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Eidelman; aundrea.williams@nexteraenergyservices.com; bclay@criusenergy.com;
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lloyd.spencer@smartenergy.com; Lopes, Paul (ENE); Isinatra@nantucket-ma.gov; lydia scheel;
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stuart_ormsbee@transcanada.com; support@titannatgas.com; Suzanne Clark; tcusati@igsenergy.com;
Tenaska-usa@tnsk.com; thoneyman@gearyenergy.com; thubbard@eckertseamans.com; Reppucci, Timothy
(AGQ); todd@gprenew.com; Tom Dougherty; Tony Soruco; trankin@mrktwise.com;
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Cc: Efiling, DPU (DPU)

Subject: DPU 19-07 Customer Protection Working Group Meeting - Presentation and Call-in Information
Date: Tuesday, August 6, 2019 12:12:50 PM

Attachments: 19-07 Customer Protection Workina Group Meeting (8.06.19).pptx

19-07 Customer Protection Workina Group Meeting (8-6-06).xIsx

The Massachusetts Department of Public Utilities will convene a meeting of the Customer
Protection stakeholder working group this afternoon, Tuesday, August 6 from 2:00 p.m. to 4:00 p.m.
at the Department’s offices at 1 South Station, 5th Floor, Boston, MA 02110. For your information,
please see the attached presentation which includes an agenda for the meeting.

The dial in number for remote participation in the meeting is: 1-712-775-7031. When asked for
participant passcode, please enter: 936-589-084#.

Greggory Wade

Counsel/Hearing Officer, Legal Division
Department of Public Utilities

One South Station

Boston, MA 02110

Tel: (617) 305-3605
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Introduction

Working Group Process

Reports

Discussion of Proposals

Suppliers

Automatic Renewal

Marketing Scripts

Product Information Disclosure

Consumer Advocates - Vendor Oversight

Next Steps

8/06/2019 
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AGENDA
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Technical sessions – meet periodically to develop/reach consensus on “high-level” principles associated with each initiative being investigated

Stakeholder working groups – meet more regularly to develop implementation details, guided by principles discussed above

Working group(s) present their results at technical sessions for discussion by larger group

Two stakeholder working groups – Customer Protection and Energy Switch 

meetings held on June 26 (Customer Protection) and July 31 (Energy Switch)

8/06/2019 
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Stakeholder Working Group Process
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Suppliers and Consumer Advocate proposals distributed to Customer Protection Working Group

Next steps (proposed)

Discuss proposals, and Department staff responses to proposals, during today’s meeting

Department staff to work with suppliers/advocates to attempt to reach consensus on proposals (incorporating today’s discussion)

Convene technical session to discuss proposals (revised as appropriate)

Department identifies proposals initiatives that are “ripe” for comment

distributes for stakeholder comment 

Department issues Order

8/06/2019 
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Stakeholder Working Group Process (cont.)
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Department Staff presented two reports to working group at June 26 meeting

Automatic Renewal 

Enrollment

Based on discussion, Staff distributed revised reports for comment (July2 HO memo)

Also included new Contract Pricing report

Comments

RESA, Clean Choice

Information should be relevant/practical to obtain

Standing Order protecting confidential information 

AG, NCLC

Include “actual” rate and zip code information in all tables

Report information separately for low-income customers

8/06/2019
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Reports











5



Department Staff Response

At early stage of investigation, reports intended to provide high-level information that “sets the stage” for further investigation – (i) automatic renewal notifications, (ii) competitive supply low-income customers, (iii) variable price products

As a result of the investigation, Department may find that the information requested by AG/NCLC are appropriate requirements

e.g., reporting of automatic renewal rate information as part of a strategy for implementing voluntary product limitations (discussed in June 2 technical session)

However, for now, Department will not include requested information in the Automatic Renewal and Contract Pricing tables

With respect to Enrollment table, Department is able to get “high-level” information regarding low-income customers from the distribution companies (under protective cover)

In light of RESA comments, Department will not require suppliers to populate this table

8/06/2019
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Reports (cont.)
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Suppliers propose two-pronged approach 

Notification applicable to all automatic renewals

Notification applicable to renewals from fixed to monthly price

All Renewals - Supplier Proposal/Staff Response

see Excel Spreadsheet, “Automatic Renewal”

Renewals from fixed to monthly price – Supplier Proposal

Supplier presentation



8/06/2019 
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Proposals
Automatic Renewal Notification
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Supplier Proposal/Staff Response 

see Excel Spreadsheet, “Scripts”
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Proposals
Marketing Scripts
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Supplier Proposal/Staff Response

see Excel Spreadsheet, “Contract Summary”

Discussion

In NOI, Department stated that we seek “to expand the role of third-party verification” in ways that would protect customers from purchasing supply products about which they are insufficiently informed (at 11-12)

e.g., require customers to accurately state information included on Contract Summary Form (during TPV call) for successful enrollment 

Department staff intends to address this issue further in upcoming technical session
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Proposals
Product Information Disclosure
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Consumer Advocate Proposal

License Review 

publicly docketed

following information available on Department website (redacted as appropriate)

marketing vendor contracts

marketing materials

training materials

compliance policy 

lawsuits in other states

information (unredacted) available to AG
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Oversight of Marketing Vendors
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Consumer Advocate Proposal (cont.)

Reporting requirements 

Report following information on “rolling” basis

marketing vendor contracts

marketing materials

Door-to-Door Marketing Notification

location should be available on website

changes to current Notice requirements

multiple contact persons

copy of municipal permit

zip code

provided 2 days prior to start of campaign

Notice provided directly to AG
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Oversight of Marketing Vendors
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Consumer Advocate Proposal (cont.)

Mandatory Recording of  Door-to-Door and Telemarketing Interactions 

if customer refuses, salesperson ends conversation 

each recording identified by date/time/customer identifier

maintain recordings for five years

Department approves recording equipment/technology
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Oversight of Marketing Vendors
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Consumer Advocate Proposal (cont.)

Third-Party Verification

Vendors

not affiliated with supplier or third-party marketer

compensation not tied to successful enrollments

submit contracts on ongoing basis 

Calls

audits

maintain recordings for five years
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Oversight of Marketing Vendors (cont.)
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Consumer Advocate Proposal (cont.)

Auditing Requirements

Regularly audit

Marketer recordings

Contracts

Upon discovery of misleading/false information

Terminate agreement with vendor

Refund sales

Action to protect against “spoofing”
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Oversight of Marketing Vendors (cont.)
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Consumer Advocate Proposal (cont.)

Customer Complaint/Inquiry Information

Retain documentation for minimum of 5 years

identify marketer, as applicable

Provide annual summary log to Department and AG

detailed information upon request

Provide information to municipalities upon request
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Oversight of Marketing Vendors (cont.)
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Department will distribute (revised) Automatic Renewal and Contract Pricing report tables to suppliers

Suppliers to submit populated tables no later than September 6, for discussion at upcoming technical session

Department will convene next technical session in September

Discussion of proposals

Identify proposals that are ripe for comment

Establish process for other proposals

Discussion of Tier 2 issues 

Third-party Verification

Market Efficiency Initiative - Customer Account Number 

Department invites suppliers to present how other states have addressed this issue, including measure implemented to protect against unauthorized enrollments
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Next Steps
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Automatic Renewal

				Automatic Renewal Notification - All Renewals

				Supplier Propsoal												Department Staff Alternate Proposal



				Header or subject line in bold font: “Important information regarding your electricity supply price” 												Important information Regarding Your Electric Supply Contract With [Supplier Name]







																														 

				Supplier name, logo, mailing address, DPU license number, and contact information 







				The date that the current price for electricity supply service is expiring 												The price you currently pay for your electric supply, [xx] cents per kWh, will end on [date]







				Information regarding the price and duration of the contract as renewed that will apply if the customer takes no action 												After that date, your electric supply price will be [xx] cents per kWh, unless you contact us.  The new price will remain in effect for [xx] months.











				Optional information regarding other supply offers that may be available from the current supplier 												Please contact us at [email address]/[telephone #] prior to [date] to "opt- out" of the new price, or to find out more about the electric supply products that [Supplier Name] offers.











				Statement that additional information about Competitive Supply, published by the Commonwealth of Massachusetts, is available at www.energyswitchma.gov 												The Massachusetts Department of Public Utilities recommends that consumers visit the Energy Switch website to view the broad range of available electric supply products.  You can visit the website at …”























Opening Script

				Telemarketing and Door-to-Door Opening Marketing Script

				 

				Supplier Propsoal												Department Staff Alternate Proposal



				My name is [first name only of the telemarketing agent].												Hello, my name is [John].  I am work on behalf of [Supplier Name], a licensed electricity supplier in Massachusetts.   





				I am calling on behalf of [name of electric supplier], a licensed electric supplier









																I am calling you today to inform you of the electric supply products that [Supplier Name] offers, and to explain how our products may provide value to you.











				[Supplier name] is not affiliated with the local electric utility”. 												[Supplier Name] is not affiliated with your electric utility.  Instead, [Supplier Name] and the electric utility provide different services – [Supplier Name] purchases the electricity that our customers use, and the utility delivers the electricity to their homes.														[Additional disclaimer when marketing to a customer in a Municipal Aggregation community]:





																														Supplier Name] also is not affiliated with the municipal aggregation program that [ Municipality Name] operates.  Indeed,  competes with [Program Name] to provide you with your electric supply.











																Are you the customer of record on your electric utility account/Does your name appear on your monthly electric bill?









																Would you like to learn more about our products and the value that they can provide to you?











Closing Script

				Telemarketing and Door-to-Door Closing Marketing Script

				Supplier Propsoal												Department Staff Alternate Proposal - Door-to-Door Marketing														Department Staff Alternate Proposal - Telemarketing



				In a few moments you will be transferred to an independent verification company to verify this sale on the terms we have discussed.												In a moment, you will speak to [Supplier Name's] verification service provider. 														In a moment, you will be transferred to [Supplier Name's] verification service provider. 









																Before that, I would like to review with you the product information that we have discussed, as summarized on this form.														Before I do so, I would like to review with you the product information that we have discussed.







																The price you will pay will be fixed at xx cents per kilowatt-hour for a term of xx months.



																Should you cancel the agreement prior to the end date, you will be charged a fee of $ xx or $ xx per month.





																This agreement will automatically renew at the end of the term unless you inform  otherwise.  



																If renewable product:  The product you have purchased exceeds the state's mininmum requirments for renewable energy ...



																																														 



				Following verification, you will be sent [ ] written materials confirming this sale and providing a  copy of the full terms of service 









				If you change your mind, you will have three days after receipt of the written materials to cancel the contract without any fees or penalties.  Cancellation details will be in the written materials. 











				Thank you and please stay on the call while I connect you to the independent verification company.











Contract Summary

						Supplier Proposal																						Department Staff Alternate Proposal (fixed price contract)



						Electric Generation Supplier Information 						Name, DPU License number, telephone number, website, etc. Plain language statement that Competitive Supplier is responsible for generation/supply charges														[Supplier Name] - Electric Supply Contract Summary







						Price Structure 						Fixed or varilable.  If variable, ...														Price		[xx] cents per kWh (this does not include the price that your electric utility will charge you for the delivery component of your electric service





						Generation/Supply Price 						$/kWh or ¢/kWh.  If variable rate, the first billing cycle’s rate.  Any introductory rate with length of term. 														Contract Term		The above price will remain constant for [xx] months





						Statement Regarding Savings						Plain language that the supply price may not always provide savings to the customer or if savings are guaranteed, under which circumstances 														Early Cancellation Fee		You will be charged a fee of [$] if you cancel your contract prior to to the end of its term OR 



																												If you cancel your contract prior to to the end of its term, you will be charged a fee of [$] per month of early cancellation



						Deposit Requirements

																										Automatic Renewal		(If applicable) Your contract will automatically renew to a new price at the end of the contract term, … 



						Incentives/Value Addes Products and Service						Any bonuses, discounts, cashback, etc. offers and any associated terms, in plain language

																										Renewable Energy, if applicable



						Contract Start Date						Plain language regarding start of Competitive Supplier service (meter reads/billing cycles/etc.) 



																										Electric Distribution Company Information		Name, telephone number, website, etc. Plain language statement that EDC is responsible for distribution charges,

						Contract Term/Length						In months, billing cycles, etc. 



																										The Massachusetts Department of Public Utilities recommends that consumers visit the Energy Switch website to view the broad range of available electric supply products.  You can visit the website at …”

						Cancellation/Early Termination Fee						Yes or no.  If yes, describe the amount of the fee and how to avoid that fee, if possible. 





						Renewal Terms						Treatment of customer at end of contract or term.  Timing of notices.  No cancellation/early termination fees.  In plain language. 







						Electric Distribution Company Information						Name, telephone number, website, etc. Plain language statement that EDC is responsible for distribution charges,





						Rate Web Site Information						  www.energyswitchma.gov 






















