to him or her to record or retain a customer’s information;

Provider must immediately notify Spark of any complaints it receives related to Provider’s
activities under its agreement with Spark, whether from potential customers, governmental
or regulatory agencies or consumer advocacy groups;

Provider must make sure that each of its service representatives: a) receives a reasonable
level of training; b) is aware of applicable federal, state and local laws and regulations
concerning his/her activities and the privacy of customer information; c) is provided with
approved scripts and does not expand the claims or representations of Spark about the
marketed products and services; d) has passed background and drug tests and was not
terminated from a previous job because of suspected fraud or illegal activity;

Provider will regularly monitor its service representatives to insure compliance with its
commitments under the agreement with Spark;

Spark has the right and ability to conduct live remote monitoring of telephone representative
performance upon 24 hours prior notice and has the right to visit and observe Provider’s call
centers;

All customer enrollments must be submitted for third party verification (“TPV”) in English
and/or in Spanish, depending on the customer’s preferred language;

(m) Voice print recordings of each telemarketing call will be obtained by Provider and retained for

a period of four (4) years or the time period required by the applicable regulation; and
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Any sales made in violation of the agreement with Spark are ineligible for commissions or fees
payable to the vendor. If it is later discovered that payment for such invalid sales was made
by Spark, then Spark may “claw back” the amounts paid by deducting from future payments
or requiring reimbursement.

Direct Sales (“DTD”) Agreements: the commercial vendors in Spark’s D2D Agreements are each referred

to here as “Direct Seller”

(a)

(b)

(d)

(e)

Direct Sellers under their D2D agreements with Spark commit to the same contractual
obligations as do Providers to Spark described in Section A (2), (4), (8), (9), (10), (12) and (14);
The background and drug screening obligations of the Direct Sellers under the D2D
Agreements are enhanced: new drug screening is required before every new hire and
criminal, national background screening must be conducted at least annually and also at any
time at the request of Spark;

Direct Seller may conduct all sales for Spark using only the sales materials provided by Spark
and all representatives must wear Spark provided apparel and display badges, which must be
used only for work for Spark and returned by any representative who is no longer working on
a Spark campaign;

Spark has the right and ability to gain entry to office locations, sales agent trainings, and any
other sales related practices performed under its D2D agreement, including the ability to join
sales agents in the field to monitor door-to-door sales calls; and

The permitting and license requirements are enhanced under the D2D agreements: Direct
Sellers are required to provide weekly reports indicating all permits, bonds, or insurance
requirements required in the areas, regions, jurisdictions where sales are made — or such sales
are considered invalid and ineligible for commissions.

Page 12 of 12



cnArk
\0 oM Ark

Quality Assurance-Quality Control
Audit Process and Procedure Manual

Introduction

The Spark Energy Quality Assurance Program is part of the operational Excellence initiative designed to
assess the company’s ability to achieve and sustain business standards and adherence to regulatory
requirements in deregulated energy markets. The Quality Assurance team is responsible for monitoring,
auditing and reporting through administrative and procedural activities that meet internal and external
requirements. In addition, they provide an associated feedback loop that prevents errors and delivers
solutions for sales, marketing and operational divisions. The following document is designed to provide
an outline of best practices that can be used to improve the sales process, customer service performance
and operational procedures to assure the consistency of activities and tasks executed by each
department.
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Customer Service
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TPV Review
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EXHIBITS AND RESOURCES

e QA Monitoring
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O Reports
Agent Escalation Protocol Sample
Regulations by Task
Utility Quick Reference Guide
QA Team KPI's
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Definition of Quality Assurance

» A program for the systematic monitoring and evaluation of
the various aspects of a project, service, or facility to ensure
that standards of quality are being met.
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Purpose of Training

Ensure that Spark Energy complies with guidelines set by
state organizations for all sales calls.

Ensure that all business conducted at Spark Energy is done
legally, ethically, and morally.

Provide agents a clear cut understanding of what will be
expected of them during sales calls.

Provide agents with feedback on performance for professional
development purposes by grading third party verifications.




How Spark Energy Plans on Ensuring
Proper Quality Assurance

» Monthly Monitoring of historical third party verifications
(“TPV?).

» Scoring of TPV’s to provide feedback on performance and
compliance.

» Review of both good sale and no sale TPVs.
» Focused review of TPVs of new vendors
» Review analytics on sales trends to identify anomalies.
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Door-to-Door Compliance Policy

Spark Energy will design and review the marketing scripts to
be used for all sales solicitations.

We will enter into formal contracts with door-to-door vendors
that include the minimum contractual protections enumerated
on page 10 of this Quality Assurance Program.

We will ensure that our vendors comply with all rules,
regulations and licensing and requirements as determined by
the public utility commission.




Door-to-Door Compliance Policy continuea)

Spark Energy vendors and brokers will produce and make visible the Spark
Energy photo-ID and provide a copy of the ESCO Consumer Bill of Rights; the
salesperson shall inform the customer that he/she represents Spark Energy,
an independent energy marketer; inform the customer that the customer’s
utility will continue to deliver their energy and will respond to any leaks or
emergencies; the obligation to provide the customer with written
information regarding Sloark Energy’s Eroducts and services immediately
upon request which shall include Spar EnerOcTJy’s name and telephone number
for inquires, verification and complaints; and where it is apparent that the
customer’s English language skills are insufficient to allow the customer to
understand and respond to the information conveyed by the representative
or where the customer or another third party informs the representative of
this circumstance, the representative shall either find a representative in the
area who is fluent in the customer’s language to continue the marketing
activity in his/her stead or terminate the in—-person contact with the
customer.

All vendors and brokers will be required to provide Spark Energy with a copy
of a valid Broker license where applicable.

All vendors and brokers will only use marketing materials that Spark Energy
has designed and approved for all sales solicitations.

All vendors and brokers will be provided with current accurate data
concerning the products and services offered by Spark Energy.




Door-to-Door Compliance PoliCy continues
All vendors and brokers will have timely access to a Spark Energy supervisor
to address questions arising during the solicitation.

Spark Energy will on a random and regular basis review the agreements
obtained through In-person Broker solicitations to help ensure that best
practices and the standards set forth in this Program are being implemented.
In the event problems are discerned, the representative will be informed of
any deficiency and advised that he/she may be terminated if the deficiency is
not immediately corrected.

Spark Energy will work with the representative to address any identified
deficiency. Spark Energy will reserve the right to immediately terminate the
representative if it determines that the representative’s behavior or attitude
is incompatible with Spark Energy’s quality control standards.

Copies of all Sales Agreements will be provided to each customer that is
enrolled by Spark Energy as required under regulatory statutes and
regulations.

Spark Energy will on a regular basis meet with Sales personnel to obtain
feedback on on-going operations and provide any needed updates or other
relevant information.




Door-to-Door Compliance PoliCy contines

Spark Energy will engage in weekly hour-long calibration calls with each Door-to-Door
group selling for Spark. Because the sales calls are not taped, this involves listening to
random recordings of completed third-party verification calls for both sales and non-
sales calls. The same process occurs as noted above for Telemarketing.

All Door-to-Door agents wear a Spark badge that includes Spark’s official logo, their
photograph and a toll-free number to report complaints or to verify or inquire about the
sales agent’s activities. agents are also supplied with a Spark Energy uniform. The
uniform consists of a Spark Energy branded shirt and coat.

agents describe the product using memorized scripts, explaining that they are with
Spark, not the utility.

The first action a Door-to-Door agent takes, before describing the service and Spark, is
to provide a printed copy of Spark’s Consumer Bill of Rights. This document is offered in
English on one side and Spanish on the other.

Sales agents are trained that if the customer does not understand the sales agent, the
sales agent is instructed to politely thank the customer and end the conversation. The
procedure is included in training and is acknowledged in the Representative Code of
Conduct the sales agent signed at the end of training.

The script includes key points, including the fact that the customer’s utility will continue
to deliver the energy and respond to any emergency.




Door-to-Door Compliance Policy «ontinued

All Door-to-Door sales are verified by a third-party. After the sales agent has called in the sale, the
customer is called back on his or her own telephone by the third party verifier. This verification call is
recorded and, if the customer does not confirm agreement with all the terms and conditions, accuracy
of account information, and authorization to switch carriers, the verification fails and the sale is not
processed. If the Door-to-Door sale was conducted in Spanish, the third party verification call is
conducted in Spanish, as well.

Door-to-Door agents carry a document to capture information collected during the sales process. At
the end of the sales call, this document is offered to the customer to keep, and includes a place where
the customer may note the verification number provided at the end of the third party verification call.

Spark Energy will use formal training materials specifically designed for New York door-to-door
campaigns.

Spark Energy will undertake the audit processes and compliance testing set forth in the Quality
Assurance Audit Process and Procedures Manual.

The solicitation will be designed to comply with the provisions of each States regulatory requirements.

The representative will be provided with current accurate data concerning the products and services
offered by Spark Energy.

The representative will have timely access to a Supervisor to address questions arising during the
solicitation.

Spark Energy will design and review the script used for telemarketing verification. All representatives
must perform recordings and/or verifications through either third party verification companies hired by
Spark Energy, or an automated voice verification system owned and operated by Spark Energy. All
recordings and TPV will follow the requirements codified in the various State’s regulations and will be
designed to confirm to the customer’s intent to either initiate and enroll supply service with Spark
Energy, or to continue, or modify the service they receive from Spark Energy.




Bottom Line Up Front

agents can not in any way be deceptive in order to make a
sale. If found to be using improper sales practices, you will
immediately be pulled from the field and depending on the
severity of the situation, possibly face more serious
consequences.
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Slamming

Slamming is the unauthorized change in a customer’s electric
power supplier. It is the number one problem facing our
industry today. Spark Energy offers its customers the highest
quality and value in the industry. These attributes are more
than enough to attract customers, and a marketing
representative should never resort to fraud, deceit or trickery
to generate sales opportunities. Slamming is illegal, harmful
to consumers, and will not be tolerated by Spark Energy

The following policies and procedures are designed to
educate every person involved in the sale of Spark Energy’s
services about the causes of unauthorized switches, Spark
Energy’s zero tolerance for such switches, and what can be
done to prevent unauthorized switching.
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Slamming Policy

Spark Energy considers a change in an electric supplier to be authorized only
if the consumer affirmatively and voluntarily made the change by signing a
contract or indicated his/her acceptance of the change by another method
approved by the state public service commission. The change order must
then be verified by the local distribution company (i.e. the local utility) prior
to changing the consumer’s supplier.

If a consumer’s electric power or natural gas supplier is changed without the
customer’s authorization, Spark Energy can be subject to penalties. First,
Spark Energy must pay all fees received from the consumer to the
consumer’s proper supplier. Spark Energy will also be responsible for any
other fees that are incurred by the proper supplier and local utility in making
the change to Spark Energy and back to the appropriate supplier.

In addition, Spark Energy can have its license or authorization to act as an
electric or natural gas supplier revoked or suspended as a result of slamming
activities. Spark Energy can also be subject to monetary fines.

Do not engage in slamming. Slamming is neither
authorized nor condoned by Spark Energy. Slamming
will result in immediate termination.
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Common Causes of Slamming

The account number on the supply agreement is incorrect. The incorrect account
number means that the wrong customer is switched to Spark Energy without the
customer’s consent.

The submitted supply agreement is illegible and causes the person that keys the order
into the system to enter the wrong name and/or account number.

The person who “authorized” switching suppliers really did not have the authority to
make the switch. Sometimes children, roommates, receptionists, secretaries or
assistants authorize a switch even though they lack the authority to make decisions on
behalf of the party to be switched.

A simple misunderstanding occurs when one partner does not tell the other partner or
accounts payable personnel about selecting a new electric or natural gas supplier. This
is especially common when the person authorizing the switch is not the person who
reviews or pays the bills. The bill-paying partner or accounts payable representative
sees a new electric or natural gas supplier name and thinks something is wrong. Please
ask your customers to inform the appropriate persons within the household or company
about the change in electric supplier.

The representative signs someone up just to “get the sale.” Laziness and cutting corners
can lead to mistakes, misunderstandings, and improper orders. Marketing agents and
Brokers should note that misrepresentation of another person or fraud of any kind is
illegal and grounds for immediate dismissal.

The representative signs someone up, without the customer’s knowledge, as a result of
spending a lot of time with a decision-maker and assuming that the person would be
satisfied with Spark Energy, Inc.’s service

14
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sparkenergy.com

majorenergy.com

providerpower.com/maine/

providerpower.com/mass/

verdeenergy.com

providerpower.com/nh/

RAND

EfzctricityMAINE

The Power GHELP

Provider)

¥ sparker

energyusa ) (")Ymajorenergy

Major Energy (includes Respond Power)
Provider Power (includes Provider Power Mass, Electricity Maine, and ENH Power)
Verde Energy (Verde Energy USA)

Collectively called
“The Company”
hereafter

b "4 spc:rk::"‘_'u,‘-
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SALES

CHANNELS
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SALES

FIELD SALES_‘ TELESALES DIRECT MAIL

CHANNELS

The Company’s
products and
services are made
available to
residential and
commercial
customers through
multiple sales
channels

X sparken
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Spark:
CA, CO, DE, FL, IL, IN, MA, MD, Ml, NV, NY, TX
Provider Power Mass:
MA
Electricity Maine
ME
ENH Power
NH
Major:

CT, IL, MD, MA, NJ, NY, OH, PA \

Verde:
CT, MA, NJ, NY, OH,PA “ L=

mGAS ELECTRIC =GAS & ELECTRIC

'

L
il

:Illl\||||||||||””"|||||i
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ENERGY DEREGULATION




In deregulated markets, customers can choose who supplies their electricity
andy/or natural gas

Delivery - the service of delivering electricity and/or gas supply to customer.

Supply - the actual commodity (electricity/natural gas) provided to customer.

The customers utility company is still responsible for electricity and/or gas delivery.

Energy suppliers who sell electricity and/or natural gas to the customer are responsible for electricity and/or gas supply.

ENEQGY DEREEULA“UN xqurkenerqy



A SUPPLIER IS NOT ASSOCIATED
WITH, AND DOES NOT REPRESENT THE UTILITY.

SUPPLIERS, LIKE THE COMPANY, OFFER COMPETITIVE
PRICING AND PROTECTION AGAINST VOLATILE
ENERGY PRICES.

ENERGY DEREGULATION ¥ sparkenergy



GENERATION UTILITY CUSTOMER

PRODUCE, STORE, SELL TRANSMIT, DELIVER RECEIVE, USE

REGULATED

GENERATION  RETAIL SUPPLIER UTILITY CUSTOMER

PRODUCE, STUDE SELL CREATES CUSTOMER-CENTRIC ENERGY PRODUCTS TRANSMIT, DELIVER RECEIVE, USE

ENERGY DEPEGU[ATIU ¥ sparkenergy”

DEREGULATED




EACH STATE HAS A GOVERNING

BODY THAT OVERSEES
ACTIVITIES IN THE UTILITY AREA,

-

=

V V V V
GENERATION UTILITY
PRODUCE, STORE, SELL TRANSMIT, DELIVER

RETAIL SUPPLIER  CUSTOMER
S RECEIVE, USE

ENERGY DEREGULATION

slide 16

THE GOVERNING

BODY SERVES AS A
CONSUMER AND BUSINESS
ADVOCATE TO ENSURE
UTILITIES AND SUPPLIERS

ARE FAIR, HONEST,

AND DELIVER
RELIABLE SERVICE

ENSURING ALL

CUSTOMERS ARE TREATED
FAIR AND EQUAL.

¥ sparkenergy



RATE

NATURAL GAS OR ELECTRICITY RATES MAY
(HANGE MONTHLY ACCORDING TO THE MARKET CONDITIONS.

slide 17

FIXED RATE

NATURAL GAS OR ELECTRICITY RATES LOCKED AT A
SPECIFIC PRICE FOR A CERTAIN AMOUNT OF TIME.

¥ sparkenergy






slide 19




All material used in the sales presentation must be approved by The Company's regulatory and

legal team including scripting, enrollment verification, contracts, and customer-facing materials.

It is important to review and understand

what is required for each utility in your

territory. Each market requires specific
information collected from the customer to

ensure a successful enrollment including:

Customer’s name

Billing address

Service address

Account Information (Account Number, POD ID, Customer Mumber, etc.)
Phone number

Email address

When acquiring and servicing customers, Sales Agents marketing on behalf of The Company must adhere

to all laws, ordinances, and strict regulatory guidelines that enable The Company to stay compliant.

SALES PROCESS




- BUILD RAPPORT
- FIND COMMON GROUND
¥ - KNOW ICE BREAKERS

P - = S -
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- ALWAYS ASK FOR THE CLOSE ; |
- BE CONFIDENT N - INFORM CUSTOMER

g . - ASK FOR REFERRALS 3
s Ny B i




Mobile Webpage Process (1/77)

‘We can't proceed for the following reasons:

User denied on

Fix it
Allow this app 10 access your location.
Look for cation icon & and click it to accept
location access. Then try again to see if we can
detect your location.

STEP 1 "https:{{sparkmtpv.calibrus.
Choose OK com” Would Like To Use Your

to allow Current Location
Current
Location

Don't Allow OK

SALES

STEP 2
Enter your
Spark ID and
password

spark

energy

1 Ent

& Enter your password

¥ sparkenergy




TIP: Only use the back button on the blue

M0b| |e Webpage PrOCGSS (2/7) ribbon bar within the mobile webpage and

not on the browser.

[ 5:56 ] il 4G - STEP 4 * Email Address

11:32 wll56E @

Enter Customer: * Indicate if phone number
* Name is mobile
Home e Phone Number

@ sparkmtpv.calibrus.com ] @ sparkmtpv.calibrus.com U}

Choose Address

O @ @ 6

Address Pragrams Account Summary

<
@

Autharizer

il 4G .
' I 123 main st

@ sparkmtpv.calibrus.com ]
123 Main Street Wi

Q123 Main Street roison, 1, UsA
Q123 Main Street ok,

9 123 Main Street Flushing, NY, LUSA

SERVICE ADDRESS

STEP 5 Enter the addr rn
AUTHORIZED PARTY * Choose popUIated
Enter the authorized pa address
. * Manually enter if
john . ity Enter City
not listed ’ :

Last f Enter State
Bea smith

Google

Hello, John

Based on your device's gps you're currently
near:
3615 Birkland Cir, Lewis Center, OH 43035

PS 9 Nearest Location
@ < SeantHere

Street 1 Enter Line 1

_S"EEt Other ~ Enter Line 2

Name

Phone (147) 258-3690

CXEm

E-mail test@test.test

Service Address >

<

Current Location shown
Choose Start Here




Mobile Webpage Process (377)

Electric Programs

PRICE LOCK 12

rde Ene

12 Months
1199/KwH

GUARANTEED RENEWABLE 6 y

i Months

$0.1425/KwH

Matural Gas Programs

$0.815/Therm

<

12 Months

STEP 6 i
* Choose the

Product

The Product

icon will

illuminate

when

selected

PRICE PROTECT

s at

<

STEP 7

Utility information will
Enter Account Number
for each
utility/commodity

Account Holder

ACCOUNT HOLDER

¥ sparkenergy




Mobile Webpage Process (4/7)

14 Account Information < Account Information

Authorizer

Authorizer  Address  Programs

ACCOUNT HOLDER
Enter the account holders name.

CIILEI U1e dUCUUINL TTUIUETS TidiTie.

First

Name Test

First

Name test

Last Name Test

Last Name test

BILLING

Enter the billing address.

BILLING
Street 1 324 Marshall Heights Dr Enter the billing address.

Street

2

Street 1 324 stockton ridge dr

Other ~ Enter Line 2

STEP 8

e Ifmorethan 1
service address, N .
select Add
Another Zip 15090
Location*

Street

2 Other ~ | EnterLine 2

City Wexford

City cranberry twp

STEP 9 State pa

¢ Enter the service and
billing address 4 16066
information for the
additional account(s)

Summary

" Service Address 2
*Adding additional Add Another Location
locations in different utility
markets must be completed

on separate transactions.

SALES

¥ sparkenergy

of




Mobile Webpage Process (5/7) = e

STEP 10

* Choose
relationship to
account holder Spark Energy
NOTE Only Delivered by Con Edison

Enter Natural G

Summary

STEP 11
e This is an interactive
page with the customer _
and agent sed e g s o
Confirm contact and
utility information
details

account holder _
and spouse are Account
ellglble Number 363636363636363

lationship Spouse

Pease aignr befow.

X A

Subimit Enrollment ?

{

SALES

X sparkengr y




Mobile Webpage Process (677)

STEP 12
¢ The enrollment

summary page
includes product details
(MSF, ETF & Term,
etc.)

il 4G (-

@ sparkmipv.calibrus.com M

Enroliment Summary

Price Protect 24
Hant

STEP 13

Customer selects Text
(SMS) or Email and
agree

Touch signature box for
customer signature
screen

Authorizer

Early Termination
Fee Fee  Months

£100 $4.95 24
30,815/Therm

CUSTOMER ONLY
Please complete the information below.

Receipt

Email test@test.test

Please sign hefow.

X

Submit Enrollment >

< Qa @ -

will 4G (@)
@ sparkmtpv.calibrus.com M

Signature Close

Customer Signa gning my name below, | certify all

the information true and correct. 1 am the account

holder of record, the account holder's spouse, or an

authorized representative of these accounts over the age of

18. YES, | authorize Spark Energy to contact me by SMS text
| understand that message/data rates may apply to

s sent by Spark Energy under my cell phone plan. |
hat I am under no obligation to authoriz:

ge. | voluntarily authorize Spark Energy
n the necessary information from
] lescribed in the Terms of Service) to
begin the enraliment process and initiate service with Spark
Energy.

STEP 14
Customer signs name and
clicks Accept

3:367 w Tm

@ sparkmtpv.calibrus.com (&

A891980

Thank You!

Enrollment was submitted successfully!
Confirmation Number:
AB91980

You must call Calibrus to complete
this enrollment.

For English - 602-682-1324.
For Spanish - 602-682-1325.

STEP 15
Sales agent calls TPV to
complete enroliment

¥ sparkenergy




Mobile Webpage Process (7/7)

[ 0:59 ] il 25
@ sparkmtpv.calibrus.com M

Signature

the infarmation pr
holder of recard, the account holder's spouse, or
accounts over the age of
authorize Spark Energy to contact me by SMS text
ge. | und d that mi e/data rates may apply to
ges sent by Spark Energy under my cell phane plan. |
know that | am under no obligation to authorize Spark Energy
1o send me text messages. | may opt-out of receiving
communications at any time by respanding with STOP to the
untarily authori; ark Energy and/or
liate brands to obtain the necessary information from
my utility company (as described in the Terms of Service) to
begin the enrollment process and initiate service with Spark
Energy.

STEP 16
Customer signs name and
clicks Accept

SALES

3:367 I ]
@ sparkmtpv.calibrus.com (&)

A891980

Customers will

receive notifications
via text.

Thank You!

Enrollment was submitted successfully!
Confirmation Number:
A891980

You must call Calibrus to complete
this enroliment.

For English - 602-682-1324.
For Spanish - 602-682-1325.

STEP 17
Sales agent calls TPV to
complete enrollment

Wil AT&T 5GE 4:33 PM -
Touch to return to call 13:57

441-54 >

Thu, May

Test, the change request for
your utility service has been
received. Visit https://
sparkmtpv.calibrus.com/
consumer/#/
PJpDOLTEOHMWYn6oGpNCia
A2MgOOGhFoatrFaQWK8XKbF
vgbNm for order details.

Reply STOP to opt out

Tues:

laura, the change request for
your utility service has been
received. Visit https://
sparkmtpv.calibrus.com/
consumer/
TSjyvhnBOI6nLgkV8RNbmxBO
bFtP2xjda0bTS3zaucikmB8J6D
H for order details.

Reply STOP to opt out

@& O
r OD®OO -

¥ sparkenergy




Mobile Webpage Errors (17/2)

SALES

Oh no! Something went wrong

Use the logout from the menu bar on the f|rst page and log
back in.

Start a new order after logging in.
This combination of information is already in use
This is an existing 'CuStomer.
The bill may not reflect Spark Family of Brands yet, the
- customer is elther pendrng or may have started service and
hasn’t been billed yet.
Oh no! Invalid Spark ID or Password

'1

Ensure you are using your Spark ID Th|s number is different
than your Agent ID.

Ensure the password is the cell phone number on your TPV
profile (no dashes).

Enrollment Summary

Authorizer Address Programs Account Summary

Delivered by West Penn Power

ACCOUNT BILL TO

amanda slain 163Sherman Ave
Account Holder Vandergrift, PA 15690
08068548510006949629

Simple Green 12
Early Termination Monthly Service Term
Fee Fee Months
$0 $0 12

$0.0829/KwH

Oh no!

Something went wrong

OK

@ Contirmation sent 1o

%
Receipt < D

Email Mobile

Phone (724) 594-4846




Mobile Webpage Errors (2/2)

If an error occurs please provide the following information including a
screenshot to your manager.

« User Information

» Vendor Name

« Office Name

« Agent Name

» Agent Spark ID

» Contact Phone# (agent reporting error for team to contact)
« Operating System :

« Error Received

» Geographical Location (location of sale)
« At what point is the error occurring

e Customer Information

« Name

» Account #

« Address

SALES

X sparkenergy




B3 ADVISE CUSTOMER
=3 10 EXPECT TPV CALL

4. TPV SPEAKS :
WITH CUSTOMER VERIFICATION CODE
9 AFTER SUCCESSFUL




slide 32

P e i
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TIMEFRAME
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> Gt > TYOICALY S b
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"UTILITY MAY ALSO SEND NOTIFICATION TO CUSTOMERS

SALES PROCESS “*MAY VARY BY UTILITY OR STATE REGULATION X sparkenergy




MARKETING
QUALITY AND
COMPLIANCE




slide 34

Behave as though you are in the spotlight

- Prevent potential customer inquiries and complaints

- Ensure consistent experience with each customer

- Improve relationship with customer

- Anyone confirmed to be involved with fraudulent sales and /or enrollments will be

subject to permanent removal and/or legal action.

- Always assume you are being recorded in the field, many neighborhoods and homes

have recordin devices installed for protection.

MARKETING QUALITY AND COMPLIANCE




slide 35

Things you MUST do include, but are not limited to:

- Adhere to the code of conduct

- Obtain required permission and permits for the territor

- Ensure the name on your photo |ID matches your name used during TPV

- Contact your manager immediately it you are contacted by a local authority

- Confirm the customer understands The Company is a licensed supplier in the state

- Confirm the customer understands The Company is not affiliated with the local utility

- Provide customer all required enrollment collateral; enrollment torms are always required

- Notity your manager of customer requesting placement on the “Do Not Contact” list
d

nermitted by local law or ordinance

- Confirm the customer understands that switching to The Company is a choice, but is not required

- Adhere to the sales materials provided and approved by The Company

MARKETING QUALITY AND COMPLIANCE




Things you MUST do include, but are not limited to:

At all Times

- Adhere to the code of conduct

- Adhere to the sales materials provided and approved by The Company

- Obtain required permission and permits for the territory

- Dress professionally; khaki colored dress pants with branded shirt tucked in
- Ensure your photo ID badge is visibly displayed

- Ensure the name on your photo ID matches your name used during TPV

In the Field

- Contact your manager immediately if you are contacted by a local authority
- Notify your manager of customer requesting placement on the “Do Not Contact” list
- Market only during the hours permitted by local law or ordinance

During Enrollment

- Confirm the customer understands The Company is a licensed supplier in the state

- Confirm the customer understands The Company is not affiliated with the local utility

- Provide customer all required enrollment collateral; enrollment forms are always required

- Confirm the customer understands that switching to The Company is a choice, but is not required

MARKETING QUALITY AND COMPLIANCE
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e
Things you MUST NOT do include, but are not limited to:

- DO NOT enter a customer's home for any reason

- DO NOT speak to the media, if you notice that you are being recorded in any way, please excuse
yourself from the premises

- DO NOT mention you can "save the customer money"

- DO NOT solicit a home that has a No Solicitation sign, No Trespassing, or related signage

- DO NOT be forceful or aggressive in any way

- DO NOT attempt TPV for a customer more than 3 times

- DO NOT market to customers that appear confused or impaired

- DO NOT leave materials with customer that are not approved and provided by The Company
- DO NOT enroll an unauthorized customer; customer must be account holder or spouse of

- DO NOT contact the utility on the behalf of a customer

- DO NOT allow other agents to use your agent code for sales

- DO NOT offer benefits/rewards not approved in The Company’s Terms of Service

MARKETING QUALITY AND COMPLIANCE ¥ sparkenergy



Customer Complaints

I Customers file inquiries and complaints through I

multiple resources including:

- PUC

- The Company

- Social Media

- Local Authorities

- Utility

- Judicial System (lawyers and courts)

I ——
Complaint types can include:

- Misrepresentation of offer

- Misleading savings statements
- Too aggressive/pushy

- Unprofessional

- Slamming
_—

MARKETING QUALITY AND COMPLIANCE

_

|
Any complaints about The Company are taken

very seriously by:

- Thoroughly investigating every complaint

- Requesting and reviewing applicable TPV
and enrollment verifications

- Analyzing all marketing activity

- Requesting a written statement from agents
involved, if necessary

- Providing the findings as required.
1 ——

All Sales Agents should adhere
to the Code of Conduct and

all training expectations to
decrease the potential for
customer complaints.
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. LS

| HAVE ALL PERMITS AND PERMISSION FOR MY TERRITORY

THE NAME ON MY BADGE MATCHES MY NAME
| ON TPV AND ONBOARDING DOCUMENTS.

PRE-FIELD CHECKLIST

PRE-FIELD CHECKLIST

] | HAVE REVIEWED, UNDERSTAND, AND SIGNED THE
CODE OF CONDUCT EXPECTED OF ME.

| A
F | HAVE PRACTICED MY COMPLIANT PITCH.

| HAVE ALL OF MY ENROLLMENT COLLATERAL [CONTRACTS,
 EAVE-BEHINGS, TC .

—
\ Qe 40
\ §
I‘: Y JI‘
Py

b MY PROPERLY FORMATTED AND BRANDED

\

AGENT VERIFICATION

IF A CUSTOMER IS STILL CONCERNED WHETHER YOU ARE AN AUTHORIZED REPRESENTATIVE
OF THE COMPANY, OR ANY OF OUR BRANDS, THE CUSTOMER MAY DIAL THE TOLL-FREE

NUMBER ON YOUR BADGE.

THIS NUMBER IS ANSWERED BY SOMEONE WHO WILL BE ABLE TO VALIDATE YOUR 1D. TO

DO THIS, THE CUSTOMER WILL NEED:
- THE TOLL FREE NUMBER ON YOUR BADGE

|D BADGE IS VISIBLE TO THE CUSTOMER.

FMY BRANDED APPAREL IS CLEAN
[ AND NEAT.

- YOUR “VENDOR™ ID - YOUR VENDOR NUMBER THE COMPANY HAS ASSIGNED

- YOUR PERSONAL 1D NUMBER PRINTED ON YOUR BADGE.

AGENT VALIDATION IS OFFERED IN ENGLISH AND SPANISH

N spark nergy’
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HERE'S AN OVERVIEW
OF YOUR REWARDS

Y majorenergy Provider) -
rewards Power Lewards o e b v e

@) LOCAL SHOPPING DEALS

% SpOrkv’:‘*ﬁ@Q‘y mWi ?:t Verdeenergyb I’ﬁWﬂfdg Use rewards on on over 330,000 local deals.

©) DINING REWARDS
Rewards for over 85 Q00 local and chain restaurants.

o TODAY'S DAILY DEAL
Enjoy featured daily deals.

@) EVERYDAY TRAVEL REWARDS

S H o P PI N G R EW A R D S Deals on hotels, car rentals, resorts and more.

© GIFTCARDS
Rewards for use on hundreds of popular gift cards,

Redeem your Shopping & Dining reward however you'd
like. We'll add another reward to your account every
month you're a customer! Use rewards at stores like...

chilis LUcKY#%BRAND - » Kate Spade - CalvinKlein SuBHAY" J¥E 'r\\ WESTIN

AP Sz ™

WVichaels ©Payless

RESTAURANT REWARDS

Enjoy a great family night out! You can redeem your
rewards at over 85,000 popular local and national
chain restaurants like...

ONLINE REWARDS

You'll also get access to over 330,000 local deals on
everyday things, in addition to rewards for your favorite
shopping brands like...

Mg &= T “‘I'QM chilis susmar ) Sl
MICHAEL KORS Calvin Klein @ Tanera

BREAD
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DISCUSSION

HISTORY
BRANDS
SALES CHANNELS
MARKETS

ENERGY DEREGULATION
SALES PROCESS
MARKETING QUALITY AND COMPLIANCE
PRE-FIELD CHECKLIST
REWARDS
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¥ sparkenergy

family of companies

» New York Field Sales

TRAINING v4




New York - Market Overview

New York - Utility Requirements
New York - Third Party Verification
New York - Marketing Practices
New York - Customer Documents

New York - Business Cards

New York - Bill Examples

N

¥ sparkenergy’



Market Electric and Natural Gas

Electric: 3 business days (plus 30 days to cancel without penalty)

Rescission Period Gas: 3 business days (plus 10 days to cancel without penalty)

Payment Options Customer pays their invoice to their local utility
Rate, Term, MSF, ETF Refer to TPV portal page
: Cannot enroll government restricted or government assistance
Government Assistance
programs
Past Due Restrictions Refer to local utility
Budget Billing NEED

Electric and Gas customers are no longer charged state sales tax

Taxes Removed on delivery after switching

Switching Fees None

No specified hours in Uniform Business Practices; refer to

Solicitation Hours municipal code in each local jurisdiction

Marketing Activity Notice  Not required

N

¥ sparkenergy’



Commodity

Brand

Enrollment
Requirements

Utility Rate
Changes

CENTRAL HUDSON

ELECTRIC AND GAS

verdeenergyugb

ACCOUNT NUMBER
11 digits

MONTHLY

CONEDISON
(ConEd)

ELECTRIC AND GAS

ELECTRIC GAS
¥ sparkenergy

verdeenergyugb

ACCOUNT NUMBER
15 digits

DAILY (Electric)
MONTHLY (Gas)

k spcrkerj*(/a’rgy”

N

¥ sparkenergy’



Commodity

Brand

Enrollment
Requirements

Utility Rate
Changes

KEYSPAN ENERGY DELIVERY
ISLAND (KEYSPAN LI)

GAS

¥ sparkenergy”

ACCOUNT NUMBER
10 digits

MONTHLY

KEYSPAN ENERGY DELIVERY
NEW YORK (KEYSPAN NY)

GAS

¥ sparkenergy”

ACCOUNT NUMBER

10 digits

MONTHLY

N

¥ sparkenergy’



Commodity

Brand

Enrollment
Requirements

Utility Rate
Changes

NATIONAL FUEL

GAS

[~)majorenergy

POD ID
15 digits

MONTHLY

NATIONAL GRID (NIMO)

ELECTRIC AND GAS

ELECTRIC GAS
verdeenergyué} \/erdeenergyuga
¥ sparkenergy ¥ sparkenergy

ACCOUNT NUMBER
10 digits

DAILY (electric)
MONTHLY (gas)

N

¥ sparkenergy’



NYSEG ORANGE AND ROCKLAND

ELECTRIC AND GAS

Commodity ELECTRIC
Brand verdeenergyué} (-)majorenergy
Enrollment POD ID ACCOUNT NUMBER
Requirements 15 digits 10 digits
Utility Rate Changes Monthly Monthly

N

¥ sparkenergy’



ROCHESTER GAS AND ELECTRIC

Commodity ELECTRIC AND GAS

ELECTRIC GAS
B ran d verdeenergyd@

{=)Ymajorenergy

()Y majorenergy

Enrollment POD ID
Requirements 15 digits
Utility Rate VONTHLY
Changes

N

¥ sparkenergy’



Residential field sales require an independent TPV including;

»

»

»

Field Sales Agent contacts TPV and provides necessary contract enroliment information
TPV Agent confirms with customer that Field Sales Agent has left the property

Field Sales Agent is NOT to return before, during, or after TPV process

Field Sales Agent is NOT to advise or coach the customer how to answer the TPV questions

Field Sales Agent notifying customer to answer each questions with a clear ‘yes’ or ‘no’

The TPV agent will not answer questions during this process

N

¥ sparkenergy’



Residential Field Sales Agents:

4 Are required to wear and display a valid supplier photo identification badge with name and ID number.

4 Shall not change or authorize the change of a customer’s supplier of retail energy service without the customer’s
prior consent.

4 Shall not engage in marketing, solicitation, sales acts, or practices that are unfair, misleading, deceptive, or
unconscionable in the marketing, solicitation, or sale of services.

4 Must provide all documents and TPV must be provided/completed in the language the customer was solicited. If

the sales agent does not speak the customer’s language, they should not attempt to enroll them.

4 Must obtain the proper permits before selling.

N

¥ sparkenergy’



Residential Field Sales Agents must not advertise, market, or solicit using sales practices that:

»

»

»

Falsely claim a specific guarantee, saving, or advantage

Offer a fixed price without disclosing all commodity charges and all other recurring or nonrecurring charges

Offer a variable price without disclosing all recurring and nonrecurring charges
Fail to disclose all material contract terms of service and offer expiration dates
Improperly imply a relationship with a Utility where one does not exist.

Falsely marketing energy sources that provide an environmental advantage.

Lead a customer to believe that the agent is soliciting on behalf of anyone other than the supplier

Engage in Direct solicitation without following all ordinances or laws of the jurisdiction.

N

¥ sparkenergy’



. ESCO Consumer Bill of Rights must be provided to every customer agent solicits to. Sending

the document via email to the customer is an acceptable option.

Depending on the method of TPV, the following paper documents are required to be left with the
customer for every sale

tpv MeTHoD: MOBILE WEBPAGE* N ' e nssouct wasaTn s "
Bl e u pov—
o o
. : : [ =
O 2 paper copies of Notice of Cancellation 3 ——— ol -
p zZ
O 1 paper copy of the Product Form = e o
o & —=
2 = <
|_
8 [e—r—— Rese’ o afClons; d
=] [ ev— 2
B - S <
Tpv meTHoD: MANUAL TPV - [———— .
ESTOTSTR © 2000 O
Cuaemen Sigranure: Pute: 8 -
O 2 completed paper copies of Notice of Cancellation iy s e b s - e
O == =
U 2 completed paper copies of the Product Form z

O 1 completed copy to be left with the customer

All documents provided to the customer MUST be in language the customer

O 1 completed copy to be retained at the office was solicited in.

* Applicable markets only

N

¥ sparkenergy’



* Abusiness card or similar tangible object with:
* Representative’s first name
«  Employee identification number
« ESCO’s name, address, phone number
*  Website

e Datel/time of visit

Burthoried Sales Hepreseniative

energ:.f‘.j

N ApenliD
Vierde Energy USA
12140 Wickchester Ln Suite 100 - =
Hauasen TX 7078 Wobwmdet L | 1
WS ORIy DD

1-B00-3588 3862

N

¥ sparkenergy’
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ison

BARBARA MONROE

Your account number: 83-3750-4962-0003-0
Service delivered to: 42-40 | ST HSE

Your electric rate: EL1 Residential or Religious

Nutmmmdah:'l'u-dny Dec 13, 2016
A road your meter.

billing summary as of Nov 14, 2016

Your previ and

Total charges from your last bill $45.00
Payments through Nov 9, thank you -$45.00
Remaining balance

Your new charges - dotails start on page 2
Billing period: Oct 12, 2016 to Nov 10, 2016

Level payment amount $45.00
Total now charges $45.00
Total amount due $45.00

Direct Payment Plan - The amount of $45.00 will be automatically
deducted from your bank on Nov 28, 2016.

e Working for you 24/7.

Message Center

ﬁwma monthis) remaining, your LEVEL PAYMENT
hl-a»dn-dnnm-ﬁnni—mm

ACTUAL CHARGES to date of $373.87, olz

ml.nd Payment Plan, please pay the

ol

ﬁw.wuﬂ-dhwﬁhhidﬁzn-mh
your account when we next read the meter. We have read
mmt-ummmm pmnng-

ﬁm:«m-mnumm mu
nd , Newember 25, in cbservance of
udeu---“h?lhan
the holiday. However, we wil
expanence very high cal vohumas on Monday, Novernber 28
You can avord an extended wat by not caling on that day.

ﬁvmmmmc\umam

waw coned com/customercentral and select My Energy
Calculator. Then, use the calculators 10 estimate your savings
when you "go green” and conserve energy.

Contact us 24 hours a day. 7 days a week

3 Vist.
call 1-800-75-CONED Fapyrhents
(1-800-752-6603) or i
et conkid.com or cat 1-888-925-5018
19 Conaen %

Cooper Staton
P.0. Box 133 o 1-800-75-CONED

Now Yoo NY 102760138 11-800- 7526633
Page1of2
Ce Direct Payment Record Your account number: 83-3750-4962-0003-0
D t P Total amount due: $45.00
conEdison 0 not Fay The amount of $45.00 will be automatically
deducted from your bank on Nov 28, 2016.
BARBARA MON
42-40 15T HSE
FLUSHING NY 113582624 Direct Payment Plan

Do not mail a payment

RBARA MONROE 10,2018
a Page20f2
Your electricity charges System Benefit Charge €0.6206¢/kWh s17s

3

The Systemn Benedis Chasge ecovess cots aociated with clean

These churges ase for the chactricity you
elecssicity 1o you (debvery). Rates are basedon 2 30
When your billing period is more of less than 30 dns, we prorate
vour bill scordingy.

Electricity you used during this 29 day billing period
MM1ZMG&M1°.U|S
1 Resicential o Reigious Moters 5199833

e T youse

OrekWh wil Ight 2 100 watt bub for 10hous.

Nov 10, 16 achuat reading

16 actial reacing 7]
use B2kwWn

» Your supply charges W sparkensngy
Supply 282 kWh 87.5071c/kWh 197
Charge for the elecricity suppliod to you by Con Edison.
Merchant function

charge X
Charge associated with procuning electeicity, coedit and collection
selated activitics and uncollactible avcousts.
GRT & other tax u.d-g- $0.55
Taxes on 4 s & futility services and
othertax suscharges.

Total supply charges. $2335

i Your total electricty supply oost for this bil s 8.3¢ perkWh. You

» Your delivery charges

Basic service charge $16.43
Chunge for busic sysiern imkastntisre and customes- selited senices,
inchading cestomes aocounting, meter reading and metes
auinzerance. A biling snd payment proceing charge o
sy be arvaded by cetibung to n energy semces cowpany
included.

Delivery 282 kWh &11.2411c/kWh $31.70
Churge lbe maistaining the system through which Con Ediion
delivens electricny 1o you.

Ways To Pay Your Bill
1

ot dicted by the New Yok State Epergy Rescasch
and Development Authority (NVSERDA) and enesgy efficency
peograms implemented by the Compuny.

Temporary NY State Surcharge €0.1241&/KWh 5035
Coversnew fees imposed by the state.
Gﬂl’ltﬁ-hm s257
definition.
charges $52580
» Your sales tax
§4.5000% S343
tax S343
PP Total electricity charges $79.58
Your average daily electricity use
o
»
e
n
: il
NE ENENENEN| |
D dm P M Aor Mey 3m 34 Ag S O Mev |

Eayewrae

Machatian - 122 Exst 128 Seet

Pay your saings
. < 1-212-243-1900
2 Internet — Pay onine at There &s o fee for payments.
££0M & ChECkIng O SIVINGS SCCOUNE, Dt OUF PIYMHO 300Nt CRAFDES 3 Small fee
for debit/credit card transactions.

3. Phone — Pay by phone af 1-888-925-5016 . Msmuwmm
ut our

16200 Sreet

Bronx - 1775 Grand Concousse

Brockiyn - ONsticst Grid - One MesroTech Center
Westchester- OF cod Baza - 1 Bogops Paza, Mt Vernon
S Mail — Mo che

small toe for
Gebiticredt card Yansactions.

1702, New Yric, NY 10116-1702
= paymert.

hach oy ot o

4.in-Person Agents — V2
or Call 1-212-243-1900 for he hearest 308NtS 1 your rea.
Our wak-in centers are open Monday to Fridsy, 830 am o Spm.

<3t 1-600-752-8633 anc! et w5 oW,
cat
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LG RGO Pae 1014
natlonal rld J?‘n“»*l;“msev Mar7,2016 1o Apr 6, 2016
101
9 90509 oo e CEREEEN
9999999999 May 1.2016 $111.94
‘W nationalgridus com
A ACCOUNT BALANCE
Provious Bal 13606
01 MAR 31 (Check) THANK YOU -136.06
1-888-932-0301 Gurent Charges
@S EMERGENCIES ‘Amount Due b
et 15% 5111, 12018
mocical sanvco)
‘OUTAGE AND ELECTRC EMERGENGIES
1-800-667-5222 SUMMARY OF CURRENT CHARG!
DELIVERY SUPRLY
‘CORRESPONDENCE sewices  semvices ToraL
gl Electric Service 3952 1420 5372
gt ooy Gas Service 4146 1676 5822
e Total Current Charges s80.98 $3096 s111.94
Apr7,2016
@ Savetime and money! Sign up for paperiess biling and receive a § 0.40 credit on
OAB USAGE WISTORY (Therme) your monthly bill, Visit our website 1o envoll today.

AMJASONDS FMA
I o

OonvAmeoses  Axih Ao

Com

Wi

nationalgrid e

i) 5
FE

Catmates

300 Enis B West
Syracuna Y 132020080

*AUTO**SCH 5-DIGIT
JOHN SMITH

1010 ANY STREET
ANYTOWN NY 99999

fow cost energy
monihly payment from the New York

Power Authority (NYPA) 10 be used as a

benefit for residential customers. This bill reflects a savings of $ 0.53 from these.
beneits.

Tolearn about you

¥ qui.-'\dbiliiml
*  WILL WE BE ABLE TO REACH YOU DURING A POWER OUTAGE?: During a

with a direct link to a local phone

ine are able to operate.

power outage,
Phones that ars not cirectly linked (lor example, wireless phones with answering
register

machines)
another uch il ISVWIWI’I
numbor, please Go o paale yo
i ay o ¥
power ouages
$111.94

ENTER AUOUNT ENCLOSED

$

T s Tryerpw——
e

13027 NATIONAL GRID
PO BOX 11742
Ime! NEWARK NJ 071014742

SERACE FOR BRUNG PEROO. PagE 2014
i . JOHN SMITH
nat|ona|gr|d 1010 ANY STREET Ko 7, 2010;10,0p¢ 8, 2016
ANYTOWN NY 99999 ACCOUNT MAVBER
99999-99999 May 1, 2016 $111.94
DETAIL OF CURRENT CHARGES
Delivery Services
Eloctricity Delivery
s s Mot Gty - westety s Telves
Mar 7 - Apr 6 0 94986 acs 94588 acner 398 kWh
METERMUMBGR 12345678  WEXT screDuLED ReAD DATE On o Apcur  Maly 8
mare Electric SC1 Non Heat
Basic Service (not including usage) 17.00
Delivery 0.048004 x 398 kwh 19.10
Incr State Assessment 0.00078 x 398 kWh 031
$8C 0006686 x 398 kWh 266
Legacy Transition Chrg 000309 x 398 kWh 123
ROM 000017633 x 398 kWh 007
Transmission Rev Adj -0.00377 x 398 kWh 150
Tarit Surcharge 2.04082 % 079
Total Electricity Delivery $39.52
Gas Delivery
o o ooy e e —
[ Sy — . - =
Mar 7 -Apr 6 30 2098 Acnar 2047 acer 51 \02787 52

METERMUMBER 12345678  NEXT SCHEDULED READ DATE ON OR AbcuT  May §
are Gas SC1 Res Heat

semace ron sunarenco PAGE 301 4
3 M SOKN S Mar7,2016 to Ape 6, 2016
nat|ona gr| 1010 ANY STREET
ANYTOWN NY 99999 [l - |
9999999999  May 1,2016 $111.94
o,
ﬁ“ﬁ B Basic Service Charge (including first 3 therms) 2035
" Next 47 Therms. 03852 x 47 therms 18.10
High energy user?
Ce gh T'r%-uof- OveriLast 2 Therms 006385 x 2therms 013
' Uss. Adjustment for Changes from Normal Weather on
m“"“"y‘;"'zm"‘“:’m Delivery Service Adj(s) 000503 x 52therms 026
owe 0n Timo-at-Use (10U) Sarvice System Benefits Chasge 001528 x 52 therms. om
MW“CEC"Q"'"'SZ_" Incr State Assessment 00055 x 52therms. 029
e Sy Taritt Surcharge 204082 % 083
SC-1C customers pay a higher bas =T T
prrod—and a ower dobvery e 35098
charps than on standard resdentisl Tl e e
« theme Customers
wall pary more per kiowatt-hour for Supply Services
s g on-pask
s, I etum, ey oy kover wes Electricity Supply park .
for eecingty supply during off-poak ' ——
periods, the suppuER National Grid
sloctricy 8 lowes
50 Uso9 s rmoter than 990 KA Supply 002015 x 398 KWh 802
e T e Merchant Function 000166764 x 398 KWh 066
poak houes and 60 of your 0013867 x 398 kWh 552
15098 10 the Of-seasorvof-peak e
hours, you enett from this rate. Taint W 140
Onca envoling on the rate, there 8 @
one-yaas commitment. Gas Supply
For more efcrmation, wat sumeueR Natonal Grc § sporkenargy’
o scte
i Ssmlbighlog Gas Supply 0299273 x 52 therms 1557
Porppes benbptubles i Merchant Function 0022944 x 52 therms 119
P e, oy, August: 11 am o Tolal Gu¥/ Supply: $1619
5 pm. on weekdays. Total Supply Services $30.96
Shoukderpesk hours are
¥ Decembe, Jaruary, February
e P » For Your Information
P June, Juky, August: 8 am. to v I you were to
T1am e 5pm. o8 om instoad,
= Bilting Services
Barg 2

SR ssssvotouh o e
» Dec

8pm woam mm,s ]
hours weeksnds

P June. by, August: 8 pm. 1o
Bam. weektoys: ol hours
wookends

P Al hours n the fa mortts
(Sapterrtoe, Ootcber aref November)
and speng months (March, Apr
and May

P AR hours on Dac. 25, Jen. 1
and July 4

Total Billing Services  $1.24
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ey envgy. <oy
Q) vour account number: date the bill was produced Q) symbols for electricity and natural gas service (D Natural gas taxes are listed separarely.
and amount due, vmoor appear here S0 you can quickly find and review R somcos - Javoce:
&) nyseG [ 2 possioimm i charges in aach section, In addition. you'll See your @' NYsEG A sansints | (©) our usage chart information atics you o @' nyseG Ao canstorcn
emxcollntwmlmry showing your past billing. Sumoontate Fotay 212054 e sonply dicica s il s Fvarediatal S Dl Pty 330 COMPare your current encrgy use to the last St Do ey 212614
and paymentactivity - your current charges and bi AnountOun: sians customer enrolled in NYSEG's Supply Service T T (D) 12 months, alon with the average
et e 5 WA T, BTTONT T35 D “ S e AN STREET ANTTGO o Sl il s S s T3 AN STREET ATORNL WY 5558 =D
SR < vy ey e beoEam L s ey iy pac g i
© fyouine el g ilig. oo g c dprcsrndNSECSaessavic: ) O BEDA S o o QR B | e s i : ‘
illing summary displags your plan end month, ipurchasing natural zas supply from NYSEGata [ R TR | o [ 5 ' the typ e A
anrent monthy's installment. actisal charges since market based price). To leam more about supply mot_ Don S G Ben et e ot () Terms and definitions, Descriptions of termis
you started your bidget year, biidget amounts billed choice visit nyseg com. o found on yor bl can he found here, plius payment
W Metcsl Gao Tamss and Surcharges
el il e e | @ e you will find the time period you are bring St gy o gt T CREET) )
charges andt the bisdzer amount billed, nersied i S 5 2 oo T S o =
¢ & lled o - - % =
enrolling? visir nyseg.com of call s 10 learn moxe, s g Sy ______pon g amene | Dile Reand your olnc of Pelivery 10D 1) o . 2§ e ] — —_
e Gt | A e S anessential numiber 1o sive 1o energy suppliers R HE1 i
Ay Miscellaneous Charges, incluling paymentand [ (WSl seBai BT Other than NYSEG falsoknown as energy services SR L gy &
biling sersices charges. ave not part ol your monthiy 5008l youd i ©
budzet calculation, but are added 1o your tatal O, with them,
monthiy bill, L ST s /— AR
oy Q) our meter reading chart shows whether your pe - e =]
(©) vour account number. billing due date ind :ﬁ‘f.%?:';% i curtent-and prévlous Tmeter rasdings wereachial; - } ] ,0_1*——'-“(4_“ P I
Smaunt dos: e esomated. customer readings of if a reading was not T o1y g R = g L] ren wme [ ar |
0 Fyou e enralled in Autopay, S e B sios availabicAcaial, Estimatesd, Customer of No reading). ‘S Sectcn Toes 3 o Tn AmAIANTNEAR
5 ¥ z P | & % 5
- 5 A = g ] Eer—— wa | 8 ] omoox &
3 AUTOPAY will display here, with pu——- el " & (@ s required by state law, utiies must collect a 8 3 moamece | 8
] Auropay, NvSEG will automatically | Ry 2 i spedial state assessment from all customers for the a ) g — A |3 & fromsioresgiiet TR | H |g
deduct your payment from your | | state's general fund. The SBC/RPS charge s the. Gos ot - iroiH Soos ol | I I |
dedingacon Bdysaes s y 4 = [ e Al & 5 T T C ) m—
veemail your bill. Visit nyseg com charge. The SBC/RPS is used to fund energy o u u I _-__”_’/—”‘"’. | “‘“g‘n“‘o‘”
tolewrn more. If you are not — | efficiency programs, assistance for low-income T e e
=) ! e = Ry
enrolledin Autopay, write the i ey e e S SO e e T ey customers and energy research. Italsoincludes the b @
amount you are paying here. e thvas “‘“.:‘.."._-;E-%’ G Energy Efficiency Portfolio Standard. which fiinds. | e e
@s T e e, 7 b e P L s s tebates thar encautage people to bity and insall o
Special bill messages witl D e e e ST | itk et oLt s W
information spedfic 10 your preasuspeidisy .%“:f_:‘.:::"..w LT igh-efficiency energy appliances, Emg o, A
NYSCG servics, enenpy usage e e e T () Yo can purchase your electricly andlo natural gas S B é ;§
and safety tips. — i vk o e pasen | supply from NYSEG ata variatle price or from an EREENS ﬁ (=3 i 38
Envanvs Fobrvery L 0 3 e v iore e 5 ¥ 3
() How o contactus and —r el ESCO,NTSEG natural g0 supply pries ke ffect i e &
i & i o an the first of each month, so.if your billing period - TR e S e S
TRt oo Ratenh spans two menths, you prices e o e AT DU st sttt T WD g |
crxtespondence of your payment, R oot SHARE T v T mae o O 4 5 8 | pply R B U S L e e e P A P,
e eeaaion § L7 = A 00l e e ISR ST listed, veur energy supply charge (per kilowatt-hour This bil i or lstrative puspases only e 2 e S g-—_—;:_-:'.‘.r:.:.:.‘:‘ T i is for lstrative purpases ony
@ o cannotity s ol a dange Pty | or therm is the amount you need £ compare to o P
your mal g gt T e e e offers you may receive, NSEG makes no profit on SRETISRE I mema et ST |
information and enroll in e e T e | supply charges, and with any cheice you make. e (1 =Tl
Autopay by completing this 0.y R | NYSEG will Continue Lo delfiver your enesgy safely Aaeernres ek e ey . R T o i St
form located on the back of your P o . [ and rediably. et e g e tecmi |
payment stub. You can also enrdll o s 7 . = = S —— T e e 1 Y S T g |
NAifoppTniiget nyssgioom. i S T e | 0 Customens who prrchase their leciricty and/or b ik S o )
. e o o ey e - natural gas supply fion NYSTG pay o merchant ::,—,‘:_‘_‘.‘.."‘,"‘ "_-—m—"' :‘.‘:.‘.":"‘-'-:;-g»_-_;z::::. |
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SpG rk Provider MASS

energy
family of companies Powe.r { The Power to Help

Code of Conduct for Sales Representatives

As a sales representative (independent contractor) of Spark Energy, LLC/Spark Energy Gas, LLC, or their affiliated or
related companies (hereafter collectively the “Company”), you are required to fully read, understand, and comply with
this Code of Conduct at all times.  Failure to do so will disqualify you from providing any future services for the

Company.

GENERAL GUIDELINES FOR APPROPRIATE CONDUCT

All Sales Representatives are expected to properly and diligently represent the Company while performing their work.
Such behavior shall include, but not be limited to:

. Reviewing, understanding and complying with all training and marketing materials approved by the Company;

. Abiding by all laws including local ordinances, and regulations concerning any sales, allowable times for
conducting sales visits or calls and requiring notification of authorities;

. Accurately identifying yourself to Customers, stating your name and the name of the company you represent

and providing an ID badge, business card or other written confirmation of your name, in areas where required
or requested;

. Providing the customer with the available written information about the Company upon request;

. Selling only to an authorized decision maker who confirms they are authorized to make changes to the
applicable account. They must be the account holder OR the account holder’s spouse OR a monetary contributor
to the bill, AND at least 18 years of age

. Confirming that the utility will continue to deliver energy and respond to any leaks, outages, or emergencies;

. Ensuring the customer understands what the offer is and that it is from the applicable Company entity, an
independent supplier;

. Completing all sales in accordance with applicable procedure including completing all paperwork and
appropriately connecting the customer with the Third-Party Verification (TPV) vendor for proper verification of
the sale;

. Conveying all material information to the customer and not omitting information necessary for the customer to

make an informed decision about whether to switch from their current electricity or natural gas supplier to the
applicable Company entity;

o Answering all questions using the supplied FAQs. If necessary, ask your supervisor for help with questions that
you cannot accurately answer
. Adhering to the marketing script provided.

Last Updated: May 10, 2019
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PROHIBITED BEHAVIOR

You are expected to demonstrate the highest standards of professionalism; ethical conduct and integrity at all times you
are performing work for the Company. Inappropriate behavior includes, but is not limited to, the following:

FOR OHIO ONLY: Knowingly enrolling percentage of income payment plan (PIPP) and arrearage crediting
program customers, which are to be coordinated exclusively by the Ohio development services agency;
Committing fraud of any kind, including;
o Impersonating a Customer during a Third Party Verification, or having another person impersonate a
customer during a Third Party Verification;
o Falsifying a customer’s signature or acceptance in order to successfully complete an enrollment or TPV
verification;
Allowing someone to use your agent code or call in place of you for any reason;
Implying or knowingly allowing a Customer to believe you are a representative, employee, agent, or
directly affiliated with the local utility or any other retail electric or natural gas provider
Enrolling potential customers without proof of the customers’ consent (Note this does not apply to opt out
governmental aggregation). Such proof is dependent on the form of enrollment (whether electronic, verbal, or
written);
Soliciting or accepting gratuities from customers or clients;
Selling services marketed for the Company on behalf of another energy marketer or representing multiple
companies simultaneously;
Using or misappropriating any information regarding the Company’s customers, contracts, programs, or
materials adversely against the Company or for the benefit of yourself or any third party without the Company’s
authorization;
Discrimination of any kind including, without limitation, as to any Lead list or customer interaction;
Mishandling a Customer’s account or any other confidential information including but not limited to customer
name, address, phone, social security numbers, email, bills, credit card information or any other personally
identifiable information;
Soliciting customers without the Company’s prior written authorization including but not limited to,
unauthorized calls, unauthorized knocks, unauthorized web posts, or unauthorized posts to social media sites
such as Facebook, Twitter, etc.
Possessing dangerous or unauthorized materials, such as explosives, firearms, or any other weapon, while in the
office, or out in the field or at any other time on the job for the Company;
Using, possessing, purchasing or selling alcohol or illicit drugs on the job for the Company,
Using obscene, threatening, or abusive language/profanity, intimidation, or threats of harm to a Customer, even
if provoked or initiated by a Customer;
Acting in any sexual, unlawful and/or unwelcome harassing manner toward Customers or any other individuals
encountered while on the job for the Company;
Failing to comply with any applicable laws or regulations;
Making negligent misrepresentations, intentional misrepresentations, false statements, or marketing, soliciting
or sales acts or practices which are unfair, misleading, deceptive or unconscionable while performing service as
a sales representative for the Company
Making any guarantees or promises of any kind to a potential or actual customer that has not been authorized
by the Company in writing.
Responding negatively to a Customer who is not interested in talking to you;

Last Updated: May 10, 2019
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e Providing or assuming to know the customer’s current rate or a competitor’s rate;

e Enrolling a customer without a valid telephone number that belongs to him/her—this number must be the
Business Telephone Number (BTN) associated with the enrollment;

e Placing any undue pressure on a prospective customer to enroll with any Company entity;

e Attempting to enroll a Customer who is mentally challenged, confused/incapable, intoxicated, anyone under 18
years of age or any customer whose language skills are insufficient to understand and respond to the
information being conveyed; and

e Further contacting a customer for any reason or in any form if you receive a complaint from that customer.

PRIVACY REQUIREMENTS

e You must protect the privacy at all times of all information provided by customers or prospects, including name,
address, phone number, email address, social security number, account numbers, credit card numbers and any
other personally identifiable information.

e Any paper contract form containing customer’s information MUST be turned in to your office manager at end of
each business day for appropriate archiving/retention/destruction.

e Except on previously approved Company forms, Customer’s personal information such as address, phone
number, social security number, driver’s license number, or credit card/banking information should never be
written down or taken home.

CUSTOMER CONCERNS

If a customer expresses concern regarding the interaction that they had with you, that concern should be reported
immediately. If the Company receives any notice of a concern raised by a customer about their interaction with you,
an investigation will be completed to investigate the circumstances surrounding the customer’s concern. These incidents
will be tracked and disciplinary action will be determined based on the specifics of the incident. The determined severity
of the incident will indicate any disciplinary action that is necessary; such as representative coaching, retraining,
suspensions or permanent removal from our campaign.

ADDITIONAL DOOR-TO-DOOR REPRESENTATIVE REQUIREMENTS

In addition to the above requirements, Door-to-Door (hereafter D2D) Sales Representatives are also expected to adhere
to the following:

e Follow all general guidelines outlined in this Code of Conduct;

o Never show a Customer or leave behind any materials that have not been approved by the Company including
homemade signs, flyers, copies of bills, newspaper articles, magazine articles, use of unauthorized websites, or
anything that has not been given to you by the Company;

e Never ring/knock on a customer’s door more than three times per day

e Never attempt to open any door of a customer’s home or touch a Customer’s personal property without
permission from the Customer;

e Never enter a customer’s home, or any area out of public view—if you are entering an enclosed building, do not
go beyond the lobby;

e Always leave the Customer’s utility bill with the Customer;
e Always immediately leave the premises upon request of the Customer;

e If a customer requests to be added to the Do Not Knock list, notify your sales manager immediately and do not
return to that location;

e Never approach any residential property that has a No Solicitation or No Trespassing sign;

Last Updated: May 10, 2019
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o Never physically touch a Customer, except to shake hands.

D2D UNIFORM REQUIREMENTS
e Always wear a clean Company issued shirt with khaki pants or shorts (as season permits) OR business
professional attire when working;

e Always wear your Company approved ID Badge over your outer layer of clothing and clearly visible to the
customer.

e Never wear a Company issued uniform to conduct any business that is not related to the relevant Company
entity.

STATE SPECIFIC D2D REQUIREMENTS

Sales Representatives in the New York Service Territory: You must review and adhere to our company’s Quality
Assurance and Training Program for the New York Service Territory outlining applicable portions of the Revised Uniform
Business Practices Guidelines (UBP) and the Home Energy Fair Practices Act (HEFPA).

Sales Representatives in the Pennsylvania Territory: You must review our company’s Quality Assurance and Training
Program for the Pennsylvania Service Territory outlining applicable portions of the PA Guidelines for Marketing and
Sales Practices for Electric Generation and Natural Gas Suppliers.

Sales Representatives in the lllinois Territory: You must complete the IL Part 412 Training presentation outlining
applicable IL Guidelines for Marketing and Sales Practices for Electric Generation Suppliers. Proof of training completion
is required in order for you to be authorized to sell on our Brands’ behalf, in this market.

Sales Representatives in the Massachusetts Territory: In order to sell on behalf of our company, each sales
representative is required to have the following completed: A) the Massachusetts-specific search of the criminal
offender records (iCORI) maintained by the Massachusetts Department of Criminal Justice Information Services. B) A
criminal history record from every other state that the applicant or employee has resided with the last 24 months. C) A
search of the sex-offender registry maintained by the Massachusetts Sex Offender Registry Board.”

Sales Representatives in Ohio Territory: Never conduct door-to-door marketing, solicitation, or enrollment outside the
hours of nine a.m. to seven p.m. In order to sell on behalf of our company, each sales representative must have a
criminal background check done by an independent contractor and an independent contractor must confirm that it has
performed a comprehensive criminal background check on its employees or agents in accordance with OH Admin. Code
§ 4901:1-21-05(D).

Sales Representatives in the Pennsylvania Territory: In order to sell on behalf of our company, each sales
representative must have a completed criminal history record from the Pennsylvania State Police and from every other
state in which the person resided for the last 12 months

Last Updated: May 10, 2019
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MY COMMITMENT TO FOLLOW THIS CODE OF CONDUCT

I have read and agree to abide by the terms of the Code of Conduct. | understand that failure to abide by the Code
of Conduct may result in my disqualification of doing any further work related to the Company.

Sales Representative Name - PRINTED

Sales Representative Signature RepID Date

Manager Name - PRINTED

Manager Signature Date

Last Updated: May 10, 2019
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sparkenergy.com

majorenergy.com

providerpower.com/maine/

providerpower.com/mass/

verdeenergy.com

providerpower.com/nh/

RAND

EfactricityMAINE
Collectively called
“The Company”
hereafter
Provider
Power /1A55.., ENHfPower

X sparkenerg

energy ’maiorenergy

Major Energy (includes Respond Power)
Provider Power (includes Provider Power Mass, Electricity Maine, and ENH Power)

Verde Energy (Verde Energy USA) x SpGrk anerc
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SALES

CHANNELS

FIELD SALES TELESALES DIRECT MAIL
o | ,

The Company’s
products and
services are made
available to
residential and
commercial
customers through
multiple sales
channels
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Spark:
CA, CO, DE, FL, IL, IN, MA, MD, MI, NV, NY, TX
Provider Power Mass:
MA
Electricity Maine
ME
ENH Power
NH
Major:
CT, IL, MD, MA, NJ, NY, OH, PA
Verde:
CT, MA, NJ, NY, OH, PA “

mGAS ELECTRIC =GAS &ELECTRIC
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In deregulated markets, customers can choose who supplies their electricity
and/or natural gas

Delivery - the service of delivering electricity and/or gas supply to customer.

Supply - the actual commodity (electricity/natural gas) provided to customer.

The customer's utility company is still responsible for electricity and/or gas delivery.

Energy suppliers who sell electricity and/or natural gas to the customer are responsible for electricity and/or gas supply.

ENERGY DEREGULATION X sparkenergy



A SUPPLIER 1S NOT ASSOCIATED
WITH, AND DOES NOT REPRESENT THE UTILITY.

SUPPLIERS, LIKE THE COMPANY, OFFER COMPETITIVE
PRICING AND PROTECTION AGAINST VOLATILE
ENERGY PRICES.

ENERGY DEREGULATION ¥ sparkenergy
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GENERATION UTILITY CUSTOMER

PRODUCE, STORE, SELL TRANSMIT. DELIVER RECEIVE, USE
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GENERATION  RETAIL SUPPLIER UTILITY CUSTOMER

PRODUCE, STORE, SELL CREATES CUSTOMER-CENTRIC ENERGY PRODUCTS TRANSMIT, DELIVER RECEIVE, USE

DEREGULATED

ENERGY DEREGULATION




EACH STATE HAS A GOVERNING

BODY THAT OVERSEES
ACTIVITIES IN THE UTILITY AREA.

=
=

vV V V V
GENERATION UTILITY

PRODUCE, STORE, SELL TRANSMIT, 0

CUSTOMER
RECEIVE, USE
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THE GOVERNING

BODY SERVES AS A
CONSUMER AND BUSINESS
ADVOCATE TO ENSURE
UTILITIES AND SUPPLIERS

ARE FAIR, HONEST,

AND DELIVER
RELIABLE SERVICE

ENSURING ALL

CUSTOMERS ARE TREATED
FAIR AND EQUAL.




RATE

NATURAL GAS OR ELECTRICITY RATES MAY

CHANGE MONTHLY ACCORDING TO THE MARKET CONDITIONS

slide 17

FIXED RATE

NATURAL GAS OR ELECTRICITY RATES LOCKED AT A
SPECIFIC PRICE FOR A CERTAIN AMOUNT OF TIME.

——

¥ sparkenergy
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ENROLLMENT PROCESS AND SALES QUALITY

9) Customer
receives
verification
code from
TPV

8) Customer
completes
TPV process

SALES

1) Define
DNC-
scrubbed

leads 2) Make

contact with
customer

QUALITY
ASSURANCE
Audits of:
TPV
Welcome Calls
Call Centers
Sales Calls
Utility Enrollments
Customer Inquiries

7) Begin
Third Party 5) Confirm
Verification Enrollment
(TPV)
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All material used in the sales presentation must be approved by The Company’s regulatory and

legal team including scripting, enrollment verification, contracts, and customer-facing materials.

It is important to review and understand

what is required for each utility in your

territory. Each market requires specific
information collected from the customer to

ensure a successful enrollment including:

Customer’s name

Billing address

Service address

Account Information (Account Number, POD ID, Customer Number, etc.)
Phone number

Email address

When acquiring customers, Sales Agents marketing on behalf of The Company must adhere to all laws,

ordinances, and strict regulatory guidelines that enable you and The Company to stay compliant.

SALES PROCESS
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Data Entry Process (1/3)

@ = d @ @ @ htips://sparkdataentry.calibrus.com/#/logon * R\ en]

1. Enter your
Spark ID and

7 password

& Spark Data Entry Login

___— 2. Choose Enter Manually

3. Choose Residential

< 4. Submit Request

¥ sparkenergy

family of companies



Data Entry Process (2/3)

ark Id Agen ry Vendor:  Test Vendor
Office:
rrrrrrrrrrrr [o} e Manually m
3
281) m: st @sp gy.com
—— q
Electric
Service Address
Stan j
lame:
ggggg Stan
g i/
rrrrrrrr |
rogram Detai
[
B Ad lectric Account
Submit Request

slide 24

5. Enter Customer data including:
« Name
* Address

* Phone number
» Email address
* Billing address
« Utility data

— 6. Choose Submit Request

¥ sparkenergy

family of companies
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Data Eniry Process (3/3)

Request Submission Successful

Confirmation Number: A778515

7. Provide Confirmation Number to TPV Agent

¥ sparkenergy



|. TRANSMIT ENROLLMENT
INFORMATION

2. CONTACT TPV
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4. TPV SPEAKS
WITH CUSTOMER
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—_—y 2. THE COMPANY
1. TPV SENDS ol 1 L 3. UTILITY
inosae 2 WITHINTHE =2 Viowsswe =2
. . MARKET REQUIRED
TIMEFRAME
_
4. THE COMPANY 5. CUSTOMER 2bgg§pgusaNpﬁlr¢l\[
SENDS CUSTOMER
2 A WELCOME LETTER AND > mls%ktles > WITHIN 2
TERMS OF SERVICE® DAYS T0 CANCEL** BILLING CYCLES

"UTILITY MAY ALSO SEND NOTIFICATION TO CUSTOMERS

SALES PROCESS **MAY VARY BY UTILITY OR STATE REGULATION X sparkenergy




MARKETING
QUALITY AND
COMPLIANCE
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FEDERAL TRADE COMMISSION (FTC)

- The Federal Trade Commission rules prohibit telemarketing calls to numbers listed on the National
Do Not Call (DNC) Registry and calls delivering prerecorded messages, known as robocalls.
- The FTC takes a multi-faceted approach to combating these calls including Strong Civil Law Enforcement.
- The Commission has investigated and litigated to enforce its DNC and robocall rules for more than

10 years, bringing federal court lawsuits against companies and individuals who violate the law.

NATIONAL DO-NO-CALL (DNC) REGISTRY

- The DNC Registry was created to stop unwanted sales calls.
- It is free for consumers to register their home or mobile phone number to this registry.
- States also have their own DNC registries.
- The Company requires you to adhere to all state and national DNC registries.
- When you call someone on a DNC list it is illegal and can cost civil penalties and fines, may result in lawsuits
to the Company and your employer and may cause you to be removed from Company campaigns.
- You must immediately notify your supervisor should someone request to be added to the Company Do

Not Conact list so that we may update our records; any such persons should never be contacted again.




TELEPHONE CONSUMER PROTECTION ACT (TCPA)

o Enacted 1991 and restricts the making of telemarketing calls and the use of automatic telephone dialing systems and artificial or
prerecorded voice messages.
o The rules apply to common carriers as well as to other marketers.
- The TCPA includes the requirements:
o That entities making telephone solicitations institute procedures for maintaining company-specific do-not-call lists.
o To obtain prior express written consent from consumers before robocalling them

o The Company does not allow any calls that violate the TCPA or similar state statutes.

SPOOFING

- The Federal Communication Commission has recently proposed rules which prohibit anyone from transmitting misleading or inaccurate caller
ID information (“spoofing”) with the intent to defraud, cause harm, or wrongly obtain value.
- The means, for example, no calls should be shown as the same number as a local utility or governmental organization or identify as such.

- The Company does not allow any spoofing of any caller IDs.

- You should never allow spoofing to be used on your caller ID and never represent that you are with a utility or governmental organization

when speaking with a potential customer.
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Behave as though you are in the spotlight

- Prevent potential customer inquiries and complaints
- Ensure consistent experience with each customer

- Improve relationship with customer

- Anyone confirmed to be involved with fraudulent sales and/or enrollments will

be subject to permanent removal and/or legal action.
- Your sales calls are being recorded and audited; always assume consumers may

have recording devices as well.

MARKETING QUALITY AND COMPLIANCE
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Things you MUST do include, but are not limited to:

At all Times

- Adhere to and sign the code of conduct with name matching TPV name
- Adhere to the sales materials provided and approved by The Company
- Obtain required permission and permits for the territory

On the Phone

- Ensure all leads have been DNC-scrubbed

- Contact your manager immediately if you are contacted by a local authority

- Notify your manager of customer requesting placement on the DNC or requesting placement on the
“Do Not Contact” list

- Market only during the hours permitted by local law or ordinance

During Enrollment

- Confirm the customer understands The Company is a licensed supplier in the state

- Confirm the customer understands The Company is not affiliated with the local utility

- Provide customer all required enrollment collateral; enrollment forms are always required

- Confirm the customer understands that switching to The Company is a choice, but is not required

MARKETING QUALITY AND COMPLIANCE
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]
Things you MUST NOT do include, but are not limited to:

- DO NOT mention you can "save the customer money"

- DO NOT be forceful or aggressive in any way

- DO NOT attempt TPV for a customer more than 3 times

- DO NOT manually dial numbers even if asked

- DO NOT market to customers that appear confused or impaired; please end call

- DO NOT enroll an unauthorized customer; the customer must be the account holder or the spouse of
- DO NOT contact the utility on the behalf of a customer

- DO NOT allow other agents to use your agent code for sales

- DO NOT offer benefits/rewards not approved in The Company’s Terms of Service

MARKETING QUALITY AND COMPLIANCE ¥ sparkenergy



Customer Complaints

~ e
Customers file inquiries and complaints through

Any complaints about The Company are taken very seriously by:
multiple resources including: - Thoroughly investigating every complaint

- PUC - Requesting and reviewing applicable TPV and enrollment

- The Compcny verifications

- Social Media - Analyzing all marketing activity

= - Requesting a written statement from agents involved, if necessar
- Local Authorities 9 g g Y

- Utility
- Judicial System (lawyers and courts)

- Providing the findings as required.

e
Complaint types can include:

I
Mislead All Sales Agents should adhere to
- Mi i i tat f
R SN e PR the Code of Conduct, TCPA, DNC
- Too aggressive/pushy

scripting and training.

—

- Misrepresentation of offer

- Unprofessional /harassing

- Slamming
]

MARKETING QUALITY AND COMPLIANCE
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TELESALES
CHECKLIST




TELESALES CHECKLIST

| HAVE REVIEWED AND UNDERSTAND THE CODE OF ’L MY TPV NAME MATCHES THE NAME
CONDUCT EXPECTED OF ME. | USE IN SALES.

& F‘

| HAVE PRACTICED MY COMPLIANT PITCH. B [WILL NOT MANUALLY CALL ANYONE.

| WILL USE MY EMPLOYER'S DIALER AT ALL TIMES.

| UNDERSTAND THE TCPA RULES.

| UNDERSTAND THE DNC RULES.

TELESALES CHECKLIST
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HERE'S AN OVERVIEW

’maiorenergy 5 od OF YOUR REWARDS
N> roviaer ongratulations and welcome to the reward program! To
reWG rd S Power ‘ Q W al/ds :elpgyofj ;;t stanel;j, he:e‘s antocgrview of(;su?grewa-rgs:

@ LOCAL SHOPPING DEALS

] Use rewards on on over 330,000 local deals.
¥ sparkenergy rewars verdeenergD rewards ) r

© DINING REWARDS
Rewards for over 85,000 local and chain restaurants.

Q TODAY'S DAILY DEAL
Enjoy featured daily deals.

EVERYDAY TRAVEL REWARDS
Deals on hotels, car rentals, resorts and more.

SHOPPING REWARDS

Redeem your Shopping & Dining reward however you'd
like. We'll add another reward to your account every
month you're a customer! Use rewards at stores like...

(AP A Sl
Viichaels @Payless

GIFT CARDS
Rewards for use on hundreds of popular gift cards.

chifis LUCKY#BRAND Tueay kate Spade - CalvinKlein SUB

RESTAURANT REWARDS

Enjoy a great family night out! You can redeem your
rewards at over 85,000 popular local and national
chain restaurants like...

ONLINE REWARDS

You'll also get access to over 330,000 local deals on
everyday things, in addition to rewards for your favorite
shopping brands like...

w LAg:::TE Q”'gﬂ“

:
chilis suswar FIBYNEN

, MICHAEL KORS CalvinKlein ‘\ anera y
‘/ ‘ ?BREADr

¥ sparkenergy
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Code of Conduct for Sales Representatives

As a sales representative (whether employee or independent contractor) of Spark Energy, LLC/Spark Energy Gas, LLC, or their
affiliated or related companies (hereafter collectively the “Company”), you are required to fully read, understand, and comply with
this Code of Conduct at all times. Failure to do so will disqualify you from providing any future services for the Company and may
lead to termination or the end of your assignment.

GENERAL GUIDELINES FOR APPROPRIATE CONDUCT
All Sales Representatives are expected to properly and diligently represent the Company while performing their work. Such behavior
shall include, but not be limited to:

Reviewing, understanding and complying with all training and marketing materials approved by the Company;

Abiding by all laws including local ordinances, and regulations concerning any sales, allowable times for conducting sales
calls and requiring notification of authorities;

Accurately identifying yourself to Customers, stating your name(and/or sales agent ID number if required) and the name of
the company you represent, and informing the customer you’re NOT representing the utility or any government agency;
Selling only to an authorized decision maker who confirms they are authorized to make changes to the applicable account.
They must be the account holder OR the account holder’s spouse (OR a monetary contributor to the bill in markets where
allowed), AND at least 18 years of age

Confirming that the utility will continue to deliver energy and respond to any leaks, outages, or emergencies;

Ensuring the customer understands what the offer is and that it is from the applicable Company entity, an independent
supplier, and NOT the utility;

Completing all sales in accordance with applicable procedures including completing all system requirements and
appropriately connecting the customer with the Third-Party Verification (TPV) vendor for proper verification of the sale (if
applicable);

Conveying all material information to the customer and not omitting information necessary for the customer to make an
informed decision about whether to switch from their current electricity or natural gas supplier to the applicable Company
entity;

Answering all questions and if necessary, asking your supervisor for help with questions that you cannot accurately answer;
Completing all sales in accordance with applicable procedure including completing all paperwork and appropriately
connecting the customer with the Third-Party Verification (TPV) vendor for proper verification of the sale (if applicable);
Adhering, where applicable, to marketing scripts provided

PROHIBITED BEHAVIOR
You are expected to demonstrate the highest standards of professionalism; ethical conduct and integrity at all times you are
performing work for the Company. Inappropriate behavior includes, but is not limited to, the following:

FOR OHIO ONLY: Knowingly enrolling percentage of income payment plan (PIPP) and arrearage crediting program
customers, which are to be coordinated exclusively by the Ohio development services agency

Committing fraud of any kind, including;

Impersonating a Customer during a Third Party Verification, or having another person impersonate a customer during a
Third Party Verification;

Falsifying a customer’s acceptance in order to successfully complete an enrollment or TPV verification;

Allowing someone to use your agent code or call in place of you for any reason;

Implying or knowingly allowing a Customer to believe you are a representative, employee, agent, or directly affiliated with
the local utility, a government entity, or any other retail electric or natural gas provider;

Soliciting or accepting gratuities from customers or clients;

Enrolling potential customers without proof of the customers’ consent (Note this does not apply to opt out governmental
aggregation). Such proof is dependent on the form of enrollment (whether electronic, verbal, or written);

Selling services marketed for the Company on behalf of another energy marketer or representing multiple companies
simultaneously;

Using or misappropriating any information regarding the Company’s customers, contracts, programs, or materials adversely
against the Company or for the benefit of yourself or any third party without the Company’s authorization;

Discrimination of any kind including, without limitation, as to any Lead list or customer interaction;

Mishandling a Customer’s account or any other confidential information including but not limited to customer name,
address, phone, social security numbers, email, bills, credit card information or any other personally identifiable
information;

JT05282019



e Soliciting customers without the Company’s prior written authorization including but not limited to, contacting customers
with pre-recorded messages, unauthorized calls, calls to wireless cell phones, calls to customers on Federal or State DNC
lists, or customers that have previously advised us no to contact them.

e Using obscene, threatening, or abusive language/profanity, intimidation, or threats of harm to a Customer, even if
provoked or initiated by a Customer;

e Acting in any sexual, unlawful and/or unwelcome harassing manner toward Customers or any other individuals
encountered while on the job for the Company;

e  Failing to comply with any applicable laws or regulations;

e  Making negligent misrepresentations, intentional misrepresentations, false statements, or marketing, soliciting, or sales
acts or practices which are unfair, misleading, deceptive or unconscionable, while performing service as a sales
representative for the Company;

e  Responding negatively to a Customer who is not interested in talking to you;

e Enrolling a customer without a valid telephone number that belongs to him/her—this number must be the billing telephone
associated with the enrollment;

e  Placing any undue pressure on a prospective customer to enroll with any Company entity;

e Attempting to enroll a Customer who is mentally challenged, confused/incapable, intoxicated, anyone under 18 years of
age or any customer whose language skills are insufficient to understand and respond to the information being conveyed;

e  Further contacting a customer for any reason or in any form if you receive a complaint from that customer unless
authorized by your supervisor.

PRIVACY REQUIREMENTS
e  You must protect the privacy at all times of all information provided by customers or prospects, including name, address,
phone number, email address, social security number, account numbers, credit card numbers and any other personally
identifiable information.
e  Except on previously approved Company forms, Customer’s personal information such as address, phone number, social
security number, driver’s license number, or credit card/banking information should never be written down or taken home.

CUSTOMER CONCERNS

If a customer expresses concern regarding the interaction that they had with you, that concern should be reported immediately. If
the Company receives any notice of a concern raised by a customer about their interaction with you, an investigation will be
completed to investigate the circumstances surrounding the customer’s concern. These incidents will be tracked and disciplinary
action will be determined based on the specifics of the incident. The determined severity of the incident will indicate any disciplinary
action that is necessary; such as representative coaching, retraining, suspensions or permanent removal from our campaign.

MY COMMITMENT TO FOLLOW THIS CODE OF CONDUCT

| have read and agree to abide by the terms of the Code of Conduct. | understand that failure to abide by the Code of Conduct
may result in my disqualification of doing any further work related to the Company, up to and including termination or the end of
my assignment with Spark and affiliated companies.

Manager Name - PRINTED Sales Representative Name - PRINTED
Manager Signature Date Sales Representative Signature
Date Date

JT05282019
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