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THIS 1S EXHIBIT “82” REFERRED TO IN THE
AFFIDAVIT OF MICHELLE ALEXANDER
SWORN BEFORE ME, THIS C DAY OF SEPTEMBER, 2018
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A COMMISSIONER %‘AKING AFFIDAVITS, ETC.
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Preparing for Orientation
Materials required
o Copies of “Independent Contractor Orientation Binder” for each person

o |C Orientation Folder for each person that contains the following handouts: Your Opportunity, Activities, Commission Examples,
Weather Conditions, Knowledge Review

o |C Crientation Part 2 envelope that contains the following handouts: Sales Presentation Notes Page, Sales Presentation Script,
Acceptable Marketing Practices, Compliance Matrix, Just Energy Business Code of Conduct and Ethics Policy, FAQ's,
Objection Handling Script

e Marketing and JustClean Home brochure,
o Trip Brochures

Copies of the Customer Service Contact Sheet
e Two copies of the Customer Agreement form
Recently approved relevant articles
e Computer and LCD projector
e Copy of “Independent Contractor Orientation” PowerPoint presentation
e Flip chart and markers — high-level agenda printed on flip chart
Logistics
o |deal classroom size is a minimum of 6 to a maximum of 24
e LCD projector and laptop should be setup 30 minutes prior to start time
o Total instruction time is approximately 10 hours

Just Energy Page 2 of 32
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independent Contractor — Ontario Guidebook

Orientation Objectives

Provide a framework for use by Regional Distributors with new independent contractors. Use of a structured, sales orientation
program will ensure independent contractors receive a consistent orientation experience, after which they will be able to:

e Provide accurate information about Just Energy and our products

o Believe in our product and their ability to sell the program

o |dentify the role of the independent contractor

» Carry out the basic independent contractor customer interaction process

+ Demonstrate independent contractor responsibilities with regards to the Acceptable Marketing Practices, script and compliance

Just Energy Page 3 of 32
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independent Contractor — Ontario Guidebook

How to Use the Orientation Guidebook

The Guidebook contains information from the Independent Contractor Orientation booklets and accompanying facilitator guidelines,
directions and text. It has been divided into two main sections —which may be conducted in one full day or two sessions over two
consecutive days.

This guidebook was designed to help you facilitate an orientation session for new independent contractors to prepare them for their
first days. Additional orientation will be required to enhance the information provided here and to develop further knowledge and skills
in the areas of objection handling, compliance, selling and goal setting.

Personal information and experiences that you bring will make the orientation more effective. Your expertise is required to ensure a
well-rounded orientation program. You are the most important factor in motivating, empowering and retaining new independent
contractors.

Sample Guidbc Format

Welcome Everyone 3 MINUTES
e Coffee and cookies/pastries/muffins provided — help yourself
o Provide directions to washrooms and facilities
o Introduce yourself
e Review agenda for the day on PowerPoint
Just Energy Page 4 of 32
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independent Contractor — Ontario Guidebook
Guidebook lcons

Refers to the location in the participant booklet where the material appears. Participant booklet page number is
indicated below the icon.

Usually used for introductions to courses and when there is a lecture being given for a lesson. |

There is information on the whiteboard/flip chart or the facilitator will use the whiteboard/flip chart to record
responses to questions or participants will flip chart information from an activity/exercise.

Used to emphasize a key point.

Refers to an exercise that participants need to complete. Also includes the page number from the participant
booklet below the icon.

Used when demonstrating information via the LCD projector. If a PowerPoint presentation is being used, the slide
# should be referenced below the icon.

Used when showing a video.

Used when there is a group activity.

Used when a job aid or handout is provided.

Just Energy Page 5 of 32
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INTRODUCTION SHOW SLIDE #1 12:00-12:02
' SAY: Welcome Back Everyone 2 MINUTES
s Refreshments provided — help yourself
SLIDE #1
]
fmtasin
Hidepenulaak
Comrtrasdie
Osientitio
AGENDA SHOW SLIDE #2 12:04-12:05
' SAY: Let's review the Agenda 1 MINUTE
s Today we will be looking at Just Energy and its JustClean Home Program.
SLIDE #2 o We will summarize the benefits of the JustClean Home Program
o Wewill learn about JustClean Home and why it is important
e We will discuss Green Energy and how it gets to our consumers
¢ We will talk about the Green Energy products we offer and the value those products provide our
customers
e We will discuss the commission, incentives and rewards of this role
e As you can see we have a full afternoon/day ahead of us. Let's begin.
Just Energy Page 6 of 32

JE00000522_0006

JEQ00000522_0001.pdf_6



independent Contractor — Ontario

2942

Guidebook

IC ORIENTATION | HANDOUT IC ORIENTATION PART 3 FOLDER 12:05-12:086
PART 3MANUAL | pamind ICs not to write in the binder! 1 MINUTE
OUR GREEN SAY AND SHOW SLIDE #3 QUR GREEN MISSION 12:06-12:11
MISSION Today you will learn about our JustClean Home product and its benefits to consumers and you. 5 MINUTES
SAY:
Across North America, more and more individuals and organizations alike are reducing their carbon
SLIDE #3 footprint and choosing renewable energy sources. Just Energy’s JustGreen provides a valuable
environmentally friendly energy choice for consumers. Just Energy’s JustGreen has made significant
strides in reducing the environmental impact of our customers’ energy usage.
SAY: Who can tell me what Green Energy is?
Possible Answers:
« “Environmentally friendly” forms of energy
SAY:
e Green Energy is a term applied to ‘environmentally friendly’ forms of energy. For electricity, this
PAGE 2 OF refers to electricity that is generated from renewable energy sources such as wind, biomass
ORIENTATION (compost) and low impact hydro. For natural gas, this refers to ‘offsets’ for carbon emissions. Green
MANUAL Energy is cleaner than energy produced from fossil fuels such as coal, oil and natural gas.
» As consumers we need to use less energy that pollutes. Technology is advanced enough today
that we can use greater amounts of energy that does not come from foreign oil or fossil fuels. More
and more consumers are looking to reduce their carbon footprint and are choosing renewable
energy sources. Consumers are willing to pay a bit extra for their energy and they want to make a
positive impact on the environment. So far this year, 120,000 customers in North America have
Just Energy Page 7 of 32
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independent Contractor - Ontario

purchased our JustGreen products, up from 20,000 for all of 2008. This shows the growing
demand for our JustGreen products.

e Since JustGreen was launched in 2007 our customers have helped to offset over 380,000 metric
tons of polluting CO2 emissions! That's like taking 41,000 midsize cars in North America off the
road or planting 410,000 trees! We also helped to ensure that over 700,000 MWh of energy has
been generated from renewable, green sources — that's enough to power 70,000 homes for a full
year. It's all about making a difference! You can make a massive environmental impact by selling
just a little green to each customer.

s As you can see from the map on page 7 we are investing in projects that are making a real impact.

Guidebook

CLIMATE CHANGE
AND THE NEED
FOR ACTION

SLIDE 4

PAGE 3 OF
ORIENTATION
MANUAL

SAY AND SHOW SLIDE #4:

Climate change is caused by a build-up in our atmosphere of carbon dioxide and other greenhouse gas
emissions from many of our everyday activities, such as driving and heating our homes and offices.
These emissions create a heat trapping blanket around the Earth that is raising the temperature of our
planet.

SAY AND SHOW SLIDE :
Some of the recent effects experienced in Canada include:

o Melting permafrost in Northem Canada

* Reduced Fresh water availability caused by retreating glaciers

e A pine beetle epidemic that has devastated forests in British Columbia.
ASK: WHAT IS A CARBON FOOTPRINT?

o Every person, business and other organization has a carbon footprint which is the total of all of the
greenhouse gas emissions emitted as a result of their various activities. Some of these activities
include transportation (e.g. driving or flying) and the use of fuel for heating and electricity

e Canada’s per capita emissions are 22.7 tonnes of CO2 annually Canada has about 0.5% of the
world’s population, but contributes 2% of the total greenhouse gas emissions.

12:11-12:21
10 MINUTES

Just Energy

Page 8 of 32
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ASK: WHAT ARE CARBON OFFSETS AND REC’S?

¢ Despite their best efforts, nobody can become carbon neutral on their own. In order to become
carbon neutral and offset their household electricity and natural gas, consumers need to purchase a
product that offers both Carbon Offsets and REC's.

ASK: WHAT IS A CARBON OFFSET?

e Carbon offsets are quantified and sold in metric tonnes of carbon dioxide equivalent CO2 e.g.;
buying one tonne of carbon offsets means that there will be one less tonne of carbon dioxide in the
atmosphere.

ASK: WHAT IS A RENEWABLE ENERGY CREDIT (REC)?

o Renewable Energy Credits (REC’s) are certificates issued by a Third party, that is audited, to a
power company which utilizes environmental friendly methods to generate electricity.

e Any company that produces electricity using solar, wind, biomass or other “green” methods of
production can receive 1 REC for each 1,000 KWh of electricity that they produce.

THE SOURCE OF | ASK AND SHOW SLIDE 5: WHAT IS RENEWABLE ENERGY 12:21-12:26
;:z;\?v‘f;l « Renewable Energy is energy that comes from natural resources such as sunlight, wind, rain, tides 5 MINUTES
| and geothermal heat which are renewable and naturally replenished.
| ENERGY CREDITS R ) o ]
AND CARBON « Renewable energy is an energy source that is either in relatively limitless supply, or that quickly
OFFSETS regenerates when consumed. So solar, wind and water power are kinds of renewable energy,
because they keep coming back after we have used them. Coal and oil are NON renewable
sources of energy, because when they're gone, they're gone.
« Renewable energy is found in abundance and we must make use of these resources such as solar,
wind, hydropower, geothermal to the best advantage. For instance wind energy must be tapped to
generate electricity.
SLIDE 5 ¢ Renewable energy is any source of energy which can be used or consumed without going into the
state of being unusable. Examples of non-renewable energy sources would be petroleum, natural
gas, coal, etc. You will find that everyday fossil fuels are non renewable sources of energy.
Just Energy Page 9 of 32
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PAGE 4 OF
ORIENTATION
MANUAL

STRESS:

JustClean gets its Renewable Energy Credits from:
e Wind Fams
e Solar Power
e Hydro Power

STRESS:

Greenhouse Gas capture is a means of mitigating the contribution of fossil fuel emissions to global
warming, based on capturing carbon dioxide from large point sources such as fossil fuel power plants
and storing it in such a way that it does not enter the atmosphere.

JustClean achieves its Carbon Offsets from:
e Methane Capture
o Forest preservation
e Planting Trees

Guidebook

HOW JUSTCLEAN
WORKS

STRESS:

HANDOUT: HOWJUSTCLEAN WORKS

SHOW SLIDE S

SAY: PLEASE TAKE A LOOK AT THE HANDOUT ENTITLED ‘HOW JUSTCLEAN WORKS”

ASK: WHY DO YOU THINK IT’S IMPORTANT TO KNOW HOW OUR JUSTCLEAN
PRODUCT WORKS?

SAY:

e Everybody has a carbon footprint. Despite our best efforts to be environmentally friendly, nobody
can become “carbon neutral” on their own.

e Through Just Energy’s JustClean product, consumers can Purchase Renewable Energy Credits

12:26-12:31
5 MINUTES

Just Energy

Page 10 of 32
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independent Contractor — Ontar Guidebook

SLIDE #6 and Carbon Offsets to ensure that their household energy is 100% Green. Consumers can rest
assured that they have offset a portion of their household carbon footprint and are supporting
society's switch to a greener future.

SAY: LET'S GO BACK TO OUR ORIENTATION GUIDES.

Just Energy Page 11 of 32
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BENEFITS OF
CARBON OFFSETS
AND RCE’S

SLIDE #5

SAY AND SHOW SLIDE #7.
Beanefits of Carbon Offsets and REC's

e Give individuals the ability to take responsibility for their own climate impact and to demonstrate
leadership on climate change

o Make it possible to take responsibility for a portion of their household energy carbon footprint with
respect to Natural Gas and electricity.

e Promote innovation, and bring environmental and economic benefits to communities where green
energy projects take place

e Contribute to a better understanding of the magnitude and cost of greenhouse gas emissions and
brown energy sources and the need to make reductions and shift to more sustainable sources of
energy

Benefits of SBupporting Canadian initiatives

e Canadians are among the highest per-capita emitters of greenhouse gas emissions in the world
and therefore have a responsibility to reduce our own emissions

o Offset projects located in Canada have the potential to educate Canadians about climate change
solutions in their communities

e Supporting offset projects in Canada keeps jobs, technical expertise and financial benefits at home

e Offset projects in Canada can be more readily monitored to ensure that the emission reductions do
oceur

o Canada generally has stricter environmental regulations than developing countries, so offset
projects are less likely to cause damage to the environment

12:31-12:36
5 MINUTES

Just Energy
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JUSTENERGY'S | SAY AND SHOW SLIDE #8: 12:36-12:38

GREEN ASK: WHAT HAVE OUR CUSTOMERS ALLOWED JUST ENERGY TO ACCOMPLISHTO 2 MINUTES
ACHIEVEMENTS DATE?

¢ Since 2007 in North America we have offset over 380,000 metric tons of carbon dioxide. That's like
taking over 41,000 cars in North America off the road for a year, or like planting 410,000 carbon
dioxide absorbing trees. Just Energy has also contributed more than 1.6 Billion kWh of clean,
renewable energy. That’'s enough green energy to power 160,000 homes a year!

« What environmental initiatives does Just Energy undertake on behalf of its customers?

o Just Energy owns and operates Terra Grain Fuels, its own ethanol production plant in Belle Plaine,
Saskatchewan with a design capacity of approximately 150 million litres of ethanol annually and
SLIDE #8 163,800 tonnes of dried distiller’s grains annually.

o Just Energy has invested in various local producers whose operations would not have existed
without our involvement:

« Ontario: Two landfill gas recovery projects in Essex County and Niagara Falls
e B.C.. Heffley Creek biomass gasification project in Vernon, British Columbia

Just Energy Page 13 of 32
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independeant Contractor — Ontario

WHY GO GREEN?

SLIDE 9

SAY: IN YOUR NOTES LIST 5§ REASONS TO EXPLAIN TO A CUSTOMER THE
IMPORTANCE OF GOING GREEN.

HAVE THE LEARNERS PRESENT THEIR ANSWERS BEFORE MOVING FORWARD.

o Environmental challenges are real and they are being caused by human activities.

e Sustainability and the importance of the environment are growing factors in both business policies
and consumer decisions. More and more Ontario residents are shifting away from strict cost
concemns to a balanced approach towards their energy consumption that includes both conservation
and environmentalism. Promoting or developing alternative sources of energy is a key priority for
Ontario residents. Most Ontarians continue to believe that developing new renewable sources of
energy such as solar and wind power is the BEST way to meet future demand.

ASK: WHAT ARE SOME ENVIRONMENTAL ISSUES YOU ARE AWARE OF?
POSSIBLE ANSWERS:

o Hole in the Ozone Layer
e Global Warming

SAY:

e Scientists state unequivocally that the earth is warming.

e There is no debate that human activity has been increasing the concentration of heat-trapping
gases. The more gases humans emit into the atmosphere, the more the earth will warm in the
years ahead.

¢ Environmental pollution and global warming are believed to have caused over 1 million km3 of
arctic ice to melt in the last 30 years, and are putting tens of thousands of plant and animal species
at risk

e Resource sustainability and environmental protection are growing factors in global business
practices and in the minds of consumers.

Guidebook

12:38-12:42
4 MINUTES

Just Energy
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JUSTCLEAN HOME
PROGRAM

SAY AND SHOW SLIDE # 10: WE HAVE LEARNED ABOUT JUSTGREEN. NOW I WOQULD
LIKE TO TELL YOU ABOUT OUR JUSTCLEAN HOME PROGRAM.

ASK: WHAT IS JUSTCLEAN HOME?

SAY: THE JUSTCLEAN HOME PROGRAM ALLOWS CUSTOMERS THE CHOICE TO GO
60% OR 100% GREEN.
« The JustClean Home Essential allows the customer to offset 60% of their energy consumption to
green energy.
¢ The JustClean Home Complete allows the customer to offset 100% of their energy consumption to
green energy.
o By purchasing this product customers can eliminate the pollution caused by their gas and electricity
consumption up to 100% of their total energy usage!

e JustClean Home allows customers to sign up for the program without locking into a long term
contract. JustClean Home is a rolling term product that allows the customer to cancel at any

12:42-12:48
6 MINUTES

SLIDE 10
without penalty. Customers will only have to pay 3 months in lieu of cancellation.
ASK: WHAT HAPPENS IF A CUSTOMER ALREADY HAS SIGNED UP FOR GAS?
« |f a customer has already signed on with a gas retailer they can still sign up for the JustClean Home
product!
ASK: WHAT ARE THE BENEFITS OF SIGNING UP FOR JUSTCLEAN HOME?
« Customers will receive a quarterly e-newsletter to keep them engaged and show them how they are
consistently making a difference for the environment provided they have given their consent for Just
Energy to email them
e Customers can do their part for the environment
e There is no hassle involved with JustClean Home as there is easy and convenient billing
Just Energy Page 15 of 32
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BUY WITH
CONFIDENCE
FROM JUsT
ENERGY

SLIDE #11

PG. 10

SAY AND SHOW SLIDE #11:

STRESS & ASK: WHY SHOULD CUSTOMERS BUY WITH CONFIDENCE FROM JUST
ENERGY?
o Just Energy is Ecologo certified

e Ecologo is North America's largest and most well repected environmental standard and
certification mark.

o Just Energy is Canada’s largest green energy retailer!

e Just Energy is Canada's largest green energy retailer and we have over 1.6M customers
throughout North America.

¢ We only buy from accredited producers

Just Energy purchases its carbon credits and renewable energy credits only from sources that meet
the highest industry standards.

Local support

Whenever possible, Just Energy supports Canadian green power generation operations in Ontario,
Manitoba, British Columbia and Alberta.

Focus on the highest quality

e Just Energy ensures only the highest quality carbon credits are purchased. Examples include a

landfill methane capture project in Ontario and a methane capture project at a wastewater treatment
plant in lllinois.

e Independent validation

e Just Energy has a leading independent auditor, Grant Thornton LLP, to conduct an annual review of
our energy purchases.

Guidebook

12:48-12:52
4 MINUTES

Just Energy
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THE AGREEMENT

PG. 11 & 12

SLIDE 12

SAY AND SHOW SLIDE 12:

ASK: PLEASE TAKE A LOOK AT THE SLIDE ON THE BOARD. KNOWING WHAT WE
KNOW FROM EXAMINING THE PREVIOUS AGREEMENTS WHAT SHOULD WE BE
FILLING QUT?

Possible Answers:
« Signing date
s Home or Business
e Service Address
e Account holder
e Account Number

ASK: WHAT IS NEW ABOUT THIS AGREEMENT THAT IS DIFFERENT FROM THE
PREVIOUS AGREEMENTS WE'VE LOOKED AT?

Possible Answers:
¢ The JustClean Home program Essential or Complete boxes

SAY AND STRESS: TO PROPERLY COMPLETE THIS REGISTRATION FORM YOU WILL:

« Complete the customer information at the top of the registration form as it appears on the current
utility bill. This includes the full name, billing and service address, and telephone number.

o Ensure the agreement is signed by someone who has authority. This includes:
e The account holder — that is the person whose name appears on the utility bill.
« Authorized Representative, including a spouse including common law.

« Review the section called “JustClean Home Program” with the customer. Fill in the Program the
customer wishes to sign for (60% or 100%) and ensure the customer signs this section of the
agreement.

Enter the source code given to you by Customer Service.
» Ensure your Independent Contractor number, name and signature is also indicated as this will

2952
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12:62-12:57
5 MINUTES
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JUSTCLEAN HOME
CERTIFICATES

SLIDE#13 & 14

SAY AND SHOW SLIDE #13 & 14
DISCUSS THE DIFFERENT CERTIFICATES

¢ Just Energy will send out certificates to customers who have signed up for the JustClean Home
program.

ASK: HOW ARE THESE CERTIFICATES IMPORTANT? HOW WILL THEY BENEFIT YOU
AT THE POINT OF SALE?

12:87-1:02
5 MINUTES

Just Energy
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HANDLING
OBJECTIONS:

PG. 15,16, 17

SAY AND SHOW SLIDE # 15: Customers may have questions or concerns that we need to address
in order for us to move forward with the sale. We will go over this in greater detail later this week, but
here are some guidelines on handling objections.

SHOW SLIDE #15
POSSIBLE ANSWERS:

Always agree with the customer’s objection. When a customer raises an objection, they
are sxpscting some level of push back, i¥ not confrontation. Agreeing with them disarms
them and diffuses any possible antagonism. Examples include:

e Of course Mr. Customer, | understand exactly what you mean.”

Overcome the objection. Never use the word “bul” in your response. The word “and” is
much more sffective and does not make the customer wrong.

Re-sell the program. Promote the benefits of the program.
Return to the close. Always be assumplive and put pen to paper:

s S0, to get you started on our program, I'll just need your phone number. 416...”

With JustClean Home you may coms across soeme negative opinions or people who feel
they are already doing enough for the environment. Below are some examples of
objections and how o handle customers who feel they already do enough or who do neot
understand the program and how it affects the environment

Why/how does this make my energy green?
e Explain the JustClean Home program
¢ Explain what carbon offsets are
e Explain what electricity REC’s are
Why should 1 pay more for green?
s Your contribution allows you to be more environmentally responsible
« |t will give you Peace of Mind knowing you are contributing to a cleaner environment

2954
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1:02-1:22
20 MINUTES

Just Energy
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e |t really does cost more. Brown power is cheaper but is not the environmentally conscious decision
o This is away of going green cheaply, and not changing your lifestyle
loan't afford it

e JustClean Home can cost less than a cup of coffee a day or the cost of a daily newspaper over the
course of the month

e Promoting green energy stimulates the economy and creates jobs
Doesr’t the government have green taxes? Shouldr’t the governument pay for this?
e Yes, but we can help you do more to be environmentally friendly

STRESS: THIS IS A POSSIBILITY AND IS BEING WORKED ON. TOUCH ON THIS IF
APPLICABLE.

» Be a pioneer, be the change!
 atready DO MY PART!
e Congratulate the customer for being environmentally conscious!
o Reassure them that adding JustClean Home can only increase their environmental awareness
¢ Ask them what they do at home to increase their capacity to go “green”
o Agree with the customer that they are currently making a difference for the environment
¢ This is something you can easily add to what you do with no extra effort on your part
SAY:

o Using the Sales Presentation script, take turns practicing “JustClean Handling Objections” with a
partner. Focus on the behaviours and the presentation that independent contractor displayed in the
video. Include the details of our program (i.e.) what JustClean Essential and Complete are.

OBSERVE AND GIVE FEEDBACK- (AS THE IC’S ARE PRACTICING THEIR ROLE PLAYS,
GIVE THEM FEEDBACK ON THEIR PRESENTATION. KEEP THE COMMENTS POSITIVE,

AND MAKE YOUR SUGGESTIONS CONSTRUCTIVE.)

Guidebook

Just Energy
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ASK: Did you find that you naturally managed your spacing? As the consumer, how comfortable did you
feel with the space between you and the IC?

STRESS:

e Make sure the consumer understands the product they are purchasing and the details and timelines
of the process.

e Later in the presentation, you will be contacting our Customer Service department to verify the
agreement.

« A consumer, who fully understands the product, will not have doubt and questions later. They will
be less likely to have concemns that result in problems or cancellation of their agreement.

PRACTICES AND

THE WRAP UP SAY: 1:22-1:24
e After you complete the agreement it is time to close the sale. At this time you will wrap up all final 2 MINUTES
details, re-iterate the details of the JustClean Home program, including pricing, and ensure the
customer is in possession of all the paperwork.
ASK AND SAY: PREVICUSLY WE HAVE SEEN HOW TO PROPERLY WRAP UP A SALE.
PAGE 18 WHO WOULD LIKE TO DEMONSTRATE HOW TO WRAP UP A JUSTCLEAN HOME SALE?
s Give multiple learners the opportunity to demonstrate to the class how they will close a JustClean
Home sale.
ACCEPTABLE SAY: 1:25- 1:38
MARKETING As independent contractors, you must market in accordance with legal and regulatory requirements set 10 MINUTES

out in your Independent Contractor Agreement.

Just Energy
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CODE OF
COMPLICANCE

e Every decision you make affects the business either positively or negatively. You play a vital role.
Taking personal responsibility for Just Energy’s success is taking a personal responsibility for your
business. Your success is our success.

Code of Compliance
INDEPENDENT CONTRACTORS MUST:
e Inform consumers of the price and term of the offer, truthfully and accurately.

Identity themselves as a representative of Just Energy and that they are not affiliated with the utility, any

government or consumer group. This includes showing the ID badge. This card must show the name of
the independent contractor. The ID badge cannot contain the OEB license numbers and OEB information
if the IC is marketing only JustClean

e The account holder or spouse/common law of the account holder can legally bind the agreement
¢ Use only timely, accurate comparisons.

PG.19 ¢ Allow the consumer sufficient time to read, without harassment, all documents Just Energy
provides.
¢ Not induce a consumer to breach a contract with another marketer
e Use only current and approved Just Energy sales and marketing materials.
o Keep up to date on all regulatory information and changes.
ACCEPTABLE SAY: 1:35-1:36
MARKETING o Respect Do Not Solicit Signs and do not approach consumers listed on the Do Not Solicit List 1 MINUTE
PRACTICES AND issued by the company
CODE OF ’ )
COMPLICANCE e Do not speak negatively about competitors or the utility.

o Never make promises or predictions with respect to savings or changes in the energy marketplace.
¢ You must read, understand & foliow Code of Business Conduct & Ethics Policy.

Just Energy
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RELATIONS CCR

PG. 20

PG. 19
ACCEPTABLE STRESS: The Acceptable Marketing Practices are place to protect you, the customer and Just Energy. 1:36-1:37
MARKETING Please follow them carefully. 1 MINUTE
PRACTICES AND

CODE OF

CONDUCT
CORPORATE AND | SAY: 4:37-1:40
CONSUMER s The Corporate & Consumer Relations Department (CCR) ensures Just Energy maintains high 3 MINUTES

standards in the sales processes while ensuring compliance with legislation and conditions of
licensing. CCR provides timely and objective resolution to allegations brought against independent
contractors to both customers and regulators.

In Ontario, we are regulated by the Ontario Energy board who oversees our marketing practices. In
addition, there are other avenues through which customers may seek out to inquire about Just
Energy or log their concerns. They may contact the Better Business Bureau and the local utility.

By providing objective resolutions to allegations, CCR is able to maintain good working
relationships with industry partners, regulators, the government and you. They achieve this through
the compliance process and system, which allows them to identify areas requiring performance and
independent contractor marketing activities.

Just Energy
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e Exam pIs of allexos received from customers are: the customer done tly understand who |
we are, or the price and nature of the program. These allegations are easily avoidable if you are
clear and articulate in your sales presentation as you speak with the account holder and remain
cautious when registering the elderly. Customers must be able to understand the agreement they
are signing. Be clear about whom Just Energy is and our programs. Any complaint investigated by
the CCR department determined to be valid will be met with disciplinary action.
SUBMITTING THE | BAY: 1:40-1:45
SIGNED o After retuming to your Regional Office, completed agreement will be couriered to Head Office in 5 MINUTES
AGREEMENT TO Mississauga, Ontario. Before leaving the customer, ensure that all the required information is
HEAD OFFICE complete as it will impact how quickly the contract is uploaded and when you receive the
commission.
o When agreements are cancelled, independent contractors do not receive commission for the sale.
It is important for you to ensure every agreement is submitted only when all sections are fully
completed with accurate legible information, and signatures.
e The list on page 26 itemizes frequently encountered reasons agreements are not reaffirmed and
issued. All of these are preventable.
Missing or incorrect sighing date:
PG. 21
The date identifies when the customer signed and accepted terms and conditions of the agreement. The
REASONS contract expires 60 days from the signing date on the contract. If there is no date and the customer can
AGREEMENTS ARE | not be contacted, Just Energy will lose the sale.
DELAYED OR Invalid billing and service address: Just Energy is unable to contact customer, enroll customer or send
CANCELLED billing to correct location.
HEAD OFFICE SAY: 1:45-1:50
PROCE:S'\':SJTHE o Head Office receives the couriered documents and reviews them for completion. If there is any 5 MINUTES
AGREEME missing information, Customer Service will contact the customer to get the correct information. If
Just Energy Page 24 of 32
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the agreement does not have a customer signature, the agreement is cancelled.

s Agreements are continually being reviewed and revised. Ensure that you are always using the
most recent copy. Expired agreements will not be accepted. Similarly, do not use agreements
before the implementation date. This too will cause delays in processing the agreement and your
commission.

« The customer will see Just Energy name and information on their bill within 2-5 months for
JustClean Home.

PG. 22
|
RECEIVING SAY AND SHOW SLIDE 16: 1:50-1:55
COMMISSIONS « Just Energy has always been an industry leader in offering exciting, innovative and unique rewards | 5 MINUTES

to independent contractors. In addition to an exciting commission payment system, Just Energy
offers other rewards and incentives that include great items for everyone.

o Let's start with the commission structure.
The sales commission structure consists of 3 levels:
1. Initial commission
2. Reconciliation commission

PG 22 3. Residual commission
SAY:
Reconciliation Payments
» Reconciliation commission payment is eamed after the agreement commenced for at least 80 days
Just Energy Page 25 of 32
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for the submitted contract and is paid in the amount indicated on the commission chart.

e The customer must still be with JustClean Home on the reconciliation commission date. Ifitis not,
the commission will be deducted from payment if the contract is cancelled prior to the reconciliation
commission date. The commission can be deducted at anytime following the reconciliation
payment date.

Residual Payments

¢ Residual payments are earned for contracts that are still active on the anniversary date of the
Effective Contract.

SAY:
e Let's take a closer look with some examples.
e Show some examples of JustClean Home commissions

CONTINUED SAY: 1:55-1:56
oﬁ:?:g_-ro;zis e Customer Service continues to build a lasting relationship with the customers. Just Energy will 1 MINUTE
continue to appear on the customer’s bill every month. If the customer ever has questions or
concemns regarding their service or bill, they will contact our Call Center in Mississauga, Ontario.
One of the common reasons why customers contact our Call Center is in regards to their bills.
PG. 23
KEYS TO SUCCESS | SHOW SLIDE# 34 AND SAY: 1:566-2:01
ATTITUDE IS One of the most important considerations in sales is projecting a positive attitude. A positive attitude will | 5 MINUTES
EVERYTHING generate a positive atmosphere, creating a satisfying outcome. Customers will sense a negative attitude

immediately and will respond accordingly.

Just Energy
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PG. 24

o A positive attitude indicates confidence in yourself and the product you are selling. You are letting
the customer know that you believe in what you are selling and the benefits customers will receive
when they purchase our products.

« Your attitude is something that you alone are responsible for and can control. Each day you can
choose the attitude you will use to face the day — you control the way you react to what life puts in
your path. No one else can make that choice for you. When you choose to face the day with a
positive attitude, it not only affects you, but everyone with whom you come in contact.

|
|
i

APPEARANCE

PG. 24

SAY: Appearance is critical when dealing with the general public. Presenting a professional image is
vital to your success. Feeling good about the way you ook increases your confidence and enhances
your positive attitude. While representing Just Energy, you should:

Your identification badge must be clearly visible to consumers all times. The front of the badge must
display the company logo. The ID badge cannot contain the OEB license numbers and OEB information
if the IC is marketing only JustClean

L]
Present yourself in a neat, clean and professional manner.

« Dress code is business casual and investing in professional clothing enhances your appearance,
while putting the consumer at ease. Independent contractors must wear:

a) A shirt that properly and prominently displays company's name and logo. In colder weather, a
jacket/coat or a vest over clothing that properly and prominently displays company’s name and
logo.

b) Do not wear a cap unless it has the company’s name and logo visibly on the front of the hat, and
the hat is worn with the logo facing forward.

c) Appropriate footwear that is comfortable.

2:01-2:04
3 MINUTES

Just Energy
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Please ensure that you are following the guidelines for dealing with heat and cold stress.
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SAY:
e Increase your credibility by dressing for success and wearing Just Energy attire.
Be a good listener, patient and leave with a smile. Be genuine. People can and will notice.
Allow time for consumer to read through all the paperwork before signing.
Know how to tell when there is no chance of signing up a consumer and leave graciously.

o ALWAYS leave a consumer's door smiling and positive, no matter what happens.

e Do not exert undue pressure on a consumer.

o Do not speak negatively about the competition or the utility.

e Know your business and answers to the most frequently asked questions.
HANDOUT: FAQ'S

Here is a copy of the FAQ's that you should practice and incorporate in your sales presentation so that
you can answer consumer’s questions.

2:04-2:06
2 MINUTE

Just Energy
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PEARSON SHOW SLIDES #17-18 SAY: The late Pearson MacDonald and his rules for success were important 2:06-2:11
MACDONALD’S influences of Just Energy’s original leaders and the way that door-to-door sales are conducted at Just
IRON CLAD RULES | Energy. Pearson spent much of his life in direct sales and helped build the values which are still upheld

within Just Energy today. Much of his success can be attributed to his positive, winning attitude.

Below are his twelve Iron Clad Rules for Success. {SAY: THIS ENTHUSIASTICALLY!)

s “A quitter never wins and a winner never quits.” Anything worth having is worth fighting for, so fight
for it.

o “Work your plan and plan your work.” Know what day, what time, and where you are going to work.
You are your own boss and therefore you must manage yourself and/or family responsibly.

¢ “Action makes you positive; inaction makes you negative.” Doing nothing makes you feel guilty;

however, as soon as you start walking and talking, you feel excellent.

“Practice, practice, practice.” One thing you always hear about the top sales performers is that they

always practice more and try harder.

¢ “Momentum is everything.” Once you start work, don’t stop for coffee, food etc., until your day is
complete. Once the ball is rolling, don't stop it.

5 MINUTES

SLIDE#17-18

o “Treat a business like a business.” Once at a presentation, do your presentation. Do not socialize
during your business hours. Your time is too valuable.

e “You always get exactly what you deserve.” If you provide a lot of service, you will receive a lot of
reward. If you provide little service, you will receive little reward.

e “Set your goal, write it down, and repeat it twenty times a day.” If you have no destination, you will
PG. 25 never arrive. Goal setting is a must for success.
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PEARSON SHOW SLIDES #17-18 AND SAY: 2:11-2:14

MACDONALD’S e “Visualize.” What a human mind can conceive and believe, the human mind can achieve. 3 MINUTES
IRON CLAD RULES . - ) , )
¢ “Be an eternal optimist!” People are always telling you what you can’t do; use this as fuel to prove

them wrong.
o Do It!” Procrastination is your worst enemy. Just go!
e “Do it right!” Learn from the pros. Choose a role model to achieve top skills and strategies.

SLIDE #1718

PearsonMaddinsdc’s Zron dad udes

PG. 26
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PROFESSIONAL SAY: 2:14-2:198
DEVELOPMENT

On page 26, you will find a list of books recommended by Darren Pritchett. These books are related to 5 MINUTES
attitude, sales and wealth creation.
e The Magic of Thinking Big by David Schwartz
¢ The Greatest Salesman in the World by Og Mandino
¢ The Richest Man in Babylon by George S. Clason
e Think & Grow Rich by Napoleon Hill '
o How to Sell Anything to Anybody by Joe Girard |
¢ Rich Dad, Poor Dad by Robert Kiyosaki

o The Power of Positive Thinking by Norman Vincent Peale

e Secrets of Closing the Sale by Zig Ziglar

o The Wealthy Barber by David Chilton

* Personal Power by Anthony Robbins

» The Psychology of Selling by Brian Tracy

¢ The Millionaire Next Door by Thomas Stanley

» The Seven Habits of Highly Successful People by Stephen Covey
s How to Master the Art of Selling by Tom Hopkins

+ The New Psycho-Cybernetics by Maxwell Maltz

Just Energy Page 31 of 32

JE00000522_0031

JE00000522_0001.pdf_31



2961

independent Contractor — Ontario

Guidebook

NEXT STEPS

SLIDE#19

SHOW SLIDE #20 AND SAY: In order to prepare for your first day in the field tomorrow there are
several items you should review. The more familiar you are with these items the more refaxed and
comfortable you will be with customers. Review the following:

o JustClean Home programs

o Acceptable Marketing Practices

o The Customer Agreement form

e The Sales Presentation Script

e The identified Frequently Asked Questions (FAQs)
Prepare

Plan what you will wear tomorrow — business casual, something professional yet casual. Be sure to
include comfortable shoes.

e Prepare the materials you will bring with you.
¢ Practice the Sales Presentation using the body language with a friend or family member.
s Practice answering FAQs.

In the pre-field meeting tomorrow you will have a chance to practice the Sales Presentation with the body
language and FAQs again. You will receive coaching and suggestions from your Crew Coordinator and
other independent contractors.

STRESS: “Be an Eternal Optimist!” People are always telling you what you can’t do; use this as fuel to
prove them wrong. ~ Pearson MacDonald

SAY: See you tomorrow at AM. Have a great night!

2:19-2:21
2 MINUTES
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PARTA

1 GENERAL PROVISIONS

1.1 The Purpose of this Code
The purpose of this Code of Conduct for Gas Marketers (the "Code") is to set out
the minimum standards that a licensed gas marketer must meet when marketing

gas to consumers.

1.2 Definitions
In this Code:

“account holder” has the meaning given to it in the ECPA,;

“account holder's agent” has the meaning given to it in the ECPA Regulation;
“Act” means the Ontario Energy Board Act, 1998, S.0. 1998, c. 15, Schedule B;
“Board” means the Ontario Energy Board;

“consumer” means a person who annually uses less than 50,000 cubic metres of
gas or such other amount as may be prescribed for the purposes of section 2 of
the ECPA;

“consumer information” means information relating to a specific consumer
obtained by a gas marketer, its salesperson or its verification representative, and

includes information obtained without the consent of the consumer;

“contract” has the meaning given to it in section 2 of the ECPA,
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"contract price" has the meaning given to it in section 2 of the ECPA Regulation;

“customer” means a consumer with whom a gas marketer has a contract for the

supply of gas;

“disclosure statement” has the meaning given to it in the ECPA Regulation;
“ECPA” means the Energy Consumer Protection Act, 2010, S.0. 2010, c. 8;
“ECPA Regulation” means Ontario Regulation 389/10 made under the ECPA,;
“Effective ECPA Date” means January 1, 2011;

“marketing” includes door-to-door selling, internet selling, direct mail selling, and
any other means by which a gas marketer or a salesperson or verification
representative of a gas marketer interacts directly with a consumer;
“regulation” means a regulation made under the Act or the ECPA,
“salesperson” has the meaning given to it in section 2 of the ECPA, and for
greater certainty includes any person that offers or negotiates the renewal or
extension of a contract on behalf of a gas marketer but excludes a verification
representative when acting solely in that capacity;

“text-based” has the meaning given to it in section 2 of the ECPA; and

“verification representative” means a person that conducts the verification of a

contract on behalf of a gas marketer.
Application

This Code applies to all gas marketers licensed under section 48 of the Act.
2
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1.5

Interpretation

Unless otherwise defined in this Code, words and phrases shall have the
meanings ascribed to them in the Act, the ECPA or the regulations, as the case
may be. Where a word or phrase is defined in this Code, the Act, or the ECPA,
other parts of speech and grammatical forms of the word or phrase have a
corresponding meaning. Headings are for convenience only and shall not affect
the interpretation of this Code. Words importing the singular include the plural and
vice versa. Words importing a gender include any gender. Words importing a
person include: (i) an individual; (ii) a company, sole proprietorship, partnership,
trust, joint venture, association, corporation or other private or public body
corporate; and (iii) any government, government agency or body, regulatory
agency or body or other body politic or collegiate. A reference to a person
includes that person's successors and permitted assigns. A reference to a body,
whether statutory or not, that ceases to exist or whose functions are transferred to
another body is a reference to the body that replaces it or that substantially
succeeds to its powers or functions. A reference to a document (including a
statutory instrument) or a provision of a document includes any amendment or
supplement to, or any replacement of, that document or that provision. The

expression "including" means including without limitation.

Contracts only with account holder
A gas marketer shall not enter into, verify, renew or extend a contract with any

person for the supply of gas to premises other than:

(a)  the account holder for the premises; or

(b)  an account holder's agent for the premises,

and references in Parts A and B of this Code to “consumer” shall be interpreted

accordingly.
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1.6.1

16.2

1.7

1.71

1.7.2

1.8
1.8.1

1.8.2

19

Obligation to comply with the law

A gas marketer shall comply with all applicable provisions of the Act, the ECPA
and the regulations. Nothing in this Code affects the obligation of a gas marketer,
its salespersons or its verification representatives to comply with all applicable

provincial and federal law.

The requirements set out in this Code apply in addition to any other requirements

imposed by law, whether dealing with the same subject-matter or not.

Obligation to ensure persons comply

A gas marketer shall ensure that its salespersons and verification representatives
adhere to the same standards required of the gas marketer as set out in this
Code.

Any acts or omissions of a salesperson or a verification representative acting on
behalf of a gas marketer shall be deemed to be the acts or omissions of the gas
marketer.

Determinations by the Board and Exemptions

Any matter under this Code requiring a determination of the Board may be
determined by the Board without a hearing or through an oral, written or electronic
hearing, at the Board’s discretion.

The Board may grant an exemption to any provision of this Code. An exemption

may be made in whole or in part, and may be subject to conditions or restrictions.
Breach of this Code

A breach of this Code may occur in the course of marketing even if no contract is
entered into, amended, renewed or extended.

JE00008237_0001.pdf_6



2975

Restated Code of Conduct for Gas Marketers
November 17, 2010

1.10 Coming into Force
1.10.1 This Code shall come into force on the Effective ECPA Date.

1.10.2 This Code replaces the Code of Conduct for Gas Marketers dated December 20,
2004 as of the Effective ECPA Date, and the Code of Conduct for Gas Marketers
dated December 20, 2004 is revoked as of the Effective ECPA Date.

1.10.3 Except where expressly stated otherwise, any amendment to this Code shall

come into force on the date that the Board publishes the amendment by placing it

on the Board’s website after it has been made by the Board.
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1.1

PARTB

FAIR MARKETING PRACTICES

A gas marketer or salesperson of a gas marketer, when marketing to a consumer,

shall:

@

(b)

(©

(d)

(€)

()
@

(h)

immediately and truthfully give the name of the salesperson and the gas
marketer to the consumer, and state that the gas marketer is not the
consumer’s gas distributor and is not associated with the Ontario Energy
Board or the Government of Ontario;

if marketing to a consumer in person at a place other than the gas
marketer’s place of business, provide the consumer with a business card
that meets the requirements of this Code;

if marketing to a consumer in person at a place other than the gas
marketer’s place of business, display an identification badge that meets the
requirements of this Code;

state the price to be paid under the contract for the supply of gas, and state
the term of the contract;

not exert undue pressure on a consumer;

allow a consumer sufficient opportunity to read all documents provided;

not make any offer or provide any promotional material to a consumer that
is inconsistent with the contract being offered to or entered into with the
consumer; and

not make any representation or statement or give any answer or take any
measure that is false or is likely to mislead a consumer.
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BUSINESS CARDS AND IDENTIFICATION BADGES

Business cards

2.1

22

A gas marketer shall ensure that every salesperson that is acting on its behalf
and that is marketing to a consumer in person at a place other than the gas
marketer’s place of business provides the consumer with a business card that
meets the requirements set out in section 2.2 before making any representation to
the consumer about the gas marketer’s products, services or business and before
requesting any information about the consumer, including asking that the

consumer locate any utility bills.

The business card referred to in section 2.1 shall be clear and legible and include

the following information:

(a)  the licence number issued to the gas marketer under the Act;

(b)  the name and address of the gas marketer;

(c) the name of the salesperson acting on behalf of the gas marketer;
(d) the toll-free telephone number of the gas marketer; and

(e) the website address of the gas marketer.

Identification badges

2.3

24

A gas marketer shall ensure that every salesperson that is acting on its behalf
and that is marketing to a consumer in person at a place other than the gas
marketer’s place of business at all times wears, on the front of the salesperson’s
outer clothing, an identification badge that meets the requirements set out in

section 2.4.

The identification badge referred to in section 2.3 shall be clear and legible and:

JE00008237_0001.pdf_9

2977



2978

Restated Code of Conduct for Gas Marketers
November 17, 2010

(a) clearly identify that the salesperson is acting on behalf of the gas marketer,
is not a representative of the consumer’s gas distributor and is not
associated with the Ontario Energy Board or the Government of Ontario;

(b) include a photograph of the salesperson’s face that is not more than 2
years old at any time;

(©) identify the gas marketer;

(d) identify the name of the salesperson acting on behalf of the gas marketer;

(e) identify the title or position of the salesperson;

) include an identification number for the salesperson that has been issued
by the gas marketer for that purpose; and

(g) include an expiry date that is not more than 2 years after the date on which

the identification badge was issued to the salesperson.
2.5 The salesperson’s photograph and all of the information required by section 2.4 to

appear on an identification badge must be shown on the same side of the

identification badge, and must at all times be facing the consumer.

3 CONTRACTS AND TRANSFER REQUESTS

Contracts

3.1 A contract between a gas marketer and a consumer shall clearly state:
(@) the time period for which the contract is in effect;
(b)  the type and frequency of bills the consumer will receive; and

(c) any terms and conditions for renewal, extension or amendment.

3.2 A gas marketer shall not enter into any contract with a consumer that has a term

of more than five years.
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Transfer requests and supply (where verification is required)

3.3 A gas marketer shall not submit a request to a gas distributor for a change of gas

supply for a consumer to that gas marketer or supply gas to a consumer under a

contract to which verification applies unless:

@)

(b)

()

(d)

()

the gas marketer has given a text-based copy of the contract to the
consumer;

the gas marketer has given the applicable Board-approved disclosure
statement to the consumer,

the gas marketer has given to the consumer the applicable price
comparison that complies with this Code;

the consumer has acknowledged receipt of the text-based contract, the
disclosure statement and the price comparison; and

the contract has been validly verified.

Transfer requests and supply (where verification is not required)

34 A gas marketer shall not submit a request to a gas distributor for a change of gas

supply for a consumer to that gas marketer or supply gas to a consumer under a

contract to which verification does not apply unless:

(@)

(b)

()

(d)

(€)

the gas marketer has given a text-based copy of the contract to the
consumer;

the gas marketer has given the applicable Board-approved disclosure
statement to the consumer;

the gas marketer has given to the consumer the applicable price
comparison that complies with this Code

the consumer has acknowledged receipt of the text-based contract, the
disclosure statement and the price comparison; and

the consumer has not given notice of cancellation of the contract under

section 19(1) of the ECPA and the time for doing so has expired.
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Transfer requests where contract is cancelled

3.5

Where a gas marketer receives notice of cancellation of a contract from a
consumer, the gas marketer shall submit a request to the applicable gas
distributor for a change of gas supply for that consumer to the gas distributor

within 10 days of receipt of the notice of cancellation.

Transfer requests where consumer enters into contract with another gas marketer

3.6

3.7

A gas marketer that is notified of a pending transfer request by a gas distributor
under section 4.3.6.5 of the Gas Distribution Access Rule shall, within 5 business
days of the date of receipt of that notification, notify the consumer to whom the
transfer request relates of the pending transfer request and of the consequences
to the consumer if processing of the transfer request is completed. The
notification to the consumer shall, at a minimum, identify any cancellation fee or
other financial amounts that may be payable to the gas marketer if the processing

of the transfer request is completed. The notification to the consumer may be:

(@) text-based;or
(b) by telephone, provided that the gas marketer makes a voice recording of
the telephone call and the recording of the call has associated with it a

verifiable date and time stamp.
Subject to section 28 of the ECPA, where a gas marketer makes a recording of a
telephone call under this section, the gas marketer shall provide a copy of the

recording to the consumer within 10 days after the consumer requests it.

Section 3.6 only applies where the consumer’s contract with the gas marketer will
expire after the proposed transfer date.

10
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4

DISCLOSURE STATEMENTS, PRICE COMPARISONS,
VERIFICATION AND RENEWALS OR EXTENSIONS

Disclosure statements

41

4.2

4.3

44

4.5

A gas marketer shall not offer a contract to a consumer unless the contract is
accompanied by a disclosure statement in the applicable form approved by the
Board.

A gas marketer shall not renew or extend a contract with a consumer unless the
gas marketer has given the consumer a disclosure statement in the applicable

form approved by the Board.

If a consumer asks whether a Board-approved disclosure statement is available in
a language other than English or requests one, the gas marketer shall inform the
consumer that the Board-approved disclosure statement is available from the

Board in the languages listed on the disclosure statement.

If a gas marketer wishes to provide a consumer with a Board-approved disclosure

statement in a language other than English:

(a) if the disclosure statement is available from the Board in that language, the
gas marketer may only provide the consumer with the disclosure statement
that is available from the Board in that language; or

(b)  if the disclosure statement is not available from the Board in that language,
the gas marketer may provide the consumer with a translation of the
Board-approved disclosure statement provided that the translation is true,

accurate and complete.

A gas marketer shall not alter or redact a Board-approved disclosure statement

except where expressly contemplated by the disclosure statement and then only

11
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in respect of the information specifically called for by the disclosure statement.
Where a gas marketer that prepares a translation of a Board-approved disclosure
statement as permitted by section 4.4(b), the gas marketer shall not include any
information in the translated disclosure statement other than the information set

out in or specifically called for by the Board-approved disclosure statement.

Price comparisons

46

4.7

4.8

4.9

A gas marketer shall ensure that a disclosure statement provided to a consumer

is accompanied by a price comparison. For that purpose, the gas marketer shall:

(a)  use the applicable price comparison template approved by the Board, in
the form and with the content that is made available by the Board at the
relevant time and without alteration or redaction other than to include
details of the gas marketer’'s contract price offer and such other information
as is required by the instructions contained in the template; and

(b)  complete the Board-approved price comparison template by including
details of the gas marketer’s contract price offer and such other information
as is required by the instructions contained in the template, and shall do so

in accordance with the instructions contained in the template.

A gas marketer shall ensure that the information regarding the contract price
being offered to a consumer that is included by the gas marketer in the price
comparison is an accurate reflection of the contract price over the term of the
contract and is not presented in a manner that is misleading in any way.

A gas marketer shall not include in the price comparison any statements of a

promotional nature about the products, services or business of the gas marketer.

If a gas marketer wishes to provide a consumer with a price comparison in a

language other than English, the gas marketer may provide the consumer with a
12
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translation of the price comparison provided that the translation includes a true,
accurate and complete translation of the content that is made available by the
Board referred to in section 4.6(a), and the translated price comparison otherwise

complies with sections 4.6 to 4.8.

Contract verification
4.10 A gas marketer shall ensure that the verification of a contract with a consumer

complies with section 4.11.

411 The verification of a contract with a consumer shall be effected within the period
and in the manner prescribed by the ECPA Regulation, and shall comply with the
following requirements:

(@) the verification representative shall use the applicable script approved for
that purpose by the Board;

(b)  the verification representative shall not deviate from the applicable Board-
approved script except to comply with paragraph (e), to provide a factual
answer to a question from the consumer or to provide a factual clarification
where the consumer has indicated that he or she does not understand a
statement made by the verification representative,

(c) except where expressly permitted by the terms of the applicable Board-
approved script, where the script calls for a “yes” or “no” answer from the
consumer, the verification representative shall terminate the verification
call if the consumer does not provide a clear affirmative response;

(d) the verification representative shall not at any time during the verification
call make any statements of a promotional nature about the products,
services or business of the gas marketer,

(e) the verification representative shall terminate the verification call where the
ECPA Regulation or the applicable Board-approved script so requires, and
shall do so in accordance with the requirements of the ECPA Regulation or

the applicable Board-approved script, as applicable; and
13
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(f)

the recording of the verification call has associated with it a verifiable date

and time stamp.

412 Where a consumer notifies a gas marketer that the consumer does not wish to

verify a contract, whether as part of a verification call or by separate notice, the

gas marketer shall not thereafter contact the consumer for the purposes of

obtaining verification of that contract.

Contract renewal or extension

4.13 A gas marketer shall ensure that the renewal or extension of a contract with a

consumer complies with section 4.14.

414 The renewal or extension of a confract with a consumer shall be effected within

the period and in the manner prescribed by the ECPA Regulation and shall,

where effected by telephone, comply with the following requirements:

@)

(b)

()

the salesperson shall ensure that the call includes all of the statements and
questions set out in the applicable script approved for that purpose by the
Board;

the salesperson shall not make any representation that is inconsistent with
or contrary to any of the statements or questions set out in the applicable
Board-approved script;

except where expressly permitted by the terms of the applicable Board-
approved script, where the script calls for a “yes” or “no” answer from the
consumer, the salesperson shall terminate the renewal or extension call if
the consumer does not provide a clear affirmative response; (d) the
salesperson shall terminate the renewal or extension call where the
applicable Board-approved script so requires, and shall do so in
accordance with the requirements of the applicable Board-approved script;

and

14
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415

4.16

52

(e)  the recording of the renewal or extension call has associated with it a

verifiable date and time stamp.

Where, following receipt of the material referred to in section 15 of the ECPA
Regulation, a consumer notifies a gas marketer that the consumer does not wish
to renew or extend a contract, whether as part of a renewal or extension call or by
separate notice, the gas marketer shall not thereafter contact the consumer for

the purposes of obtaining the renewal or extension of that contract.

If, within the last year of a contract but prior to receipt of the material referred to in
section 15 of the ECPA Regulation, a customer notifies a gas marketer that the
customer does not wish to renew or extend the contract, the gas marketer shall
not renew or extend the contract unless the gas marketer reminds the customer
of the notice of non-renewal or non-extension as part of the contract renewal or
extension process referred to in section 15 of the ECPA Regulation and obtains

positive acceptance of the renewed or extended contract from the customer.

TRAINING

A gas marketer shall ensure that no salesperson or verification representative that
acts on its behalf markets to a consumer or negotiates, enters into, verifies,
renews or extends a contract with a consumer unless the salesperson or
verification representative has successfully completed training as set out in this
Code.

A gas marketer shall ensure that the training referred to in section 5.1 includes
the following for a salesperson other than a person involved solely in the renewal

or extension of contracts:

15
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5.3

(a) training in relation to all of the legal and regulatory requirements applicable

to the sales process, contract verification, consumer cancellation rights and

the renewal or extension process; and

(b)  adequate and accurate material covering the following areas:

(i)
(i)
(iif)
(iv)
(v)
(vi)
(vii)
(vii)
(ix)
)
(xi)

(xii)

(xiii)

gas market structure;

how to complete a contract application;

behaviour that constitutes an unfair practice;

use of business cards;

use of identification badges;

disclosure statements;

price comparisons;

verification;

consumer cancellation rights;

renewals and extensions;

how gas pricing works, including the pricing of gas supplied by
gas distributors;

persons with whom a gas marketer may enter into, verify, renew
or extend a contract; and

all relevant Board regulatory requirements not already covered

above, including those set out in this Code.

A gas marketer shall ensure that the training referred to in section 5.1 includes

the following for a verification representative:

(a) training in relation to all of the legal and regulatory requirements applicable

to the verification process, including the use of the Board-approved script

referred to in section 4.11; and

(b)  adequate and accurate material covering the following areas:

(i)

gas market structure;
16
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54

(i) behaviour that constitutes an unfair practice;

(i) disclosure statements;

(iv) price comparisons;

(V) verification;

(vi) consumer cancellation rights;

(vii) how gas pricing works, including the pricing of gas supplied by

gas distributors;

(viii) persons with whom a gas marketer may enter into and verify a
contract; and

(ix) all other relevant Board regulatory requirements not already

covered above, including those set out in this Code.

A gas marketer shall ensure that the training referred to in section 5.1 includes
the following for a salesperson involved solely in the renewal or extension of

contracts:

(a)  training in relation to all of the legal and regulatory requirements applicable
to the renewal or extension process, including the use of the Board-
approved script referred to in section 4.14; and

(b)  adequate and accurate material covering the following areas:

0] gas market structure;
(i) behaviour that constitutes an unfair practice;
(i) use of business cards, unless renewals and extensions are

conducted solely by telephone;
(iv) use of identification badges, unless renewals and extensions are

conducted solely by telephone;

v) disclosure statements;
(vi) price comparisons;
(vii) consumer cancellation rights;
(viil) renewals and extensions;
17
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5.5

5.6

(ix) how gas pricing works, including the pricing of gas supplied by
gas distributors;

(x) persons with whom a gas marketer may renew or extend a
contract; and

(xi) all relevant Board regulatory requirements not already covered

above, including those set out in this Code.

A gas marketer shall ensure that the training referred to in section 5.1 is

conducted or, in the case of internet-based training (or “e-training”), developed

only by an employee of the gas marketer or by a person under contract, provided

that such person is not also under contract to the gas marketer for the purpose of

providing salespersons or verification representatives or of otherwise carrying out

marketing or verification activities. A gas marketer shall also ensure that training

is conducted or, in the case of internet-based training (or “e-training”), developed

only by persons with detailed knowledge of all of the elements listed in section
5.2, 5.3 or 5.4, as applicable, of this Code.

For the purposes of section 5.1:

(@)

(b)

(©)

(d)

a gas marketer shall determine the successful completion of training by
means of a training test that is designed to assess the state of the
salesperson’s or verification representative’s knowledge of the elements
listed in section 5.2, 5.3 or 5.4, as applicable;

the training test questions may be fixed or taken randomly from a test
question repository;

in order to be considered to have successfully complete training, the
salesperson or verification representative must achieve a minimum 80%
pass mark on the training test;

if a salesperson or verification representative fails a training test, the
salesperson or verification representative may be permitted to re-take the

training test once, provided that before re-taking the training test the
18
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5.7

5.8

5.9

5.10

salesperson or verification representative must also re-take the full training
described in section 5.2, 5.3 or 5.4, as applicable; and

(e) the gas marketer shall ensure that the training test is not conducted in a
manner that would permit the persons taking the training test to share

questions and answers with one another while taking the training test.

In sections 5.1 to 5.6, a reference to a salesperson or a verification representative
includes a reference to a prospective salesperson or a prospective verification

representative.

A gas marketer shall ensure that each salesperson and verification representative
that acts on its behalf re-takes the training referred to in section 5.2, 5.3 or 5.4, as
applicable, and re-takes and passes a training test in accordance with section 5.6
once every 12 months as a condition of continuing to act on behalf of the gas

marketer.

A gas marketer shall ensure that any salesperson or verification representative
that has not acted in that capacity on behalf of the gas marketer for a continuous
period of 60 days or more re-takes the training referred to in section 5.2, 5.3 or
5.4, as applicable, and re-takes and passes a training test in accordance with
section 5.6 prior to resuming activities as a salesperson or verification

representative on behalf of the gas marketer.

A gas marketer shall maintain, for each salesperson and verification

representative that acts on its behalf, compete records of the following:

(@) the training material used (updated for each time the person undergoes
training);

(b)  the name and title or position of the person(s) who conducted the training
(updated for each time the person undergoes training);

(c) proof of identity of the person,;
19

JE00008237_0001.pdf 21

2989



2990

Restated Code of Conduct for Gas Marketers
November 17, 2010

6.2

(d) the date(s) any training of the person was conducted;

(e) the date(s) any testing of the person was conducted;

)] the training test questions, answers and score (for each time the person
undergoes testing)

(g) asigned statement from the person that he or she will comply with all
applicable legal and regulatory requirements in relation to the activities the
person will conduct on behalf of the gas marketer; and

(h)  acopy of all business cards and identification badges issued to the person.

The records referred to above shall be retained for a period of not less than two
years from the date on which the salesperson or verification representative
ceases to act on behalf of the gas marketer, and shall be provided to the Board

on request.

CERTIFICATION

A gas marketer shall not enter into, renew, extend or amend a contract with a
consumer on and after the Effective ECPA Date unless the gas marketer has filed
with the Board a certificate of compliance in the form set out in Appendix A and
received from the Board the written acknowledgement referred to in section 3 of
Ontario Regulation 90/99.

Where a gas marketer indicates “N/A” on the certificate of compliance referred to
in section 6.1 in relation to a given statement, the gas marketer shall not conduct
the activity to which that statement relates unless the gas marketer has filed with
the Board a further certificate of compliance in respect of that activity in the form
set out in Appendix B and has received from the Board written acknowledgement
of that certification.

20
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6.3

6.4

A certificate of compliance referred to in section 6.1 or section 6.2 shall be signed
by the gas marketer’'s Chief Executive Officer, Chief Operating Officer, President

or person of equivalent position.

Commencing in 2012, a gas marketer shall provide in the form and manner
required by the Board, annually by April 30, a self-certification statement on
compliance with the Act, the ECPA, the regulations and this Code.

CONSUMER COMPLAINTS AND COMPLIANCE
MONITORING

Consumer complaints

71

7.2

7.3

A gas marketer shall provide to its customers and prospective customers in all
written offers, contracts, contract amendment forms and contract renewal or
extension forms, the gas marketer’s toll-free telephone number and the telephone

number of the Board’s Consumer Relations Centre.

If any consumer makes a complaint to a gas marketer regarding marketing or
verification by or on behalf of the gas marketer, the conduct of the gas marketer's
salespersons or verification representatives, the contract the consumer has with
the gas marketer, or any other matter related to the gas marketer, the gas
marketer shall expeditiously investigate the complaint and take all appropriate
and necessary steps to resolve the complaint. If the complaint is not resolved to
the satisfaction of the consumer, the gas marketer shall provide to the consumer

the telephone number of the Board’s Consumer Relations Centre.

In cases where a consumer complaint has been referred to the gas marketer from
the Board and resolution of that complaint is reached, the gas marketer shall
implement the resolution immediately and shall confirm this, in writing, with the

Board.
21
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Compliance monitoring

74

7.5

7.6

A gas marketer shall maintain a compliance monitoring and quality assurance
program that enables the gas marketer to monitor compliance with the Act, the
ECPA, the regulations and all applicable Board regulatory requirements and to

identify any need for remedial action.

The program referred to in section 7.4 shall:

(a) include regular quality assurance assessments of the performance of all
salespersons and verification representatives acting on behalf of the gas
marketer in relation to compliance with the Act, the ECPA, the regulations
and all applicable Board regulatory requirements;

(b)  make provision for appropriate support to salespersons and verification
representatives acting on behalf of the gas marketer; and

(c) facilitate the identification of any need for specific training and/or coaching

that a salesperson or verification representative may require.

Where a gas marketer receives a bona fide complaint that alleges that a
salesperson or verification representative has failed to comply with a material
requirement of the Act, the ECPA, the regulations or an applicable Board
regulatory requirement, the gas marketer shall ensure that the salesperson or
verification representative successfully undergoes remedial training on the
subject-matter of the complaint (i.e., re-training on the applicable legal or
regulatory requirement that the person is alleged to have violated) as a condition

of continuing to act on behalf of the gas marketer.

22
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8
8.1

9.2

9.3

10
10.1

SERVICES TO BE MAINTAINED BY A GAS MARKETER

A gas marketer shall have a current mailing address in Ontario and a current
telephone number which may be reached by the general public without charge,

and shall provide them to every customer.

CONFIDENTIALITY OF CONSUMER INFORMATION

A gas marketer shall not disclose consumer information as defined in this Code to
any person other than the consumer or the Board without the consent of the
consumer in writing, except when the information has been sufficiently
aggregated such that an individual consumer’s information cannot be identified, or

where consumer information is required to be disclosed:

(@)  for billing or market operation purposes;

(b)  for law enforcement purposes;

(c) to comply with a statute or an order of a court or tribunal;

(d)  when past due accounts of the consumer have been passed to a debt
collection agency; or

(e)  for the purpose of complying with the Market Rules.

A gas marketer shall inform consumers regarding the conditions described in
section 9.1 under which consumer information may be released to a third party

without the consumer’s consent.

A gas marketer shall not use consumer information obtained for one purpose from

a consumer for any other purpose without the consent of the consumer in writing.

TRANSFER AND ASSIGNMENT OF CONTRACTS

A gas marketer shall not sell, transfer or assign the administration of a contract

with a customer to another person who is not a licensed gas marketer.

23
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10.2 A gas marketer must notify the Board of any sale, transfer or assignment of

contracts within 10 days of the sale, transfer or assignment.

10.3  Within 60 days of any sale, transfer or assignment or a contract to another gas
marketer, the new gas marketer must notify the affected customers of the new

gas marketer’s address for service and toll-free telephone number.

24
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PARTC

1  TRANSITIONAL PROVISIONS

Application
1.1 This Part only applies to a contract that was signed by the consumer on or after
November 22, 2010 and before the Effective ECPA Date.

1.2  Except as otherwise provided in sections 1.4 and 1.5 of this Part, Parts A and B

of this Code apply to a contract referred to in section 1.1.

Definitions

1.3 In this Part, “notice of reaffirmation” means the written notice to the gas marketer
that indicates an intention of the consumer to reaffirm the contract, as set out in
section 30 of the ECPA Regulation.

Transfer requests
1.4 A gas marketer shall not:
(a)  submit arequest to a gas distributor for a change of gas supply for a
consumer to that gas marketer unless the gas marketer has the permission

of the consumer in writing to do so; or

(b)  supply gas to a consumer unless the gas marketer has the permission of
the consumer in writing to do so, and has received the notice of

reaffirmation from the consumer, where reaffirmation is required.

1.5  If a gas marketer discovers that a transfer request that it has submitted to a gas
distributor for a consumer is supported by a contract that does not comply with
the Act, the regulations made under the Act, the gas marketer’'s licence or the

Code of Conduct for Gas Marketers as it read immediately prior to the Effective
25
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ECPA Date, or does not contain the signature of the consumer, the gas marketer
shall contact the affected consumer, clearly explain the non-compliance, and offer
that consumer a contract that complies with the Act, the ECPA, the regulations,
the gas marketer’s licence and Parts A and B of this Code. If the consumer does
not enter into and validly verify the compliant contract, the gas marketer shall
immediately reverse the transfer request.

26
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Part I:

1.1

1.2

APPENDIX A

Form of Certificate of Compliance under Section 6.1 of the Code

Gas Marketer
Certificate of Compliance
Under Section 6.1 of the Code of Conduct for Gas Marketers

Definitions and Interpretation
In this Certificate:

“applicable legal and regulatory requirements” means all applicable requirements
under the Energy Consumer Protection Act, 2010, the Ontario Energy Board Act,
1998, regulations made under those Acts, a licence issued under section 48 of
the Ontario Energy Board Act, 1998 and any rule made by the Board under
section 44 of the Ontario Energy Board Act, 1998 that are in force on the Effective
ECPA Date;

“Effective Certification Date” means the later of the Effective ECPA Date and the
date on which this Certificate is signed by the Gas Marketer and filed with the
Board;

“Effective ECPA Date”January 1, 2011;

“Gas Marketer” means the licensed gas marketer identified in the opening
paragraph of section Il;

“salesperson” has the meaning given to it in the Board’s Code of Conduct for Gas
Marketers;

“text-based” has the meaning given to it in the Energy Consumer Protection Act,
2010; and

“verification representative” has the meaning given to it in the Board’s Code of
Conduct for Gas Marketers.

Unless otherwise defined in this Certificate, words and phrases shall have the
meanings given to them in the Ontario Energy Board Act, 1998, the Energy
Consumer Protection Act, 2010 or the regulations made under those Acts.
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1.3 In this Certificate, “N/A” in relation to a given statement means that the Gas
Marketer will not, as of the Effective Certification Date and for a period of not less
than 1 month thereafter, carry on the activity to which the statement relates.

Part ll: Certification
|, <identify (i) the certifying officer; (ii) his/her position with the Gas Marketer; and (iii) the

name of the Gas Marketer>, having made all necessary enquiries, certify on behalf of
the Gas Marketer that:

Confirmation of Marketing Activities

The channels that the Gas Marketer intends to use for the Yes | No
purpose of marketing gas as of the Effective Certification Date
are the following:

(A) Door-to-Door

(B) Exhibitions

(C) Trade shows

(D) Direct Mail

(E) Gas Marketer’s place of business

(F) Internet

(G) Telephone Renewals

(H) Other (please specify below)

28
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Certificate of Compliance

Yes | N/A

1. Salespersons

(A) All salespersons acting on behalf of the Gas Marketer have undergone
training and testing in accordance with all applicable legal and
regulatory requirements

(B) Each salesperson acting on behalf of the Gas Marketer has been
provided with business cards that meet all applicable legal and
regulatory requirements

(C) Each salesperson acting on behalf of the Gas Marketer has been
provided with an identification badge that meets all applicable legal and
regulatory requirements

(D)The Gas Marketer’s practices for hiring or contracting for salespersons
are such that on and after the Effective Certification Date, those
persons can be expected to conduct their activities in compliance with
all applicable legal and regulatory requirements and with integrity and
honesty.

(E) Adequate processes and controls, designed to ensure that the conduct
of salespersons on and after the Effective Certification Date is in
accordance with all applicable legal and regulatory requirements, are in
place

2. Sales using a text-based contract

(A) All contract offers, contracts and promotional material pertaining to the
sale of gas to consumers have been prepared or revised as required to
comply with all applicable legal and regulatory requirements and only
offers, contracts and promotional material that so comply will be used
on and after the Effective Certification Date

(B) The required disclosure statement and price comparison will be used
on and after the Effective Certification Date in accordance with all
applicable legal and regulatory requirements

(C) Adequate processes and controls, designed to ensure that the text-
based contracting process on and after the Effective Certification Date
is conducted in accordance with all applicable legal and regulatory
requirements, are in place

3. Sales using the Internet

(A) The Gas Marketer’s internet website and internet contracting process
have been prepared or revised to comply with all applicable legal and
regulatory requirements

(B) All contract offers, contracts and promotional material pertaining to the
sale of gas to consumers have been prepared or revised as required to
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Certificate of Compliance

Yes | N/A

comply with all applicable legal and regulatory requirements and only
offers, contracts and promotional material that so comply will be used
on and after the Effective Certification Date

(C) The required disclosure statement will be used on and after the
Effective Certification Date in accordance with all applicable legal and
regulatory requirements

(D) Adequate processes and controls, designed to ensure that the internet
contracting process on and after the Effective Certification Date is
conducted in accordance with all applicable legal and regulatory
requirements, are in place

4. Verification

(A) No verification representative acting on behalf of the Gas Marketer will
be remunerated on and after the Effective Certification Date in a
manner contrary to any applicable legal and regulatory requirements

(B) All verification representatives acting on behalf of the Gas Marketer
have undergone training and testing in accordance with all applicable
legal and regulatory requirements

(C) All verification representatives acting on behalf of the Gas Marketer
have been instructed to do so using the verification call script approved
by the Board

(D) Adequate processes and controls, designed to ensure that each
verification call made or received by the Gas Marketer on and after the
Effective Certification Date (including a call from a consumer for the
purpose of giving notice not to verify) is recorded and that a copy of the
call recording can be retrieved and provided to the consumer upon
request in accordance with all applicable legal and regulatory
requirements, are in place

(E) Adequate processes and controls, designed to ensure that the
verification of gas contracts with consumers on and after the Effective
Certification Date is conducted in accordance with all applicable legal
and regulatory requirements, are in place

5. Contract Renewals and Extensions

(A) All contract renewal/extension offers, contract renewal/extension forms
and promotional material pertaining to the renewal/extension of gas
contracts with consumers have been prepared or revised in accordance
with all applicable legal and regulatory requirements and only contract
renewal/extension offers, renewal/extension forms and promotional
material that so comply will be used

(B) The required disclosure statement and price comparison will be used
on and after the Effective Certification Date in accordance with all
applicable legal and regulatory requirements

(C) All salespersons conducting telephone renewals on behalf of the Gas
Marketer have undergone training and testing in accordance with all
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Certificate of Compliance

Yes

N/A

applicable legal and regulatory requirements

(D) All salespersons conducting renewal calls on behalf of the Gas
Marketer have been instructed to do so using the renewal call script
approved by the Board

(E) Adequate processes and controls, designed to ensure that each
renewal/extension call made or received by the Gas Marketer on and
after the Effective Certification Date (including a call from a consumer
for the purpose of giving notice not to renew/extend) is recorded and
that a copy of the call recording can be retrieved and provided to the
consumer upon request in accordance with all applicable legal and
regulatory requirements, are in place

(F) Adequate processes and controls, designed to ensure that the
renewal/extension of gas contracts with consumers on and after the
Effective Certification Date is conducted in accordance with all
applicable legal and regulatory requirements, are in place

6. Contract Amendments

(A) Adequate processes and controls, designed to ensure that the
amendment of any gas contract with a consumer on and after the
Effective Certification Date is conducted in accordance with all
applicable legal and regulatory requirements, are in place

7. Cancellations and Retractions

(A) Adequate processes and controls, designed to ensure that the
cancellation of any contract with a consumer on and after the Effective
Certification Date is processed in accordance with all applicable legal
and regulatory requirements, including as to the payment of any refund
to which the consumer may by law be entitled and to the switching of
the consumer back to the consumer’s utility, are in place

(B) Adequate processes and controls, designed to ensure that the
retraction of the renewal/extension of any gas contract by a consumer
on and after the Effective Certification Date is processed in accordance
with all applicable legal and regulatory requirements, including as to the
switching of the consumer back to the consumer’s utility, are in place

(C) Adequate processes and controls, designed to ensure that each
cancellation call and each retraction call received by the Gas Marketer
on and after the Effective Certification Date is recorded and that a copy
of the call recording can be retrieved and provided to the consumer
upon request in accordance with all applicable legal and regulatory
requirements, are in place

8. Complaint Handling

(A) Adequate processes and controls are in place to ensure that consumer
complaints on and after the Effective Certification Date alleging non-
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Certificate of Compliance

Yes | N/A

compliance with any applicable legal or regulatory requirement can be
received and are reviewed by the Gas Marketer in a timely manner

(B) Adequate processes and controls are in place to ensure that remedial
action is taken in a timely manner to address consumer complaints
referred to in (A) above, with the consumer and/or with any person that
is the subject of the complaint

Date: <insert date of filing>

[Signature]
[Title]

Notes:

1. In accordance with section 6.3 of the Board’s Code of Conduct for Gas
Marketers, this Certificate must be signed by the Gas Marketer’'s Chief Executive
Officer, Chief Operating Officer, President or other person of equivalent position.

2. It is an offence under section 126(1)(b) of the Ontario Energy Board Act, 1998 to
knowingly furnish false or misleading information in any application, statement or

return made under that Act or in any circumstances where information is required
or authorized to be provided under that Act.
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Part I:

1.2

12

Part Il

APPENDIX B

Form of Certificate of Compliance under Section 6.2 of the Code

Gas Marketer Certificate of Compliance
Under Section 6.2 of the Code of Conduct for Gas Marketers

Definitions and Interpretation
In this Certificate:

“applicable legal and regulatory requirements” means all applicable requirements
under the Energy Consumer Protection Act, 2010, the Ontario Energy Board Act,
1998, regulations made under those Acts, a licence issued under section 48 of
the Ontario Energy Board Act, 1998 and any rule made by the Board under
section 44 of the Ontario Energy Board Act, 1998 that are in force on the Effective
Date;

“Effective Date” means the date this Certificate is signed by the Gas Marketer and
filed with the Board;

“Gas Marketer” means the licensed gas marketer identified in the opening
paragraph of section Il;

“salesperson” has the meaning given to it in the Board’s Code of Conduct for Gas
Marketers;

“text-based” has the meaning given to it in the Energy Consumer Protection Act,
2010; and

“verification representative” has the meaning given to it in the Board’s Code of
Conduct for Gas Marketers.

Unless otherwise defined in this Certificate, words and phrases shall have the

meanings given to them in the Ontario Energy Board Act, 1998, the Energy
Consumer Protection Act, 2010 or the regulations made under those Acts.

Certification

Whereas on <insert date> the Gas Marketer filed with the Board a Certificate of
Compliance under section 6.1 of the Code of Conduct for Gas Marketers in which the
Gas Marketer indicated “no” or “N/A” in relation to one or more statements.
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And whereas the Gas Marketer now intends to conduct the activities to which those
statements relate.

|, <identify (i) the certifying officer; (ii) his/her position with the Gas Marketer; and (iii) the
name of the Gas Marketer>, having made all necessary enquiries, certify on behalf of
the Gas Marketer that:

Note: Indicate “yes” for any statement for which “no” or “N/A” was indicated in the
certificate filed under section 6.1 of the Code of Conduct for Gas Marketers and in
relation to which the Gas Marketer now intends to conduct the relevant activities.

Confirmation of Marketing Activities

The channels that the Gas Marketer intends to use for the Yes | No
purpose of marketing gas as of the Effective Date are the
following:

(A) Door-to-Door

(B) Exhibitions

(C) Trade shows

(D) Direct Mail

(E) Gas Marketer’s place of business

(F) Internet

(G) Telephone Renewals

(H) Other (please specify below)
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Certificate of Compliance

Yes

N/A

9. Salespersons

(A) All salespersons acting on behalf of the Gas Marketer have undergone
training and testing in accordance with all applicable legal and
regulatory requirements

(B) Each salesperson acting on behalf of the Gas Marketer has been
provided with business cards that meet all applicable legal and
regulatory requirements

(C) Each salesperson acting on behalf of the Gas Marketer has been
provided with an identification badge that meets all applicable legal and
regulatory requirements

(D)The Gas Marketer’s practices for hiring or contracting for salespersons
are such that those persons can be expected to conduct their activities
in compliance with all applicable legal and regulatory requirements and
with integrity and honesty.

(E) Adequate processes and controls, designed to ensure that the conduct
of salespersons is in accordance with all applicable legal and regulatory
requirements, are in place

10. Sales using a text-based contract

(A) All contract offers, contracts and promotional material pertaining to the
sale of gas to consumers have been prepared or revised as required to
comply with all applicable legal and regulatory requirements and only
offers, contracts and promotional material that so comply will be used

(B) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(C) Adequate processes and controls, designed to ensure that the text-
based contracting process is conducted in accordance with all
applicable legal and regulatory requirements, are in place

11. Sales using the Internet

(A) The Gas Marketer’s internet website and internet contracting process
have been prepared or revised to comply with all applicable legal and
regulatory requirements

(B) All contract offers, contracts and promotional material pertaining to the
sale of gas to consumers have been prepared or revised as required to
comply with all applicable legal and regulatory requirements and only
offers, contracts and promotional material that so comply will be used

(C) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(D) Adequate processes and controls, designed to ensure that the internet
contracting process is conducted in accordance with all applicable legal
and regulatory requirements, are in place
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Certificate of Compliance

Yes | N/A

12. Verification

(A) No verification representative acting on behalf of the Gas Marketer will
be remunerated in a manner contrary to any applicable legal and
regulatory requirements

(B) All verification representatives acting on behalf of the Gas Marketer
have undergone training and testing in accordance with all applicable
legal and regulatory requirements

(C) All verification representatives acting on behalf of the Gas Marketer
have been instructed to do so using the verification call script approved
by the Board

(D) Adequate processes and controls, designed to ensure that each
verification call made or received by the Gas Marketer (including a call
from a consumer for the purpose of giving notice not to verify) is
recorded and that a copy of the call recording can be retrieved and
provided to the consumer upon request in accordance with all
applicable legal and regulatory requirements, are in place

(E) Adequate processes and controls, designed to ensure that the
verification of gas contracts with consumers is conducted in accordance
with all applicable legal and regulatory requirements, are in place

13. Contract Renewals and Extensions

(A) All contract renewal/extension offers, contract renewal/extension forms
and promotional material pertaining to the renewal/extension of gas
contracts with consumers have been prepared or revised in accordance
with all applicable legal and regulatory requirements and only contract
renewal/extension offers, renewal/extension forms and promotional
material that so comply will be used

(B) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(C) All salespersons conducting telephone renewals on behalf of the Gas
Marketer have undergone training and testing in accordance with all
applicable legal and regulatory requirements

(D) All salespersons conducting renewal calls on behalf of the Gas
Marketer have been instructed to do so using the renewal call script
approved by the Board

(E) Adequate processes and controls, designed to ensure that each
renewal/extension call made or received by the Gas Marketer (including
a call from a consumer for the purpose of giving notice not to
renew/extend) is recorded and that a copy of the call recording can be
retrieved and provided to the consumer upon request in accordance
with all applicable legal and regulatory requirements, are in place

(F) Adequate processes and controls, designed to ensure that the
renewal/extension of gas contracts with consumers is conducted in
accordance with all applicable legal and regulatory requirements, are in
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Certificate of Compliance

Yes

N/A

place

14. Contract Amendments

(A) Adequate processes and controls, designed to ensure that the
amendment of any gas contract with a consumer is conducted in
accordance with all applicable legal and regulatory requirements, are in
place

15. Cancellations and Retractions

(A) Adequate processes and controls, designed to ensure that the
cancellation of any contract with a consumer is processed in
accordance with all applicable legal and regulatory requirements,
including as to the payment of any refund to which the consumer may
by law be entitled and to the switching of the consumer back to the
consumer’s utility, are in place

(B) Adequate processes and controls, designed to ensure that the
retraction of the renewal/extension of any gas contract by a consumer
is processed in accordance with all applicable legal and regulatory
requirements, including as to the switching of the consumer back to the
consumer’s utility, are in place

(C) Adequate processes and controls, designed to ensure that each
cancellation call and each retraction call received by the Gas Marketer
is recorded and that a copy of the call recording can be retrieved and
provided to the consumer upon request in accordance with all
applicable legal and regulatory requirements, are in place

16. Complaint Handling

(A) Adequate processes and controls are in place to ensure that consumer
complaints alleging non-compliance with any applicable legal or
regulatory requirement can be received and are reviewed by the Gas
Marketer in a timely manner

(B) Adequate processes and controls are in place to ensure that remedial
action is taken in a timely manner to address consumer complaints
referred to in (A) above, with the consumer and/or with any person that
is the subject of the complaint

Date: <insert date of filing>

[Signature]
[Title]
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Notes:

1. In accordance with section 6.3 of the Board’s Code of Conduct for Gas
Marketers, this Certificate must be signed by the Gas Marketer’s Chief Executive
Officer, Chief Operating Officer, President or other person of equivalent position.

2. It is an offence under section 126(1)(b) of the Ontario Energy Board Act, 1998 to
knowingly furnish false or misleading information in any application, statement or

return made under that Act or in any circumstances where information is required
or authorized to be provided under that Act.
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1.1

1.2

PARTA

GENERAL PROVISIONS

The Purpose of this Code
The purpose of this Electricity Retailer Code of Conduct (the "Code") is to set out
the minimum standards that a licensed retailer must meet when retailing

electricity to consumers.

Definitions
In this Code:

“account holder” has the meaning given to it in the ECPA;

“account holder's agent” has the meaning given to it in the ECPA Regulation;

“Act” means the Ontario Energy Board Act, 1998, S.0. 1998, c. 15, Schedule B;

“Board” means the Ontario Energy Board;

“consumer” means a person who uses, for the person’s own consumption,

electricity that the person did not generate;
“consumer information” means information relating to a specific consumer
obtained by a retailer, its salesperson or its verification representative, and

includes information obtained without the consent of the consumer;

“contract” has the meaning given to it in section 2 of the ECPA,;
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"contract price" has the meaning given to it in section 2 of the ECPA Regulation;

“customer” means a consumer with whom a retailer has a contract for the supply
of electricity;

“disclosure statement” has the meaning given to it in the ECPA Regulation;
“ECPA” means the Energy Consumer Protection Act, 2010, S.0. 2010, c. 8;
“ECPA Regulation” means Ontario Regulation 389/10 made under the ECPA;
“Effective ECPA Date” means January 1, 2011,

“low volume consumer” means a consumer who annually uses less than 150,000
kilowatt hours of electricity or such other amount as may be prescribed for the
purposes of section 2 of the ECPA;

“regulation” means a regulation made under the Act or the ECPA,

“retailing” includes door-to-door selling, internet selling, direct mail selling, and
any other means by which a retailer or a salesperson or verification
representative of a retailer interacts directly with a consumer;

“salesperson” has the meaning given to it in section 2 of the ECPA, and for
greater certainty includes any person that offers or negotiates the renewal or
extension of a contract on behalf of a retailer but excludes a verification

representative when acting solely in that capacity;

“text-based” has the meaning given to it in section 2 of the ECPA, and
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“verification representative” means a person that conducts the verification of a

contract on behalf of a retailer.

1.3  Application

This Code applies to all retailers licensed under section 57(d) of the Act.

1.4 Interpretation

Unless otherwise defined in this Code, words and phrases shall have the
meanings ascribed to them in the Act, the ECPA or the regulations, as the case
may be. Where a word or phrase is defined in this Code, the Act, or the ECPA,
other parts of speech and grammatical forms of the word or phrase have a
corresponding meaning. Headings are for convenience only and shall not affect
the interpretation of this Code. Words importing the singular include the plural and

- vice versa. Words importing a gender include any gender. Words importing a
person include: (i) an individual; (ii) a company, sole proprietorship, partnership,
trust, joint venture, association, corporation or other private or public body
corporate; and (iii) any government, government agency or body, regulatory
agency or body or other body politic or collegiate. A reference to a person
includes that person's successors and permitted assigns. A reference to a body,
whether statutory or not, that ceases to exist or whose functions are transferred to
another body is a reference to the body that replaces it or that substantially
succeeds to its powers or functions. A reference to a document (including a
statutory instrument) or a provision of a document includes any amendment or
supplement to, or any replacement of, that document or that provision. The

expression "including" means including without limitation.

1.5 Low volume consumer contracts only with account holder
A retailer shall not enter into, verify, renew or extend a contract with any low
volume consumer for the supply of electricity to premises other than:
(@)  the account holder for the premises; or

(b)  an account holder's agent for the premises,
3
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1.6
1.6.1

16.2

1.7
1.7.1

1.7.2

1.8

1.8.1

1.9

1.10

and references in Parts A and B of this Code to “consumer” or “low volume

consumer” shall be interpreted accordingly.

Obligation to comply with the law

A retailer shall comply with all applicable provisions of the Act, the ECPA and the
regulations. Nothing in this Code affects the obligation of a retailer, its
salespersons or its verification representatives to comply with all applicable

provincial and federal law.

The requirements set out in this Code apply in addition to any other requirements

imposed by law, whether dealing with the same subject-matter or not.

Obligation to ensure persons comply
A retailer shall ensure that its salespersons and verification representatives

adhere to the same standards required of the retailer as set out in this Code.

Any acts or omissions of a salesperson or a verification representative acting on

behalf of a retailer shall be deemed to be the acts or omissions of the retailer.

Determinations by the Board
Any matter under this Code requiring a determination of the Board may be
determined by the Board without a hearing or through an oral, written or electronic

hearing, at the Board’s discretion.
Breach of this Code
A breach of this Code may occur in the course of retailing even if no contract is

entered into, amended, renewed or extended.

Coming into Force

1.10.1 This Code shall come into force on the Effective ECPA Date.

4
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1.10.2 This Code replaces the Electricity Retailer Code of Conduct dated December 20,
2004 as of the Effective ECPA Date, and the Electricity Retailer Code of Conduct
dated December 20, 2004 is revoked as of the Effective ECPA Date.

1.10.3 Except where expressly stated otherwise, any amendment to this Code shall
come into force on the date that the Board publishes the amendment by placing it

on the Board's website after it has been made by the Board.
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PARTB

1 FAIR MARKETING PRACTICES

11 A retailer or salesperson of a retailer, when retailing to a consumer, shall:

(a) immediately and truthfully give the name of the salesperson and the
retailer to the consumer, and state that the retailer is not the consumer’s
electricity distributor and is not associated with the Ontario Energy Board
or the Government of Ontario;

(b) if retailing to a low volume consumer in person at a place other than the
retailer’s place of business, provide the low volume consumer with a
business card that meets the requirements of this Code;

(c) ifretailing to a low volume consumer in person at a place other than the
retailer’s place of business, display an identification badge that meets the
requirements of this Code;

(d)  state the price to be paid under the contract for the supply of electricity,
and state the term of the contract;

(e)  notexert undue pressure on a consumer;

® allow a consumer sufficient opportunity to read all documents provided;

() not make any offer or provide any promotional material to a consumer that
is inconsistent with the contract being offered to or entered into with the
consumer; and

(h)  not make any representation or statement or give any answer or take any
measure that is false or is likely to mislead a consumer.
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2 BUSINESS CARDS AND IDENTIFICATION BADGES

Business cards

2.1 Arretailer shall ensure that every salesperson that is acting on its behalf and that
is retailing to a low volume consumer in person at a place other than the retailer’s
place of business provides the low volume consumer with a business card that
meets the requirements set out in section 2.2 before making any representation to
the low volume consumer about the retailer's products, services or business and
before requesting any information about the low volume consumer, including

asking that the low volume consumer locate any utility bills.

2.2 The business card referred to in section 2.1 shall be clear and legible and include
the following information:

(a) the licence number issued to the retailer under the Act;

(b)  the name and address of the retailer;

(©) the name of the salesperson acting on behalf of the retailer;
(d) the toll-free telephone number of the retailer; and

(e)  the website address of the retailer.

Identification badges

2.3 Arretailer shall ensure that every salesperson that is acting on its behalf and that
is retailing to a low volume consumer in person at a place other than the retailer’s
place of business at all times wears, on the front of the salesperson’s outer
clothing, an identification badge that meets the requirements set out in section
2.4.

2.4  The identification badge referred to in section 2.3 shall be clear and legible and:

JE00008239_0001.pdf_9

3018



5019

Restated Electricity Retailer Code of Conduct
November 17, 2010

(@)

(b)

(©)
(d)
(e)
()

(@)

clearly identify that the salesperson is acting on behalf of the retailer, is not
a representative of the low volume consumer’s electricity distributor and is
not associated with the Ontario Energy Board or the Government of
Ontario;

include a photograph of the salesperson’s face that is not more than 2
years old at any time;

identify the retailer;

identify the name of the salesperson acting on behalf of the retailer;
identify the title or position of the salesperson;

include an identification number for the salesperson that has been issued
by the retailer for that purpose; and

include an expiry date that is not more than 2 years after the date on which

the identification badge was issued to the salesperson.

2.5 The salesperson’s photograph and all of the information required by section 2.4 to

appear on an identification badge must be shown on the same side of the

identification badge, and must at all times be facing the low volume consumer.

3 CONTRACTS AND TRANSFER REQUESTS

Contracts with low volume consumers

3.1 A contract between a retailer and a low volume consumer shall clearly state:

(@)
(b)
(©)

the time period for which the contract is in effect;
the type and frequency of bills the low volume consumer will receive; and

any terms and conditions for renewal, extension or amendment.

3.2  Aretailer shall not enter into any contract with a low volume consumer that has a

term of more than five years.
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Transfer requests and supply (low volume consumers - where verification is

required)

3.3  Aretailer shall not submit a request to an electricity distributor for a change of
electricity supply for a low volume consumer to that retailer or supply electricity to

a low volume consumer under a contract to which verification applies unless:

(@) the retailer has given a text-based copy of the contract to the low volume
consumer;

(b)  the retailer has given the applicable Board-approved disclosure statement
to the low volume consumer;

(c) the retailer has given to the low volume consumer the applicable price
comparison that complies with this Code;

(d)  the low volume consumer has acknowledged receipt of the text-based
contract, the disclosure statement and the price comparison; and

(e)  the contract has been validly verified.

Transfer requests and supply (low volume consumers - where verification is not

required)

3.4 A retailer shall not submit a request to an electricity distributor for a change of
electricity supply for a low volume consumer to that retailer or supply electricity to
a low volume consumer under a contract to which verification does not apply

unless:

(@) the retailer has given a text-based copy of the contract to the low volume
consumer;

(b)  the retailer has given the applicable Board-approved disclosure statement
to the low volume consumer;

(©) the retailer has given to the low volume consumer the applicable price
comparison that complies with this Code;

(d)  the low volume consumer has acknowledged receipt of the text-based

contract, the disclosure statement and the price comparison; and
9
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(e) the low volume consumer has not given notice of cancellation of the
contract under section 19(1) of the ECPA and the time for doing so has
expired.

Transfer requests and supply (other consumers)

3.5 Aretailer shall not submit a request to an electricity distributor for a change of
electricity supply for a consumer who is not a low volume consumer to that retailer
or supply electricity to a consumer that is not a low volume consumer unless the

retailer has the permission of the consumer in writing to do so.

3.6  If a retailer discovers that a transfer request that it has submitted to an electricity
distributor for a consumer who is not a low volume consumer is supported by a
contract that does not comply with the Act, the regulations made under the Act,
the retailer’s licence or this Code, or does not contain the signature of the
conéumer, the retailer shall contact the affected consumer, clearly explain the

non-compliance, and offer that consumer a compliant contract; and

(a) if the consumer accepts the compliant contract, provide a copy of the
compliant contract to the consumer within 14 days of acceptance by that
consumer; or

(b)  if the consumer does not accept the compliant contract, immediately

reverse the transfer request.

Transfer requests where contract with low volume consumer is cancelled

3.7  Where a retailer receives notice of cancellation of a contract from a low volume
consumer, the retailer shall submit a request to the applicable electricity
distributor for a change of electricity supply for that low volume consumer to the

electricity distributor, within 10 days of receipt of the notice of cancellation.

10
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Transfer requests where low volume consumer enters into contract with another

retailer

3.8

3.9

A retailer that is notified of a pending transfer request by an electricity distributor
under section 10.5.4 of the Retail Settlement Code that pertains to a contract with
a low volume customer shall, within 5 business days of the date of receipt of that
notification, notify the low volume consumer to whom the transfer request relates
of the pending transfer request and of the consequences to the low volume
consumer if processing of the transfer request is completed. The notification to
the low volume consumer shall, at a minimum, identify any cancellation fee or
other financial amounts that may be payable to the retailer if the processing of the
transfer request is completed. The notification to the low volume consumer may
be:

(a) text-based; or
(b) by telephone, provided that the retailer makes a voice recording of the
telephone call and the recording of the call has associated with it a

verifiable date and time stamp.
Subject to section 28 of the ECPA Regulation, where a retailer makes a recording
of a telephone call under this section, the retailer shall provide a copy of the
recording to the low volume consumer within 10 days after the low volume

consumer requests it.

Section 3.8 only applies where the low volume consumer’s contract with the

retailer will expire after the proposed transfer date.

"
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4

DISCLOSURE STATEMENTS, PRICE COMPARISONS,
VERIFICATION AND RENEWALS OR EXTENSIONS

Disclosure statements for low volume consumers

41

4.2

4.3

4.4

45

A retailer shall not offer a contract to a low volume consumer unless the contract
is accompanied by a disclosure statement in the applicable form approved by the
Board.

A retailer shall not renew or extend a contract with a low volume consumer unless
the retailer has given the low volume consumer a disclosure statement in the

applicable form approved by the Board.

If a low volume consumer asks whether a Board-approved disclosure statement is
available in a language other than English or requests one, the retailer shall
inform the low volume consumer that the Board-approved disclosure statement is

available from the Board in the languages listed on the disclosure statement.

If a retailer wishes to provide a low volume consumer with a Board-approved

disclosure statement in a language other than English:

(a)  if the disclosure statement is available from the Board in that language, the
retailer may only provide the low volume consumer with the disclosure
statement that is available from the Board in that language; or

(b)  if the disclosure statement is not available from the Board in that language,
the retailer may provide the low volume consumer with a translation of the
Board-approved disclosure statement provided that the translation is true,

accurate and complete.

A retailer shall not alter or redact a Board-approved disclosure statement except

where expressly contemplated by the disclosure statement and then only in

12
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respect of the information specifically called for by the disclosure statement.
Where a retailer that prepares a translation of a Board-approved disclosure
statement as permitted by section 4.4(b), the retailer shall not include any
information in the translated disclosure statement other than the information set

out in or specifically called for by the Board-approved disclosure statement.

Price comparisons

4.6

4.7

4.8

49

A retailer shall ensure that a disclosure statement provided to a low volume
consumer is accompanied by a price comparison. For that purpose, the retailer

shall:

(a)  use the applicable price comparison template approved by the Board, in
the form and with the content that is made available by the Board at the
relevant time and without alteration or redaction other than to include
details of the retailer’s contract price offer and such other information as is
required by the instructions contained in the template; and

(b)  complete the Board-approved price comparison template by including
details of the retailer’s contract price offer and such other information as is
required by the instructions contained in the template, and shall do so in

accordance with the instructions contained in the template.

A retailer shall ensure that the information regarding the contract price being
offered to a low volume consumer that is included by the retailer in the price
comparison is an accurate reflection of the contract price over the term of the

contract and is not presented in a manner that is misleading in any way.

A retailer shall not include in the price comparison any statements of a

promotional nature about the products, services or business of the retailer.

If a retailer wishes to provide a low volume consumer with a price comparison in a

language other than English, the retailer may provide the low volume consumer
13
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with a translation of the price comparison provided that the translation includes a
true, accurate and complete translation of the content that is made available by
the Board referred to in section 4.6(a), and the translated price comparison

otherwise complies with sections 4.6 to 4.8.

Verification of contracts with low volume consumers
410 A retailer shall ensure that the verification of a contract with a low volume

consumer complies with section 4.11.

411 The verification of a contract with a low volume consumer shall be effected within
the period and in the manner prescribed by the ECPA Regulation, and shall

comply with the following requirements:

(a) the verification representative shall use the applicable script approved for
that purpose by the Board;

(b)  the verification representative shall not deviate from the applicable Board-
approved script except to comply with paragraph (e), to provide a factual
answer to a question from the low volume consumer or to provide a factual
clarification where the low volume consumer has indicated that he or she
does not understand a statement made by the verification representative;

(c) except where expressly permitted by the terms of the applicable Board-
approved script, where the script calls for a “yes” or “no” answer from the
low volume consumer, the verification representative shall terminate the
verification call if the low volume consumer does not provide a clear
affirmative response;

(d)  the verification representative shall not at any time during the verification
call make any statements of a promotional nature about the products,
services or business of the retailer;

(e)  the verification representative shall terminate the verification call where the
ECPA Regulation or the applicable Board-approved script so requires, and

14
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412

()

shall do so in accordance with the requirements of the ECPA Regulation or
the applicable Board-approved script, as applicable; and
the recording of the verification call has associated with it a verifiable date

and time stamp.

Where a low volume consumer notifies a retailer that the consumer does not wish

to verify a contract, whether as part of a verification call or by separate notice, the

retailer shall not thereafter contact the low volume consumer for the purposes of

obtaining verification of that contract.

Renewal or extension of contracts with low volume consumers

4 .13 A retailer shall ensure that the renewal or extension of a contract with a low

414

volume consumer complies with section 4.14.

The renewal or extension of a contract with a low volume consumer shall be

effected within the period and in the manner prescribed by the ECPA Regulation

and shall, where effected by telephone, comply with the following requirements:

(@)

(b)

(€)

the salesperson shall ensure that the call includes all of the statements and
questions set out in the applicable script approved for that purpose by the
Board;

the salesperson shall not make any representation that is inconsistent with
or contrary to any of the statements or questions set out in the applicable
Board-approved script;

except where expressly permitted by the terms of the applicable Board-
approved script, where the script calls for a “yes” or “no” answer from the
low volume consumer, the salesperson shall terminate the renewal or
extension call if the low volume consumer does not provide a clear

affirmative response;

15
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(d)  the salesperson shall terminate the renewal or extension call where the
applicable Board-approved script so requires, and shall do so in
accordance with the requirements of the applicable Board-approved script;
and

(e) the recording of the renewal or extension call has associated with it a

verifiable date and time stamp.

415 Where, following receipt of the material referred to in section 15 of the ECPA
Regulation, a low volume consumer notifies a retailer that the consumer does not
wish to renew or extend a contract, whether as part of a renewal or extension call
or by separate notice, the retailer shall not thereafter contact the low volume

consumer for the purposes of obtaining the renewal or extension of that contract.

4.16 If, within the last year of a contract but prior to receipt of the material referred to in
section 15 of the ECPA Regulation, a customer that is a low volume consumer
notifies a retailer that the customer does not wish to renew or extend the contract,
the retailer shall not renew or extend the contract unless the retailer reminds the
customer of the notice of non-renewal or non-extension as part of the contract
renewal or extension process referred to in section 15 of the ECPA Regulation
and obtains positive acceptance of the renewed or extended contract from the

customer.

5 TRAINING

5.1  Aretailer shall ensure that no salesperson or verification representative that acts
on its behalf retails to a low volume consumer or negotiates, enters into, verifies,
renews or extends a contract with a low volume consumer unless the salesperson
or verification representative has successfully completed training as set out in this
Code.

16
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5.2  Aretailer shall ensure that the training referred to in section 5.1 includes the

following for a salesperson other than a person involved solely in the renewal or

extension of contracts:

(a) training in relation to all of the legal and regulatory requirements applicable

to the sales process, contract verification, consumer cancellation rights and

the renewal or extension process, in each case as they pertain to low

volume consumers; and

(b)  adequate and accurate material covering the following areas as they

pertain to low volume consumers:

@)
(if)
(iif)
(iv)
v)
(vi)
(vii)
(viii)
(ix)
)
(xi)

(xii)

(xiii)

electricity market structure;

how to complete a contract application;

behaviour that constitutes an unfair practice;

use of business cards;

use of identification badges;

disclosure statements;

price comparisons;

verification;

consumer cancellation rights;

renewals and extensions;

how electricity pricing works, including the pricing of electricity
supplied by electricity distributors;

persons with whom a retailer may enter into, verify, renew or
extend a contract; and

all relevant Board regulatory requirements not already covered

above, including those set out in this Code.

5.3 Aretailer shall ensure that the training referred to in section 5.1 includes the

following for a verification representative:

17
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54

(@)

(b)

training in relation to all of the legal and regulatory requirements applicable
to the verification process, including the use of the Board-approved script
referred to in section 4.11; and

adequate and accurate material covering the following areas as they

pertain to low volume consumers:

) electricity market structure;

(i) behaviour that constitutés an unfair practice;
(iii) disclosure statements;

(iv) price comparisons;

(V) verification;

(vi) consumer cancellation rights;

(vil) how electricity pricing works, including the pricing of electricity
supplied by electricity distributors;

(viii) persons with whom a retailer may enter into and verify a contract;
and

(ix) all other relevant Board regulatory requirements not already

covered above, including those set out in this Code.

A retailer shall ensure that the training referred to in section 5.1 includes the

following for a salesperson involved solely in the renewal or extension of

contracts:

(@)

(b)

training in relation to all of the legal and regulatory requirements applicable
to the renewal or extension process applicable to low volume consumers,
including the use of the Board-approved script referred to in section 4.14;
and

adequate and accurate material covering the following areas as they

pertain to low volume consumers:

) electricity market structure;
18
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55

5.6

(i)
(iii)

(iv)

v)
(vi)
(vii)
(viii)

(ix)

()
(xi)

behaviour that constitutes an unfair practice;

use of business cards, unless renewals and extensions are
conducted solely by telephone;

use of identification badges, unless renewals and extensions are
conducted solely by telephone;

disclosure statements;

price comparisons;

consumer cancellation rights;

renewals and extensions;

how electricity pricing works, including the pricing of electricity
supplied by electricity distributors;

persons with whom a retailer may renew or extend a contract; and
all relevant Board regulatory requirements not already covered

above, including those set out in this Code.

A retailer shall ensure that the training referred to in section 5.1 is conducted or,

in the case of internet-based training (or “e-training”), developed only by an

employee of the retailer or by a person under contract, provided that such person

is not also under contract to the retailer for the purpose of providing salespersons

or verification representatives or of otherwise carrying out retailing or verification

activities. A retailer shall also ensure that training is conducted or, in the case of

internet-based training (or “e-training”), developed only by persons with detailed

knowledge of all of the elements listed in section 5.2, 5.3 or 5.4, as applicable, of

this Code.

For the purposes of section 5.1:

(@)  aretailer shall determine the successful completion of training by means of

a training test that is designed to assess the state of the salesperson’s or

verification representative’s knowledge of the elements listed in section

5.2, 5.3 or 5.4, as applicable;
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(b) the training test questions may be fixed or taken randomly from a test
question repository;

(©) in order to be considered to have successfully complete training, the
salesperson or verification representative must achieve a minimum 80%
pass mark on the training test;

(d) if a salesperson or verification representative fails a training test, the
salesperson or verification representative may be permitted to re-take the
training test once, provided that before re-taking the training test the
salesperson or verification representative must also re-take the full training
described in section 5.2, 5.3 or 5.4, as applicable; and

(e) the retailer shall ensure that the training test is not conducted in a manner
that would permit the persons taking the training test to share questions

and answers with one another while taking the training test.

5.7 Insections 5.1 to 5.6, a reference to a salesperson or a verification representative
includes a reference to a prospective salesperson or a prospective verification

representative.

5.8 A retailer shall ensure that each salesperson and verification representative that
acts on its behalf in relation to low volume consumers re-takes the training
referred to in section 5.2, 5.3 or 5.4, as applicable, and re-takes and passes a
training test in accordance with section 5.6 once every 12 months as a condition
of continuing to act on behalf of the retailer.

59 Aretailer shall ensure that any salesperson or verification representative that has
not acted in that capacity on behalf of the retailer in relation to low volume
consumers for a continuous period of 60 days or more re-takes the training
referred to in section 5.2, 5.3 or 5.4, as applicable, and re-takes and passes a
training test in accordance with section 5.6 prior to resuming activities as a
salesperson or verification representative on behalf of the retailer in relation to low

volume consumers.
20
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5.10 A retailer shall maintain, for each salesperson and verification representative that

6.1

acts on its behalf in relation to low volume consumers, compete records of the

following:

(@)
(b)
(©)
(d)
(€)
(f)

@

(h)

the training material used (updated for each time the person undergoes
training);

the name and title or position of the person(s) who conducted the training
(updated for each time the person undergoes training);

proof of identity of the person;

the date(s) any training of the person was conducted;

the date(s) any testing of the person was conducted,

the training test questions, answers and score (for each time the person
undergoes testing);

a signed statement from the person that he or she will comply with all
applicable legal and regulatory requirements in relation to the activities the
person will conduct on behalf of the retailer in relation to low volume
consumers; and

a copy of all business cards and identification badges issued to the person.

The records referred to above shall be retained for a period of not less than two

years from the date on which the salesperson or verification representative

ceases to act on behalf of the retailer in relation to low volume consumers, and

shall be provided to the Board on request.

CERTIFICATION

A retailer shall not enter into, renew, extend or amend a contract with a low

volume consumer on and after the Effective ECPA Date unless the retailer has

filed with the Board a certificate of compliance in the form set out in Appendix A
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and received from the Board the written acknowledgement referred to in section 3
of Ontario Regulation 90/99.

6.2  Where a retailer indicates “N/A” on the certificate of compliance referred to in
section 6.1 in relation to a given statement, the retailer shall not conduct the
activity to which that statement relates unless the retailer has filed with the Board
a further certificate of compliance in respect of that activity in the form set out in
Appendix B and has received from the Board written acknowledgement of that
certification.

6.3 A certificate of compliance referred to in section 6.1 or section 6.2 shall be signed
by the retailer’'s Chief Executive Officer, Chief Operating Officer, President or
person of equivalent position.

6.4 Commencing in 2012, a retailer shall provide in the form and manner required by
the Board, annually by April 30, a self-certification statement on compliance with

the Act, the ECPA, the regulations and this Code in relation to retailing to low

volume consumers.
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7

CONSUMER COMPLAINTS AND COMPLIANCE
MONITORING

Consumer complaints

71

7.2

7.3

A retailer shall provide to its low volume consumer customers and prospective
customers in all written offers, contracts, contract amendment forms and contract
renewal or extension forms, the retailer’s toll-free telephone number and the

telephone number of the Board’s Consumer Relations Centre.

If any low volume consumer makes a complaint to a retailer regarding retailing or
verification by or on behalf of the retailer, the conduct of the retailer’s
salespersons or verification representatives, the contract the low volume
consumer has with the retailer, or any other matter related to the retailer, the
retailer shall expeditiously investigate the complaint and take all appropriate and
necessary steps to resolve the complaint. If the complaint is not resolved to the
satisfaction of the low volume consumer, the retailer shall provide to the low
volume consumer the telephone number of the Board’s Consumer Relations

Centre.

In cases where a consumer complaint has been referred to the retailer from the
Board and resolution of that complaint is reached, the retailer shall implement the

resolution immediately and shall confirm this, in writing, with the Board.

Compliance monitoring

74

A retailer shall maintain a compliance monitoring and quality assurance program
that enables the retailer to monitor compliance with the Act, the ECPA, the
regulations and all applicable Board regulatory requirements in relation to retailing

to low volume consumers and to identify any need for remedial action.
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7.5

7.6

The program referred to in section 7.4 shall:

(a) include regular quality assurance assessments of the performance of all
salespersons and verification representatives acting on behalf of the
retailer in relation to compliance with the Act, the ECPA, the regulations
and all applicable Board regulatory requirements;

(b) make provision for appropriate support to salespersons and verification
representatives acting on behalf of the retailer; and

(c) facilitate the identification of any need for specific training and/or coaching

that a salesperson or verification representative may require.

Where a retailer receives a bona fide complaint that alleges that a salesperson or
verification representative has failed to comply with a material requirement of the
Act, the ECPA, the regulations or an applicable Board regulatory requirement in
relation to retailing to low volume consumers, the retailer shall ensure that the
salesperson or verification representative successfully undergoes remedial
training on the subject-matter of the complaint (i.e., re-training on the applicable
legal or regulatory requirement that the person is alleged to have violated) as a
condition of continuing to act on behalf of the retailer in relation to low volume

consumers.

SERVICES TO BE MAINTAINED BY A RETAILER

A retailer shall have a current mailing address in Ontario and a current telephone
number listed in Ontario, , and shall provide them to every customer. If the
retailer retails electricity to low volume consumers, the retailer shall have a
telephone number which may be reached by the general public without charge,

and shall provide the telephone number to every low volume consumer.
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9 CONFIDENTIALITY OF CONSUMER INFORMATION

9.1  Aretailer shall not disclose consumer information as defined in this Code to any
person other than the consumer or the Board without the consent of the
consumer in writing, except when the information has been sufficiently
aggregated such that an individual consumer’s information cannot be identified, or

where consumer information is required to be disclosed:

(a)  for billing or market operation purposes;

(b)  for law enforcement purposes;

(©) to comply with a statute or an order of a court or tribunal;

(d)  when past due accounts of the consumer have been passed to a debt
collection agency; or

(e)  for the purpose of complying with the Market Rules.
9.2  Aretailer shall inform consumers regarding the conditions described in section
9.1 under which consumer information may be released to a third party without

the consumer’s consent.

9.3  Arretailer shall not use consumer information obtained for one purpose from a

consumer for any other purpose without the consent of the consumer in writing.

10 TRANSFER AND ASSIGNMENT OF CONTRACTS

10.1 A retailer shall not sell, transfer or assign the administration of a contract with a

customer to another person who is not a licensed retailer.

10.2 A retailer must notify the Board of any sale, transfer or assignment of contracts

within 10 days of the sale, transfer or assignment.
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10.3 Within 60 days of any sale, transfer or assignment or a contract to another
retailer, the new retailer must notify the affected customers of the new retailer's

address for service and toll-free telephone number.
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PARTC

1  TRANSITIONAL PROVISIONS

Application

1.1 This Part only applies to a contract with a low volume consumer that was signed
by the consumer on or after November 22, 2010 and before the Effective ECPA
Date.

1.2  Except as otherwise provided in sections 1.4 and 1.5 of this Part, Parts A and B of

this Code apply to a contract referred to in section 1.1.

Definitions

1.3 In this Part, “notice of reaffirmation” means the written notice to the retailer that
indicates an intention of the consumer to reaffirm the contract, as set out in
section 30 of the ECPA Regulation.

Transfer requests
14 A retailer shall not:
(a)  submit a request to an electricity distributor for a change of electricity
supply for a low volume consumer to that retailer unless the retailer has the

permission of the low volume consumer in writing to do so; or

(b)  supply electricity to a low volume consumer unless the retailer has the
permission of the low volume consumer in writing to do so, and has
received the notice of reaffirmation from the low volume consumer, where

reaffirmation is required.

1.5 If a retailer discovers that a transfer request that it has submitted to an electricity

distributor for a low volume consumer is supported by a contract that does not
27
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comply with the Act, the regulations made under the Act, the retailer’s licence or
the Electricity Retailer Code of Conduct as it read immediately prior to the
Effective ECPA Date, or does not contain the signature of the low volume
consumer, the retailer shall contact the affected low volume consumer, clearly
explain the non-compliance, and offer that low volume consumer a contract that
complies with the Act, the ECPA, the regulations, the retailer’s licence and Parts
A and B of this Code. If the low volume consumer does not enter into and validly
verify the compliant contract, the retailer shall immediately reverse the transfer

request.
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Part l:

11

1.2

APPENDIX A

Form of Certificate of Compliance under Section 6.1 of the Code

Electricity Retailer
Certificate of Compliance
Under Section 6.1 of the Electricity Retailer Code of Conduct

Definitions and Interpretation
In this Certificate:

“applicable legal and regulatory requirements” means all applicable requirements
under the Energy Consumer Protection Act, 2010, the Ontario Energy Board Act,
1998, regulations made under those Acts, a licence issued under section 57(d) of
the Ontario Energy Board Act, 1998 and any code issued by the Board under
section 70.1 of the Ontario Energy Board Act, 1998 that are in force on the
Effective ECPA Date;

“Effective Certification Date” means the later of the Effective ECPA Date and the
date on which this Certificate is signed by the Retailer and filed with the Board,

“Effective ECPA Date” meansJanuary 1, 2011;

“low volume consumer” has the meaning given to it in the Board’s Electricity
Retailer Code of Conduct;

“Retailer” means the licensed retailer identified in the opening paragraph of
section |l

“salesperson” has the meaning given to it in the Board’s Electricity Retailer Code
of Conduct;

“text-based” has the meaning given to it in the Energy Consumer Protection Act,
2010; and

“verification representative” has the meaning given to it in the Board’s Electricity
Retailer Code of Conduct.

Unless otherwise defined in this Certificate, words and phrases shall have the
meanings given to them in the Ontario Energy Board Act, 1998, the Energy
Consumer Protection Act, 2010 or the regulations made under those Acts.
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1.3 In this Certificate, “N/A” in relation to a given statement means that the Retailer
will not, as of the Effective Certification Date and for a period of not less than 1
month thereafter, carry on the activity to which the statement relates.

14  All statements in this Certificate pertain to retailing to low volume consumers.

Part Il: Certification

I, <identify (i) the certifying officer; (ii) his/her position with the Retailer; and (iij) the name
of the Retailer>, having made all necessary enquiries, certify on behalf of the Retailer
that:

Confirmation of Retailing Activities

The channels that the Retailer intends to use for the purpose of | Yes | No
retailing electricity as of the Effective Certification Date are the
following:

(A) Door-to-Door

(B) Exhibitions

(C) Trade shows

(D) Direct Mail

(E) Retailer’s place of business

(F) Internet

(G) Telephone Renewals

(H) Other (please specify below)
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Certificate of Compliance

Yes

N/A

1. Salespersons

(A) All salespersons acting on behalf of the Retailer have undergone
training and testing in accordance with all applicable legal and
regulatory requirements

(B) Each salesperson acting on behalf of the Retailer has been provided
with business cards that meet all applicable legal and regulatory
requirements

(C) Each salesperson acting on behalf of the Retailer has been provided
with an identification badge that meets all applicable legal and
regulatory requirements

(D)The Retailer’s practices for hiring or contracting for salespersons are
such that on and after the Effective Certification Date, those persons
can be expected to conduct their activities in compliance with all
applicable legal and regulatory requirements and with integrity and
honesty.

(E) Adequate processes and controls, designed to ensure that the condUCt
of salespersons on and after the Effective Certification Date is in
accordance with all applicable legal and regulatory requirements, are in
place

2. Sales using a text-based contract

(A) All contract offers, contracts and promotional material pertaining to the
sale of electricity to consumers have been prepared or revised as
required to comply with all applicable legal and regulatory requirements
and only offers, contracts and promotional material that so comply will
be used on and after the Effective Certification Date

(B) The required disclosure statement and price comparison will be used
on and after the Effective Certification Date in accordance with all
applicable legal and regulatory requirements

(C) Adequate processes and controls, designed to ensure that the text-
based contracting process on and after the Effective Certification Date
is conducted in accordance with all applicable legal and regulatory
requirements, are in place

3. Sales using the Internet

(A) The Retailer’s internet website and internet contracting process have
been prepared or revised to comply with all applicable legal and
regulatory requirements

(B) All contract offers, contracts and promotional material pertaining to the
sale of electricity to consumers have been prepared or revised as
required to comply with all applicable legal and regulatory requirements
and only offers, contracts and promotional material that so comply will
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Certificate of Compliance

Yes | N/A

be used on and after the Effective Certification Date

(C) The required disclosure statement and price comparison will be used
on and after the Effective Certification Date in accordance with all
applicable legal and regulatory requirements

(D) Adequate processes and controls, designed to ensure that the internet
contracting process on and after the Effective Certification Date is
conducted in accordance with all applicable legal and regulatory
requirements, are in place

4. Verification

(A) No verification representative acting on behalf of the Retailer will be
remunerated on and after the Effective Certification Date in a manner
contrary to any applicable legal and regulatory requirements

(B) All verification representatives acting on behalf of the Retailer have
undergone training and testing in accordance with all applicable legal
and regulatory requirements

(C) All verification representatives acting on behalf of the Retailer have
been instructed to do so using the verification call script approved by
the Board

(D) Adequate processes and controls, designed to ensure that each
verification call made or received by the Retailer on and after the
Effective Certification Date (including a call from a consumer for the
purpose of giving notice not to verify) is recorded and that a copy of the
call recording can be retrieved and provided to the consumer upon
request in accordance with all applicable legal and regulatory
requirements, are in place

(E) Adequate processes and controls, designed to ensure that the
verification of electricity contracts with consumers on and after the
Effective Certification Date is conducted in accordance with all
applicable legal and regulatory requirements, are in place

5. Contract Renewals and Extensions

(A) All contract renewal/extension offers, contract renewal/extension forms
and promotional material pertaining to the renewal/extension of
electricity contracts with consumers have been prepared or revised in
accordance with all applicable legal and regulatory requirements and
only contract renewal/extension offers, renewal/extension forms and
promotional material that so comply will be used

(B) The required disclosure statement and price comparison will be used
on and after the Effective Certification Date in accordance with all
applicable legal and regulatory requirements

(C) All salespersons conducting telephone renewals on behalf of the
Retailer have undergone training and testing in accordance with all
applicable legal and regulatory requirements

32

JE00008239_0001.pdf_34



Restated Electricity Retailer Code of Conduct
November 17, 2010

Certificate of Compliance

Yes

N/A

(D) All salespersons conducting renewal calls on behalf of the Retailer
have been instructed to do so using the renewal call script approved by
the Board

(E) Adequate processes and controls, designed to ensure that each
renewal/extension call made or received by the Retailer on and after
the Effective Certification Date (including a call from a consumer for the
purpose of giving notice not to renew/extend) is recorded and that a
copy of the call recording can be retrieved and provided to the
consumer upon request in accordance with all applicable legal and
regulatory requirements, are in place

(F) Adequate processes and controls, designed to ensure that the
renewal/extension of electricity contracts with consumers on and after
the Effective Certification Date is conducted in accordance with all
applicable legal and regulatory requirements, are in place

6. Contract Amendments

(A) Adequate processes and controls, designed to ensure that the
amendment of any electricity contract with a consumer on and after the
Effective Certification Date is conducted in accordance with all
applicable legal and regulatory requirements, are in place

7. Cancellations and Retractions

(A) Adequate processes and controls, designed to ensure that the
cancellation of any contract with a consumer on and after the Effective
Certification Date is processed in accordance with all applicable legal
and regulatory requirements, including as to the payment of any refund
to which the consumer may by law be entitled and to the switching of
the consumer back to the consumer’s utility, are in place

(B) Adequate processes and controls, designed to ensure that the
retraction of the renewal/extension of any electricity contract by a
consumer on and after the Effective Certification Date is processed in
accordance with all applicable legal and regulatory requirements,
including as to the switching of the consumer back to the consumer’s
utility, are in place

(C) Adequate processes and controls, designed to ensure that each
cancellation call and each retraction call received by the Retailer on
and after the Effective Certification Date is recorded and that a copy of
the call recording can be retrieved and provided to the consumer upon
request in accordance with all applicable legal and regulatory
requirements, are in place

8. Complaint Handling

(A) Adequate processes and controls are in place to ensure that consumer
complaints on and after the Effective Certification Date alleging non-
compliance with any applicable legal or regulatory requirement can be
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Certificate of Compliance
Yes | N/A
received and are reviewed by the Retailer in a timely manner
(B) Adequate processes and controls are in place to ensure that remedial
action is taken in a timely manner to address consumer complaints
referred to in (A) above, with the consumer and/or with any person that
is the subject of the complaint
Date: <insert date of filing>
[Signature]
[Title]
Notes:
1. In accordance with section 6.3 of the Board’s Electricity Retailer Code of Conduct,

this Certificate must be signed by the Retailer's Chief Executive Officer, Chief
Operating Officer, President or other person of equivalent position.

2. It is an offence under section 126(1)(b) of the Ontario Energy Board Act, 1998 to
knowingly furnish false or misleading information in any application, statement or

return made under that Act or in any circumstances where information is required
or authorized to be provided under that Act.

34

JE00008239_0001.pdf_36



5046

Restated Electricity Retailer Code of Conduct
November 17, 2010

Partl:

1.2

1.2

1.3

APPENDIX B

Form of Certificate of Compliance under Section 6.2 of the Code

Electricity Retailer
Certificate of Compliance
Under Section 6.2 of the Electricity Retailer Code of Conduct

Definitions and Interpretation
In this Certificate:
“applicable legal and regulatory requirements” means all applicable requirements
under the Energy Consumer Protection Act, 2010, the Ontario Energy Board Act,
1998, regulations made under those Acts, a licence issued under section 57(d) of
the Ontario Energy Board Act, 1998 and any code issued by the Board under
section 70.1 of the Ontario Energy Board Act, 1998 that are in force on the

Effective Date;

“Effective Date” means the date this Certificate is signed by the Retailer and filed
with the Board;

“low volume consumer” has the meaning given to it in the Board’s Electricity
Retailer Code of Conduct;

“Retailer” means the licensed retailer identified in the opening paragraph of
section |l;

“salesperson” has the meaning given to it in the Board’s Electricity Retailer Code
of Conduct;

“text-based” has the meaning given to it in the Energy Consumer Protection Act,
2010; and

“verification representative” has the meaning given to it in the Board’s Electricity
Retailer Code of Conduct.

Unless otherwise defined in this Certificate, words and phrases shall have the
meanings given to them in the Ontario Energy Board Act, 1998, the Energy
Consumer Protection Act, 2010 or the regulations made under those Acts.

All statements in this Certificate pertain to retailing to low volume consumers.
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Part ll: Certification

Whereas on <insert date> the Retailer filed with the Board a Certificate of Compliance
under section 6.1 of the Electricity Retailer Code of Conduct in which the Retailer
indicated “no” or “N/A” in relation to one or more statements.

And whereas the Retailer now intends to conduct the activities to which those
statements relate.

|, <identify (i) the certifying officer; (ii) his/her position with the Retailer; and (iij) the name
of the Retailer>, having made all necessary enquiries, certify on behalf of the Retailer
that:

Note: Indicate “yes” for any statement for which “no” or “N/A” was indicated in the
certificate filed under section 6.1 of the Electricity Retailer Code of Conduct and in
relation to which the Retailer now intends to conduct the relevant activities.

Confirmation of Retailing Activities

The channels that the Retailer intends to use for the purpose of | Yes | No
retailing electricity as of the Effective Date are the following:

(A) Door-to-Door

(B) Exhibitions

(C) Trade shows

(D) Direct Mail

(E) Retailer's place of business

(F) Internet

(G) Telephone Renewals

(H) Other (please specify below)
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Restated Electricity Retailer Code of Conduct
November 17, 2010

Certificate of Compliance

Yes

N/A

9. Salespersons

(A) All salespersons acting on behalf of the Retailer have undergone
training and testing in accordance with all applicable legal and
regulatory requirements

(B) Each salesperson acting on behalf of the Retailer has been provided
with business cards that meet all applicable legal and regulatory
requirements

(C) Each salesperson acting on behalf of the Retailer has been provided
with an identification badge that meets all applicable legal and
regulatory requirements

(D)The Retailer’s practices for hiring or contracting for salespersons are
such that those persons can be expected to conduct their activities in
compliance with all applicable legal and regulatory requirements and
with integrity and honesty.

(E) Adequate processes and controls, designed to ensure that the conduct
of salespersons is in accordance with all applicable legal and regulatory
requirements, are in place

10. Sales using a text-based contract

(A) All contract offers, contracts and promotional material pertaining to the
sale of electricity to consumers have been prepared or revised as
required to comply with all applicable legal and regulatory requirements
and only offers, contracts and promotional material that so comply will
be used

(B) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(C) Adequate processes and controls, designed to ensure that the text-
based contracting process is conducted in accordance with all
applicable legal and regulatory requirements, are in place

11. Sales using the Internet

(A) The Retailer’s internet website and internet contracting process have
been prepared or revised to comply with all applicable legal and
regulatory requirements

(B) All contract offers, contracts and promotional material pertaining to the
sale of electricity to consumers have been prepared or revised as
required to comply with all applicable legal and regulatory requirements
and only offers, contracts and promotional material that so comply will
be used

(C) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(D) Adequate processes and controls, designed to ensure that the internet
contracting process is conducted in accordance with all applicable legal
and regulatory requirements, are in place
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Restated Electricity Retailer Code of Conduct
November 17, 2010

12. Verification

(A) No verification representative acting on behalf of the Retailer will be
remunerated in @ manner contrary to any applicable legal and
regulatory requirements

(B) All verification representatives acting on behalf of the Retailer have
undergone training and testing in accordance with all applicable legal
and regulatory requirements

(C) All verification representatives acting on behalf of the Retailer have
been instructed to do so using the verification call script approved by
the Board

(D) Adequate processes and controls, designed to ensure that each
verification call made or received by the Retailer (including a call from
a consumer for the purpose of giving notice not to verify) is recorded
and that a copy of the call recording can be retrieved and provided to
the consumer upon request in accordance with all applicable legal and
regulatory requirements, are in place

(E) Adequate processes and controls, designed to ensure that the
verification of electricity contracts with consumers is conducted in
accordance with all applicable legal and regulatory requirements, are in
place

13. Contract Renewals and Extensions

(A) All contract renewal/extension offers, contract renewal/extension forms
and promotional material pertaining to the renewal/extension of
electricity contracts with consumers have been prepared or revised in
accordance with all applicable legal and regulatory requirements and
only contract renewal/extension offers, renewal/extension forms and
promotional material that so comply will be used

(B) The required disclosure statement and price comparison will be used in
accordance with all applicable legal and regulatory requirements

(C) All salespersons conducting telephone renewals on behalf of the
Retailer have undergone training and testing in accordance with all
applicable legal and regulatory requirements

(D) All salespersons conducting renewal calls on behalf of the Retailer
have been instructed to do so using the renewal call script approved by
the Board

(E) Adequate processes and controls, designed to ensure that each
renewal/extension call made or received by the Retailer (including a call
from a consumer for the purpose of giving notice not to renew/extend)
is recorded and that a copy of the call recording can be retrieved and
provided to the consumer upon request in accordance with all
applicable legal and regulatory requirements, are in place

(F) Adequate processes and controls, designed to ensure that the
renewal/extension of electricity contracts with consumers is conducted
in accordance with all applicable legal and regulatory requirements, are
in place
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14. Contract Amendments

(A) Adequate processes and controls, designed to ensure that the
amendment of any electricity contract with a consumer is conducted in
accordance with all applicable legal and regulatory requirements, are in
place

15. Cancellations and Retractions

(A) Adequate processes and controls, designed to ensure that the
cancellation of any contract with a consumer is processed in
accordance with all applicable legal and regulatory requirements,
including as to the payment of any refund to which the consumer may
by law be entitled and to the switching of the consumer back to the
consumer’s utility, are in place

(B) Adequate processes and controls, designed to ensure that the
retraction of the renewal/extension of any electricity contract by a
consumer is processed in accordance with all applicable legal and
regulatory requirements, including as to the switching of the consumer
back to the consumer’s utility, are in place

(C) Adequate processes and controls, designed to ensure that each
cancellation call and each retraction call received by the Retailer is
recorded and that a copy of the call recording can be retrieved and
provided to the consumer upon request in accordance with all
applicable legal and regulatory requirements, are in place

16. Complaint Handling

(A) Adequate processes and controls are in place to ensure that consumer
complaints alleging non-compliance with any applicable legal or
regulatory requirement can be received and are reviewed by the
Retailer in a timely manner

(B) Adequate processes and controls are in place to ensure that remedial
action is taken in a timely manner to address consumer complaints
referred to in (A) above, with the consumer and/or with any person that
is the subject of the complaint

Date: <insert date of filing>

[Signature]
[Title]
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November 17, 2010

Notes:

1.

In accordance with section 6.3 of the Board’s Electricity Retailer Code of Conduct,
this Certificate must be signed by the Retailer's Chief Executive Officer, Chief
Operating Officer, President or other person of equivalent position.

It is an offence under section 126(1)(b) of the Ontario Energy Board Act, 1998 to
knowingly furnish false or misleading information in any application, statement or

return made under that Act or in any circumstances where information is required
or authorized to be provided under that Act.
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To: Markus Feldhofer[mfeldhofer@justenergy.com]
From: Ravi Maharaj

Sent: Tue 08/12/2015 9:56:43 AM

Importance: Normal

Subject: do not delete lol

MAIL_RECEIVED:  Tue 08/12/2015 9:56:45 AM

Ontario Industry Learning Module (OEBR) Assessment.pdf

Ontario Indusiry Training Module Story Board and Commentary Releass 2014 pdf
Ontario Market & OEB Completion Form.pdf

Ontaric OER Proctor Step By Step - Final 14FEB14 pdf

Ontaro Industry ebearming Participant Guide pdf

Cntario industry Learning Module (OEB) Assessment [Answer key] pdf
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Signature:
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Section 1 — Players in the Energy Sector

Time 5 minutes

1. Wheat is the OEB responsible for?

Setting rules and regulations of energy suppliers
Handling consumer complaints about energy
Issuing licenses to energy suppliers

All of the above

o 0o T o

2. This energy regulator monitors the energy industry to ensure licensed market
participants comply with law, regulations and rules governing the energy sector

Ontario Energy Board

Ministry of Energy

Ontario Power Generation

a0 o

Ontario Power Authority

3. Approximately how many licensed electricity distributors (“LDCs") are there in Ontario?

2
73
170
25

a o T o

4. Who are the two major natural gas distributors in Ontario?

Union Gas and Hydro One
Hydro One and Kingston Gas
Union Gas and Enbridge Gas Distribution

a o T

Enbridge Gas distribution and Kingston Gas

Total / 4
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Section 2 - Electricity

Time 11 minutes

1. Name the unit of measure that electricity consumers are billed based on.

o o T

Gigajoules
Meters
Therm

Kilowatt hours

2. Residential and small volume commercial consumers have two options from which to
purchase their electricity supply, they are:

a o o p

The Regulated Price Plan (“RPP”) from the LDC and electricity consumers
The RPP and LDC

The LDC and deregulated generators

The RPP offered by LDCs and electricity suppliers

3. What does RPP stand for?

a.
b.
c.
d.

Rate Protected Price
Ready Paid Pricing
Regulated Price Plan
Regulated Pricing Program

4. When does the RPP forecast price changes take effect?

a.
b.
c.

November 1st each year

The 15th of each month

May 1st and November 1st each year
Every 3 months

Ontario

Continued on next page

Version 1.0 2
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Section 2 - Electricity, Continued

5. If a consumer signs an agreement with an electricity supplier, then:

a. They will leave the RPP

b. They can never go back to the RPP

c. Any variance amount is settled with a final ,one time" charge or credit
d.

Bothaandc

6. An aspect of a smart meter is:

a. It allows the consumer to know how much electricity they are using at different
periods throughout the day
b. It allows the consumer to know their exact electricity consumption
It prevents a consumer from signing an agreement with an electricity supplier
d. All of the above

7. Time of use pricing:

Results in the consumer paying less for hydro in peak periods
Results in the consumer paying a flat rate

Results in the consumer paying less for hydro in off-peak periods
All of the above

a o T

8. This is the charge for the electricity you use, which you buy either from your local utility
or through a licensed electricity supplier.

a. Delivery charge
b. Global adjustment
c. Distribution charge
d. Electricity commodity charge
Continued on next page
Ontario Version 1.0 3
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Section 2 - Electricity, Continued

9. What was the global adjustment previously called?

a) Provincial adjustment
b) IESO charge

¢) Provincial Benefit
d) RPP

10. Where does the Global Adjustment show on a consumer who is on the RPP bill?

a) If they are purchasing from a supplier, it is included in the commodity charge
b) If they are paying the RPP it is included in the RPP rate

c) If they are being charged time of use rates, it is a separate line item

d) All of the above

Total /1 O

Ontario Version 1.0 4
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Section 3: Natural Gas

Time 4 minutes
1. How often do natural gas non-municipal LDCs review gas supply prices?
a. Quarterly
b. Every 6 months
c. Once per year
d. Whenever the RPP is set

2. This charge is for the gas a consumer uses, which they purchase either through their
local utility or a licensed natural gas supplier.
a) Natural gas commodity charge
b) Natural gas supply adjustment
c) Delivery charge

d) Transportation charge

3. What option does a consumer have if they do not buy their natural gas through a
licensed natural gas supplier?
a) They are forced to buy it through the IESO
b) They are required to buy it through the LDC
c) They can choose to buy it from an unlicensed supplier
d) They can buy it from the OEB

Total / 3

o

Ontario Version 1.0

JEO0003040_0001.pdf_7



3062

Section 4: Your Role as a Salesperson

Time 9 minutes

1. The OEB Codes of Conduct state that energy salespeople must

a) Provide a business card as soon they introduce themselves to consumers
b) Not exert pressure on a consumer

c) Close the sale within one visit

d) Bothaandb

2. The I-D badge that a salesperson wears

a) Does not have to be visible at all times, just during an introduction
b) Must be visible at all times to the consumer
c) Must be worn on inner clothing

d) Must have the picture of the salesperson covered for privacy reasons

3. Under ECPA regulation 389/10, what action represents an unfair practice?

a) Making any false, misleading, or deceptive statement to the consumer

b) Telling a consumer their gas will be cut off if they do not sign an agreement
c) Telling a consumer they do not have a 10 day cooling off period

d) All of the above

4, Who can sign a residential energy agreement?

a) The account holder, their spouse, or their common law spouse
b) Anyone living at the home where the energy is consumed

c) A sibling of the account holder

d) All of the above

Continued on next page

Ontario Version 1.0 6]
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Section 4: Your Role as a Salesperson, Continued

5. Enrolling a consumer under false pretenses, acting as the consumer during the
verification call, and signing the consumer’s name on the agreement are all:
a) Acceptable sales practices
b) Questionable, but allowed sales practices
c) Examples of fraud or forgery
d) Are allowed under ECPA regulation 389/10

6. If you speak to a consumer that has a “no soliciting” sign that you did not see you
should:
a) Continue with the sales presentation
b) Apologize for the error
c) Attempt to set up another time or place to meet the consumer
d) Do nothing

7. When speaking to the following people, door to door salespeople should use extra
discretion with:
a) The elderly (over 70), minors, babies
b) Minors, people who speak English fluently, students
c) People who have trouble speaking English, minors, the elderly

d) The account holder’s spouse, the account holder, students

8. In terms of consumer’s privacy, salesperson responsibilities include:

a) Keeping the consumer’s information safe

b) Using consumer’s information for personal gain

c) Personally keeping copies of incomplete agreements and any bills
d) All of the above

Total / 8

Ontario Version 1.0 7
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Section 5 - Executing an Agreement

Time 8 Minutes

1. The following must be completed in order for an agreement to be valid (not an

exhaustive list)

Ontario

2.

3.

4.

a) Consumer’s signature, bank account information, mailing address

b) Acknowledgement statement — signature, Agent name, Agent signature

c) Acknowledgement statement — date signed, bank account information

d) Consumer name, account holder name, credit information

When is it appropriate to use a Disclosure Statement?

a) Never
b) In every sales presentation
¢) Only when a consumer requests it to be used

d) For sales presentations at your office only

When is it appropriate to change a Disclosure Statement?

a) Never

b) In every sales presentation

¢) Only when a consumer requests it to be used
d) For sales presentations at your office only

When is it appropriate to use a Price Comparison Form?

a) Never
b) In every sales presentation
c) Only when a consumer requests it to be used

d) For sales presentations at your office only

Version 1.0

Continued on next page
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Section 5 - Executing an Agreement, Continued

5. Price Comparison Forms are designed to

a) Mislead the consumer

b) Compare the energy suppliers price to competitor prices

¢) Compare the LDC default prices and energy supplier prices
d) All of the above

6. The top section of the Price Comparison Form

a) Should be covered up when the consumer signs the price comparison
b) Estimates the consumer’s charges when purchasing through the LDC
¢) Explains the difference between hydro and gas rates

d) All of the above

7. Should the Disclosure Statement and Price Comparison Form be signed by the
authorized consumer?
a) Signature is not required since this is for information purposes only
b) The Disclosure Statement is the only document that should be signed
c) The Price Comparison Form is the only document that should be signed

d) Both the Disclosure Statement and Price Comparison Form should be signed

Total /7

Ontario Version 1.0 9
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Section 6 - Verification

Time 6 minutes

1. The Verification call must be completed:

a) After the enrolment transfer request is sent to the utility
b) Before the enrolment transfer request is sent to the utility
c) Before the 10-day cooling off period has expired

d) Bothbandc

2. Who can complete the Verification?

a) The account holder, their spouse, or their common law spouse
b) Anyone living at the home where the energy is consumed

c) A sibling of the account holder

d) All of the above

3. The script for the Verification call:

a) Is standard for all Ontario energy suppliers
b) Is different for all Ontario energy suppliers
¢) Cannot be printed by energy suppliers

d) Bothaandc

Continued on next page

Ontario Yersion 1.0 10
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Section 6 - Verification, Continued

4. In the Verification call the following must be confirmed:

a) That the call is recorded

b) That the consumer understands savings is not guaranteed
c) The price and term of the agreement

d) All of the above

5. When can a Verification agent deviate from the applicable OEB approved verification
script?
a) Never
b) To provide a factual answer to the low volume consumer
c) When required to terminate the call
d) Bothbandc

Total / 5

Ontario Version 1.0 11
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Section 7 - Agreement Renewals & Amendments

Time 9 minutes

1. For renewal packages sent to consumers for expiry dates after January 1,

2011:

e o T o

The package must include a Disclosure Statement

The package must not include a Price Comparison Form
The package must include promotional material
Bothaandc

2. When must a supplier send the renewal package to the consumer?

a0 oo

Between 180 and 90 days before the agreement expires
Between 120 and 30 days before the agreement expires
Between 120 and 60 days before the agreement expires
Between 120 and 90 days before the agreement expires

3. The following rules apply to automatic renewals:

a 0o T

Automatic renewals are for electricity only

Automatic renewals are for a 5 year term only

Cancellation penalties apply throughout the term of the automatic renewal
None of the above

4. For agreements expiring after January 1, 2011 what cancellation rights apply for
electricity consumers that are renewing their agreement?

a0 o oo

Cancellation can be provided over phone, or in writing

The consumer can retract their agreement to renew up to 14 days afterward
The consumer must pay a penalty when cancelling no matter what
Bothaandb

Ontario

Continued on next page

Version 1.0 12
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Section 7 - Agreement Renewals & Amendments, Continued

Ontario

5.

6.

7.

When a renewal is confirmed by the consumer, the following requirements apply:

The call shall not be recorded
The applicable OEB approved renewal script statements must be included in
the call.

c. The salesperson shall terminate the call when required, after they attempt
rebuttal scripting.

d. Bothbandc

If a consumer decides not to renew and notifies the energy supplier after they've
received the renewal or extension package.
a. The energy supplier should ask for renewal again on the phone
The energy supplier should re-send a renewal package
c. The energy supplier shall not contact the consumer again to attempt to renew
that same contract

d. The consumer must let the supplier know in writing for it to apply

When a consumer receives a renewal package via mail, e-mail or the web, the
package must contain the following information:

The energy suppliers toll free number

If a gas agreement, that it will be renewed if certain things are not done
Indicates that the consumer will be renewed if they select an option

All of the above

o o T P

Continued on next page
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Section 7 - Agreement Renewals & Amendments, Continued

Total

Ontario

8.

What is the number of days that a consumer can cancel their natural gas or electricity
renewal agreement without exit fees?

a.
b.
C.

10 days
30 days
14 days
No possible without paying the exit fee

/8

Version 1.0
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Section § - Consumer Cancellation

Time 6 minutes

1. In which situation will the consumer most likely have to pay a cancellation penalty?

When cancelling within the 10-day cooling off period
When declining reaffirmation during the verification call

When they permanently move

o o T

When they wish to cancel an agreement after their cancellation period has

ended

2. If the agreement, Disclosure Statement, or Price Comparison Form were not fully and
accurately completed, and signed:

. The consumer can cancel without penalty

a

b. The consumer can cancel by telephone only

c. The salesperson should complete the forms after the sales presentation
d

. All of the above

3. If an electricity consumer decides to cancel and penalties apply, then:

a. If they use under 15,000 kWh/yr., the fee is capped at $50 per year or partial
year left

b. If they do not pay, they will not be cancelled
The OEA will force them to pay their penalties

Bothaandc
4. A contest will occur when a consumer signs with a supplier and:
a. They have never signed up with another energy supplier
b. They are already flowing for the same commodity with another supplier
c. They are already paying the LDC for their commodity
d. Bothaandb
Continued on next page
Ontario Version 1.0 15
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/2

Section 8 - Consumer Cancellation, Continued

5. The current (existing) energy supplier must do the following when a contest occurs:

Contact the consumer to affirm them
Nothing

c. Contact the consumer within 5 days to notify them of any exit fees or other
amounts owing under the contract.

d. Bothaandc

Total / 5

Ontario Version 1.0 16
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THIS 1S EXHIBIT “87” REFERRED TO IN THE
AFFIDAVIT OF MICHELLE ALEXANDER
SWORN BEFORE ME, THIS § DAY OF SEPTEMBER, 2018

/

A COMMISSIONEI%TZKING AFFIDAVITS, ETC.
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 22 - Slide 22

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(OER)/Assessment/Ontario%20Industr
y%20Learning%20Module%20(0EB}%20Assessment%20[Answer%20key].docx

Commentary

Page 20 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 23 - Slide 23

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20Industry%20Training%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20(0EB}%20Assessment%20[Answer¥%20keyl.docx

Commentary

Page 21 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 61 - Slide 61

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20Industry%20Training%20(OEB)/Assessment/Ontario%20Industr
y%20Learning%20Module%20(0EB}%20Assessment%20[Answer%20key].docx

Commentary

Page 59 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 62 - Slide 62

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(OER)/Assessmert/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 60 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 64 - Slide 64

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0EB)/Assessment/Ontario%20Industr
v%20Learning%20Module%20(0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 62 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 65 - Slide 65

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 63 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 68 - Slide 68

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0OER)/Assessment/Ontario%20Industr
v%20Learning%20Module%20(0OEB)%20Assessment%20[Answer%20key].docx

Commentary

Page 66 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 85 - Slide 85

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20Industry%20Training%20(OER)/Assessment/Ontario%20ind ustr
v%20Learning%20Module%20(0EB}%20Assessment%20[Answer%20key].docx

Commentary

Page 83 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 92 - Slide 92

Commentary

The code requires that all sales people are wearing an ID badge and provide a business
card immediately upon contact with the consumer. You must state you are acting on
behalf of the marketers and retailers, and you are not a representative of the consumers
LDC, and you are not associated with the OEB or Government; Your Business Card
must contain the following information; the marketers and retailers OEB License
Number; the marketers and retailers Name and Address; the Salespersons Name; the
marketer or retailers toll-free telephone number; the marketer or retailer's website
address; The ID Badge must clearly identify that the salesperson is acting on behalf of
the marketer or retailer, and is not a representative of the consumers LDC, or associated
with the OEB or Government; it must display the marketer or retailer's Name; the name
and title of the salesperson; the Salespersons ID number; and include a Photo ID; the
badge must include an Expiry Date which is no more than 2 years since the ID was
issued to the salesperson. The ID badge must at all times be facing the consumer.

Page 90 of 187 Version 1.0
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OEB Training Modulie CSR Wednesday, June 18, 2014

Slide 93 - Slide 93

Commentary

In addition to the OEBs rules we have just reviewed there are additional rules
we must abide by as required by the Energy Consumer Protection Act.

We're now going to review these additional regulations;

The following acts or omissions of an electricity retailer or natural gas
marketer are considered unfair practices with respect to the consumer.

Page 91 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 94 - Slide 94

Commentary

Number 1; Making any false, misleading or deceptive statement to the consumer,
including but not limited to a false, misleading or deceptive statement relating to the
following;

The terms and conditions of any contract; for example;

stating there is no cancellation rights when there are; The quality or other characteristics
of any electricity or gas provided by any and of electricity retailers or gas marketer; for
example stating that electricity is “green” energy when it's not. The status of any
marketer and retailer of electricity or gas or the business relationship, affiliation or
connection between any electricity retailer or gas marketer and any other person; for
example; stating that we're affiliated with the local distribution company when we're not.
The amount of or the method of calculating the agreement price, any component of the
agreement price or any other additional energy charges to the contract price

Page 92 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 95 - Slide 95

Commentary

The difference in agreement prices or additional energy charges by different marketer or retailer or
energy distributors; for example; stating the agreement price includes the local distribution delivery
costs/all inclusive price when it doesn't

Price, financial advantage, cost savings or amount of cost savings the consumer may experience from
entering into the agreement from the marketer or retailer, instead of another marketer or retailer or the
LDC; For example; promising the customer that they can save money by signing on our agreement,
when we cannot guarantee this will happen;

The period of time during which a consumer may enter into an agreement for the provision of electricity
or gas at a specified price; for example; advising the consumer that the offer is only available to them at

that time and that they must sign the contract to secure the price that day.

Page 93 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 96 - Slide 96

Commentary

The consequences if the consumer does not enter into or verify an agreement
with the electricity retailer or gas marketer; for example;

Telling the consumer that if he or she does not sign-up, the supply of gas to
his or her home will be disconnected; which is untrue.

Consumers rights under the Energy consumer protection act, Regulations or
OEB Code; for example; telling the consumer he or she does not have a 10-
day cooling off period, when there is.

Page 94 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 97 - Slide 97

Commentary

Number 2; Taking an unconscionable action with respect to the consumer.

If you know or ought to know that the consumer is not able to protect his/her
own interest or pressured into signing an agreement; for example

If you take advantage of a consumer such as; where the consumer has a
comprehension/language barrier; where a consumer is elderly and does not
clearly understand the offer being made; or where someone is disabled or

mentally challenged; or; telling a consumer that they need to sign now.

Page 95 of 187 Version 1.0

JE00003041_0001.pdf_14



5088

OEB Training Module CSR Wednesday, June 18, 2014

Slide 98 - Slide 98

Commentary

Number 3; Failing to disclose information about the products, services, or, business of an electricity
retailer or natural gas marketer, if; the failure misleads the consumer in any way to influence his or her
decision to enter into; verify; agree to amend; renew; extend the term of; or, cancel an agreement with a
marketer or retailer.

The code requires that all sales people are wearing an ID badge and provide a business card
immediately upon contact with the consumer. You must state you are acting on behalf of the marketer
or retailer, and you are not a representative of the consumer’s LDC, and you are not associated with the
OEB or Government; your business card must contain the following information; the marketer or retailer
OEB license number; the marketer or retailer name and address; the salespersons Name; the marketer
or retailer’s toll-free telephone number; the marketer or retailer's website address; The ID Badge must
clearly identify that the salesperson is acting on behalf of the marketer or retailer, and is not a
representative of the consumers LDC, or associated with the OEB or Government; it must display the
marketer or retailer's Name; the name and title of the salesperson; the Salespersons |D number; and
include a Photo ID; the badge must include an Expiry Date which is no more than 2 years since the |D

was issued to the salesperson. The ID badge must at all times be facing the consumer.

Page 96 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 99 - Slide 99

Commentary

Number 4; Additional Energy Charges: Failing to make clear that the
consumer will pay additional energy charges if the consumer enters into a
contract with Just Energy; that the charges are not included in the agreement
price or; that those additional energy charges are included in the price
charged by the LDC.

Page 97 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 100 - Slide 100

Commentary

Number 5; In Person Sales; Failure to prominently display your ID Badge; or;
offer the consumer your business card before beginning any discussion; or;
failure to provide the consumer with a text-based copy of any document on

request.

Page 98 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 101 - Slide 101

Commentary

Number 6; In Person sales; when executing an agreement with a consumer;
failure to give the consumer a text-based copy of the agreement; disclosure
statements; price comparison statement; before the consumer enters into the
agreement; or; Failure to provide the signed documents to the consumer
immediately after the consumer has entered into the agreement; or; Failure to
give the customer a copy of any document you show the customer, if they
request it.

Page 99 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 102 - Slide 102

Commentary

Number 7; Authorized Persons; Entering, verifying, amending, renewing or
extending an agreement with a person other than the account holder or the
account holder’s agent in respect of the service address.

Page 100 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 103 - Slide 103

Commentary

Companies who collect personal information must have a standard policy for
protecting this information; as a salesperson you are responsible for keeping
customer information safe.

Page 101 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 104 - Slide 104

Commentary

The information you collect are personal and should be treated carefully;

1. Be prepared to inform customers why we require the personal information;
example; to complete their enroliment in our program;

2. Never disclose customer information to anyone; (including showing others
their bills or applications;

3. Do not use the customers information for anything other than the
application;

4. Do not keep copies of customer information any longer than is necessary,
return all incomplete agreements and any bills to your office.

Page 102 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 105 - Slide 105

Commentary

Fraud, Impersonation and Forgery;

Any person who is found to have committed fraud, impersonation or forgery will be terminated and
criminal charges may be laid.

Fraud definition; Anyone who, by deceit, falsehood or other fraudulent means, whether or notitis a
false pretense within the meaning of the Canadian Criminal Code, defrauds the public or any person,
whether ascertained or not, of any property, money or valuable security or any service; Impersonation;

Anyone who fraudulently impersonates any person, living or dead; with the intent to gain advantage for
himself or herself or another person;

Forgery definition; the creation of a false document, knowing it to be false, with intent.

Page 103 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 106 - Slide 106

Commentary

Examples of forgery or fraud include, but are not limited to; signing the
customer’s name on the agreement; making changes to the agreement after
the customer has signed it; Acting as the customer during the verification call;
Enrolling a customer under false pretenses.

Page 104 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 107 - Slide 107

Commentary

When selling door-to-door; You should not approach properties with Non-
Solicitation signs, such as; Do Not Solicit; No Soliciting; No Salespeople; No
Trespassing.

Page 105 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 108 - Slide 108

Commentary

If you do speak with a customer who has a No Soliciting sign that you did not
see; Apologize to the customer for the error; Do not pursue your sales
presentation; Record the address and submit to your supervisor so the
company can update the information on our do not solicit list; Close the
conversation with a simple customer friendly statement, such as; Good

evening.

Page 106 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 109 - Slide 109

Commentary

Individuals With Whom Door to Door Agents Should Exercise Diligence When
Selling to the following people; Seniors, Elderly; over the age of 70; Provide
seniors with information to review or have seniors repeat the offer and their
understanding; Language Barriers; Anyone who is not able to communicate
effectively in English; Minors; (under the age of 18) ; Agents are not permitted
by law to sign up minors under any circumstances; Always ensure you are
speaking to an authorized individual before proceeding with your sales
presentation!

Page 107 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 110 - Slide 110

Commentary

Let's take a moment to review the items we have covered so far; Regulations
governing the Energy Sector in Ontario are: the OEB Code of Conduct; the
Energy Consumer Protection Act and privacy act; The OEB is responsible for:
Setting rules for the energy industry; Handling customer concerns and
licensing utilities and energy marketer or retailer; the OEB Code of Conduct
states that energy salespeople must comply with fair marketing practices
including; Providing a business card as soon as they introduce themselves to
the consumer; and Not exerting pressure on a consumer; and; The ID badge
that a salesperson wears must be visible at all times to the consumer.

Page 108 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 111 - Slide 111

Commentary

it is considered an unfair practice under the law to make any false,
misleading, or deceptive statement to a consumer; Enrolling a customer
under false pretenses, acting as the customer during the verification call, and
signing the customer’s name on the agreement are all examples of fraud or
forgery; You should not approach a home or business that has a Do Not
Solicit sign posted; Salespeople should not attempt to sell services to a
person with a language barrier or where the salesperson ought to know that
the consumer does not understand the sale being offered; In terms of
customers privacy, salesperson responsibilities include keeping the
customers information safe, and not sharing or keeping customer information.

Page 109 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 112 - Slide 112

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20{0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 110 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 113 - Slide 113

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20Industry%20Training%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 111 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 114 - Slide 114

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontaric%20industry%20Training%20(OEB}/Assessment/Ontario%20Industr
y%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 112 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 115 - Slide 115

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20Industry%20Training%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20(0OEB)%20Assessment%20[Answer%20key].docx

Commentary

Page 113 of 187 Version 1.0
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OEB Traininﬂ Module CSR Wednesday, June 18, 2014

Slide 116 - Slide 116

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0EB)/Assessment/Ontario%20Industr
v%20Learning%20Module%20(0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 114 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 117 - Slide 117

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20T raining%20(0OEB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 115 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 118 - Slide 118

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(OEB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx :

Commentary

Page 116 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 119 - Slide 119

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(OEB)/Assessment/Ontario%20ind ustr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary

Page 117 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 120 - Slide 120

Commentary

Executing an Agreement; In section 5; we will look at the
components of an Agreement and the process of completing
the Agreement;

Page 118 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 121 - Slide 121

Commentary

Agreement Authorization; An agreement is made between the customer and the natural
gas marketer or the electricity retailer to complete the sale. Whether this agreement is for
a new agreement or for renewal/Amendments of an existing agreement, the agreement
must be authorized by a valid signing authority;

Residential agreements must be authorized by the account holder, or; the account
holders spouse, or; the account holders common law spouse;

Commercial agreements must be authorized by; the business owner, or; a representative
with authority to enter into agreements on behalf of the company.

Page 119 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 122 - Slide 122

Commentary

The following information must be completed by you in order for an agreement to be valid;

Customers printed name

Customers signature

Agents Name

Agents Signature

Customers Service Address

Customers Mailing Address, if different from Service Address; Account Holders name
Agreement Sign date

Anywhere on the form where these elements are repeated they must be completed in full for the
agreement to be valid; Sample agreement might not be exactly as shown here.

Page 120 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 123 - Slide 123

Commentary

The agreement must contain; The Price and Term; an
Acknowledgement Statement, that the consumer has received
a text based copy of the agreement, signed and dated by the
consumer.

Page 121 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 124 - Slide 124

Commentary

In addition the agreement must be accompanied by a
Disclosure Statement which must be signed by the consumer;
and a Price Comparison statement which must be signed; and
the agreement must be subsequently verified by phone.

Page 122 of 187 Version 1.0
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 125 - Slide 125

Commentary

The OEB provides different types of Disclosure Statements depending on the
method of sale, and the product sold to the consumer; and whether the
consumer is entering into the agreement for the first time or renewing their
agreement. No changes can be made to the Disclosure Statement;

In each case, the Disclosure Statement must be signed by the consumer and
dated. What you see here are samples of the Disclosure Statements for
natural gas and electricity used when the sale is completed at the consumer’s
home. Sample statements might not be exactly as shown here.

Page 123 of 187 Version 1.0
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Slide 126 - Slide 126

Commentary

Disclosure Statements, approved by the OEB, must
accompany all new agreements and renewals; If a customer
asks for a Disclosure Statement in another language other
than English; we can inform the customer that the approved
Disclosure Statement is available from the OEB in the
languages listed on the Disclosure Statement.
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 127 - Slide 127

Commentary

The OEB provides different types of Price Comparison forms;
depending on the customer type; residential or business, and,
the product being sold to the consumer, gas or electricity. In
regards to the gas Price Comparison forms, there are several
forms available to take into account whether transportation to
Ontario and storage costs are included in the marketer or
retailer product offer. What you see here is a sample of the
Price Comparison Form for a Residential Electricity
Consumer. Sample might not be exactly as shown here.
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 128 - Slide 128

Commentary

As a marketer or retailer, Just Energy must; Ensure that the
Price Comparison Form is signed by the consumer; the form
must be used with the content made available by the OEB at
the relevant time and without alteration, other than to include
the details of the marketer or retailer price offer; The Price
Comparison Form must not include any statements of a
promotional nature about the products, services or business.
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 129 - Slide 129

Commentary

Ok, we have now completed another section; let’s review the topics
we have learned so far; an agreement with a consumer must be
accompanied by a disclosure statement and a price comparison
form, and all documents must be signed by an authorized account
holder; the OEB approved disclosure statement must not be altered;

The disclosure statement and price comparison form is required
whether it is a new contract or the renewal of an existing contract;
Price comparison forms are designed to Compare the LDC and
energy marketer or retailer prices; All new agreements must be
verified by phone
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OEB Training Module CSR Wednesday, June 18, 2014

Slide 130 - Slide 130

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0OER)/Assessment/Ontario%20Industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary
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Commentary

Section 6; the Verification process; This process was
previously called reaffirmations.
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Commentary

Both the Regulation under the ECPA and section 4 of the OEB Code of Conduct outline the Verification
requirements. In summary;

All door-to-door energy marketer or retailer agreements need to be verified by the consumer before the
transfer request to the new marketer or retailer is sent to the LDC; The verification must be completed
between the 10th day and 45th day after the consumer is left with a text-based copy of the agreement;
verification can only be done by telephone on a recorded call. The recording of the verification call has
associated with it a verifiable date and time stamp; The Verification call can only be completed by a
person who is not compensated for the outcome of the Verification result; All Ontario marketers or
retailers are required to use an OEB standard verification script. The script must be read verbatim; Only
the account holder, spouse and common law or agent of the account holder can complete the
Verification; If the consumer has notified a marketer or retailer that they do not wish to verify an
agreement, the marketer or retailer cannot subsequently contact the consumer again to verify that
agreement thereafter. The verification call must be completed successfully before the enrolment
transfer request is sent to the LDC.
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Commentary

The Verification process ensures that the consumer understands the details of the agreement and by
confirming some details such as;

That the call is being recorded;

They have the right to obtain a copy of the verification call recording within 10 days from requesting a
copy;

Need to confirm they have received a copy of the agreement Disclosure Statement, and Price
Comparison Form;

The price and term of the agreement, and that they wish to continue with the agreement;
Entering into the agreement is voluntary and any customer cancellation rights;
Savings is not guaranteed;

By entering into the agreement the marketer or retailer will be your new marketer or retailer for the
commodity.
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Commentary

Verification Agent Responsibilities on the call; Both the OEB Codes of
Conduct and the Energy Consumers protection act Regulation set out your
responsibilities in completing the Verification Call; which are as follows;

Only use the applicable script approved for that purpose by the OEB,;
do not deviate from the applicable Board-approved script except;
To provide a factual answer to a question from the consumer;

To provide a factual clarification where the consumer has indicated that he or
she does not understand a statement made by the verification representative,
and,

When required to terminate the call.
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Commentary

Except where expressly permitted by the terms of the
applicable OEB approved script; where the script calls for a,
yes; or, no answer from the consumer; the verification
representative shall terminate the verification call, if the
consumer; does not provide a clear affirmative response.
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Commentary

Cannot make any statements of a promotional nature about
the products, services or business of the marketer or retailer;
and; If the Verification agent is advised by the consumer of
an unfair sales practice or; has reason to believe that an
unfair sales practice occurred at any time during the sale
process; the Verification agent cannot continue with the call.
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Commentary

Also; The verification agent is required to advise the
consumer of the reason for ending the call. The verification
agent is required to advise the marketer or retailer of the
unfair practice allegation.
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Commentary

Let's take a moment to review the items we have covered so
far; The verification must be completed before the enrolment
transfer request is sent to the LDC; The account holder, their
agent, their spouse, or their common law spouse can
complete the verification on behalf of the customer; The script
for the verification call is standard for all Ontario energy
marketers or retailers;
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Commentary

The verification agent can only deviate from the applicable
OEB approved script to provide a factual answer from the
consumer and when required must terminate the call;
Verification agents are not allowed to; Make a statement of a
promotional nature; Ignore statements that suggest an unfair
practice has occurred; Deviate from the script in certain
circumstances.
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Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users
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Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users
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v%20Learning%20Module%20{0EB}%20Assessment%20[Answer%20key].docx

Commentary
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Quiz Slide for LMS Users
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et Lk

Section 7

Commentary

Agreement renewals and Amendments; in section 7; we will
review the process involved when renewing or extending a
customer agreement.
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Commentary

Ontario Regulations outline the rules for the renewal or Amendments of an existing agreement;

The following rules apply for renewal or Amendments packages sentto small volume consumers;

Prior to the expiry of an existing agreement a marketer or retailer must provide renewal information to a customer if the
marketer or retailer wishes to offer the customer an option to renew their agreement;

The marketer or retailer needs to send the renewal package to the customer between 120 and 60 days before the expiry of
the current agreement;

The Package will Include; proposed agreement; 2 copies each of the disclosure statement; price comparison form and;
renewal form;

The new term and pricing as well as changes to comply with applicable laws are the only changes allowed for the renewal of
an agreement.
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Commentary

Renewal Package must clearly indicate that the marketer or retailer is offering to renew the agreement term and
describe the new pricing offer and term;

Provide a spot for the consumer to sign if they want to decline the offer; “Indicate that the renewal will take place
if the consumer;

selects an option; signs & prints name at the end of the Form acknowledging having read and understood the
disclosure statement and price comparison form; signs the Disclosure Statement and Price Comparison Form;

returns the signed copies of the form, disclosure statement and price comparison to the marketer or retailer”
Indicate marketer or retailer toll-free phone number;

If automatic renewal is an option for gas, the renewal form must clearly state;

that the contract will be automatically renewed if the consumer does not;

take the actions described in the above bullet point ;or

advise the marketer or retailer in writing or by telephone that he/she does not wish to renew or extend the term of
the contract

The contract price that will apply if the contract is automatically renewed.
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Commentary

The customer has 4 methods of ensuring we receive the
signed renewal form, disclosure statement and price
comparison form;

By Mail;, By Email; By Telephone; follow the OEB renewal
scripts and requirements; and By website;
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e customer cancelia
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Commentary

In the case of electricity agreements a marketer or retailer is not allowed to offer an automatic renewal;

however; a natural gas agreement may be automatically renewed in accordance with the following
conditions;

Maximum term for automatic renewal is one year; The renewal price may not be higher than the price of
the current agreement;

Customer or marketer or retailer can cancel the renewed gas agreement anytime without penalty;

Agreement may only be automatically renewed once only and for a term of up to 1 year;
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Commentary

The customer cancellation rights are different in the case of an agreement
renewal,

the customer may notify within 14 days after accepting the renewal
agreement;

the customer has the right to cancel;

can be provided by phone or in writing; if by phone; the marketer or retailer is
required to send written confirmation of the cancellation to the customer.
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Commentary

Where a renewal affected by telephone; the marketer or retailer shall comply with the following requirements;
the verification agent shall include the statements provided in the applicable OEB approved renewal scripts; the
verification agent shall not make any representation that is inconsistent with or contrary to any of the statements
or questions set out in the script; where the script calls for a “yes” or “no” answer, and if the consumer does not
provide a clear affirmative response the verification agent shall terminate the renewal call if the consumer does
not provide a clear affirmative response; the verification agent shall terminate the renewal call where the script
requires, and shall do so in accordance with the requirements of the applicable OEB approved script; and; the
recording of the renewal call has associated with it a verifiable date and time stamp.

Renewal Package must contain the following information; Clearly indicate that the marketer or retailer is
offering to renew the agreement term and describe the new pricing offer and term; Provide a spot for the
consumer to sign if they want to decline the offer; Indicate that the renewal will take place if the consumer selects
an option; Signs and Prints name at the end of the Form; Signs the Disclosure Statement and Price Comparison
Form, indicating that they understand these documents; Indicate marketer or retailers toll-free phone number;
In the case of Natural Gas; the agreement will be automatically renewed even if the consumer does not notify
Just Energy;
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Commentary

Following the receipt of the Renewal Package, if the consumer
notifies Just Energy that they do not wish to renew or extend an
agreement, whether as part of a renewal call or by separate notice;

Just Energy cannot contact the customer for the purpose of obtaining
the renewal of that agreement.
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Commentary

Within the last year of an agreement, but prior to receipt of the Renewal Package,

if a customer notifies Just Energy that they do not wish to renew or extend the agreement,

then

Just Energy will not renew or extend the agreement unless;
we remind the customer of the notice of non-renewal as part of the agreement renewal process and;

obtains positive acceptance of the renewed or extended agreement from the customer.

In this case the agreement may not be automatically renewed
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Commentary

Now let’s review what we have learned so far; renewal packages
sent to customers; must include the proposed agreement; Disclosure
Statement; Price Comparison Form and Renewal Form, including
Just Energy’s toll free number; Customers will receive the renewal
package between 120 and 60 days before their current agreement
expires; In the case of a natural gas agreement; it will be
automatically renewed if the customer does not notify just energy
otherwise; There are no automatic renewals for electricity;
Verification agents should follow the renewal script; The new term
and pricing are the only changes allowed for the renewal of an
agreement;
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Commentary

Cancellation rights for renewed agreements; No cancellation
penalties apply throughout the term of a gas agreement that
has been automatically renewed; The customer can cancel
their Natural Gas and Electricity renewal agreement up to 14
days after they agree to it; If canceling by phone: the marketer
or retailer is required to send written confirmation of the
cancellation
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Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users
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Commentary

Page 161 of 187 Version 1.0

JE00003041_0001.pdf_80



3154

OEB Training Module CSR Wednesday, June 18, 2014

Slide 164 - Slide 164

Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users
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Commentary
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Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0OEB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary
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Quiz Slide for LMS Users
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Commentary

Page 166 of 187 Version 1.0

JE00003041_0001.pdf_85



3159

OEB Training Module CSR Wednesday, June 18, 2014

Slide 169 - Slide 169

Quiz Slide for LMS Users
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Commentary
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Commentary

Section 8; Customer Cancellation Rights; In this section; we
will look at the Consumers rights as it pertains to cancellation
and the rules surrounding cancellation of the agreement with
Just Energy.
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Commentary

In the event a consumer wishes to cancel their agreement with Just Energy; early termination fees may not be applied in the following
cases;

10-Day Cooling Off Period,;

Within 10 days from being left with a copy of the text-based agreement, the disclosure statement, and price comparison form;

Verification Call, consumer advises they do not wish to proceed with the agreement;

Consumer cannot/does not verify that the agreement;

Disclosure Statement or Price Comparison documents were left;

the verification agent identifies or has reason to believe that an unfair practice has occurred during the sales process.

Page 169 of 187 Version 1.0

JEO0003041_0001.pdf_88



OEB Training Module CSR Wednesday, June 18, 2014

Slide 172 - Slide 172

Commentary

In the case of Electricity agreements:

30-Days after receiving their first bill under the agreement;

in the case of customer Moves:

If the consumer permanently moves to another location; where the consumer is currently with Another marketer
or retailer;

If the consumers new contract term with Just Energy overlaps with another marketer or retailer's existing contract
term, and the consumer subsequently requests cancellation of Just Energy's agreement during the term;

that would have been remaining on the original marketer or retailer 's contract
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Commentary

Incomplete or non-compliant agreement; if the agreement, disclosure form, or
the price comparison forms were not fully and accurately completed, or were
not compliant with the regulations;

Unfair Practice; if the Marketer or retailer or anyone acting on behalf of the
marketer or retailer engages in unfair practices; in the case of a natural Gas
agreement which has been Automatically Renewed; the customer may cancel
the renewal at any time without paying exit fees.

The marketer or retailer may automatically renew or extend the term of a
contract for a period of up to one year.
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Commentary

Where a marketer or retailers agreement provides for the payment of Exit Fees in the
case of early agreement termination, the marketer or retailer may not charge a consumer
more than the prescribed amounts;

For Natural gas agreements;

No more than $100 per year or partial year remaining on the agreement if customer’s
last 12 months consumption is less than 3,500 cubic meters;

If the customers consumption is higher than the exit fee can be charged at 5 cents per
cubic meter for the expected consumption over the remaining term of the agreement.
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Commentary

For electricity agreements;

$50 per year or partial year remaining on the agreement term
if customers last 12 months consumption is less than 15,000
kWh per year; otherwise 1.5 cents per kWh on expected
consumption, for the remaining term.
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Commentary

In all cases the marketer or retailer must process the
cancellation within 10 days of notification from the customer
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Commentary

Contest Rules; in this section, we will look at the meaning of
the term "Contest" and the rules associated with it.
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Commentary

The term contest is used when;

A consumer has an existing energy contract with a marketer or retailer; and
they enter into a new agreement for the same commodity with a new
marketer or retailer; and the new contract has a term which overlaps the
existing contract term with the current marketer or retailer.

Since a customer cannot receive energy supply from two different marketer or
retailers; at the same time for the same commaodity; at the same premise; this
creates a contest between the two contracts.
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Commentary

When a contest occurs, the existing marketer or retailer is notified by the LDC
that the consumer's agreement is in contest by a new marketer or retailer.

The existing marketer or retailer must contact the customer within 5 days of
being notified of the contest to advise of any potential fees or costs payable
should the customer cancel the existing contract.

Should the customer wish to remain on their current contract, the existing
marketer or retailer may notify the LDC to cancel the new marketer or
retailer's agreement provided they have the customer's authorization to do
s0?
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Commentary

Now, let’s review;

All customers have a 10-day cooling off period in which to cancel the agreement without fees;

In the case of an electricity agreements customers have an extended cancellation right of up to 30 days
after the issuance of their first bill without fees;

Consumers may cancel an agreement at any time without fees if an unfair practice has taken place;

In all cases the marketer or retailer must process the cancellation within 10 days of notification from the
customer.
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Commentary

If the consumer permanently moves location exit fees cannot be applied;

The consumer can cancel without penalty if the contract, Disclosure Statement or Price
Comparison Form were not fully and accurately completed,

If a typical natural gas residential consumer decides to cancel a valid agreement the
energy marketer or retailer may not charge more than $100 per remaining year left on
the agreement or $50 for year remaining for electricity;

In the case of a contest the existing marketer or retailer must notify the consumer within
5 days of fees payable or due under the contract in the case of cancellation.
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Quiz Slide for LMS Users
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Commentary
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Slide 183 - Slide 183

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20T raining%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary
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Slide 184 - Slide 184

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(0EB)/Assessment/Ontario%20industr
v%20Learning%20Module%20(0OEB}%20Assessment%20[Answer%20key].docx

Commentary
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Slide 185 - Slide 185

Quiz Slide for LMS Users

http://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20{OER)/Assessment/Ontario%20Ind ustr
v%20Learning%20Module%20({0OEB)%20Assessment%20[Answer%20key].docx

Commentary
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Slide 186 - Slide 186

Quiz Slide for LMS Users

hitp://websp/CS/LD/WorkinProgressDocs/Canada/Ontario/Ontario%20industry%20Training%20(OEB}/Assessment/Ontario%20industr
v%20Learning%20Module%20{0EB)%20Assessment%20[Answer%20key].docx

Commentary
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Slide 187 - Slide 187

Commentary

Today you have covered the rules, OEB regulations and
legislation that govern the sales and marketing of our products
to consumers; We trust that you will use this knowledge in
Just Energy’s goal to continuously improve and strengthen its
business in all aspects. We encourage you to ask questions
you may have to the manager you report to.

Page 185 of 187 Version 1.0
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Slide 189 - Slide 189

Commentary

Enjoy the rest of your day.

Page 186 of 187 Version 1.0
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Commentary

Please stop here and complete a section of your quiz

Page 187 of 187 Version 1.0
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OEB Statement of Completion

I certify that ,

(Please Print - Proctor Full Name) (Please Print- Independent Contractor Full Name)

has successful completed the OEB certification course on

(Date Completed DD- MM — YEAR)

The completion of this course was done in the city of , in
(Print City's Name)

(Signature of Independent Contractor) (Full Date - DD- MM — YEAR)

(Signature of Proctor) (Full Date - DD- MM — YEAR)

The Ontario Market Legal and Regulatory

Reqguirements
Acknowledgement Form

I, acknowledge that | will comply with all applicable
legal and regulatory requirements when acting for or on behalf of Just Energy.

Signature,

: §u5tenerg§.c0m
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ENERGY MADE EASY

Just Energy (JE) and Ontario Energy Board (OEB) Training
Proctor Step By Step

In 2011, the Ontario Energy Board (OEB) initiated a process in which all Independent
Contractors (IC) marketing Energy Programs, on behalf of Energy Retailers (such as Just
Energy), are subject to an eight (8) module information session outlining key industry
information and compliance reminders. The following is an approved guideline to ensure
compliance to the Ontario Energy Board (OEB) requirements.

NOTE: All aspects of this process must be followed in full. Failure to complete any
aspect of this process will result in an Independent Contactor (IC) being ineligible to
market on behalf of Just Energy.

Day 1 - Just Energy Module (2) OEB Module (8) and OEB Test.

1.1. The New Prospective Independent Contractors (IC) will:

a) Arrive at the Regional Office.

b) Sign In.

c) Attend Regional Office Orientation Room.

d) Complete Independent Contractor Agreement (ICA).

1.2. The Regional Distributor (or designate) will:

a) Collect all Independent Contractor Agreements (ICA) and:
b) Confirm they have been completed.

NOTE: Independent Contractor Agreements (ICA) are kept on site and uploaded to the
Extranet once all new applicants’ complete the Ontario Energy Board (OEB) Module
Orientation Process.

1.3 The Regional Distributor (or designate) provides New Prospective independent
Contractors (IC) with:

a) All Just Energy approved Orientation Material.
1.4 The Regional Distributor (or designate) and New Prospective Independent
Contractors (IC) will complete the following two (2) Just Energy Orientation Modules:

1) Your Opportunity at Just Energy (The Company).
2) Energy Explained (The Product)

1|Page

justeneray.com
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1.5 The Regional Distributor will introduce the Regional Office Proctor.
1.6 The Office Proctor MUST:

a. Explain their role as someone who will oversee the lndustry Portlon of the OEB
Modules and corresponding OEB Test.
“b. Play each OEB Module in order.

. Players in the Energy Sector

. Electricity '

. Natural Gas

. Your Role as a Salesperson or Verification Representative
. Executing an Agreement

. Verification

. Renewals and Amendments

. Consumer Cancellation Rights

PN OTA LN =

c.  Hand out each OEB Module Test after every Module has been played and

- viewed by the new applicants.

d. - Ensure ALL training material; especially the Participant Guide is removed
PRIOR to applicants completing the testing process.

e. Ensure that the applicant properly completes the OEB Test; ensuring that the
Applicant's Name is reflected on every page. h

NOTE: The Office Proctors cannot benefit by the on-boarding of a new applicant; i.e.
- bonus, incentive, etc

NOTE: The Office Proctors will be allowed to go over a Just Energy approved Module
Summary prior to the writing of the Module Test. The summary must also be removed
during the writing of the OEB Test. o

-NOTE: During the playing of the following OEB Module, the Office Proctor should be
‘ gradmg the preceding portion of the test.

NOTE: The Office Proctor cannot answer any questions while the OEB Modules are
being played or while the OEB Test is being completed.

1.7 At the completion of the eight (8) OEB Modules and corresponding OEB Test, the
Office Proctor will:

a) Complete grading the OEB Test and forward the results to the Office
~ Administrator and/or Office Recruiter, so that the New Prospective
‘Independent Contractors’ (IC) ICA and OEB Tests can be entered onto the
Extranet.
b) Ensure and state that they have reviewed each individual's identification .
which must consist of valid government issued photo identification; i.e.
- driver’s license, passport, health card, etc

justenergy com
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NOTE: The Office Proctor can also use the coples of identification, provided prlor
for the ICA, as proof of identification.

c) Ensure that the OEB Testing process is fully complete and done fairly.

d) Be present for the entire process of the OEB Modules and Test. This
includes the writing of the actual OEB Test by the new applicants; as well as
the viewing of the OEB Modules. '

- NOTE: Proctors MUST remain in the Training Room during the testing process and
ensure that no one is copying, providing answers, using notes, cheating, and upholding
‘the integrity of the testing process. ‘ ' -

NOTE: An applicant MUST score higher than 80% overall (across all modules) in order
- to proceed further on in the orientation process.

.- NOTE: All new applicants are permitted to write the OEB Module Test twice (2). If an
applicant does not pass the first time, they will have to return to the Regional Office
earlier on Day Two; and complete the OEB Module Test process for a second time, prior
to continuing on with the orientation. :

- 1.8 The Regional Distributor (or designate) and New Prospective Independent
Contractors (IC) will complete the following one (1) Just Energy Orientation Modules:

1) Commissions, Incentives, and Reward
1.9 The Office Proctor shall: |

1) Advise all New Prospective Independent Contractors what time to attend the
Regional Office for Day Two of Orientation. These times will vary depending
on whether they passed or failed the OEB Test completed on Day One.

2) Advise all New Prospective Independent Contractors to Dress Appropriately
for the following day. "

3) Upload the Complete Contractor Package to the Extranet to begin the
Badging and Background Check process (please see Reglonal Office Manual
for further details on extranet uploading). ‘ :

NOTE: Both PASSED and FAILED OEB Tests are uploaded. - _

2.0 End of Day One Orientation..

" Day 2 - OEB Module (8) and OEB Test (if Failed on Day One)
- JE Module (3) (if Passed OEB Test on Day One)

2.1 All New Prospective Independent Contractors who FAILED the OEB Test shall:

justenergy.com
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a) Arrive early to go through the process a second and final time. The same
process outlined during Day One, with respect to the OEB Module Process is ,
to be adhered to for Day Two (Step 1.6). R
b) If the New Prospective Independent Contractor (IC) FAILS the second time,
‘* they will not be permitted to market on behalf of Just Energy, as per OEB
Regulations.
c) If the New Prospective Independent Contractor (IC) has PASSED the OEB
- Test on their second attempt, their ICA is to be immediately entered into the
Extranet so that the Badging and Background Check process can begin (refer
to Regional Office Manual). These New Prospective Independent Contractors
“(IC) may also continue on in the orientation process (Step 2.2).

2.2 All New Prospective Independent Contractors who PASSED the OEB Module -
~ Process shall: -

a) Arrive later in the day for Day Two of Just Energy’s Orientation.
. b) "‘Convene in the Regional Office Training/Meeting room.

2.3 The Regional sttrlbutor (or Desngnate) wnll complete the remaining two (2) Just
Energy Modules:

4) The Customer Experience
5)  The Customer Interaction

- 2.4 New Prospective Independent Contractors who have completed the Orientation
process may complete the following two (2) advanced training activities: )

a) Role Playing and Presentation Review (time permitting)
~b) Field Shadowing with experienced Independent Contractors (time permitting) -

2.5 Depart for Day Two and recap meeting times for Day Three. "

~ Day 3 — Role Playing / Field Shadowing
3.1 New Prospective Independent Contractors will attend the Regional Office and:

a) Complete Role Playing exercises.
_b) Complete Field Shadowing with experienced ICs.

The completion of these modules is NOT optional; and the step by step process outlined
above MUST be adhered to in its entirety. Any deviation from the process stated above will
result in progressive discipline (up to termination) of any individual at the Regional Office found
to be responsible for circumventing policy and/or bemg non-compliant. .

jlstenergy.com
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Please ensure that you are completely familiar with the process outlined above. The
exact dates and times in which you go through the OEB module process is completely up to
you; however it is imperative that you follow all the aforementioned steps while conducting the
~ orientation process. ‘ ‘ o :

Thank you,

Sales Department

| justenergy.com
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Introduction

Introduction

Retailer
Marketer

Green Energy

Just Energy has made every effort to bring to you all the information you need
in order to comply with the Ontario Energy Board code of conduct, rules and
regulations and other applicable legislation to market our products in Ontario.

On behalf of Just Energy, we thank you for your participation.

Just Energy is a natural gas marketer and electricity retailer. We offer
customers a choice of products such as fixed pricing and variable pricing under
long term agreements. By fixing the price of natural gas or electricity under
protected program agreements for a period of up to five years, Just Energy
customers offset their exposure to changes in the price of these essential
commodities

Just Energy is proud to be a green energy company offering products such as
JustGreen electricity and JustGreen Gas for natural gas. With these products
customers can make a positive difference in offsetting carbon emissions that
would otherwise contribute to global warming and poorer air quality.
Customers have the ability to off-set up to 100% of the harmful greenhouse
gas emissions produced by their household.

L.earning Objectives

At the end of this training module you will be able to:

Identify the key players in the energy sector
Define the commodity and market structure
How pricing and billing work and the benefits of deregulation

Respond appropriately by altering behaviour to constitute a fair practice
when interacting with customers

5. Apply the practices outlined by the OEB when marketing

pob =

Ontario Industry Training Version 2.0 2
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Topics

Players in the Energy Sector

Electricity

Natural Gas

Your Role as a Salesperson or Verification Representative

Executing an agreement; including the new disclosure Statement and Price
Comparison Form

Verification
Agreement Renewals and Amendments
8. Consumer Cancellation Rights and our role during a Contest

IS S e

N o

The Participant Guide

This participant guide is designed to be used as supplemental information. It
should be used with the presentation you are about to see. Feel free to take

down your notes or questions. Close this participant guide each time you are
prompted with a quiz.

[¢5)

Ontario Industry Training Version 2.0
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Section 1 - Players in the Energy Sector

Introduction The energy industry is the totality of all of the industries involved and listed
below.

The Government of Ontario sets the legal and policy framework that
governs the energy sector in the province through the Ministry of Energy.

The OEB implements and oversees the regulatory framework established
by the Ontario Government.

The Ontario Power Authority agency is responsible for ensuring an
adequate, long term supply of electricity in Ontario.

OPG generates about 60 percent of Ontario’s electricity at its hydroelectric,
nuclear and fossil fuel stations.

The Independent Electricity System Operator or IESO acts as system
controller of Ontario’s power system and ensures reliable supply of
electricity is available. The IESO also sets the spot market price.

There are approximately 73 licensed electricity distributors; and five natural
gas distributors in Ontario. The major ones being Enbridge Gas
Distribution, and Union Gas.

In addition there are 2 municipally owned gas utilities: the City of Kitchener
and Utilities Kingston.

Please close this book now.

Ontario Industry Training Version 2.0 4
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Section 2 - Electricity

Introduction In this section you will learn how electricity flows to customers and the options
customers have for buying electricity. You will also discover the important role
you will play in this process.

The channel of electricity is from the
plants that generate, transmission,
these are the power lines that deliver
and distribution, the smaller wires
owned by the LDC and carried to homes

The unit that electricity customers are
billed by is based on kilowatt hours
As demand for electricity increases,
higher offers are accepted from generators, raising the spot price
Electricity is consumed as it is produced, it must reach areas of demand
quickly and is carried over distribution wires to homes

The Market Opening is also referred to as Deregulation

The electricity market in Ontario was opened up to competition by the
provincial government on May 1st, 2002

Residential and low volume commercial customers have two options for
electricity supply

RPP or electricity retailer: RPP stands for Regulated Price Plan and the
forecast price changes take effect May 1 and November 1 each year

RPP is based on estimation of costs paid to generators for power
consumed

If a consumer signs with Just Energy then they leave the RPP and any
variance is settled with a final ‘one time’ charge or credit

All customers on the two-tier RPP are being switched to smart meters and
time of use rates. The vast majority of Ontario electricity users pay time-of-
use prices

Ontario Industry Training Version 2.0
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Time of use pricing results in the customer paying less for hydro in off-peak
periods

Electricity commodity charge is the charge for the electricity you use, which
you buy either from your LDC or through an electricity retailer

The Delivery charge makes up the Distribution and transmission costs,
which is approved by the OEB

If customers pay the RPP the Global Adjustment is included

Customers who sign with a retailer or marketer will see this charge on a
separate line item

Please close this book now.

Ontario Industry Training Version 2.0 6
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Section 3 - Natural Gas

Introduction In this section you will learn how natural gas flows to customers and the
options customers have for buying natural gas. You will also discover the
important role you will play in this process.

The flow of natural gas is from the
producers, via the Transmission
companies to Local utilities, then to
homes

In 1986 natural gas market deregulated in Ontario
Natural gas is colourless and odorless

Natural gas is an energy source that can be stored
Non-municipal LDCs review gas prices quarterly

Natural gas commodity charge is a charge for the gas a consumer uses,
which they purchase either through their LDC or a natural gas marketer like
Just Energy

Natural gas supply adjustment represents a gas supply surcharge or credit
if forecasts by the LDC for prices in the previous quarter were incorrect

The Delivery charge includes the cost to deliver the natural gas to the
home or business

The Customer Charge is for administration of your natural gas account. It is
a fixed charge approved by the OEB

The Transportation Charge includes the cost of transporting the natural gas
from Western Canada and the United States to Ontario

Please close this book now.

Ontario Industry Training Version 2.0 7
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Section 4 - Your Role as a Salesperson or Verification
Representative

Introduction In this section we will discuss the OEB Code of Conduct for energy retailers
and marketers and focus on the parts that impact your day to day activities as
a salesperson.

Fair Marketing Practice

The Code of Conduct in Ontario states that energy salespeople must:

Give a business card to the consumer as soon as you introduce yourself

Immediately and truthfully give your name and the company name to the
consumer, and state that the company is offering an agreement for the
supply of natural gas or electricity and is not the consumers distributor, and
not associated with the OEB or the Government

State the price to be paid per unit under the agreement and state the term
of the agreement. Show the customer the agreement

Not exert pressure on a consumer
Allow the consumer sufficient opportunity to read all documents provided

Sales people must provide copies of all marketing materials to customers
used during the sales presentation if requested

All marketing material and statements made must be truthful, factual and
current, and not mislead the customer

Not make any offer or provide any promotional material to a consumer that
is inconsistent with the agreement being offered to, or entered into with the
consumer

Not make representation, statement, give answer or take any measure that
is false or is likely to mislead a consumer

Display your ID badge: it must be worn on your outer clothing and be
visible to consumers at all times

Ontario Industry Training Version 2.0 8
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Business Card and ID Badge Requirements

Business Card

ok N~

o oA N

Supplier OEB License Number
Supplier Name and Address
Salesperson's Name

Supplier toll-free telephone number
Supplier website address

Salesperson is acting on behalf of
the supplier, and is not a
representative of the consumer’s
LDC, or associated with the OEB or
Government

Display the supplier's Name

ID Number

Photo ID not more than 2 years old
Salesperson’'s Name and Title

Expiry Date not more than 2 years
after its issuance date

The ID badge must at all times be
facing the consumer

B -RE ST EG

v SistEnr gy com
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Unfair Practices

The following acts or omissions of an electricity retailer or natural gas marketer
are considered unfair practices with respect to the consumer.

Making any false, misleading or deceptive statement to the consumer,
including but not limited to a false, misleading or deceptive statement relating
to the following;

The terms and conditions of any contract: for example stating there is no
cancellation rights when there are

The quality or other characteristics of any electricity or gas provided by any
electricity retailers or gas marketer: for example stating that electricity is
“green” energy when it's not

The status of any marketer and retailer of electricity or gas or the business
relationship, affiliation or connection between any electricity retailer or gas
marketer and any other person; for example, stating that we're affiliated
with the local distribution company when we're not

The amount of or the method of calculating the agreement price, any
component of the agreement price, or any other additional energy charges
to the contract price

The difference in agreement prices or additional energy charges by a
different marketer or retailer or energy distributors: for example, stating the
agreement price includes the local distribution delivery costs/all-inclusive
price when it doesn't

Price, financial advantage, cost savings or amount of cost savings the
consumer may experience from entering into the agreement from the
marketer or retailer, instead of another marketer or retailer or the LDC. For
example: promising the customer that they can save money by signing on
our agreement, when we cannot guarantee this will happen

The period of time during which a consumer may enter into an agreement
for the provision of electricity or gas at a specified price: for example,
advising the consumer that the offer is only available to them at that time
and that they must sign the contract to secure the price that day

The consequences if the consumer does not enter into or verify an
agreement with the electricity retailer or gas marketer: for example, telling
the consumer that if he or she does not sign up, the supply of gas to his or
her home will be disconnected, which is untrue

Consumers’ rights under the Energy consumer protection act, Regulations
or OEB Code: for example, telling the consumer he or she does not have a
10-day cooling off period, when there is one

Continued on next page

Ontario industry Training Version 2.0 10
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Unfair Practices, Continued

Taking an unconscionable action with respect to the consumer

If you know or ought to know that the consumer is not able to protect his/her
own interest or pressured into signing an agreement: for example, if you take
advantage of a consumer such as; where the consumer has a
comprehension/language barrier; where a consumer is elderly and does not
clearly understand the offer being made; or where someone is disabled or
mentally challenged or telling a consumer that they need to sign now

Failing to disclose information about the products, services, or business of an
electricity retailer or natural gas marketer, if; the failure misleads the consumer
in any way to influence his or her decision to enter into; verify; agree to amend;
renew; extend the term of, or cancel an agreement with a marketer or retailer

Additional Energy Charges: Failing to make clear that the consumer will pay
additional energy charges if the consumer enters into a contract with Just
Energy; that the charges are not included in the agreement price; or, that those
additional energy charges are included in the price charged by the LDC

In Person Sales

Failure to prominently display your 1D Badge; or, offer the consumer your
business card before beginning any discussion; or, failure to provide the
consumer with a text-based copy of any document on request

In Person sales

When executing an agreement with a consumer; failure to give the consumer a
text-based copy of the agreement; disclosure statements; price comparison
statement, before the consumer enters into the agreement; or failure to provide
the signed documents to the consumer immediately after the consumer has
entered into the agreement or failure to give the customer a copy of any
document you show the customer, if they request it

Continued on next page
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Unfair Practices, Continued

Authorized Persons.

Entering, verifying, amending, renewing or extending an agreement with a
person other than the account holder or the account holder’s agent in respect
of the service address

Privacy

Companies who collect personal
information must have a standard
policy for protecting this information.
As a salesperson you are responsible
for keeping customer information safe.

The information you collect are personal and should be treated carefully.

1. Be prepared to inform customers why we require the personal information;
for example, to complete their enrollment in our program

2. Never disclose customer information to anyone (including showing others
their bills or applications

3. Do not use the customer’s information for anything other than the
application

4. Do not keep copies of customer information any longer than is necessary;
return all incomplete agreements and any bills to your office

Ontario Industry Training Version 2.0 12
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Fraud, Impersonation and Forgery

Fraud
Definition

Impersonation
Definition

Forgery
Definition

Any person who is found to have committed fraud, impersonation or forgery will
be terminated and criminal charges may be laid.

Anyone who, by deceit, falsehood or other fraudulent means, whether or not it
is a false pretense within the meaning of the Canadian Criminal Code,
defrauds the public or any person, whether ascertained or not, of any property,
money or valuable security or any service

Anyone who fraudulently impersonates any person, living or dead, with the intent
to gain advantage for himself or herself or another person

The creation of a false document, knowing it to be false, with intent

No Solicitation

When selling door-to-door; You should not approach properties with Non-
Solicitation signs, such as; Do Not Salicit; No Soliciting; No Salespeople; No
Trespassing

If you do speak with a customer who has a No
Soliciting sign that you did not see:

1. Apologize to the customer for the error
2. Do not pursue your sales presentation

3. Record the address and submit to your
supervisor so the company can update the
information on our do not solicit list

4. Close the conversation with a simple customer
friendly statement, such as, Good evening

Ontario Industry Training Version 2.0 13
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Vulnerable Consumers

Individuals With Whom Door to Door Agents Should Exercise Diligence When
Selling to the following people:

Seniors. Elderly over the age of 70. Provide seniors with information to
review or have seniors repeat the offer and their understanding

Language Barriers. Anyone who is not able to communicate effectively in
English

Minors (under the age of 18). Agents are not permitted by law to sign up
minors under any circumstances

Always ensure you are speaking to an authorized individual before
proceeding with your sales presentation

Regulations governing the Energy Sector in Ontario are: the OEB Code of
Conduct, the Energy Consumer Protection Act and privacy act

The OEB is responsible for: Setting rules for the energy industry, Handling
customer concerns and licensing utilities and energy marketer or retailer

The OEB Code of Conduct states that energy salespeople must comply
with fair marketing practices including: Providing a business card as soon
as they introduce themselves to the consumer, and not exerting pressure
on a consumer

The ID badge that a salesperson wears must be visible at all times to the
consumer.

It is considered an unfair practice under the law to make any false,
misleading, or deceptive statement to a consumer

Enrolling a customer under false pretenses, acting as the customer during
the verification call, and signing the customer’s name on the agreement are
all examples of fraud or forgery

You should not approach a home or business that has a Do Not Solicit sign
posted

Salespeople should not attempt to sell services to a person with a
language barrier or where the salesperson ought to know that the
consumer does not understand the sale being offered

In terms of customer’s privacy, salesperson responsibilities include keeping
the customer’s information safe, and not sharing or keeping customer
information.
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Section 5 - Executing an Agreement

Agreement Authorization

We will look at the components of an Agreement and the process of
completing the Agreement. An agreement is made between the customer and
the natural gas marketer or the electricity retailer to complete the sale. Whether
this agreement is for a new agreement or for renewal/Amendments of an
existing agreement, the agreement must be authorized by a valid signing
authority.

Residential agreements:

Account holder
Spouse
Common law Spouse

Commercial agreements:

Business owner
Representative with authority

Ontario Industry Training Version 2.0 16
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Agreement Requirements

The following information must be completed by you in order for an agreement
to be valid:

Customer’s printed name
Customer’s signature
Agent's Name

Agent’'s Signature
Customer’s Service Address

Customer’s Mailing Address, if different from Service Address; Account
Holders name

Agreement Sign date

The agreement must contain: The Price and Term; an Acknowledgement
Statement, that the consumer has received a text based copy of the
agreement, signed and dated by the consumer.

In addition the agreement must be accompanied by a
Disclosure Statement which must be signed by the
consumer; and a Price Comparison statement which must
be signed; and the agreement must be subsequently
verified by phone.

An agreement with a consumer must be accompanied by a disclosure
statement and a price comparison form, and all documents must be signed
by an authorized account holder

The OEB approved disclosure statement must not be altered

The disclosure statement and price comparison form is required whether it
is a new contract or the renewal of an existing contract

Price comparison forms are designed to Compare the LDC and energy
marketer or retailer prices. All new agreements must be verified by phone

Please close this book now.
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Section 6 — Verification

The Verification process ensures that the consumer understands the details of
the agreement by confirming some details.

Both the Regulation under the ECPA and section 4 of the OEB Code of
Conduct outline the Verification requirements. In summary:

All door-to-door energy marketer or retailer agreements need to be verified
by the consumer before the transfer request to the new marketer or retailer
is sent to the LDC

The verification must be completed between the the 10th day and 45th day
after the consumer is left with a text-based copy of the agreement

Verification can only be done by telephone on a recorded call.

By a person who is not compensated for the outcome of the Verification
result

Use the OEB standard verification script.
The script must be read verbatim

The account holder, spouse and common law or agent of the account
holder can complete the Verification

Cannot subsequently contact the consumer again to verify that agreement
thereafter.

The Verification

Confirming
the following

That the call is being recorded

They have the right to obtain a copy of the verification call recording within
10 days from requesting a copy

Need to confirm they have received a copy of the agreement Disclosure
Statement, and Price Comparison Form

The price and term of the agreement, and that they wish to continue with
the agreement

Entering into the agreement is voluntary and any customer cancellation
rights

Savings are not guaranteed

By entering into the agreement the marketer or retailer will be your new
marketer or retailer for the commodity

Ontario Industry Training Version 2.0 18
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Verification Agent Responsibilities

On the Call

Both the OEB Codes of Conduct and the
Energy Consumers protection act
Regulation set out your responsibilities in
completing the Verification Call, which are
as follows:

Only use the applicable script approved
for that purpose by the OEB

Do not deviate from the applicable
Board-approved script except

To provide a factual answer to a question from the consumer

To provide a factual clarification where the consumer has indicated that he
or she does not understand a statement made by the verification
representative

When required to terminate the call

The verification must be completed before the enrolment transfer request is
sent to the LDC

The account holder, their agent, their spouse, or their common law spouse
can complete the verification on behalf of the customer

The script for the verification call is standard for all Ontario energy
marketers or retailers

The verification agent can only deviate from the applicable OEB approved
script to provide a factual answer from the consumer and when required
must terminate the call

Verification agents are not allowed to - Make a statement of a promotional
nature; Ignore statements that suggest an unfair practice has occurred;
Deviate from the script in certain circumstances.

Please close this book now.
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Section 7 - Renewals and Amendments

Ontario Regulations Qutline Rules

We will review the process involved when renewing or extending a consumer
agreement. Ontario Regulations outline the rules for the renewal or
Amendments of an existing agreement. The following rules apply for renewal
or Amendments packages sent to small volume consumers.

Prior to the expiry of an existing agreement a marketer or retailer must
provide renewal information to a customer if the marketer or retailer wishes
to offer the customer an option to renew their agreement

The marketer or retailer needs to send the renewal package to the
customer between 120 and 60 days before the expiry of the current
agreement

The Package will include: proposed agreement, 2 copies each of the
disclosure statement, price comparison form and renewal form

The new term and pricing as well as changes to comply with applicable
laws are the only changes allowed for the renewal of an agreement

Automatic Renewal

In the case of electricity agreements a marketer or retailer is not allowed to
offer an automatic renewal, however a natural gas agreement may be
automatically renewed in accordance with the following conditions:

Maximum term for automatic renewal is one year

The renewal price may not be higher than the price of the current
agreement :

Customer or marketer can cancel the renewed gas agreement anytime
without penalty

Agreement may only be automatically renewed once only and for a term of
up to 1 year

Ontario Industry Training Version 2.0 20
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Renewal Cancellation Rights

The customer cancellation rights are different in the case of an agreement
renewal. The consumer may notify us within 14 days after accepting the
renewal agreement. Can be provided by phone or in writing. If by phone the
Marketer is required to send written confirmation of the cancellation to the
customer. Following the receipt of the renewal package, if the consumer
notifies Just Energy that they do not wish to renew or extend an agreement,
whether as part of a renewal call or by separate notice, Just Energy cannot
contact the customer for the purpose of obtaining the renewal of that
agreement.

Renewal packages sent to customers

Must include the proposed agreement, Disclosure Statement, Price
Comparison Form and Renewal Form, including Just Energy’s toll free
number

Customers will receive the renewal package between 120 and 60 days
before their current agreement expires

In the case of a natural gas agreement, it will be automatically renewed if
the customer does not notify just energy otherwise

There are no automatic renewals for electricity
Verification agents should follow the renewal script

The new term and pricing are the only changes allowed for the renewal of
an agreement

Please close this book now.
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Section 8 - Consumer Cancellation Rights

In this section we will look at the consumer rights as it pertains to cancellation
and the rules surrounding cancellation of the agreement with Just Energy. In
the event a consumer wishes to cancel their agreement with Just Energy early
termination fees may not be applied in the following cases.

10-Day Cooling Off Period;

Within 10 days from being left with a copy of the text-based agreement, the
disclosure statement, and price comparison form

Verification Call: consumer advises they do not wish to proceed with the
agreement

Consumer cannot/does not verify that the agreement

Disclosure Statement or Price Comparison documents were left

The verification agent identifies or has reason to believe that an unfair
practice has occurred during the sales process

In the case of Electricity agreements, 30-Days after receiving their first bill
under the agreement

In the case of customer Moves. If the consumer permanently moves to
another location

Where the consumer is currently with another Marketer or Retailer

If the consumer’s new contract term with Just Energy overlaps with another
marketer or retailer's existing contract term, and the consumer
subsequently requests cancellation of Just Energy's agreement during the
term. That would have been remaining on the original marketer or retailer's
contract

Incomplete or non-compliant agreement; if the agreement, disclosure form,
or the price comparison forms were not fully and accurately completed, or
were not compliant with the regulations

Unfair Practice: if the Marketer or retailer or anyone acting on behalf of the
marketer or retailer engages in unfair practices

In the case of a natural Gas agreement which has been Automatically
Renewed

The customer may cancel the renewal at any time without paying exit fees

The marketer or retailer may automatically renew or extend the term of a
contract for a period of up to one year

Ontario Industry Training Version 2.0 22
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Where a marketer or retailers agreement provides for the payment of Exit
Fees in the case of early agreement termination, the marketer or retailer
may not charge a consumer more than the prescribed amounts

For Natural gas agreements, no more than $100 per year or partial year
remaining on the agreement if customer’s last 12 months consumption is
less than 3,500 cubic meters

If the customers consumption is higher than the exit fee can be charged at
5 cents per cubic meter for the expected consumption over the remaining
term of the agreement

For electricity agreements, $50 per year or partial year remaining on the
agreement term if customers last 12 months consumption is less than
15,000 kWh per year; otherwise 1.5 cents per kWh on expected
consumption, for the remaining term

All customers have a 10-day cooling off period in which to cancel the
agreement without fees

In the case of an electricity agreements customers have an extended
cancellation right of up to 30 days after the issuance of their first bill without
fees

Consumers may cancel an agreement at any time without fees if an unfair
practice has taken place

In all cases the marketer or retailer must process the cancellation within 10
days of notification from the customer.

If the consumer permanently moves location exit fees cannot be applied

The consumer can cancel without penalty if the contract, Disclosure
Statement or Price Comparison Form were not fully and accurately
completed

If a typical natural gas residential consumer decides to cancel a valid
agreement the energy marketer or retailer may not charge more than $100
per remaining year left on the agreement or $50 for year remaining for
electricity

In the case of a contest the existing marketer or retailer must notify the
consumer within 5 days of fees payable or due under the contract in the
case of cancellation

Please close this book now.
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THIS 1S EXHIBIT “91” REFERRED TO IN THE
AFFIDAVIT OF MICHELLE ALEXANDER
SWORN BEFORE ME, THIS S DAY OF SEPTEMBER, 2018

A

A COMMISSIONER AKING AFFIDAVITS, ETC.
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For Office Use Only:

Name (Please Print):

Date:

Signature:

Confirmation of identification:

Administration Sign Off:

Total: 150
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Section 1 — Players in the Energy Sector

Time 5 minutes

1. Wheat is the OEB responsible for?

Setting rules and regulations of energy suppliers
Handling consumer complaints about energy

Issuing licenses to energy suppliers

P s e

o 0o T o

2. This energy regulator monitors the energy industry to ensure licensed market
participants comply with law, regulations and rules governing the energy sector

Ministry of Energy

b
c. Ontario Power Generation
d

Ontario Power Authority

3. Approximately how many licensed electricity distributors (“LDCs") are there in Ontario?

4, Who are the two major natural gas distributors in Ontario?

o

Union Gas and Hydro One

b.

Hydro One and Kingston Gas
C:

Ml 2 e

Enbridge Gas distribution and Kingston Gas

o o

Total / 4
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Section 2 - Electricity

Time 11 minutes

1. Name the unit of measure that electricity consumers are billed based on.

Gigajoules

Therm

a
b. Meters
c
d

2. Residential and small volume commercial consumers have two options from which to
purchase their electricity supply, they are:

a. The Regulated Price Plan (“RPP”) from the LDC and electricity consumers
b. The RPP and LDC

c. The LDC and deregulated generators

d

3. What does RPP stand for?

a. Rate Protected Price
b. Ready Paid Pricing

d. Regulated Pricing Program

4, When does the RPP forecast price changes take effect?

a. November 1st each year
b. The 15th of each month
. ,
d

Every 3 months

Continued on next page
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Section 2 - Electricity, Continued

5. If a consumer signs an agreement with an electricity supplier, then:

a. They will leave the RPP
b. They can never go back to the RPP

c. Any variance amount is settled with a final ,one time" charge or credit

d. dc

6. An aspect of a smart meter is:

b. It allows the consumer to know their exact electricity consumption
c. It prevents a consumer from signing an agreement with an electricity supplier
d. All of the above

7. Time of use pricing:

a. Results in the consumer paying less for hydro in peak periods

b. Results in the consumer paying a flat rate

2

3

d. All of the abo

ki A R e A

ve

8. This is the charge for the electricity you use, which you buy either from your local utility
or through a licensed electricity supplier.
a. Delivery charge
b. Global adjustment

c. Distribution charge

d. s g%
Continued on next page
Ontario Version 1.0 3

JEO0003045_0001.pdf_5

3219



3220

Section 2 - Electricity, Continued

9. What was the global adjustment previously called?

a) Provincial adjustment
b) IESO charge

d) RPP

10. Where does the Global Adjustment show on a consumer who is on the RPP bill?

a) If they are purchasing from a supplier, it is included in the commodity charge

s 1

c) If they are being charged time of use rates, it is a separate line item
d) All of the above

Total /1 O
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Section 3: Natural Gas

Time 4 minutes

1. How often do natural gas non-municipal LDCs review gas supply prices?

b. Every 6 months
c. Once per year
d. Whenever the RPP is set

2. This charge is for the gas a consumer uses, which they purchase either through their
local utility or a licensed natural gas supplier.

b) Natural gas supply adjustment
c) Delivery charge

d) Transportation charge

3. What option does a consumer have if they do not buy their natural gas through a
licensed natural gas supplier?

a) They are forced to buy it through the IESO
b) *‘ﬁ o Ab .

c) They can choose to buy it from an unlicensed supplier
d) They can buy it from the OEB

Total

/3
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Section 4: Your Role as a Salesperson

Time 9 minutes

1. The OEB Codes of Conduct state that energy salespeople must

a) Provide a business card as soon they introduce themselves to consumers
b) Not exert pressure on a consumer

c) Close the sale within one visit

2. The I-D badge that a salesperson wears

a) Does not have to be visible at all times, just during an introduction

c) Must be worn on inner clothing

d) Must have the picture of the salesperson covered for privacy reasons

3. Under ECPA regulation 389/10, what action represents an unfair practice?

a) Making any false, misleading, or deceptive statement to the consumer
b) Telling a consumer their gas will be cut off if they do not sign an agreement

¢) Telling a consumer they do not have a 10 day cooling off period

4,
b) Anyone living at the home where the energy is consumed
c) A sibling of the account holder
d) All of the above
Continued on next page
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Section 4: Your Role as a Salesperson, Continued

5. Enrolling a consumer under false pretenses, acting as the consumer during the
verification call, and signing the consumer’s name on the agreement are all:
a) Acceptable sales practices
b) Questionable, but allowed sales practices
d) Are allowed under ECPA regulation 389/10
6. If you speak to a consumer that has a “no soliciting” sign that you did not see you
should:
a) Continue with the sales presentation
c) Attempt to set up another time or place to meet the consumer
d) Do nothing
7. When speaking to the following people, door to door salespeople should use extra
discretion with:
a) The elderly (over 70), minors, babies
b) Minors, people who speak English fluently, students
d) The account holder’s spouse, the account holder, students
8.

In terms of consumer’s privacy, salesperson responsibilities include:

T SR
L5 wme ol O
b) Using consumer’s information for personal gain

c) Personally keeping copies of incomplete agreements and any bills
d) All of the above

Total

/8
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Section 5 - Executing an Agreement

Time 8 Minutes

1. The following must be completed in order for an agreement to be valid (not an
exhaustive list)

a) Consumer’s signature, bank account information, mailing address
b) Ac ; [

i s i ol

c) Acknowledgement statement — date signed, bank account information

d) Consumer name, account holder name, credit information

2. When is it appropriate to use a Disclosure Statement?

a) Never

¢) Only when a consumer requests it to be used

d) For sales presentations at your office only

3. When is it appropriate to change a Disclosure Statement?

b) In every sales presentation
¢) Only when a consumer requests it to be used

d) For sales presentations at your office only

4. When is it appropriate to use a Price Comparison Form?

a) Never

c) Only when a consumer requests it to be used

d) For sales presentations at your office only

Continued on next page
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Section 5 - Executing an Agreement, Continued

5. Price Comparison Forms are designed to

a) Mislead the consumer

b) Compare the energy suppliers price to competitor prices

]

d) All of the above

6. The top section of the Price Comparison Form

a) Should be covered up when the consumer signs the price comparison

c) Explains the difference between hydro and gas rates
d) All of the above

7. Should the Disclosure Statement and Price Comparison Form be signed by the
authorized consumer?

a) Signature is not required since this is for information purposes only
b) The Disclosure Statement is the only document that should be signed

¢) The Price Comparison Form is the only document that should be signed

Total /7
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Section 6 - Verification

Time 6 minutes

1. The Verification call must be completed:

a) After the enrolment transfer request is sent to the utility

c) Before the 10-day cooling off period has expired
d) Bothbandc

2. Who can complete the Verification?

b) Anyone living at the home where the energy is consumed
c) A sibling of the account holder
d) All of the above

3. The script for the Verification call:

b) Is different for all Ontario energy suppliers
c) Cannot be printed by energy suppliers
d) Bothaandc

Continued on next page
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Section 6 - Verification, Continued

4. In the Verification call the following must be confirmed:

a) That the call is recorded
b) That the consumer understands savings is not guaranteed
c) The price and term of the agreement

5. When can a Verification agent deviate from the applicable OEB approved verification
script?
a) Never
b) To provide a factual answer to the low volume consumer

c) When required to terminate the call

Total / 5
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Section 7 - Agreement Renewals & Amendments

Time 9 minutes

1. For renewal packages sent to consumers for expiry dates after January 1,
2011:

b. The package must not include a Price Comparison Form
c. The package must include promotional material
d. Bothaandc

2. When must a supplier send the renewal package to the consumer?

a. Between 180 and 90 days before the agreement expires

b. Between 120 and 30 days before the agreement expires

d. Between 120 and 90 days before the agreement expires

3. The following rules apply to automatic renewals:

a. Automatic renewals are for electricity only
b. Automatic renewals are for a 5 year term only

c. Cancellation penalties apply throughout the term of the automatic renewal

4. For agreements expiring after January 1, 2011 what cancellation rights apply for
electricity consumers that are renewing their agreement?
a. Cancellation can be provided over phone, or in writing
b. The consumer can retract their agreement to renew up to 14 days afterward

c. The consumer must pay a penalty when cancelling no matter what

Continued on next page
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Section 7 - Agreement Renewals & Amendments, Continued

5. When a renewal is confirmed by the consumer, the following requirements apply:

a. The call shall not be recorded

c. The salesperson shall terminate the call when required, after they attempt
rebuttal scripting.
d. Bothbandc

6. If a consumer decides not to renew and notifies the energy supplier after they've
received the renewal or extension package.

a. The energy supplier should ask for renewal again on the phone

b. The energy supplier should re-send a renewal package

ot i Lol

d. The consumer must let the supplier know in writing for it to apply

7. When a consumer receives a renewal package via mail, e-mail or the web, the
package must contain the following information:
a. The energy suppliers toll free number
b. If a gas agreement, that it will be renewed if certain things are not done

c. Indicates that the consumer will be renewed if they select an option

Continued on next page
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Section 7 - Agreement Renewals & Amendments, Continued

Total

Ontario

8.

What is the number of days that a consumer can cancel their natural gas or electricity
renewal agreement without exit fees?

a
b.
c
d

10 days
30 days

No possible without paying the exit fee

/8
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Section 8 - Consumer Cancellation

3231

Time 6 minutes

1. In which situation will the consumer most likely have to pay a cancellation penalty?

a. When cancelling within the 10-day cooling off period
b. When declining reaffirmation during the verification call
c. When they permanently move

2. If the agreement, Disclosure Statement, or Price Comparison Form were not fully and
accurately completed, and signed:

b. The consumer can cancel by telephone only
c. The salesperson should complete the forms after the sales presentation
d. All of the above

3. If an electricity consumer decides to cancel and penalties apply, then:

b. If they do not pay, they will not be cancelled
The OEA will force them to pay their penalties
Bothaandc

4. A contest will occur when a consumer signs with a supplier and:

a. They have never signed up with another energy supplier

o2
(i

c. They are already paying the LDC for their commodity
d. Bothaandb

Confinued on next page
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Section 8 - Consumer Cancellation, Continued

5. The current (existing) energy supplier must do the following when a contest occurs:

a. Contact the consumer to affirm them
b. Nothing

d. Bothaandc

Total / 5
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