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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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Telemarketing – In House and External Vendors  

• 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. 

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

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

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

• 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. 

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

• 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.  

• 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 
o Cancellation and rescission rights 
o Termination fees 
o Understanding the use of a toll-free number for which customers can at any point 

speak to a Spark customer service agent. 
o Deceptive trade practices and slamming 
o 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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Electronic and Internet Marketing   

• 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.  

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

• 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.  

• 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.  

• 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. 

• 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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Door-to-Door and Other In-Person Marketing  

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

• 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 Commissions. 

• 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.   

• 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. 

• 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.   
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• 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. 

• 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. 

• 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. 

 

 

Direct Mail Marketing  
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• Spark Energy will prepare and review all materials used in a direct mail solicitation. 
• Legal and Regulatory Group will each review marketing materials for compliance and 

deceptive sales practices. 
• Customers will be provided with complete copy of the Sales Agreement within 3 business 

days of the enrollment request.    
• 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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• Spark Energy will examine whether any prospective vendor has the skills, resources and 
track record to conduct marketing on behalf of Spark Energy. 

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

• Spark Energy will cause all sales agents to sign a code of conduct. 
• Spark Energy will require the provision of at least two references for each sales agent. 
• Spark Energy will require the vendor to conduct marketing activities consistent with the 

provisions of the Program. 
• Spark Energy will provide the vendor Spark Energy’s written training materials. 
• Spark Energy will prepare all sales and verification scripts used by the vendor. 
• The vendor will only use and provide to the customer sales materials and agreements that 

are prepared or reviewed and approved by Spark Energy. 
• Vendors retained by Spark Energy must demonstrate knowledge, understanding and the 

ability to comply with all applicable laws, rules and regulations. 
• 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. 

• 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. 

• 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. 

• 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  

• 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.  

• 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.  

• 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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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. 

• Upon receipt of a complaint forwarded by the Commission or other governmental agency, 
Spark Energy will respond in accordance with the direction provided by the Commission, 
or other agency.   

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

• 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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• 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.   

 

  



 
Quality Assurance Program - New York 

Page 11 of 12 
 

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) Call locations must be owned or controlled by Provider and may not be outsourced; 
(b) Provider may not represent itself as having decision making authority for Spark; 
(c) 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; 
(d) Provider’s agreement with Spark requires compliance with industry standards, including 

adequate supervisory support; 
(e) 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;  

(f) 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; 

(g) 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; 

(h) 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; 

(i) 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;  

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

(k) 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; 

(l) 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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(n) 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) 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); 

(b) 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; 

(c) 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; 

(d) 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 

(e) 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.   
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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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 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.

2



 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.
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 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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 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.
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 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.  

 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.
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 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.
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 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.
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 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.
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 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 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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 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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 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
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Collectively called 
“The Company” 

hereafter 

sparkenergy.com

majorenergy.com

providerpower.com/maine/ 

providerpower.com/mass/ 

verdeenergy.com

providerpower.com/nh/ 

Major Energy (includes Respond Power)

Provider Power (includes Provider Power Mass, Electricity Maine, and ENH Power) 

Verde Energy (Verde Energy USA)
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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
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QUALITY 
ASSURANCE

Audits of:

Enrollment Collateral

TPV

Enrollment Verifications

Field Sales

Utility Enrollments

Customer Inquiries

1) Define 
Territory

2) Make 
contact with 

customer

3) Pitch

4) Close

5) Confirm 
Enrollment

6) Complete 
and provide 
applicable 
customer 

enrollment 
collateral

7) Begin 
Third Party 
Verification 

(TPV)

8) Customer 
completes 

TPV process

9) Customer 
receives 

verification 
code from 

TPV

10) New 
Sale!
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STEP 1
Choose OK 

to allow 

Current 

Location

Mobile Webpage Process (1/7)

slide 22

STEP 2
Enter your 

Spark ID and 

password



STEP 3
• Current Location shown

• Choose Start Here

Mobile Webpage Process (2/7)

slide 23

STEP 4
Enter Customer: 

• Name

• Phone Number 

• Email Address

• Indicate if phone number 

is mobile

STEP 5
• Choose populated 

address

• Manually enter if 

not listed

TIP: Only use the back button on the blue 
ribbon bar within the mobile webpage and 
not on the browser. 



Mobile Webpage Process (3/7)
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STEP 6
• Choose the 

Product

• The Product 

icon will 

illuminate 

when 

selected

STEP 7
• Utility information will  

• Enter Account Number 

for each 

utility/commodity



Mobile Webpage Process (4/7)
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STEP 9
• Enter the service and 

billing address 

information for the 

additional account(s)

STEP 8
• If more than 1 

service address, 

select Add 
Another 
Location*

*Adding additional 
locations in different utility 
markets must be completed 
on separate transactions.



Mobile Webpage Process (5/7)
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STEP 10
• Choose 

relationship to 

account holder

• NOTE: Only 

account holder 

and spouse are 

eligible

STEP 11
• This is an interactive 

page with the customer 

and agent

• Confirm contact and  

utility information 

details



Mobile Webpage Process (6/7)
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STEP 12
• The enrollment 

summary page 

includes product details  

(MSF, ETF & Term, 

etc.)

STEP 13
• Customer selects Text 

(SMS) or Email and 

agree

• Touch signature box for 

customer signature 

screen

STEP 14
Customer signs name and 

clicks Accept

STEP 15
Sales agent calls TPV to 

complete enrollment



Mobile Webpage Process (7/7)
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STEP 16
Customer signs name and 

clicks Accept
STEP 17
Sales agent calls TPV to 

complete enrollment

Customers will 

receive notifications 

via text.



Mobile Webpage Errors (1/2)
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Oh no! Something went wrong

Use the logout from the menu bar on the first 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 either pending or may have started service and 

hasn’t been billed yet.

Oh no! Invalid Spark ID or Password

Ensure you are using your Spark ID. This number is different 

than your Agent ID. 

Ensure the password is the cell phone number on your TPV 

profile (no dashes). 



Mobile Webpage Errors (2/2)
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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

• Customer Information

• Name

• Account #

• Address
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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
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New York Field Sales
TRAINING v4



Schedule

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



New York Market Overview

Market Electric and Natural Gas

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

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

Government Assistance Cannot enroll government restricted or government assistance 

programs

Past Due Restrictions Refer to local utility

Budget Billing NEED

Taxes Removed Electric and Gas customers are no longer charged state sales tax 

on delivery after switching

Switching Fees None

Solicitation Hours No specified hours in Uniform Business Practices; refer to 
municipal code in each local jurisdiction

Marketing Activity Notice Not required



New York Utility Requirements (1/5)

CENTRAL HUDSON CONEDISON
(ConEd)

Commodity ELECTRIC AND GAS ELECTRIC AND GAS

Brand
ELECTRIC GAS

Enrollment 
Requirements

ACCOUNT NUMBER

11 digits

ACCOUNT NUMBER

15 digits

Utility Rate 
Changes MONTHLY

DAILY (Electric)

MONTHLY (Gas)



New York Utility Requirements (2/5)

KEYSPAN ENERGY DELIVERY 
ISLAND (KEYSPAN LI)

KEYSPAN ENERGY DELIVERY 
NEW YORK (KEYSPAN NY)

Commodity GAS GAS

Brand

Enrollment 
Requirements

ACCOUNT NUMBER

10 digits

ACCOUNT NUMBER

10 digits

Utility Rate 
Changes MONTHLY MONTHLY



New York Utility Requirements (3/5)

NATIONAL FUEL NATIONAL GRID (NIMO)

Commodity GAS ELECTRIC AND GAS

Brand
ELECTRIC GAS

Enrollment 
Requirements

POD ID

15 digits

ACCOUNT NUMBER

10 digits

Utility Rate 
Changes MONTHLY

DAILY (electric)

MONTHLY (gas)



New York Utility Requirements (4/5)

NYSEG ORANGE AND ROCKLAND

Commodity ELECTRIC
ELECTRIC AND GAS

Brand

Enrollment 
Requirements

POD ID

15 digits

ACCOUNT NUMBER

10 digits

Utility Rate Changes Monthly Monthly



New York Utility Requirements (5/5)

ROCHESTER GAS AND ELECTRIC

Commodity ELECTRIC AND GAS

Brand
ELECTRIC GAS

Enrollment 
Requirements

POD ID

15 digits

Utility Rate 
Changes MONTHLY



New York Requirements – Third Party Verification

Residential field sales require an independent TPV including; 

Field Sales Agent contacts TPV and provides necessary contract enrollment 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



New York Requirements – Marketing Practices (1/2)

Residential Field Sales Agents:

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

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

prior consent.

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.

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.

Must obtain the proper permits before selling.



New York Requirements – Marketing Practices (2/2)

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. 
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Customer Documents

TPV METHOD: MOBILE WEBPAGE*

 2 paper copies of Notice of Cancellation

 1 paper copy of the Product Form

TPV METHOD: MANUAL TPV

 2 completed paper copies of Notice of Cancellation

 2 completed paper copies of the Product Form

 1 completed copy to be left with the customer

 1 completed copy to be retained at the office

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

customer for every sale

* Applicable markets only

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

was solicited in.

• 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.



Business Cards

• A business card or similar tangible object with:

• Representative’s first name

• Employee identification number

• ESCO’s name, address, phone number 

• Website

• Date/time of visit



ConEdison Electric Bill Example NEW YORK

slide 14



ConEdison Gas Bill Example NEW YORK
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National Grid Bill Example NEW YORK 

slide 16



Keyspan Bill Example NEW YORK 

slide 17



New York NYSEG Bill Example NEW YORK 

slide 18
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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;  

• 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. 
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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; 

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

o 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;  
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 Providing or assuming to know the customer’s current rate or a competitor’s rate;  

 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;  

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

 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 

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

 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. 

 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.  

 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: 
 

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

 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;  

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

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

 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;  

 Always leave the Customer’s utility bill with the Customer;   

 Always immediately leave the premises upon request of the Customer;    

 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;  

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



Page 4 of 5 

 

Last Updated: May 10, 2019 

 Never physically touch a Customer, except to shake hands. 

 
 
 
 
 
 
D2D UNIFORM REQUIREMENTS 

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

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

 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 Illinois 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 
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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.  I 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                  Rep ID   Date  
 
 
 
_________________________________              
Manager Name - PRINTED               
 
 
_________________________________           __________________    
Manager Signature                           Date  
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Collectively called 

“The Company” 

hereafter 

sparkenergy.com

majorenergy.com

providerpower.com/maine/ 

providerpower.com/mass/ 

verdeenergy.com

providerpower.com/nh/ 

Major Energy (includes Respond Power)

Provider Power (includes Provider Power Mass, Electricity Maine, and ENH Power) 

Verde Energy (Verde Energy USA)
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The Company’s 
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CA, CO, DE, FL, IL, IN, MA, MD, MI, NV, NY, TX
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MA
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ENH Power
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Major:
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QUALITY 
ASSURANCE

Audits of:

TPV

Welcome Calls

Call Centers

Sales Calls

Utility Enrollments

Customer Inquiries

1) Define 
DNC-

scrubbed 
leads

2) Make 
contact with 

customer

3) Pitch

4) Close

5) Confirm 
Enrollment

7) Begin 
Third Party 
Verification 

(TPV)

8) Customer 
completes 

TPV process

9) Customer 
receives 

verification 
code from 

TPV

10) New 
Sale!

ENROLLMENT PROCESS AND SALES QUALITY
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ENROLLMENT PROCESS AND SALES QUALITY
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Data Entry Process (1/3)
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1. Enter your 

Spark ID and 

password

2. Choose Enter Manually 

3. Choose Residential

4. Submit Request



Data Entry Process (2/3)
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5. Enter Customer data including: 

• Name

• Address

• Phone number

• Email address

• Billing address

• Utility data

6. Choose Submit Request



Data Entry Process (3/3)
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7. Provide Confirmation Number to TPV Agent
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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
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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; 
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 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.  

 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; 

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

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

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

 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; 

 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  

 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.  

 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  
I have read and agree to abide by the terms of the Code of Conduct. I 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 
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