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April 8,2013 

Rosemary Chiavetta, Secretary 
Pennsylvania Public Utility Commission 
Commonwealth Keystone Building 
400 North Street 
Harrisburg, Pennsylvania 17120 APR fl g Z0i3 

Re: Docket #A-2009-2118836 P A PUBLIC UTILITY COMMISSION 
Quarterly Report on PUC complaints for Ql 2013 SECRETARY'S BUREAU 

Dear Secretary Chiavetta, 

The following is a report that captures (i) the complaints by category; (ii) the resolution 
for each complaint and (iii) process improvements/changes implemented to reduce and/or 
eliminate similar complaints going forward. 

(i) There were three (3) complaints filed against Major Energy during the first 
quarter of 2013. 

1. On February 4, 2013 a complaint was filed because the customer wanted 
to cancel her service and got the company voicemail when she tried 
calling. Our representative replied lo the complaint shortly after we 
received the complaint, in a timely manner. 

2. On February 27, 2013 a complaint was filed because the customer claimed 
they thought a door-jto:door representative was from their local utility and 
they used profane language. Our representative replied to the complaint 
on the very same day, in a timely manner. 

3. On March 25, 2013 a complaint was filed because the customer canceled 
his service but Major Energy was still on his bill. Our representative 
replied to the complaint on ihe very same day, in a timely manner. 

(ii) All three (3) of the complaints have been resolved. 
1. The first complaint was resolved because lhe customers service had 

already been canceled by the utility.. Therefore no further action was 
needed and the complaint was closed by the PUC in agreement with the 
cusiomer. i.., 

2. The second complainl was resolved wheii'we conlacted the customer and 
our independent contractor conlacted the customer. The independent 
door-lo-door representatives always wear Major Energy logos on their 
uniforms and it is against all company rules and regulations to deceive a 
customer into thinking they are from the local utility. In addition the use 



of profane language is not acceptable for our contractors. This was 
explained to the cusiomer as well as a further investigation that would lead 
to the dismissal of an agent for this behayipr. The complaint was closed 
by the PUC in agreement with the customer. 

3. The third complaint was resolved because we had already canceled the 
customer's account and this was just a matter of cancelation timing. As is 
noted on the PUC website when referring to switching suppliers, "The 
effective date of your choice depends on your next meter read date and 
can take three lo eight weeks." The cusiomer called us lo cancel on 
February 28, 2013 and the complaint was filed less than 3 weeks after the 
request to cancel. The complainl was closed by the PUC 

(iii) We have implemented new procedures for our customer service department in 
order to answer more inbound calls before they go to voicemail. We have also 
informed our independent contractors that more and better training must be 
utilized on their agents. 

Very truly yours. 

R i l U C i V C L ) Adam Small 
General Counsel 
Major Energy Services, LLC 
100 Dutch Hill Rd., Suite 310 Af H V 9 
Orangeburg, New York 10962 COMMISSION 
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After printing this label: 
1. Use the 'Print' button on this page to print your label to your laser or inkjet printer. 
2. Fold the printed page along the horizontal line. 

3. Place label in shipping pouch and affix it to your shipment so that the barcode portion of the label can be read and scanned. 

Warning: IMPORTANT: TRANSMIT YOUR SHIPPING DATA AND PRINT A MANIFEST: 
At the end of each shipping day, you should perform the FedEx Ground End of Day Close procedure to transmit your shipping data to FedEx. To do so, click on 
the Ground End of Day Close Button. If required, print the pickup manifest that appears. A printed manifest is required to be tendered along with your packages if 
they are being picked up by FedEx Ground. If you are dropping your packages off at a FedEx drop off location, the manifest is not required. 
Use of this system constitutes your agreement to the service conditions in the current FedEx Service Guide and applicable tariff, available upon request. FedEx will not be 
responsible for any claim in excess of $100 per package, whether the result of loss, damage, delay, non-delivery, misdelivery, or misinformation, unless you declare a higher 
value, pay an additional charge, document your actual loss and file a timely claim. Limitations, including limitations on our liability, can be found in the cunent FedEx Service 
Guide and applicable tariff apply, in no event shall FedEx Ground be liable for any special, incidental, or consequential damages, including, without limitation, loss of profit, loss to 
the intrinsic value of the package, loss of sale, interest income or attorney's fees. Recovery cannot exceed actual documented loss. Items of extraordinary value are subject to 
separate limitations of liability set forth in the Service Guide and tariff. Written claims must be filed within strict time limits, see current FedEx Service Guide. 
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