RECEIVEL
JAN 12 2085
PUBLIC SERVICE
COMMISSION
COMMONWEALTH OF KENTUCKY
BEFORE THE

PUBLIC SERVICE COMMISSION OF KENTUCKY

IN THE MATTER OF

NOTICE OF KENTUCKY POWER COMPANY )

PURSUANT TO 807 KAR 5:080 OF ESTABLISIIMENT ) Case No. 2014-00420
OF A NEW NONREGULATED ACTIVITY )

KENTUCKY POWER COMPANY RESPONSE TO
COMMISSION STAFF’S JANUARY 8, 2015
INFORMAL CONFERENCE DATA REQUEST

January 12, 2015 {




VERIFICATION

The undersigned, John A. Rogness III, being duly sworn, deposes and says he is the
Director Regulatory Services for Kentucky Power, that he has personal knowledge of the
matters set forth in the forgoing responses lor which he is the identified witness and that
the inlormation contained therein is true and correct o the best of his/her information.
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) Case No. 2014-00420
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Subscribed and sworn to before me, a Notary Public in and before said County
and State, by John A. Rogness III. this the /22 %-day of January, 20135,
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Kentucky Power Company

REQUEST

Please provide a copy of the HomeServe USA Corp. Master Services Agreement, KPCo
Work Release Form, and a copy of the Customer Welcome Kit.

RESPONSE

Please see Attachment 1 of the [Tomeserve Master Agreement, Attachment 2 Homeserve
Welcome Kit for Kentucky, and Attachment 3 Homeserve KPCO Work Authorization
form.

Confidential treatment is being sought for portions of Attachment 1.

WITNESS: John A Rogness
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HOMESERVE USA CORP. MASTER SERVICES AGREEMENT

This Master Services Agreement No, 0270408700003%103 (ihe “Agreement™), is cxecuted fo be
effective as of the last signatuee below (“Effective Date™) by and between HomeServe USA
Corp., n Pennsylvania corporation (“HomeServe™), with its headguarters at 601 Merritt 7,
Marwalk CT 06851 and Amerieun Electric Power Service Corgoration, n Mow York corporation,
("AEP") for ifself for the lnited purposes herein and as agent for each af the operating company
subsidiarics of AEP that ngrees (o be bound herby by signing n Wark Authorization (each such
aperating company that signs a Worl Aathevization and thus becomes bound by this
Agrasment is veferred {o as “OPCa”) | and with headgquarters at 1 Riverside Plaza, Cojumbos,
Ohio 43215 (each, a “Parly” and together "the Dartics™). Except as specifically provided in this
Agreement, AEP is notibound by or subject to this Agreenent other tian as the fawful akent for
an OPCo.

HameServe provides Products to conswmers for the emergency repair of domestic infrastructure
and relnted systems and has invested, and will in the future invest, significant resonress in the
development of the Program. Each QFCo, by signing a Work Authorization and through AED, as
agent for each such OPCo, wishes to engage HomeServe to offer such Products to its Customers.
In consideration of the foregoing and the mutunl covenants contzined In this Agreement, the
Parties spree as Tollows:

1. Definitions

“Commission Statement” means a statement produced by the Parly collecting payments from
Members which {ncludes a reasonably detailed caleulation of the Cominission payable for the
applicnbla month and is otherwise on such fonm and with such content as the Partics agree.

“Commission" means (i) @8llof Receipts if OPCo pexforms billing as provided in Section 8; (i)

f Receipts if HomeServe performs billing os pravided in Section 8; and (iif) @of Reccipts
during the Run-OFf Period, but enly if OPCo continnes to perform billing services.

“Confidential Infonmation” means any cenfidential or proprietary information, whetler in written,
oral, electronie, visunl or other recorded form, whether or not it constitutes a tmde secret under
applicable faw. “Confidentinl Information” fucludes, but is nat limited to, business plans and
metheds; custemer infonnation; enginecring, operating ond technieal data; and the dates of
OPCo’s eutage schedule, information conceming the Program and Services, and OPCo’s and
HomeServe's activities. “Confidentinl Information™ does not include information that {0} has
become part of {he public domnin other than by acts or omissions of the recipient; (b) haa been
turnished or made lmowa Lo the recipient by a third person as a matier of legal right rnd without
restriction on wse; () was in the recipient’s possession prior to disclosure by the disclosing party
without restriction on use; or (d) is independently developed by the recipient without access Lo the
Confidential information.

“Customer” means any person who is a homeowner or resident of a residential property to which
OPCo suppties utility and/or other services.

*Customer Service” means (1) providing Customers with sceurate information pertzining to the
Program, HomeServe's foll free number nnd/or the relevant URL; (b) subject to mutual
apreement by the parties, providing Customers with information about the Products, the
relationship of the Partfes, and billing sarvices for the Products; and (c) if the STS Program is
estahlished per Section 3.3.2, providing Cestomers with such added information and scrvices as

[4204.151.1
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apreed upon in connection with the STS Program,

“Customer Data™ means the name, postnl addeess, tique identifier for the Customer, and, if
available, emnil address of Custamers.

“Event of Insolvency” means circumstances in which a Perly has a receiver or similar person
appointed for its property, becomes inselvent, ceases to do business, malees an assigranent for the
benefit of its creditors or files a petition under {or is the subject of an favelunlary petition in)
bankmptey (or undergoes a similor event),

“Farce Majeure” means any causc lieyond the reasonable control of the delayed or defiulting
Party, including, but nat limited to, hets of God including unusually adverso weather, fire, and
epidemic; acts of public enemy inchiding war, ncis of terrorisim, dot, and civil disturbance: and
national labor strikes, which by exercise of due foresight such Party could not have been expected
to avoid or overcome. HemeServe's inability to obtain adequate and sulficicnt labor in order to
maintain progress of the Services shall not, in and of itzelf, constitute a Force Majeure Event.

“Law" means any federal, sfate or local law, statute or ordinance and also any mle, repulation or
order {gsued by any govermmenta] authiorily.

“Loso"” and "Losses"  means all damages, losses, claims, demands, suits, actions, expenses,
cosls and linbilities (including rveasonablo Tegal fees and expenses), however described or
denominated bui shall nat include the portion ol any such loss, liability, diminntion in value, cost
or expense that could have been avoided through commiercially reasenable efforts to mitigate by
the Party ineuering the Loss.

“Mailing Date" means tho date an wlich the first zdvertising or marketing matedal is mailed or
published under this Agrecinent,

“Murketing Plan" menns the mm'l&cling plen or plans agreed to in wiiting by HomeServe and
OPCo oullining the specific plan for marketing the Preduets in the OPCo's specific Territory for
each year during the Term of this Agreement,

"Member" means any Customer to whom a Service Agreement is {ssued.

“Member Dala"” means the name, address, vesidentisl phone number of a Member and all other
information about a Meiber obtained by or throngh HomeServe under this Apreentent,

“Products” meons those of HomeServe's products to be marketed and sold with the use of the
Marks and that are sted on Exhibit A and ony other HomeServe praducts, as determined by
mufuzl agreement of the Parties from lime to time and thal will be added to Exhibit A (except
that HomeServe may at any time delele a “Product’ from Exhibit & if it no fonger offers that
product generally in the marketplace).

“Program” means the murkeling, sale and adininistration by HomeServe of ita camplete suite of
residentinl infrastruciure emergency repair Products in the Territory to Customers and with the
use of Marlea and willi the benefit of billing services provided by OPCo.

“Qualified Sale" means that the Service Agreenent has been in effect for 90 conseoutive days

end the Member is current in payment of all ameunts that are due en or before (e end of that 80
day period, i

14893431.1
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“Receipts™ means payments actually received by HomeServe from Members under any new aor
repewing Service Agrecmenl but after taling into account and deduction for sales tna, discounts,
rebates, and refunds actually paid or given.

“Worls Authorization” imeans an executed worl authorization in the Form of Exhibit B, binding
tn QPCo to the terms of this Agreement.

“Renewnl” menns the renewal of a Service Agreement af the same price charged to the Member
but where other terms and conditions of the Service Agreement may change upon that renewa!.

"Rur-Off Perigd” shall mean the five (5} year pedod following lerminalion of this Agreement for
any resson durjng which any Service Agreement issued and in force as at the dato of termination
remaing in effect (and including all Renewnts).

"Secrvices” means the emergency repair secvice performed for a Member pursvant to o valid and
‘ Bency rep B
in force Service Apgreement,

“Service Agreement”  means tho sgreement for o Product between HomeServe and Member,
the terms of which shall be detenmined by HomeServe from time to time.

“Termitory™ means eoch OPCo's service area unless specifically stated atherwise in the applicable
Marketlag Plan ag provided to HomeServe by the OPCo.

2, xclusive Appoiniment,

OPCo grants o HomeServe the exclusive right during the Tenm (a) to market, adverlise, sell and
adiminister the Praducts to Costomers in the Territory and (b} to atherwise ndminister and operste
the Program in the Tecritory. In addition, during the Term, each OPCo shall not, itself or for
itself with or (hrough any other person in eny menner, market, promate or sell any product ar
service to Customers which is the same as, comparable to, or which otherwise would compete
with, the Products or the Progrom in the Territory,  Bxeept where the opplicable Work
Authorizations has been Terminated for Cause by OPCo, for a 24 consecutive month period
Following termination of this Agreement for any veason, OPCo shall not (itself or for itself
through any other person) kaowingly or intentionslly mnrlet, advertise, sell or administer to or
for any Member in the Termitory any product or service which is the same as, comparabla to, or
which otherwizs would compete with, the Products or the Program.

3, Cartain Snecifie Obllrations of the Parties,

3.1 QPCo Obligntions. Unless a governmental or regulatory approval requires OPCo’s
complinnce with a condition that unreasonably interferes with, or imposes
commercially unreasonable restrictlons on, the OPCo’s business, OPCo shalt provide
suppor! to HomeServe fo {neilitate the Program and the promotion, marketing and sale
of the Produets to Customers within the Territory. OFCo shall:

311 permit HomeServe to market and promoete the Products using Marks as
provided herein; and

3.1.2  ossist HomeServe with ihe morketing, advertising and sale of the Praducts by
providing Customer Service and by ensuring that OTCo’s call center staff are properly
trained and knowledgeable so as to provide Customer Service,

14354450,1
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HomeServe Oblipations, HomeServe:

3.2.1 shall monitor complisnce by ils coafractors end cmployees with
HomeServe's vepularly established service slandards as in effect from time to Hme;
and shell catise such persons to perform sl Services to Members in o competent and
cotr{enus 1manner;

3122 shall provide OPCo with a monthly performance swmmary as set out in
Section 11 below (it being agreed that the Parlies will cooperato in geod faith to
modify this lo a guarterly requirement at an agreed tie durting the Term);

3.2.3  shall usq cammercially reasenable ciforts to ensure that adequale finandinl
and human resousces arc available for the operation of the Prograrm;

3.2.4  shall conduct the Program, edminister the Service Apreemneals and marlet,,
promote, advertise and sell the Products in accordonce with Law;

3.25 ny enpage subconlyactors, outside vendors, insurers and consultaats to
perfonn any of HomeServe's oblipations hereunder, including, but not limited to,
claiims handling. HomeServe shall be responsible for the acts and omissions of its
subconiractors, outside vendors, insurers and consultants who perfoom gervices for
HomeServe on il behalf under this Agreement, HomeServe shall he permitted to
chonge the obligor for insurance purposes on the Service Agreements. Al insurnnce
policies shall be written with insuranze companies licensed to do business in the state
where the Propram is being offered and mated no lower than A-8 in the most cusrent
edition of AM. Best's Property-Casualty Key Rating Guids;

3.2.6  inay, from time to time, adjust the rates charged Members for coverape under
the Program (in accordance with Servige Apreement terms and conditions); and
HomeServe shall establish and may, in its sole discretion, change the (erms and
conditions of the Servica Agreements;

32,7  shall comply with OPCo's NBRC CIP Personnel Risk Assessment
Requirements attached hereto as Exhibit C; and

3.2.8  will utilize o call center located within the contincatal United Ststes during
the Term and the Run-Off Period for this Program.

Additional Responsibilitics of the Parties,

33.1  The Pasties shall attend meetings as aro agraed between the Parties from time
to time and shall designals a management employee to serve as the confacl person
with the othier Pasty {or all activities under this Agreement.

332  OPI'Co and HomeSBerve may establish a {ull “sales through service” program
("STS Program") to he offered by OPCo’s call cenler nnd subject to compliance with
opplicable Law (iucluding insurance regulations), As part of this, if sgreed by (he
Partics, OPCo may, through its call center, he permitted to fransfer calls to HomeServe
at o third parly vendor and/or to eonclude an actua) sale of a Product and enter into of
a Service Agreenent (subject to complisnce with HomeServa's Member intake
policies and standards in exislonce fom tine to time),
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3.4  AEP shall not have any other dircet obligations under this Aprecment except
that AEP shell, for itself in addition te on behalf of OPCo, comply with thig
Seetion 3.4, and the applicable provisions of Sections of 4.4, 7 and Section 9,
13,14, 17 and 18.2 hereof,

4, Infellecinal Properfy; Cusfomer Datn; Member Data and  Serviee  Asgrecuzent
Ownership,

4.1 Marks

4.1.1 Limited License to MomeServe, Subject to (i) HomeServe's pirdct compliance with the
materiol terns and conditions of this Agreement, and (if) thelferminalion provisions of
this Aprcement, OPCo granis HomeServe a limited, exclusive f{to the extent
specifically provided lerein), non-sublicenseable license to wse OPCo's Mars
(*Marks") within the Temitory during the Tenn for the advertisement, promotion and
operation of the Program and the adverlisement, markeiing, sale and administration of
the Products, subject to lhe proor written approval of OPCo in cach instance (except
that approval for one use of a Mark shall mean angoing and continued appraval for all
fiture uges of that vame Marlk in the exact same format and manner and for the snine
purpoge (such as direct mail)). “Marks” ghall mean OPCo’s and AEP's customer
facing service marks, leitering, trade dress, color schemes, logos, trademarls, word
mirks, symbaols, emblems, trademark designs, indicin or source, identification,
sponsorship or affilistion, that are used by AEDP and OPCo in the Territory fiom time to
time .

4.1,2 Quality Contral. HomeServe shall (i) uze and display the Mads in such form and
manner as ara approved {n writing by OPCo, and (if) agree to use such other legends,
markings, and notices in connection with the Marks a5 OPCao may require. HomeServe
shall not make auy changes to the approved form and manner of the Marks without
OPCo*s written approval, All uscs of the Marks by HomeServe shall be by HomeServe
in aceordance with (1) OPCo's quality standards and in n manner consistent with the
repwlation and prestige of the Marks (it being agreed that approval of wse of Marks by
OFCo shall constitute compliance with this clause (1)), and (2) all Applcable Laws.
OPCao shall have the right to cause HomeServe to suspend vse of the Marles for eeasons
nng provided in Scction 5.7

4.1.3 Representations and Warranties. OPCo represents and warranta that it or AEP have all
right, fitle and interest in and to the Marks and that QPCo has the suthority to grant the
limited ficense to HomeScrve, OQPCo further represents and warrants that fo it
Inowledge none of the Marks infringe the intellectual property or other praprietary
rights of any third party,

4.1.4 Reservatfon of Rights. Al rights in and to the Marks not expressly granted to
HomeServe under the Apreement are reserved exclisively to OPCo, HomeServe shall
tot have any fmplied tdghts in or fo the use of the Marks ar any other trademarks, trade
names, trade dresy, lopos or other designations of origin owned by OPCoe, nov shall
HaomeServe shall have the right lo use any of the Marks on any products, except as
permitted beresimder,  Other than the limited license granted herein, nothing in (he
Apreement confers any sght, title, or inferest in the Muls to HomeServe, OFCo or
ABP awn and shall continue to own all rights in and o the Marls, and ail use of the
Marles will inwre to the benefit of OPCo and AEP,. HomeServe aprees that it will nat,
during the Tenn ar of any Hme {hereafler, directly or indivectly attack or question thefr

r4qaistg
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Territory, Notling herein shall be construed as conferring on HomeServe any right to
use Marks in aress eutside of the Temitory, except that HomeServe may use Marks on
websites and othier media Ihat are intended primarily for Customers residing within the
Tesritory even though such website or other iedia may be accessible to individuals
tesiding outside the Temdlory,

Hnd of Tenn. Upon expiration or temnination of the Agreement for any vesson,
HomeEerye will immediately cease any and all use of the Marls, and will promptly
destroy of refum to OPCo, at HomeServe's option, any materials in it possession
bearing o} incorpotating any of the Marks (other than archival copies for [intemal use
and ss regquired by Law); provided, however, that HomeServe shall not bef required to
recall or bmend any Service Agrecments or marketing maleriul in circulbiion at the
termination of this Agresment (o remove references lo OPCo, ALP or Marks,

Approval Process,  Wherever under this Agrecement she approval by OPCo iy
required for use of Marks or for any other use of marketing materials then OPCo shall
make rensonable efforia to respend in wriling within 20 business dnys of receipt of the
request for approval frein HomeServe and if OPCo is rejecting nae of the Markn or use
of the marketing material then the response sholl include reasons therefor.

Al documentation (and any refated intellectual property) relating to the Prodoets and
the Prograin is the sole property of HomeServe.

To the extent doing so does not conflict with applicable Law, regulatory requiremenis
nor with OPCo’s applicable privacy policies, OPCo shall provide Customer Data, to
HomeServe for use by HomeServe in accordance with the applicable Marketing Plan.
Customer Datn will be pravided st such times and in such format as the Parties dhall
sgree upan from ttme to dme, OPCo represenis and warrants that (i) Customer Data it
provides to HomeSorve has been collecied in compliance with Low and (i1) it is legally
permilied (and penmitted by any applicable privacy policy) lo provide Customer Datn
lo HomeServe, Customer Data (to the extent it does not hesoine Member Dala) s the
cxclusive praperty of QPCo. HomeServe shall use Customer Data in campliance with
Law, OPCo agrees that should its privaey and/or other policies and rules change in the
future in a manner that would restrict HomeServe’s right to obtain and use Customer
Data as contemplaied by this Apreement then, fn such event, HomeServe may request
one or more mmendntents to the finnncial or other {erms of this Agreement {o reflect the
impact of such chunges in rules or policies and if the Parties are unable to reach
apreement on those amendments then either Pary may tenninate this Agreement upon
rensonable prior notice to the other,

Member Data, to the extent it is not Customer Data, is the sole and exclusive property
of HomeServe. HomeServe shall be under no obligation to provide Member Data to
QOPCo or AEP, AEP und OPCo bave no rights in Member Data (fo the extent it {s not
Customer Data) or any obligatien to perform serviees under this Apreement that require
gecess or lnwowledge of Member Data.  Only HomeServe shall be entitled to use the
Member Data, meluding to offer a renewal (or camiparable produet) on expiry of each
Servico Agreement. Servige Apreements are the sols and exclusive property of
HomeServe ond AEP and OPCo have no rights therein,

5, Mardeiing  HomeServe will develop ono or mora matketing plaus from time o {ima
fior cach year dudng the Term of this Apreement and shall pregent each such marketing plon to
OPCo ior negotistion and written agreement. The Parfics will use thelr respective good fhith

(409445 1.1
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commercially reasonable offorts to ngree upon the padicular warketing plan and any
amendinents thercto that may be proposad by HomeServe from tims to time, Mo mmendments to
the Marketing Plan shall be implemented unless mutually agreed by the Paties, Once approved
by OPCa, the Marketing Plan shall become part of the rights and oblizgations of this Apgreement
and the Parties shall comply with the requirements (hereof. There may be attached fo each Work
Authorizetion a3 apreed by OPCo and HomeServe samples of how HomeServe may use the
Marles (*"Markeling Smmples™).

If ngreed to as part of a particalar Marketing Plu it is expected that the Pariies shall commit to
the following:

5.1 HomeServe may be perimitted (o dispatch ot least 5 divect mailings per year to
Cuslomers and up to 6 cross-selling direct mailings tp Membera in any 12 month period
during the Term. HomeServe may alzo be permitted to distribute marketing materials
via direct msil, “occupat” addressed snanilings and ather OPCo approved means,
Inbound and ocutbound lelesales to Members by HomeServe may be pennitied to lhe
cxlent pemnitted by applicable Law., OPCo may permit HomeServe, to includo
warketing moterials in up to 2 “insers” per yeer per Customer, In addition, in o
manner us set forth in the Marketing Plan, HomeServe may bo permitted to ndvertise,
matkel and sell Products in the Termdtory through digilal advertising and through the
use of links to and from AEP's and OPCo’s web site. OPCo may consider in pood
faith adverlising and marketing, of the Products by emails to Customers.  Withouf
Hmiting the forepoing, HomeServe may nlso be permitted to {A) build and manage a
templated c-commerce envirenment showcasing the Program and all Products; (B)
have advertislug and merchandizsing of the Program and Products on the web site for
the OFCo), to the exfent such sdvertising and merchandising can be delivered within
our standards and design, for he purpose of drving Customers to the HomeServe e-
commerce environment (this to include banner ads, text links, and content prommating
the offering(z); and (C) to advertise on OPCo's behalf not limited to and including
geographically targeted display advertising on OPCo approved third-party sitesfad
networks nnd directories, search enpgine marketing, snd social network promaiien,

52 To the extent set forth in a Marketing Plan, OPCo shall assist in the proinotion and
matketing of the Products and the Propram. Such promotion and metkeling may oceur
in various ways, ncluding: (i) by inserting marketiog literature with mail to Customers;
m:d)(ii) by including marketing materiols with its new home and home movera pack (if
any).

53 "Marketing materinls thot use Mates by HomeServe and the use of Murks in specific
marleeting/sales channels require approval by OPCo (subject to the approval process in
Section 1.1, 4.1,2 and 4, 1.7 and the other provizions of this Agrecment),

54 HomeServe agrees to reimbuese OPCo for the reasonable cosls it incurs in praviding
assistance pursuant to Section 5.2 above.

5.5 HoameServe shinl] be entitted to use the Morks, as provided in Sectfon 4.] and this
Seelion 5.

56 OPCo or AEP will own any domaip incerporating any of the Marle in the domain
name iself,

57 In the cvent that thers i3 an order, fimal ruling, or regolaiion promulgated by a

141949511
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governmental ngency or any chonpe in appliceblo Law, that requires o Pacty's
complince with a condition or action that unreasonably interferes with, or imposes
commercially unreasonable resirictiens on, a Party’s business if the Party complies
with the Marketing Plan then the Parties shalt be relieved of their obligaticn fo comply
with the Marketing Plan, andfor the applicable provisions of this Agreement and, if
spplicable, the provisions of Section 17.3 shall apply.

In the event that OPCo receives a matertal number of complaints from Cugtomers aboul
the ndvertising, marketing, sale or administration of the Program or the Produets and
PCo has determined in good thith that there is a reasonable risl of matericl harm o
PCo’s business or its reputation and goodwill in the community then, in such event,
JPCo may notify HomeServe of such event (including o repsonable deseription
hereaf) (“Suspension Notice™) and may require in thot Suspension MNotce (hat
Home8erve zuspend markeling and advertising of the Products and the Program
{zlthough other requiraments of this Agreement and the applicable Work Authordzation
shell continue in effect to fhe cxtent not impacted by the complaints, such as billing).
Upon such suspension, the Parties will discuss in pood faith (through sesior
monagement and by telephone and/or in person meetings) o plon whereby HomeServe
will address tho concerns ralsed in the Suspension Notice (both to remedy any
complaints and minimize the sk of future complaints). Tn all events, the Parlies will
worle together so that imarketing nud soles of Products may commence as soon as
practicable, If the Parties are unablo fo agrec on a plan as described above or if
HomeServe is unable to implement the agreed upon plan then, at the request of cither
Party, the fInoncial and other teyms of this Agreement will be sublect to mutually
agroed upon smendments to as o reflect the change in the economics of this
transaction and the relative positions of the Parties caused by the suspension of
marleeting, advertising and sales efforts, Failing agreed upon amendments after good
faith efforts by the Parlies, either Party may lerminate this Agreement an rensonable
notice to the other {desipied to minimize disruption to consumars).

Networle and Datn  Security; and NERC CIP Persouncl Risk Assessiment
Requirvements

HomeServe shall comply with Exhibit D - “IT Seccurily Provision for Purchase of
Laber znd Services" and Exhibit C — "NERC CIP Perscnnel Risle Assessment
Requirements”.

OPCo reserves the right to request HomeServe remove any personacl on the reasonnble
suspicion of drug oe alcohol use.

Compensation To OPCo and AEP.

HomeServe shall pay AEP an initial sot-up fee hereunder of {20 <§€_@_‘,§5;(“First Set-Up
Fee"), which will be paid within 5 business days {ollowing the Mailing Date, The First
Set-UP Fee is an aggregale payment for all Work Authorizalions sad all OPCos and
shall be allocnled smong the OPCos and AEP as shall be detenmined by AEP and
HomeServe shall have no liability in any way for that allocation,

HomeServe shall pay AP a second set-up fee hereunder of np to{ -~ 1(*Becond
Set-Up Fed"), whichk will be paid on the 10" business day following the first
anniversagy of the Mailing Dale (“Annivemsory Date"), The Second Set-Up Fee shall
equal 1wy only if, as nt the first suniversery of the Mailing Date, there are not
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fewer than an agpgregate of{{#J @l Customer houschelds in the Territory that are
fully available to HomeScrve ricting and sales aclivity under the Program. The
nmpunt of the Second Set-Up Fee shall be adjusted downward on a pro rata bisis to the
extent thers are fewer tharf) JiCustomer hauseholds that ore fully available 1o
HomeServe for marketing an 5 nclivity under the Program (as delermined in good
faith by HomeServe). In addition, if an OPCo is nol or has nol paricipated in the
Program as of the Anniversary Dale, {lie Second Set-Up Fee will be reduced by the
perceniapgo of residential customers in that OPCo. Within 5 business days of the
Anniversary Date {ond montbly thereafter), AEP shall deliver to HomeServe
reasonoble documentation showing the poual number of Customers as of the
Anniversary Date. The Second Set-UP Heo is an aggregate payment for all Work
Authorizations and all OPCos and shall be allocated among the OPCos and AEF as
shall be determined by AEP and HomeServe shalt have no lability in any way for thal
alloention {(and thar sllocation shnil have no impact on the adjustment provided above),

In addition to the provisiona of Seetion 7.2 and 18:

7.3.1 In the event that any OPCo does not actively and fully participate in the Program
for the complete 12 conseoutive menth period from and after the Anniversary
Date (“Test Date”) then, In such event, a portion of the Second Sef-up Fee shall
bz refunded by the percentage of Cuslomers for that OFCo,

74 The Party performing billing services (OPCo or HomeServe) will pay the Conunission

7.5

8.
8.1

[AR04451.1

fo ARP. The Commission shafl be paid as to all periods during the Tenn and, i€ OPCo
perfonns billing services as provided in Section 8.2, then it shall also be paid during the
Run-Off Peried,

1f the Partics implentent a STS Program by an OFCo, then HomeServe shall pay to
OPCoa “5TS Fee" as follows:

7.5.1 IfaCustomer calls the OFCo call center inquiriag s to the purchusa of a
new Produet sndfor Service Agreement and the csll is of that time forwarded to
HomeServe for action snd if HomeServe concludes a sale of a new Service
Apreement and Product at that time and the sale becomes a Qualified Sole then,
in such event, [lomeServe shall pay to OPCo 1 ane-time @TS Fee for that
transaction. Payment shall be made at the same time an the Commission for the
month {n whieh it beeame a Quuelified Sale; and

1.53.2 If OPCo concludes a sale of a new Product and Service Agreement with
a Customer solely theough the OFCo's call cenier and the sale becomes o

Qualified Snle then, in such event, HomeServe shall pay to OPCo & ane time @
e~

8T8 Fez fur that transaction. Payment shall be wade nt the same time as
Coinmission for the month in which it Beeame a Qualified Solo,

Memher Billing and Payvment Responsibilitias

If OPCo does not provide billing services for one of the reasons deseribed in Section
8.2 below, HomeServe shall bill Members under Service Agreements in accardanco
with HomeServe nommai practices. On or before the 15™ day of each calendar montl,
HomeServe shell submit a Commission Statement o OPCo, which shall be
gecompanied by payment of the Commissions to OPCo due for the prior month.
Fayment by HomeServe shall, where necessury, he subject to audit and sdjustivent,

Ilem Na. 1
Adtachment 1
Fage 9 of 36
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8.2 Unless OPCo is prahibited by applicable Law from doing o or unless such failure lo

8.3

provide billing servives is due o governmental or repulatory npproval that requires
OPCo's compliance with a condition thot unreasonobly inlerféres with, or imposes
unrcasonable restrictions on, OPCo’s business, then OPCo shail hill Members for
Service Agresment fees on the menthly bill, OPCo shall provide such bitling services
on lichalf of HomeServe and shall bill amounts as inssueted by HomeServe, including
sales tax. OPCo shall moke no determination as to the taxability of Products provided
uader the Program, HomeServe sinll be responsible for all federal, state, and local tax
filings relaled to the Program and shall indemnify OPCo for any wnd all taxes and
related costs and/or fees that may be assessed an OPCo, fwith the exclusion of properly
payable income tax or gross veceipts tax on the Commiksion received by OPCo. For
purpaces of Ohio Commercial Activity Tox (R,C. §5751)01(F)@)(1) and §5751.01(P),
OPCo is working as an agent of the principal, HomeServe, and will receive total
payments from purchasers on belalf of the principal, HomeServe, QPCo is
campensated for its agency services as defined in Section 7 of this Agrecment, Unless
atherwise required by Law, the ordering of amounts cotlected by OPCo shall be Hrst
applied to amounts billed by OPCa on its behalf snd then the remaining smounts
collected shall be npplied to amounts billed on beholf of Home Serve.  OPCo shalt
ndvise HomeServe of Members who do not make payment by the OPCo bill due date.
Ou or before the 15" day of each calendar month OPCo shall provide a Comtmission
Statement to HomeServe, which shall be accompanied by payment to HomeServe of an
amount equal to the actual amounts collected by OPCo on behalf of HomeServe as
determined pursuant to the ordering indicated above, less the Commission due for the
prior manth,  OPCo shall perfornn billing services during the Term and during the
Run-Off Pedod fer any Service Apreements thnt are in efftet as of lermination,

HomeServe shall bear the risk of non-payment by Members and HomeServe may
employ payment collection praciices as it deams appropriste in accordanco with its
normal collection policles (the current colleetion practices employed by HomeServe are
set forth on Exhibit B}, Any materal change in HomeServe's collection practices
vequire pricr approval by OPCo, which will net be unreasonably withheld or delayed.

9. Coufdentinl Fnformation. Each Party aprees (8) to protect the Confidential Tnformation of

the other with at least the same degree of care used to protect its own Confidential Information;
(b) not to use (except for the purpose described herein), publish or disclose ta thivd parties such
Confidential Information; and (¢) upen the request of the dizclosing Party, to promptly destroy all
recorded copies of its Confidential Information. Motwithstanding the faregoing, a recipient shall
be cntitled to disclose Confidential Infonnation to its officers, cmployees, affilintes (including
any joint veniures of which recipicat or ony of its affilinles are a member and the other members
of such joint venfures), agents, londers, attomoys and ather advisers (collectivoly,
“Representatives™), provided that the Representatives sholl be informed of the confidentiality
obtlgations provided herein and recipient shall be responsible for its Representatives’ compliance
will this Saction 9.

A

LIRSt

If either Porty is required pursuant 1o applicable law or otherwise hecomes legally
compelled to disclose any of the Confidentinl Tnformation, such Party shali promptly
advise the disclosing Porty in order that the disclosing Party may secle o protective
order ar such other remedy as the disclosing Pary may consider approprinte in the
circumstances. In any event, the compelled Party may disclose only that partion of the
Confidentinl Information which sueh Party is legolly requived to disclose in the
judgment of the Party’s legal counsal without any lability to the disclosing Pariy
hereunder and such diselosure sliall not be a breach of this Seotion,
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9.2 Home3erve sholl require ila contractors, if any, lo expressly comply with the
confidentiality provisions as set forth herein,

93 All docuinents prepared by a Party {or delivery to the other Party during the Tenn that
incorporate, in whole or in part, information owned or provided by that other Party
{other than marketing materinds) shall not be marked or designated in any way as the
confidential or proprielary infermation of preparing Party without alse stating that
other Party has rghts in such documents. A Parly shall have the right (o question the
designotion of such materdals as Confidentlsl Information by the other Party ond such
other Party agrecs to provide reasonpble cooperalion in explaining such desipnation,

10. Performanece Standards.

10.1 Call Centers HomeServe ngrees to meet the following monthly minimum service level
requircient, mensured monthly:

10.1.1. Answers B0% of the calls within 30 scconds; and
10.1.2. Abandommnent rate of 5.0% or less,

10.2 Other Performance Metrcs: HomeServe agrees to weet the following monthly
wiinilmum secvice level requirements, monthly:

10.2.1 HomeServe shall altemnpt o contact vin telephone 23% of il Members
within 4 weeks of a completed emergeney and/or non-emergency repair; and

10.2.2 Batisfactlon reie for the follow up calls referenced shove in 10.2.1 is no
less than 95%.

10.3 If HomeServe fails to meet the pecformance standards set out in 10,1 or 10,2 ahove for
any Opco-for lwo eonsceutive measurement periods then, in such event, HomeServe
will {within 10 business days) provide OPCo with an explination of the failure and the
reasons therefor nnd with o swimmary of the plan to correct the failuse. I the failure to
mest that same performance stondard tlien continues for the next 3 cansecntive months
then HomeServe's senfor management will meet with OPCo in person at AEDP's
hieadquarters to describe HomeServa's plan to correct the fuilure and otherwise provide
assurances 25 to how HomeServe will be able to meet the performance standards.

1f. Repogling.

11.1 Call Center Reporting: HomeServe agvees to provide OPCo with s report genesated on a
weekly basis that provides daily offered calls, handled colls, averaie speed of answer,
ond abandontment rate (by OPCe). Repaoris are due to OPCo o later than 9:00mm of the
first business day of the next weel., The Paries will use their good faith offorts to mave
this to a monihly reposling requircment na soon as practicnble.

11,2 Monthly regert {nformation by OPCa: menthly offered calls, handled calls, nverago
speed of anawer, and abandonment rate; combined monthly complaint report (used for
enlculation of eomplaint rofe); conversion statistics; and conversion petcentuge,
HomeServe will provide OFCo with a report generated an & menthly hasia that provides
the information set out in this Section 11.2 belaw for the reporting month (reports are
due to OPCo 1o later then the 5™ business day of the following manth). The Parties will
use their gaod fith efforts to move this to o quartecly reposting requirement as soen as
przcticable

14854451,
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12. Quantity Moniforing,

HomeServe agrees to allow OPCo to manitor or record HomeServe's live answering and
processing of calls utilizing HomeServe's call monitering systems, at no cost to OFCo,
Alternatively, HomeServe agrees to provide o fle of live calls randomly selecled by OPCo's
guality assurance temm or by a process agreed by the Parfies, HomeServe further agrees (o
actively monitor live quenes using ACD goftware and cail conter display boards.

Bools and Record,

13, Recovds Retention and Examination of Information!

3.1 OCo reserves the right to audit records, upoa at leagt L0 days prior notice snd dudng
nermal business hours, at its cost, necessary to permit evaluation and verification of (i)
HomeServe's compliance, in the pecformance of this Agresment, and its dealing with
OPCo, with Agreement requirements, and (ii) billing and payment records in the event
HomeServe performs billing services, OPCo aprees that any audit and inspeetion will be
done by AEP at a single time on its behalf and on behnlf of all ather OPCos wio have
signed 8 Worle Authorization so a5 to minimize dismption to HomeServe's business
unless eiroumstances require an individual sedit or inspection for a particalar OPCo.

13.2 HomeServe shall bave the right, upon af least 10 days prior notice and during normal
business hours, at ils cost, to audit and inspect OPCo's (and AEP’s as sgeat) records
relating to billing and payment made pursuant to this Agreement and atherwise relating
ta OPCa’a and ABP's compliance with this Apreement,

13.3 The Parties shall cooperate with cach other and provide each ather with information and
records perfaining to the Progrom as requested by governmental agencies, municipalities
and courts of law,

13,4 Ench Party shall retain for a periad of thyee years all informetion relating to the Program
(execept thet emails may bo deleted after 2 years). The otlier Party may (al ils cost) sudit
and copy such information at the Parly’s premises during regular business lowrs,

14. Represenintions aud Woryanties. Each Purly vepresents and warranis to the other (and in
this instance willy AP representing and warranting on its behalf as (o its own performance
hereunder and as “sgent”) that (i) it has the full power and nutherity to enter into and perform
under this Agresment; and (i} to its lotowledge at the time, there are no agrecinents or
comimnitments or Law that would prevent it from carrying aut its obligations.

Except as pravided herein ond to the fillest extent permitted by law, neither Party makes any
warranty regarding the Products or the Progenwm, ov its performance under this Agresment ond nny
implied warranty is expressly disclaimed. The only wamantics are as specifically provided
herelin,

HomeServe warrants that it will implentent the Program ond perform the Services in zecordance
with the accepted standacds of care and competence found in the spplicable profession os such
standards and that the Services shall conform te the requirements of the Agreement.

Each Party shall give the oiher notice of any breach of the ubove represcntations and warrantics
within a reasonable time efter the discovery of the breach,

15. Indemn

ifleation, With respect to matters invelving Members or Customers, the laws of ths

148044511

A



KPSC Case No. 2014-00420
January 8, 2015 Informal Conference
ltem No. 1

Attachment 1

Page 13 of 36

REDACTED

~-13 -

stato where the Progran and Services giving rise to the claim ia performed shall apply to this
Section 15 (and if it applics to the relationship between the Parties then Section 21.5 appliea),

153 TG THE EXTENT PERMITIED BY LAW, HOMESERVE  SHALL
INDEMNIFY, DEFEND AT ITS EXPENSE, AND SAVE OPCO HARMLESS
FROM EIABILITIES, COSTS AND CLAIMS BROUGHT, INCURRED OR
ALLEGED BY THIRD PARTIES, INCLUDING JUDGMENTS RENDERED
AGAINST, AND FINES AND PENALTIES IMPOSED UPON, OPCO AND
REASONADLE ATTORNEYS® FEES AND ALL OTHER REASONABLLE COSTS
OF LITIGATION (COLLECTIVELY, “LIABILITIES™), AND INCLUDING
INJURIES, DISEASE |OR DEATH TO PERSONS, OR DAMAGE TO
PROPERTY, AND ENVIRONMENTAL CLAIMS AND LIABILITIES, TEIAT
ARE CAUSEP BY HOMESERVE, ITS EMPLOYEES, AGENTS, OR
SUBCONTRACTORS N  CONNECTION WITH  HOMESERVE'S
PERFORMANCE OF THIS AGREEMENT (EXCEPT TO THE EXTENT
ATTRIBUTALBLE TO THE INTENTIONAL ACTS OR NEGLIGENCE OF
orco).

152 WITH RESPFECT TO CLAIMS AGAINST OPCO BY HOMESERVE'S
LIMPLOYEES, HOMESERVE UNDERSTANDS AND AGREES THAT THIS
INDEMNIFICATION OBLIGATION SHALL NOT BE LIMITED IN ANY WAY
BY, AND HOMESERVE ECXPRESSLY WAIVES, ITS IMMUNITY AS A
COMPLYING EMPLOYER TUNDER ANY APPLICABLE WORKERS'
COMPEMBATION LAW, BUT ONLY TQ THE EXTENT THAT sSUCH
IMMUNITY WOULD DBAR OR AVFPECT RECOVERY UNDER OR
ENFORCEMENT OF THIS INDEMNIFICATION OBLIGATION. With respect lo
the State of Ohlo, this waiver applies {o Section 35, Article H of the Ghio Conglitution
and Ohio Rey. Code Section 4123.74.

153 HOMESERYE SHALL BE LIABLE FOR REASONABLE ATTORNEYS® FEES
AND ALL COSTS OF LITIGATION ASSOCIATER WITH ENFORCEMENT
FOR ALL INDEMNITY OBLIGATIONS SET FORTH IN THIS AGREEMENT.

154 ANY INDEMMIFECATIOM OF OPCO SHALL TO THE SAME EXTENT
AYPLY TO OPCO'S DIRECTORS, OFFICERS, TMPLOYERS, AGENTS AND
ATFILIATED COMPANIES AND THE DIRECTORS, OFFICERS, EMPLOVEERS

AND AGEMNTS THEREOF.
16. Diselaimer;  Limitation of _ Liability. BXCEPT TOR HOMISERVE'S

IMDEMNIFICATION OBLIGATIONS, CLAIMS ARISING FROM INTEBLLECTUAL
PROPERTY INFRINGEMENT, BODILY INJURY, DEATH OR PROPERTY DAMAGE, THE
MAXIMUM AGGREGATE LIABILITY OF HOMESERVE ARISING UNDER OR IN
COMNECTION WITH THIS AGREEMENT WHETHER FOR NEGLIGENCE, BREACH OF
CONTRACT OR OTHERWISE SHALL BE {E AR TIDOLLARS. MEITHER PARTY
SHALL BE LIABLE FOR AMNY SPECIAL, ENDIRECT tONSEQUEN’lIAL PUNITIVE,
EXEMPLARY OR INCIDEMTAL DAMAGES, H\ICLUDING LOST REVENUES OR LOST
PROFITS HOWSOEVER CAUSED. FOR THE AVOIDANCE OF DOUBT, NO PARTY TO
THIS AGREEMENT PROVIDES ANY INDEMMITY UNDER THIS AGREEMENT FOR
BREACH OF CONTRACT AND ANY SUCH CLAIM SHALL BE BROUGHT UNDER
APPLICADILT LAV,

LiR4451.1
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17. Term and Termination.

17.1 Tenn, This Agreement shall commence as of the Effective Date and shall continue for a
period of 5 years from the Effective Date (“Initial Tenm™) and this Agreement shall,
putomatically renew for successive 5 year renewal tepms {each, a "Renews] Tenn” and,
with the Initial Term, the *“Term®) unless terminated in accordance with this Section 17.
Notwithatanding the foregoing, either Pirly may terminate this Agreement os of the end
of the Tnitin! Term or any Renswal Tqrm by providing the other with notice of non-
renewal not fower than 6 months prigr (o the end of the Initial Term or applicable
Renewal Term,

17.2 Termination. In addition to the provisions of Seetion 4.3 snd 5.8 which allow for
termination, either Parly may teeminate this Agreement as follows:

17.2.1 At any time for convenience so long as it is not then in breach of this Agreement,
to ba effeetive upon not fewer than 6 months prior written nolice to the other Party
{“Convenience” termination);

17.2.2 Effective upon notice where: (i) the other Porty casmmits n mnteral breach of the
Agveament which {a eitlier incapable of remedy or, where copalile of remedy, the Party
in breach fails to remedy that breach within 30 days of being nolified of it (“Cuuse"
tenmination); or {ii) the other Party experfences an BEvent of Insolvency, the acts or
omissions of the other Party (or its affiliates, employees, agents or subcoairmctors) cause
the Party to suffer any fine or other disciplinary process fram any regulatory autharity er
cause maleriol harm to the reputafion or poodwill of the Party in the indusiry or
comununity or {f, due to the imposition of ony rule or vegulation by & regulatery
authority, the continued operation of the Program would unreasonably interfere with or
fmpose unressonable restrictions on, the Party's business {any termination pursuant to
this clanse (iii) being refened to o a “Regulatary Teimination™).

17.3 Obligntions of the Parlics in the Bvent of Regulatory Concerns and Threatened
Repulatory Termination.

In the event a Party believes in good fhith that an event (hut would permit o Regulatory
Terminalion is expected to occur or has accurred or in the event that a regulatory
authority hos stated that any provision of this Agreement (or netivity hereunder) violates
applicable law or is against public policy (“Regulstory Conecems”™) then, in any such
event, ull activitics under this Agreement that are the subject of the Repulatery Concerns
shll be suspended, In addition, (A) the Parties shall promptly meet and diseuss in good
fuith appropriate amendments to this Apreement so as to address the regulatory
Concerns and wse commercially reasonable efforts to reach agreement as to thosc
emendments (which amendments may include the financial terms of this Agreement);
and (B) the Parties will in good faith consider modifications to their conduct under this
Apreement that can be achieved without mmending this Aprecment and without
ndversely affecting the Partiss. Neither Party is obligated to apree to any amendment or
ta any madification of conduct, If, follawing such efforts as described in this section,
the Parties aro unable to agree vpon o wuy o continue this Agreement (hen either Party
may terminate (s Agreement (“Regulatory Termination™) effective upon nolice (o the
other Party (provided that any Repulatory Termination shall be implemented i a
manner that is intended to minimizo irconvenionce to and dismuption of Bervice

147248510
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Customers and Members and in oll events in compliance with law). A Regulstory
Terninetion shall sut be considered a Convenienco termination,

17.4 HomeServe agrees that as part of each Marketing Plan with an OPCo, in
each 12 consecutive month period, it will commit to 4 direct mail solus
mailings fo Customers and 2 direet mail eross sell windows to Members,
within the Territory for the applicable OPCo. The OPCo, by signing the
Worke Auihorization, agrees to permit and cooperate in the completion of
those mnilingg in each such 12 month period (the “Minimum Marletiyg™).
If the Minimym Marketing is uot completed by HomeServe and (a) is not
dne to or caused by breach of this Apreement or the applieable Work
Authorization'by the OPCo or AEP; (b) is not at the request of AEP or'that
OFCo; (c) is not a5 A result of or in response to any Force Majeure Event;
(d) is not as a result of or in complisnce with Sections 5.7, 5.8 or 17.3; and
{¢) is oot provided for in an agreed upon Marketing Plan, then, in such
event and as AEP’s and OPCo’ sole remedy therefox: (a) the exclusivity
provisions of Sectien 2 hereof shall no longey apply to that OPCo; {b) that
OPCo may, on 20 days prior notice to HomeServe elect to {erminate the
Worlc Authorization without liability; and (c) should AEY then clect at any
time to terminate the cative Agreement for convemicnce under Section
17.2.1 then the portion of the First et Up Fee and Becond Set Up Fee that
is allocable to that OPCa shall not be refunded {o BlomeServe.

18, Eifect of Terminnbon,

18.1 Upon termination of this Agreement; (i) exch Party shall destray, (and provide o written
declaration of such aciion), all malerisls bearng the Marks and Confidential
Information of the ether Party; (i} neither Party shiali hold itself out as being associsled
with the ather; and (iif) subject to Seclion 17.3, the Parties shall continue as to billing
and payment to the extent provided in this Apreement for the Run O Period.
Termination shall be without prejudics to the rights and obligations of the Parties
accrued prior to termination and shall not affect the operation of any provision of this
Agreement which is intended to survive termination,

18.2 In nddition to any other rights and obligations under this Agreement, in the event that
AEP terminates this Agrecment for Convenience (or in the event that all OPCa’s have
terminated Releases for Convenicnee) prior to the end of the nitial Tenm then in such
event AEP shall, within 5 business days: (a) refund the First Set Up Feo and the Second
Set Up Fee (to the extent paid) in full,

19. Insurance.

19.1 HomeServe shall, at its sole expense, procure aad maintain throughout the term of this
Apreement exceptay set forth in Section 17.5, the following types of insuranse with the
following, minimum lhnits:

19.1.1 Warkers® compensation insurance in accordance with all jurizdictions where
HomeServe has operations including whera the Progrom ia marketed and Service
is to be perfomed, If HomeServe is a non-subscriber to worlers' compensation,
cvidence of fnsurance equivalent @ workers” compensation must be provided,

tABaLL L
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19.1.2
18.1.3

19.14

18.1.5 “All rislc" properly insuranee covering the fill replaceament cost of HomeServa's
personal property.

19.2 HomeSBerve shall eause its subcpniractors and ontside venders performing work an behalf
of HomeServe under this Agresinent, fo procure and maintain, throughout the term of this
Agreoment the follawing types bf insurance with the followin g, minimum limits;

19.2.1 Werkers’ compensation insurance in accordance with all jurisdictions where the
subcontractor andfor outside vendor has opemtions including where the work {3 to be
performed.  If subcontractor and/or oulside vendar is a non-subseriber to workers®
compensation evidence of insurance equivalent to worlers’ compenantion must be
provided.

192.6 “All risk" propedy insurance covering the full replacement cost of Cenlractor’s -
personal property,

19.3 To tlie extent permitted by law, HomeServe shall waive, and shall causo each of its
inaurers to waive, any and oll rights of recovery, by subrogation or otherwise, ngainst
0OPCo and its affiliates, officers, directors, employees, agents and nssigns of any type.
Ench af tlomeSBerve's insurapee policies shall be pdmacy to and nan-contributory with
any insurance or self-insurance of OPCo.

194 The Commercial General Liability snd tho Business Automabilo shall include each of
HomeSorve and HomeServe USA Repuir Monagement Corporation as sn additional
insured. Such coverage shall alse include blanket contractual coverape snd contain no
exclusion for explasian, collspse, ar underground property damage (XCU coverage).

19.5 The insurance required by this Section 19 is in addition to and separate from any other
obligations contained fn the Agreement.

19.6 If any of the pelivies indicated nbove ore placed on o “claims-made” basis, such
coverage shall be maintained for o period of not less than five (5) years following the
completion of the Progrim ond Services, including any Run-Off Derod.  Produsts
end/or camgleted operations caverzge shall bo maintained for a periad of fiva (5) yeara
after the completien of the Program and Seeviges, ineluding any Run QFf Perdad,

19.7 Any deductibles or retentions on sny of the palicies required hercin shalt bz the sole
reaponsibility of the HomeServe,

10944511
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19.8 The above referenced limit requirements may be met by sny combination of umbrells or
excess and primery policies so long as the tofal it of insurance requireiment is met.
The requircd coverages referred te herein shall in na way affect, nor are they intended as
a limitation of, HomeServe's lishility with respect to its performance of the Propram ond
Services. The Hmils of insurance indicated herein are mininum requirements and are in

no way iniended to limit HomeServe's Hahility,

20, Notices

The representatives of the Porties for the receipt of natices are (subject to change at any fime by

noties properly given):
For AED or OPCa:

American Blectde Power

I Riverside Ploza

Columbus, Ohic 43215

Altn: Eric B. Morris
Customer Programs Manzper

chmorris(Alacn.com

With a required copy lo:

Ameriean Electrde Power

700 Morrizon Road

Guhanna, Ohio 43230

Attr: Jennifer Downey, Procurement
ildowney@aep.com

For HomcServe:

HomeServa USA Corp.

601 Merritt 750

Morwallk CT 06851

Aftention: Chief Executive Officer
Email:

With a required eopy lo:
HomeServe USA Corp.

601 Metritt 750

Norwalk CT 06851
Attention: Divisional Counsel
Enaail;

21. Miseellaneony.

21.1 The Pacies sholt be independent contractors and neither posty hag the rght to incur any
liatility or obligstion {express or implied) or uct in the nume of the other.

21.2 Neiiher Party shall assign the benefit, or delepite the obligations, of this Agreement to

any thivd party withaut the prioy writien cangent of the ather,

21.3 Mo filure or delay (o exeroizo rights hereundar shiall opersts as o waiver and ne singla
or partiad excrefve of such, rights shall preclude any other or further exerclse thewcof,
This Aprecment feliieh tern includes olf Erlibiis} is the ~affoe agrezment beterezn e

A 7 z
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Parties and supersedes any previous agreemenls between the Parties relsiing fo the
SAMEe.

If a provision of this Agreement {3 held by uny court or competent sathority o be
{llegal or void (in whole or in part), then such provision shall be excluded, and the
remaining provisions shall be interpreted as if such provision were excluded,

This Agreement, snd the rights und obligations hereunder, shall be governed by {ho
laws of Now York. The Parties submit to the axclusive jurisdiction of the federal and
state courts located in New York City, MY tp resolve all disputes under this Apreement
and consent to service of process in gny manner permitted by those courts.
WNaotwithstanding this, prior to commeneinjs any proceedings in any such court, the
Parlics shall use their good faith effods (o rdsolve nny dispute under this Agreement by
negotintion for a period of st lesst 30 days. Notwithstanding this, neither Party sholl be
precluded from immediately applying for injunctive or other equitoble relicf and
nothing herein shall affect o Party’s rvight to properly lenminate (his Aprecment ag
provided herein,

All communications that ure to be given under this Agreement shall be in writing and
shalt be delivered to the Parties nt the addresses in Section 20 above. Delivery iz
proper if senf by United Stutes registered or certified mail with all feee/postape paid or
by pre-paid avemight delivery with a nntionally recognized, reputsble couder or by
electronic communication (“e-mail"),

21.7 A Party shall not be held to be in breach of this Agreement where such breaclt is caused

by reasen of a Force Majeure Event, The nonperforming Party shail be encused from
performaunce while the evenl continues provided that it takes all reasonable sieps to
resume full performance a3 soon as is practicable. Force Majeure shall not entitle s
party to withhaold or delay payment,

21.8 This Agreement may ba varied, modified or altered anly by wrillen ngreement signed

[REbERIIN

by the Parties. This Apreement misy be executed in connterparts,

[Siguatuve page follows immadiately erenfier]

»
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IN WITNESS WHEREQF, the partics hereby enfer into this Agreement as of the Effective Dato
as 8 legaily binding ngreement,

AMERICAN ELECTRIC POWER IIOMESERVE USA CORP.
SERVICE CORPORATION FOR ITSELT
FOR THE LIMITED PURPOSES STATED
HEREIN AND AS AGENT FOR THE
PARTICIPATING OPERATING

COMPANIES OF THE AMERLCA

ELECTRICPOWER

By: _I #-/_/_,]p—-_'—‘ By: - ——
Namnﬂ‘itlc{ ﬁ}lhﬁuf- /} . [r) LCW/ ﬂ I NamulTitle:WUl“"\& 3 R‘-J‘:ar.h—‘ ! C:?,U.
Date: _%’,Z///&CUL/ Date; KJ },Z’“t?(

TOMARLI



KPSC Case No. 2014-00420

January 8, 2015 Informal Conference
ltem No. 1

Attachment 1

Page 20 of 36

==zme= REDACTED

EXHI




Eichiait A - Products

Ptodust Hame

KPSC Case No. 2014-00420
January 8, 2015 Informal Conference
Item No. 1

Atfachment 1

Page 21 of 36

N REDACTED

touthly Pricing % / menth) Caverage {pet yeat)

Extarior Electifezt Ling

Exterlof Blectelcal $3,008 unlimited mils.

445
Inel, iy coversges

Inte:[or Elesitical Una

409 interior Electrizal §2,500 wnlimltad pally

Lzatlng System 1008 Heatlag $3,750 unbmited calty
Cozling System 1298 Cualbg $1,730 untimiteil culls
Watsr Heater Repafe 30l Replicement flan 783 Viet=i Heatat{fcpiRplce) - $650 covernge

unlimited calls

Exterlor Water Servica Una

459| Watzr 52rviea Lne 510,000 unfimitz:! calls,

Exiarlor SeverfSeptie tna

I !iﬂ’ SeverfSepde Line 510,000 unimitas ealy|

tnterlse Plumbing end Drslnage System

10,49 Ipr 2 cally & 42,500

)f‘.-:"
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EXHIBITB
WORK AUTHORIZATIONNO. __

This Work Autherization between y a(m) |

tL

gty corporntion (*Owper™ or
__ ", and HomeServe USA Corp, ("Contracter™ or “liumeSem.“), is subijecl to, and the partics arc
hiound by, the provistons of the Master Markeling Agrecement No. 027040870000X103 willy Bffective Date of
March __ 2014 (“Agreement™).

Terms used hereln as defined tenns that ore nat defined shall hiave the meanings used in the Agreement,

A. Effeetive Datle
This Work Aunthorization is effectivis

B. Term

The term of this Work Authorization beginson _nnd expiresftenmingtes as provided in Section 17
of the Agreement.

C. Scope of Servives

Contractor aid agree {hat Contractor shall market the Produets in the Terrtory during the Tenn of
this Worle Authorization in acecordance with the Work Authorization Documents,

B. Work Authorization Bocuments _
This Work Authorization canaists of the following documents, which are attached hereto unless otherwise
indicated, incorporated hercin and made a part hereof
1, This Worle Authorization No.
h, The Markeling Plan, ‘which m may be modified from time to time
¢. TheProduct List
E. Payments
Tt the event that Contractor conducts billing services, all paymenls Lo _shall be made (o:
PO Box 24424
Canton, Ohio 447014424
. Cantacts

For Owner:

[insext contact information]

With a requived copy to:

American Rleetile Power Sevvice Corporntion
% Riverside Ploza

Columnbus, Olio 43214

A Krie Wleyeis

WL sluTorIZATIOH Pagit of2



. KPSC Case No. 2014-00420
January 8, 2015 Informal Conferance

Item No. 1

Altachment 1

Page 24 of 36

—mmez = REDACTED |

Americin Elecirie Power Service Corpoeration
700 Morrison Road

Gahonnn, Ohio 43230

Attnz Jenuifer Downey

For Contractor! As per the Agreement

HowmeServe SA Corp.

MName: : Mame:
Title Title
Elalc date S o

WREEERTHORIZATION Pac2 of2
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EXHIBIT C

North American Electric Reliability Corporation
Critien] Infenstructure Protection

MERC CIP Personnel Risle Assessiment Reguirements

AD If required by Utitity, Homederve must meet cestain seeurily criteria set {oril herein,

Al

A3

HomeServe has sublmitied 1o Uiility a copy of ils background invesligation process
far Uility's review|and file (and a capy i3 altached to this Exhibit ). HomeServe
wiil not materfally ehange that process without Tility’s prior spproval and all
chonges to the prozess shall be provided o Utility in advance of implementation, .

If any bockground investigntion teveasls or indicates that an Individual has been
convicled of a felony crime, then the HomeServe must notily the Utility price ta the
individual commenclng Worle. Utility in its sole diseretion shall have the option of
batring from any Work Site any individual who has a reporied felony conviclion.
Utility may audit or review specific HomeServe screening files to ensure compliance
with this Contract.

If an amployee or agent of HomeServe requires unescorled access to Utility's eriticd]
cyber agsets, then Utility will conduct jts awn backpround investigation, which will
include a Social Sceurity Number verification. Additional specific provisians er
requirements related 1o any Utility conducted background investigation pussuant to
this Section will be communicated to HomeServe prior to implementation of such
background fnvestigation.

HomeServe and Utility shall not perform any screening activilies that vinlate the
federal Fair Credit Reporting Act, Title VI of the Civil Rights Act of 1964 or ooy
other opplicable law in sny cirenmstances. HomeServe and Utility shall each ensure
that the substanee and manner of any and alt background investigaticns performed
by it conform fully to applicable law.

B.O "Personnlfy Tdentifiablz Infonnation™ or “PH" means any information o which HomeServe is
pravided access by Tty pussuant to the Marketlng Agreement ("Contract™) that could jdentify
a Customer of Utility cither disectly or indirectly ineluding, without Yimitation to, the individual's
name, eredit card numbers, soclal sectrily number, biometrie, bank aceount nimbers, passpost
nuntbers, computer passwords or heafth, fnancial ur employment information eod olber
individual confidential information,

B.1

To the extent that services under the Contract requires HomeServe (o be given access lo
PH pathered nnd/or maintained by or on Lehalf of Ttility, or in the event HomeServe
acquires access to or cncotnters any PIE during performance of the obligations under the
Contract, HomeServe shall after receipt thereof; trent such PII as confidential and
safegnard such PO from unavthorized use and disclosure. Upda request of thility,
HomeServe shafl have its employees exeeute a confidentiality agreement proteeting PO
or shall othenvise ensure that the employees are bound by confidentizlity, HomeServe
aprees not Lo appropriate such PX [or its own use of to diselose such P (o thivd parties
unless specifically authorized by Ulility in writing pey (he Contract, HomeServa shall
ensure that its employees will not diseuss, divadge or disclose ooy such PIL to any person
or entity cxeept those porzons ditectly concamed with and oaly fo the extont neeesary
ta camplete the perfarmones of iz Werkn, HomeServa chall ceezes, ooz aud process I
and oilter datn oo belifof Ul only for the pugioses specified in the Contrect,

Eramatitnnerm doslimant praperly nante,
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B2 HoemeServe shall camply with (i) NERC Reliabilily Standards as applicable, iacluding
without limitation, these relating to Critical Infrastructure Protection, (if) Utility's
security standards, and (jif) such further instrictions as Utility may provide regarding
the processing of such PIL HomeServe shall inform Utility promptly iFit has reason to
helieva that applicable law (or changes in applicable faw) prevents HomeServe from
Tulfilling the obligations relating to freatment of PEL or other data under Uity 's socurity
standards andfer the Contract,

BJ To the extent permitted by [aw, HomeBerve shall notify Thility promptly epon (and shl|
eoortinale and discuss with Utllity apy response regarding): (a) recelving any request
for disclesurs of T'IL ar other data by jaw enforcement or other governmental authority;
(b) recelving any tequest by law chiforrement ar other govenunenlal authority for

‘information concerning tire processing of PI ar other data in conseclion with (e
Contract; or (&) recciving any request reesived direetly fram an individual conceming
lisfher I

BA HomeServe may not store PIL, on computers, mobile devices, inchiding but not limited
to i cellular telephones and/or personal digite] assistants, servers endfor stomge devices
including removable medin (any of whicly, hercinafter known as a “Computer™), unless
required {or the performance of the Contract.  Any such infonmation must be deleted
fram a Computer, in a manner that casures that it canact ke aceessed or read, as soon as
such storage is no lenger required for the performance of Waork,

B.5 Upen termination of the Contract or upon Utility's request (but subject to the terms of
the Contract), HomeServe must promptly (1) retum all PIT in written form to Ulility, and
() delete all Pil in HomeServe's possession or contral {on comguter or in whatever
olher form or media} in a manncr that cosured that this infermalion cannct be zccessed
ar read.

B.6 HameServe shall administer o manitaring process to ensure compliznee wilh this
Sectfon and the related subseetions hereof, promptly report 2ny breaches to Ulility, and
implement immediate, appropdate carreetive actions to contain and prevent rectimence,
FHomeServe shall report to Utllity immediately upon discovery of a real or suspected
lass of PII. In the event of a breach of this pravision or the occurrence of any atfier
event regarding RII that requires notification under applicable law, HomeServe sgrees to
assume responstbility for informing eil sueh ndividuals fu accordance with spplicable
lnw,

B.G In addition to any remedy avellable to Wity under the Coniract, HomeServe
acknowledges that any breach of this Section or the related subzections hereof by
HomeServe or its SubMomeServes may subject HomeServe to civil and eriminel
penattics. HomeServe shall include the [l text of this Sectfon nad the related
subsections in all appropriate subcontracts, However, [neluding such provision in the
subcontracts shall not eelieve HomeServe of its obligation to ensure compliance with the
provisions of this Section and the related subscetions,

Pape2of 2
ERTMSThnown coctiaen? geaperly tetto,
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IT SECURITY PROVISION
FOR
PURCHASY, OF LABOR AND SERVICES

throughout the Tenm accotding to general industry standards including but vot limited|to
the following terms and cojiditions.

HomeServe agrees that the terms of this Supplemental Provision shall apply i
HomeServe's employees and agents, as well as to third pamty contractors and
snboontractors that will be employed by HomeServe for fulfillment of the Supplementsl
Provision,

1.1

1.2

1.3

Personnel. HomeServe shall identify in writing o persom, group or role
responsible for overall security of the solution development, management, rnd
update processes, with wha Utility may make direct centact in the event of an
issue or incident, throughout the Supplemental Provision period. The entity
identified shall have specialized knowledge in the gpecific area of responsibility
to which assipned, with a preference that at least one contact carvy an industry
recognized cestification in the field, The designated entity sholl provide written
docurmentation of the activities performed to ensure the confidentiality, inteprity
and availability of Soluiion,

Within 24 hours of termination of employment of contract personnel, Utility shall
be notificd of the terminalion,

Security Training. HomeServe shall certify in writing that all members of the
project team with direct responsibility for delivery of the solution have been
suecessfully trained in general security lmowledge and where applieable specific
kaowledge as it relates to the scoure development of the Deliveruble.

1.3.1. Security training shall be conducted upon hire with an snnval requirement
for refresher training,
13,2, For pemsonnel responsible for development of sofiware or firmware

products training shall include secure coding practices and vulnerability
identification and remediation

1.3.3. For personnel responsible for development of hardware solutions training
shall include hiardware security configuration practices

1.3.4. Upon request hy Utility, HomeServe shall document the process,
including fraining courses, which their personnel have talen prior to
taking pust in the design, development, deployment or inanagement of the
solution being provided.

L3

&)

=

Upon request by Utility, HomeServe shall certify to Utility that only
personel whe have eeceived an noproprinate lovel of formal training on
yeeusity  toples, to include but uot limited o cecuve appliesiion

rf{b- 4
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development, sccure device configuration, and vulnerahility identification
and remediation shatl be involved in the Supplemental Provision,

2.0 Security Breach Response and Repopting. 1f HomeServe hecomes aware of a possible
breach which may lead to an impact to the confidentizlity, inteprity or avaifability of
Utility information during the term of this Supplemental Provision, Utility shall be
notified of the breach within 24 hours, The notification should include the impact of that
breach on any services covered by this Supplemental Provision; any mitigation plans that
impnct the cade and if the source code has been accessdd due to the breach,

2.1 Tavestipnfing Secuvity Essues. Afier scceplande, if security issues are discovered
or reasonebly suspected, by any parly, impactingy Utility, HomeServe shall assist
Utility in performing on investigation to determine the nature of the issue,
potential impact on Utllity and remedistion process.

3.0 Third Party Participation Disclosure, Upon execution of this Supplemental Provision
HomeServa shall document in writing to Utility al} third pacty participation in the
solution development. Included shall be identification of all Third-party developed
libraries, ffameworls, components, and other products used, whether comunercial, {tes,
open-source, or closed-soaurce.

3.1  Disclosura shall also include nature of participation and country from which third
party is providing the service.

4.0 Third Faxty Compliance. HomeServe shall use their best effort to ensure that third
jparty paiticipation meets all the tenms of this Supplemental Provision.

50  Network Usage Rules. All users of Utility infurmation assets must comply with Utility
requirements which ac summarized below. Users found to be in violation of these
policies and standords may be refused access to information assets and may be subject to
approprinte disciplinary action.

51  All Utility provided information and communications technology, systems and
services, as well as all electronic media, files, data, and information,  created,
sent, received and/or stored ere company assets intended for avthorized business
use, Use ef Utility information asseis cannot be sssumed to be confidential.

5.2  Usiag Utility information and communications teclinolopy, systems, and scrvices,
to view, send, store or print pornography or other offensive materials is
prohibited.

53  Sending, storing or discussing Ulility sensitive information on the Internet oy
through other electronic means without prior authorization and assurance of
effective security measures is prohibited,

54 Users must not place any Thility intellectunl property on the Infernet without prior
authorization and appropriate security measures. Ulllity intelectual property
includes, but is not Hmited lo, technological developments and designs, computer
software, trade scerets, copyrighted matevials, strategic plans, operation dravrings
or diagrams, ‘or information providing concepts or details of applications or
information seeurity srelbitectnges,

AR Publie Pape2 of 4 Al 5, 2013
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55  Use of webmail and third party email aystems, without prior suthorization and
appropriate security measures, regardless of access method is not allowed using
Utility information assets.

5.6 Noa-Utility owned or mansged assets shall nolt be connmected to the Utility
corporate networl without proper authoyization by Utility management, Utility
provides o wireless network for non-Utility assets, which requires submission and
approval of an access request by Utility management,

6.0 User Rules. All porsonnel utilizing Utility information assets:

&1 re responsibie for maintaining abselute confidentiality of v‘heir passwords at all
imes,

6.2 must never divulge their posawerds to others,
6.3  musf never use another person’s user 1D,

6.4  are responsible for all clectronic information processing activities performed
under their user 1D,

6.5  will be held responsible for any violations of rules and changes imewsred for
computer usage under their user 1D and

6.6 must sign this Supplemental Provision indicating they have rend and understood
this document

6.7 All equipment provided by Utility to any third-party remains the property of
Utility and shall be returned upon termination of the services covered under this
Supplemental Provision,

7.0 Access Monagement. The following requirements shall be followed by sll persons using
or accessing Utility information Assets;

7.1 Utility computer systems prompt users to change their password. Users must
change their passwords when prompted or whenever they have reason to believe
thieir passwords have become known to others. In the event the user forgets their
password, only the users themselves or their mansger may request “IT Service
Deslc", 1 Riverside Plaza, extension 1-866-8353-3050 to reset their pugswori.

7.2 Passwords must meet Ulility password complexity requirements
7.3 Users must never write their passwords down where they can be seen by others,

74 Users must never use their initials or nomes as passwords and must not clioose
passwords that are obvious or could be easily gucssed.

7.5  Users inust activate their screen saver or logoff:
o when away froim their systems for any lenpth of time,
a  when turning over their systems to others, and
o akthe end of the day.

1L Uscers must never atiemyt to sign o to 8 systuin ihat they e not authorized to

acgiaa,

ABP Public Pupe 3 of 4 April 5, 2013
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7.7 Unless an exception is granted by AEP Cyber Security Engincering and
Standards, the use of Peer-to-peer (P2P) software and connections is prohibited, If
g P2P networl exception request has been granted to users by Cyber Sceurity
Engineering ond Standayds!

s Workstations used to connect to Peer-to-peer (P2P) networlks must run the
current versions of Utility's Tloat Tntrugion Prevention sofiwars and firewall
programs,

o Users pranted an exceptibn to connect to Peer-to-peer (P2F) networks must
not have administrator rights to the workstation or sign on the worltstation
with an administrator acqount.

»  All material downloaded by users with approved exceptions for Peer-to-peer
(P2P) networks must be scanned with the Utility anti-malware safiware before
exccution,

7.8 Users should report all problems/failures encountered with hardware and software
directly to the “IT Service Degl” et: 1-866-835-3050, The “IT Service Desk” can
also be renched through the online service at: htp://it/report/.

79  Bofiware programe, data, and inlormation in use o Utility information assets are
to be considered property of Utility, Only employees and HomeServes having a
need to do their assigned functions will be pennitted zccess to these information
as5ets, ’

7.8 Utility may monitor any sctivity or communication on the system agd retrieve any
infonmation stored within the systemn. By accessing and using Utility systems,
you are consenting to such monitoring and information retrieval for law
enforcement and other purposes. Users should have no expectation of privacy as
to any communication on or information stored within and Utility system,
including information stored locally on the herd drive or other electronie media in
use with these systems.

711 Remote access to Utility networks by non-Utility must be requesied and approved
by an Utility anthorized person.

7.11.1, All systema remotely sccessing the Utility networle tust have ot o
minimum malware protection and a personal firewall,

7.11.2. All restrictions imposed on Utility network use in this document shall
apply to any remote access,

AEF Public Paped ofd Apxil 5, 2013
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previding 2 sets of arrezrage informebion.
Thiz {irst satwill include arrears informeation for customers that are in arrears with the utility company and Homeserve.

i | reazan why we 2re recelving 2 sets of amears Information Is because of the payment hlerarchy; tha possibifity exists that a customer will be fully paid up on
Lhair utilizy bill while their HomeServa charges remaln unpalkd. AEP will nok sand out collection notices IF the only outstending arrears amaunt is for Hameszrve charges,

zre @ custginer is in arrears on their utility bili and Homeserve chargss, Homasarve neads to follow the AEP process so the customers will recelve the

r of notificstcn letters befurs they are cancellad.

s AZPIs in mudliple statss and follows diferent procasses dependsnt on the requivements within the state that they are operating. Because of the different processes, AEP
is provifing Homeserve with specific flags to indicate AEP's differant @ush polnis with the costomer, This wiil allow Homeserve © fallow the same collection Emeline as

AEP,

= Ifthz customer is only i arrezars with the Homesarva charges, tha Hameserve Arrears Indicator will ba used to determine required letlsrs to be ssnt aut.

Cuzrall Mornocous OrrESlie Frosess:

3 Peiiey © suspended at X number of days in arrears and suspense {ztter notification is sent to the customer.
o PBre-Carzellsbipn [etiar ls cenk 20 days afier suspanse letter was sent out iF customner has 1ot come current.
& Palizy is cancelied 10 davs after pra-cencaliztion was sent out if customer hes not come current.

HNII nYll = :rYn
<Non <Nan <Nan <Nan
=Rianks | sBlanleh | g Stk | <Elank> [ <Blank> { g Blanks
-N:I n N:l " NII ﬂrqﬂ lh.'ﬂl n\{ll BYII Il\(ll
o234 | A WA /A (7 N/A N/A N/A
REIECT-
c A B B EEED A B B
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Collzctipn Status

Suspend the customer’s account IF it is active {"c” or™g").
If the customar's policy Is suspended (“Ic) ar cancalied {2 do nething.
IF the pulicy was active and was moved £0 a “suspensa” stabus, checl: if the customer has recetved a suspensze latter within
* number of days.
= Ifthe customer hes not recelvad 3 suspanse leitar within the last % number of days, create a suspense letter far
tha customer, this letter should bz picked up by the standard letter procsss{IEHnnL) and send 2 “05” notfcabion
to the partner in the enmimeant: file. These fles will be picked up and sent to the extarmal print vendar, No filz
format or field changes required.
2 Iftha custamer has recaived a suspense latter within the Iast % number of days [customer should nok receive
more than 1 suspense lstter within x number of days), do not creste a suspense lettzr for the customer and co
not s2nd & “05” nctification ta AER.

If the disconnact date Is > than 15 days {user configureble) from today (when the report is processad) check IF the palicy
Is suspended.
= Ifthe polley Is in active states (", "g™), suspend the policy.
e IFthe customer has not raczived a suspense [etter within the last x number of days (customer shou'd
not receive more than 1 suspense letiar within x number of days), create a suspense latier for the
customer, this latier should be picked up by the stendard lettsr process (latprint) end send a 05"
notification to the partner in the earolment file. N file format or ficld changes required.
= IF the eustomer has recsived a suspense lettsr within the last x number of days, do not creata a
suspense lettar for the customer and do not send a "05" netification ko AFP.

i Disconnsct Dats = Ifthe policy is In suspended ("k") or cancelled ("z") status do nothing.
If the disconnact date Is < ar = to 15 days {user configurahl=) from today (when report is processed) check if polloy is
i suspended and if a suspanse letter was sent within x number of days.
r & Ifpolicy is in active status ("c” o "g"), suspend policy.
i = Ifthe policy Is In suspendsd ("k") or canceltsd status ("2") do nothing.
i I #  1f suspanse letter was sent within x nimber of days, send out pre-cancellation [etiar, this lettar should be picked
l! | up by the stendard lett=r process (letprint) and send a pre-cancellation notification “06” in the enrolment file to
) N AEP. No file farmat ar field changes required,
& If susgense latter was pot s2nt wiithin s numbar of days, send ouk suspenss lstter and *05” notification to AEP
e =Y instead of the pre-tancellation letter and “06” notification to AEP,
E T If the Indicatar = 0 “Current”

i!r = Check tha policy s=tus

@ Ifthe policy status is active ("c", "g™) do nathing.

a  IFthe policy stetus [s suspended ("} un-suspend the policy.
{8 o If the policy 1s capeelled ("2") do nothing,
ic : HS ARREARS If the indlcztor = 1"0-30 days In arresms” (
‘ i e Check the policy stetus

: o I the palicy st=tus Is active ("", "3") da nathing.
f = Ifthe policy smtus is suspended ("I un-suspaad the palley.
2 1t a  Ifths palley Is czncelled {"2") do nothing.

e If the Indicator = 2 "30-60 days in arrears”
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= Suspend the customer's account IF Ik Is active (" or "g”). Page 36

= Ifthe policy was activa and was meved t3 = “suspense” status, check I tha custamer has racaived a suspeREDA(
lettzr within 2 manber of days.

s I the customer has net reczived 2 suspanse lettar within ths last x number of days, creste a suspanse
lettar for the customer, this latter should ba picked up by the standard letter pracass {letprint) and sznd
@ "D5" notificaticn to the partner in the enralmant fila.

e If the custamer has received a suspenss lettar within tha lzst x number of days, do not craats a
cuspenss lsttrr for the customer and do nat send @ “03” notification to AEP.

o Iftha Indicator = 3 "50-90 days In emears”

= Ifpolicy Is in activa status ("¢” or"g"), suspend policy.

= If the pelicy is In suspand status ("), do nothing.

= Ifthe polkcy is In cencelled status (") do nothing,

& If suspanse lettzr was sent within % number of days, send out pre-cancellation [atter, this letter should be Picled
up by the stendard [ecer process (letprint) and sand 3 pre-cancellation notification 06" In the enrolment flla to
AEP,

»  If suspense letter was not sant within x number of days, send gut suspenss |etter instead of the pre-tancellation
{2rt=r and send a suspense notification ™5™ in the enrolmant filz to AZP.

o Iftheindicator = 4 "80 or more days in ameas”

v Chedc ifthe customer was sent a pre-canceltation letter within x nsmber of days,

o Ifthe customer was sent 8 pre-canceliztion lstier, I status is *k", "c” or "g" send an 03" cencelfztion
&aﬂnﬁacﬁnm in the anrolment filz to AEP. If the customer’s account Is already in cencel status 2%, do
nothing,

s If the cistomer as nok sent & pre-cancellation letter:

s Check policy status:

a 1fthe pakicy i3 In active status (Mc”,"g") suspend policy.

o If the policy is in ©ncellzd status {°z"} do nething,

o Iftha palicy is In suspand status (k") do nothing.

= Chezk I oistomer was sent 8 suspenss [zbisr,

o Ifthe customer was sent o suspense letter in % number of days, send the customear a pre-
cancellation Jatter, this tstter should be pleled up by the standard lstier process (letprint) and
send a pre-cancellation notification “06" In the eprulment file to AEP.

o Ifthe customsr vias rot s2nt & suspense letter In 2 number of days, send the custamsr 2
suspensa Istrer (follcys MDU process to add record to the Folprint report) and send o suspsnse
letter notification "05" in the enmlment file to AEP.

Motz AEP will noc send a “0" Arrears Indicator as AEP considars zccounts current if they are 0-30 days inarrears. An Arrears

indicatar of *1* will be racaivad for all accounts thae are current/8-30 days in arraars.

f 36
TED



KPSC Case No. 2014-00420
January 8, 215 Infarmal Conference
Item No. 1

chment 2
Pdge 1 of 7

Presstied
First-Class hail
U.S. Poslane
PAID
Trenton, NJ
Permit No. 623

Important Documents Enclosed




KPSC Case No. 2014-00420
Japuary 8, 2015 Informal Conference

ltem No. 1
Attachment 2
Page 20of 7
1232 Premier Drive
Suite 100

Chaftancoga, TN 37421

HomeServe'

Please note our new address above

«FullName»
¢AltAddress1»
«AltAddrass2»

Dear «Title» «Surname»,

Thank you for choosing coverage from HomeServe. Your Service Agreement(s) provide(s) real
protection in a covered emergency, saving you both the warry of finding a reliable technician and
the expense of large repair bills. You can relax safe in the knowledge that when an emergency
strikes, fast and reliable help is just one call away. Your Declaration Page is on the back of this
letter and the Terms and Conditions are enclosed, which together form your Service Agreement(s).

In the event that you need to make a Service Call, simply call the Emergency Service Hotline
number on the back of this letter and provide your Service Agreement Number and the nearest
available technician will be directed to your property. Once the repair has been completed you
just sign a form to say you're satisfied — you pay nothing (within the benefit limits).

Hopefully you won't have to face a home emergency, but with prompt, expert assistance just one
call away you're safe in the hands of HomeServe.

Sincerely,

&

John Kitzie
Chief Operating Officer
HomeServe'

HomeServe'USA Repair Management Corp. (‘HomeServe”)is an independent company separate
from Kentucky Power and offers this optional service as an authorized representative of AMT
Warranty Corp., the contract issuer. HomeServe's corporate offices are located in Norwalk, CT.
HomeServe is an approved service warranty company in the Commonwealth of Kentucky and
not a contractor. It hires independent contractors to complete all repairs.

HomeServe USA is optional. HomeServe USA is not the same as KPCO and is not regulated by
the KY Public Service Commission. Acustomer does not have to buy the Warranty Service in order
to continue to receive quality regulated services from KPCO. www.kyelectricalprotectionplan.com

PLEASE KEEP THIS DOCUMENT SAFE AECTRN_XX
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Service Agreement Number: Help HomeServe to
[SchedulelD] help you:

Please contact the correct number for
the kind of problem you have. Please
provide your Service Agreement

Service Agreement Term: [12 months] Number when you call us.

Your coverage will automatically renew at the end of every Term.
24-Hour Emergency

Service Agreement Holder: Repair Hotline

[FulName] - [1-8XOC-XOK-XXXX]

Customer Service number

Residential Property Address: ['I =8 XHK-XXX-XXXX]

[CoveredAddrass]  8am-8pm Monday-Friday
+ 10am-4pm Saturday (EST)

[Product Name] [Monthly Amount] [Start Date] [End Date] [Date]
[Product Name] [Monthly Amount] [Start Date] [End Date] [Date]
[Product Name] [Monthly Amount] [Start Date] [End Date] [Date]
[Product Name] [Monthly Amount] [Start Date] [End Date] [Date]

[Price includes applicable sales tax. / Prices do not include any discounts that you may receive or applicable sales tax,

which will be applied upon billing.]

[*Service Calls requiring a Water Heater replacement may be made as of [Date]]

I R o e T T, “:&w*mwr“ﬂamrwwwm A A A W I

Loy i OVERAGE BENEEITS . = . _:

ik, ik e S R o N O SRR TSI o Y s e A
= Covered repairs guaranteed — For 12 months. No hill to pay — HomeServe will setile the bill for covered

repalrs directly within the generaus benefit limits.
> Emargency Repair Hotline — 24 hours a day, 365 days

a year, including weelkends and holidays. Mo overlap guarantee — |f you find you have coverage
similar to HomeServe's (although basic homeowners
= Paace of mind — A fast, reliable service offered by insurance typically does not ofier thase types of coverage)
local technicians. your Service Agreement fee will be refunded less any
claims paid.

NATIONALDEC [XX]
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1
Date end the refund is not paid or credfed vithin thirty (30} days of the date of cancellaton, a en percent (10%}ttachment 2 YOUR ENCLOSED DECLARATION PAGE IS AN INTEGRAL PART OF YOUR SERVICE AGREEMENT
penally vl bz added to the refund for every thirty (30) days the refund is not paid. In the event We cancel this Page 4 of 7 AND ALONG WITH THESE TERMS AND CONDITIONS AND ARBITRATION INSERT CONSTITUTE

Eervice Agreement, We v/l mail a vriten nafice to You at Your last inovin address atleast twenty-one {21) days
pricr o cancelation You may fz a claim dreclly with Wesco Insurence Company at any tme, at 59 Maiden
Leng, 43rd Flear, Nevr Yerk, NY 10038 or B66-505-4048. The State of Washingfon is the jurisdiction for any
¢ivil ection in connecton vih this Service Agresment, This Senvice Agreement allows for binding arbitration
prozeedings to be held &t alocation in closest proximity to the Senvice Agreement holder's pesmanent residence,
The commissioneris the Senice Agreement provider's atiomey {o reeive service oflegal processin any action,
suit, or proceedings in eny court

Visconein only: THIS CONTRACT IS SUBJECT TO LIMITED REGULATION BY THE OFFICE
OF THE COMMISSIONER OF INSURANCE. All references to “Service Agreement” are hereby deleted
endreplzced vh *Eervica Confrect”. You may cancel this Senvice Centract at any time. We may only cancel fhis
Senvice Confract for material misrepresentation by You, non-payment by You or a substential breach of duties
by Yeu relafing to the covered properly orits use. Ifthis Service Contract is cancaled within thirty (30) days of the
Start Date and no clams have been paid by Us, We shall retum one hundred parcent (100%) of the Senvice
Cenfract fea paid by You and the Senvice Contract shill be void. If You reguest cancellation of the Senvice
Contract wilhin thirty (30) days of the Stard Date and the refund is not paid or crediizd within fory-five (45) days
cf the da'e of cancetafon, a ten percent (10%} penally wil be added to the refund for every thiry (30) days the
refund is not p2id, IFihis Service Contract is canceled after thiry (30) days of the Start Diate or a dlaim has been
p=id by Us, We shall relum one hundred percent (100%) of the uneamed pro-ata Senvice Contract fee paid,
less any clzims paid by Us and lzss a cancellaion fee not to exceed ten percent (10%) of the Service Contract
fee paid. If You request cancelizon due {o & total loss of Your product which is not covered by a replacement
undzrihe tems of Your Sarvice Confract, We shall refum one hundred percent (100%) of the uneamed proata
Eenvice Con'rect feg paid, less any cleims paid by Us. Unauthorized repairs may not be covered.

Our obfgations under this Sarvice Contract are insured under a service confract reimbursemeant insurance
policy. Should We f2l 1o pay any claim or fal to replace the product covered under this Servica Confract
vilhin sixty {60) days after You pravide proof of loss or, in the event You cancel this Senvice Confract and
We fal o refund the uneamed portion of the Service Conract fee or, if We become insolvent or otherwise
financially impaired, You are entiied to make a direct clsim against the insurer, Wesco Insurance Company,
at 1-866-305-1048 or 59 Maiden Lane, 43 Floar, New York, NY 10038 for reimbursement, payment or
provision of this Sarvice Contract.

Viyoming only: If You request cancellaton of this Service Agresment within thirty (30) days of the Start
Dale and the refund is not p=id ar credited within forty-five (45) days of the date of cancallation, aten percent
{10%)} penally vl ba added to the refund for every hirty (30} days the refund is not paid. IF We cancel this
Sewvice Agresment, We shell mall a vitten notice to You at Your last knovn address at least ten {10) days
prior to cancetiaton.

EE1082 g

YOUR ENTIRE AGREEMENT

EXTERIOR ELECTRICAL LINE TERMS AND CONDITIONS
WHAT'S COVERED:
We vil amange and pay for the repair or replacement of the fallowing components of an overhead or
underground exterior electrical ine ari a Residential Property, for which You have sole respansibiity (Exteriar
Electrical Line"): weatherhead, insulafor, riser, meter base, service entrance conductor, pemanent wiring fo
detached gareges, and permanent wiring fo fixtures such as ight posts and pool heaters; thathave faled as a
result of demage due to nanmal wear and lear.
We vl provide for basic site restorafion {o any area outside the home disturbed by the repair in a neat and
professional manner o the standard of care of atechnician who regularty performs these types of repairs. Such
resioration is Emited to: iiling, ralking, and reseeding of grass, reinstalation of exisiing soft landscaping and
shmubbery and patching of paved surfaces. We cannot guarantee the survival of any fiving materials disturbed
as aresult of the repar and Wil not be responsible for the replacement of any decorative paving, pathveays or
landscaping features.

The maximum beneft fmit is $3,000 per Temn, subject to the terms and condifons of this Service Agreement.

In addtion, this Service Agreement provides up to $100 in reimbursament for fixture instalation if required in

conjunclion with a covered repair. Any repalr charges beyond Your benefit [mit are Your responsibity.

WHAT'S NOT COVERED:

We il not be responsible for any of the following:

1. DAMAGE OR NEGUGENCE CAUSED BY YCU OR OTHERS, UNUSUAL CIRCUMSTANCES,
INCLUDING, BUT NOT UMITED TO, EARTHQUAKE, NATURAL DISASTER, FLOOD, CIVIL
DISOZEDIENCE, RIOT OR WAR;

2. ANY WORK THAT CANNOT BE PERFORMED IN A SAFE MANNER;

3. CONSEQUENTIAL OR INCIDENTAL DAMAGES, INCLUDING, BUT NOT LIMMTED TO, ANY DAVAGES
NECESSARY TO REASONABLY ACCESS THE REFPAIRAREA,

4. THE CORRECTION CR UPGRADE OF ANY EXTERIOR ELECTRICAL LINE iN ORDER TO COMPLY
WITH ANY FEDERAL, STATE OR LOCAL LAWS, REGULATIONS, ORDINANCES OR UTILITY
REGULATIONS WHERE NO OPERATIONAL FAILURE HAS OCCURRED;

5. REPAIRS TO ANY SECTION OF YOUR EXTERIOR ELECTRICAL LINE THAT YOU SHARE WiTH
ANY THIRD PARTY OR IS COVERED THROUGH A JOINT HOMEOWNER OR CCOPERATIVE
ASSOCIATION; OR

6. HOMES WITH ELECTRICAL SERVICE ENTRANCES RATED LESS THAN EIGHTY (B0) AMPS;
REPAIRS TO DAMAGE ARISING FROM THE DISCONNECTION OR INTERRUPTION TO THE MAIN
ELECTRICAL SUPPLY; TRANSFORMERS; REPAIR OF LOW VOLTAGE WIRING.

TERM:

Your Senvice Agreement begins on the Start Dete Isted on Your Declaration Page and wil contiriue for twvelve

(12} months ( Temn") provided:

* You are not past due with any payments, and/or

* Naither You nor We cancel per ihe CANCELLATIONAREFUND provisions helow,

During the first year of Your Senvice Agreement, You are subject fo an initial waiting peried of thirty (30) days,

durring which time You will not be eligible for a Senvice Call, giving You elzven (11) months of coverage during the

first year. Upon enewel {if applicable), You will not ba subject to a waiting pericd again.

1 [XX]
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HOW TO CALL FOR REPAIRS;

Yeu must call HomeEerve and one of their agents il assist in the diagnosis of Your repair and the scheduling

of avisit from ane of HomeSarve's approved locat technicians. Covered repais are quaranteed against defects

in materials and vorkmanship for one year. There is no deducthle,

RENEWAL:

If'You elscted a contnuous payment method and confinue to make tmely payments, this Service Agreement

wil gutomatically renen,

[FYou did nat el=ct a contnucus payment method, You must renew this Senvice Agresment prior o the end of

the Term o ensure contnuous coverage.

We regerve the right to not offer this Senvice Agreement upen renewal.

CANCELLATION/REFUND:

You may cancel this Service Agreement at any ime by caling HomeServe. If You cancel within thiry (30} days

of the Stert Date, You v receive a ful refund of Your paymant less any claims paid by Us, If You cancel this

Senvice Agreement more than thirly (30) days afler the Start Date, You will be entiled to a pro+ala refund of any

excess unused payments made by You, less any claims paid by Us. If at any Eme You find You already have

simlar coverage, ar Your lacel utiity company ar municipaliy pravides coverage, You can contact HomeServe

o cancel and You vl receive a full refund of Your payment less any claims paid by Us. You may be required io

provide evidence of the simi'ar coverage.

We may only cance! this Senvice Agreement:

* For nan-payment of Service Agreement fess, or

» For Your fraud or missepresentation of facts that are materiz! to the issuance of this Service Agreement or
benefits provided under &, or

+ Should We discover that You already have coverage that is the same as that which is provided under this
Service Agreament or that You ere inefighble for coverage under this Service Agreement. In such instances,
You v receive a iull reiund of any Service Agreement fees paid by You less any daims paid by Us.

IF'We cancel this Senvice Agresment, You wil be nofifid in viting, such notice to be received by You no lass

than five (5} days priarto cancellation, The nofice shal state the effective date of the cancellalion and the reason

forcaneelation. You vl bz enfftzd o a pro+ata refund of any excess unused payments made by You, less any

clgms paidby Us.

PRIVACY POLICY:

Any infermation that You provide under this Service Agreement wil be accassed, collected, used, fransmilted,

digtlosed, stored, mentened and olhenvise handled to administer Your Senvice Agresment by HomeSave,

including, but not [mied 1o, discloging Your address, telephone number, and other contact information to

third parfss v.ho conduct services an thelr behalf. HomeServe is a member of the HomeServe Ple goup

of compznies. The HomeServe group of companies and their selected pariners may use Your dala for fhe

purpases of trafning, kssthy, qually con'rol, research, stafisical analysis and to provide services to You. The

HomaEerve grom of companies and their selected parinars may also use Your data to kesp You informed by

mzil, telephone oremsil of any praducts or services which they consider mey be of interest to You, If You do ot

viantlo receive suchinformatien please call orwrite to HomeServe, To help keep Yourinformation accurate and

up to daie HomeSzrve may use information from selected third parfies. For further detalls on how HomsSarve

uses Your information, p'zase see their Privacy Policy at vawhomeseveusa.com/Customer_Data Privacy

Peleyhim. Should You have any questons or complaints about HomeServe's Privecy Palicy or how they are

using Your information, plzase conlact HomeServe. Telephane cells may be recorded and menfiored.

EE1062 2

of this Service Agreement is defeted in its entrefy and replaced vilh the following: I You cancel this Senice
Agreement within the first thiry (30) days and no Service Call has been authorized or paid within the first thirty
(30) days, We wil refund the entire Service Agreement fe, If You cancel this Sarvice Agresment afler the first
thisty {30) days, or have made a Service Call wihin the firs! thirly (30) days, retum of the Senvice Agresment
fee shal be based upon ninely parcent (90%) of the uneamed pro-ata Service Agreement fee less the aclual
cast of any daims paid by Us. If We cancel this Senvice Agresment, refum of the Service Agreement fee shal
be based upon one hunidred parcent (100%) of uneamed pro-ata Service Agresment fee less the actual cost
cf any claims paid by Us,

South Carolina only: If You request cancellation of this Service Agreement within thirty (30) days of the Start
Dale and the refund is not paid or credited within forty-five {45) days of the date of cancellation, a ten percent
(10%) penalty wil be added to the refund for every thiry (30) days the refund is not paid. If You have any
questions regarding this Service Agreament, or a complaint against the Provider, You may contact the Scuth
Carofina Deparimant of Insurance at 1201 Mzin Street, Suite 1000, Columbia, South Camlina 26201, (803)
737-6160. If We cancel this Service Agreement for any reason other than non-payment of Service Agreement
fees or for Your fraud or misrepresentation of facts that are material bo the issuance of this Service Agreement
or benefits provided under it, You wil be nofified in wrifing no fess than fifieen (15) days prior to cancellation.
Texas only: We vill inifiate senvice within forty-eight (48} hours of a request for services by You, This Senvice
Agreement is Issued pursuant fo a fcense granied by the Texas Real Estats Commission, Camplaints in
connection with this Service Agreement can be directed o the Texas Real Estate Commission &t FO. Box
12188, Austin, Texas 78711, (512) 935-2049,

The purchase of a residentiz] service confract is optional and similar coverage may be purchased through other
residential servioe companies erinsurante companiss authorized bo fransact business in Texas.

NOTICE: YOU, THE BUYER, HAVE OTHER RIGHTS AND REMEDIES UNDER THE TEXAS DECEPTIVE
TRADE PRACTICES-CONSUMER PROTECTION ACT WHICH ARE N ADDITION TO ANY REMEDY
WHICH MAY BE AVAILABLE UNDER THIS CONTRACT.

FORMORE INFORMATION CONCERNING YOUR RIGHTS, CONTACT THE CONSUMER PROTECTION
DIVISION OF THEATTORNEY GENERAL'S OFFICE, YOURLOCAL DISTRICT ORCOUNTY ATTORNEY
ORANATTORNEY OF YOUR CHOICE.

Buyer’s Signature . Dale

NOTICE: WE PAY PERSONS NOT EMPLOYED BY US FOR THE SALE, ADVERTISING, INSPECTION,
OR PROCESSING OF A RESIDENTIAL SERVICE CONTRACT UNDER TEXAS OCCUPATIONS CODE
§1303.304

Utah only: Coverage afiordad under this Service Agreement is not guaranteed by the Property and Casualty
Guaranly Assodiatian, We may only cancel this Senvice Agreement for material misrepresentaton, non-
payment by You or a substantial breach of duties by You relafing to the covered property orits use. if We cancel
this Service Agreement for non-payment, such cancellation wil be effective ten {10} days after the mading of
nolice 1o You, If We cancel this Seivice Agreement for material misrepresentation or a substantial breach of
duties, such canceliation wil be effective thirty (30) days after maling of notice to You. This Service Agreementis
subject to frnfied regulation by the Ulsh [nsurence Depariment. To file a complaint, centacf the Utah [nsurance
Department. Condifions that existed pricr {o the Start Date are not covered.

Washington only: If You request cancelation of this Service Agreement within thirty (30) days of the Start

7 [XX]
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the refund is not processed v.ilhin forty-five (45) days of the dale of cancellation, a penally of ten percent P29¢ 8 O 7 s ey nmENTIAMENDMENT:

(10%) of the Service Agresment fee wil be added to the refund for every thirty (30} days the refund is nct
paid. If You cancel vithin thirty (30} days of the Start Date and no claims have been paid by Us, You vl
receive a full refund of Your Service Agreement fee. I You cancel within thirty (30) days of the Start Date and
claims have been paid by Us or You cancel this Service Agreement more than thirty (30) days after the Start
Dale, You vl be entil’zd to a pro-reta refund of any excess unused payment made by You, The Provider may
cancel his Seivice Agreement vithin seventy (70} days from the Start Date for any reason. After seventy
{70) days, the Provider may only cancel this Service Agreement for fraud, material misrepresentation, non-
payment by You or a substantial breach of duties by You refaling to the covered property or its use. If We
canczl this Service Agreemsnt, We shall mail a vaitien nofice to You at Your last known address at least
fiflesn (15} days befare cancellation.

Inno eventwil any cl=ms pa'd by Us be deducted from any refund.

Emergency Service: If (he covered product provides plumbing, heating or cooling or electrical senvces for
Your Residzntzl Property, and You susizhn a failure of such product that renders Your Residential Property
uninhabiable, repairs v.2| commence within twenty-four (24) hours afler You report the falure to Us and il
be compizled as soon as reasonably possible. In additon, We will provide a status report no later than thres
(3) calendar days after the report of the fallure, The status report shall include: () a list of the required repairs
or senvices, (f) the reasen causing repalrs or services to extand beyond 3 days, induding the status of parts
required as part of the repalr or service, and (fi) estimate of fme to completz the repair or services. We wil
respend to Your inguiry no later then 1 business day after such inquiry is made. Please call 1-877-444-7737 to
report such aloss,

WAIT PERIOD - You may be subiject to a waiting period, during which time You will
not be eligible for a Service Call. Any applicable waiting period will be indicated in the

Termsection of this Service Agreement.

Pursuantto Nevada law, erbiralion is not mandatory,

Nevs Hampshire only: [n the event You do not receive satisfacton under this Service Agreement, You may
coniast the Nevr Hampzhire Insurance Departmant at, 21 South Fruit Strest, Suite 14, Concord, NH 02301,
603-271-2261.

Nevs Mexico anly: If You request canceliation of this Service Agreement within thirty (30) days of the Start
Dale and the refund is not paid or crediled within sixty (60) days of the date of cancellation, 2 len percent
(10%) penatly vl be added to the refund for every thirty (30) days the refund is not paid. The Provider may
cancel this Eervice Agreement wilhin sevenly (70) days from the Start Dale for any reason. Afler seveniy
{70) days, the Provider may only cancel fiiis Service Agreement for fraud, material misrepresentaton, non-
payment by You or a substantial breach of duties by You refating 1o the covered property orits use. If We
cancel this Eernvice Agreament, We shall mall a viritten nofice 1o Yeu at Your last known address at least
filteen (15} days before cancellation,

NevsYorlkonly: I You requestcanceliation of this Ssnvice Agreementwiithin thirty (30) days of the Start Date and
the refund is not paid or credited vithin thirty (30) days of the date of cancelation, a ten percent (10%) penafly
vl bz added o the refund for every thiry (30} days the refund is not paid. W We cancel this Service Agreement,
We shal ma a waiften notice to You at Your fast lnown eddress at least fifteen (15) days prior io cancelation.
North Carolina only: Wa may cancel this Senvice Agreement only for non-payment of the purchase price of the:
Senvice Agreement or a drect violation of the Service Agreemant by You,

Oldahoma only: This is not an insurance contract. Coverage afforded under this Service Agreement is not

guarentzed by lhe Oxlzhoma Insurence Guaranty Association. CANCELLATION - The canzellation secfion
EE1062 &

We reserve he ight to assign, amend cr adjust the price of this Service Agreement and to delegate any of Qur
obligations hereunder at Our scle diseretion and without Your consent provided We give You thiry (30) days'
prior nofice. We may also assign or delzgate fo independent technicians or ather third parties certain rights and
responsibitiies under this Service Agreerment. You may not assign, amend or adust the price of this Senvics
Agreement or delegate any of Your obligations hereunder, Shou!d ceriain terms or condifians in this Service
Agrezment be hald o be invalid or unenforceable, the remainder of the terms and condifions in this Senvice
Agreement shall remain valid,

TRANSFER:

This Service Agreementis not ransferable by You.

KEY TERNS:

“Provider”, “lssuer” or “We", “Us” or “Qur” - AMT Wamanty Comp. (‘AMT") at 59 iaiden Lang, 43rd Floor,
Nevr York, NY 10038, is the enfity obligated to provide senvice under this Service Agresment as the service
agreement provider. You may contact AMT at the foregoing eddress or lolHree 1-866-327-5818.
“Administrator” or "HomeServe” - HomeServa USA Repar Management Corp. (‘HomeServe') at 1232
Premier Drive, Chatianooga, TN 37421, is the enfity that wil be adrministering the senvice under this Sanvice
Agreement as lhe service agreement administrator, You may contact HomeServe &t the foregoing address or
{olHree 1-877-444-7750.

“You" or “Your” - The purchaser of this Senvice Agrsement who is the Service Agreement holder isted on the
Declaraton Page.

“Declaration Page" - The enclosed docurnent that forms & part of this Service Agreement, listing impartant
information regarding You, Your Residential Praperty and cther vital information.

"Service Agreement” - The documents that constiute all of Your rights and responsiblifes as a Senice
Agreement holder, which censist of these terms and condifons, the arbitration insert (Unless prohibied by the
l3ws of Your state) and Your Dedlaration Page.

“Service Call(s)” - Work performad on Our behalfto dizgnose and eliminate a singls covered repar.
“Resldential Property” - A single stucture used and zoned for residential occupancy that is affived o a
permanent foundation. This does not include recreational vehicles or property used for commexcial purpases.
RESPONSIBILITY FOR BENEFITS OWED TO YOU:

This is not an insurance poficy; it is & Sevice Agreement. HomeSarve, Your Adminisirator, will serve as Your
peintofcantact for 2ll questions or concems with respect 1o this Senice Agreement. Performance under his
Service Agreementis insured under an insurance policy that has been procured by the Provider, If We fail fo pay
orto defiver service on a dlaim vithin sidy (60) days after proof of loss has been filed, orin the event You cancel
this Service Agreement and We fal to refund any uneamed pariion of the Service Agreament fes within sixty
{60) days after cancellation, You are entiled to make a daim against the insurer, Wesco Insurance Company
at 59 Maiden Lane, 43rd Floor, Nevs York, NY 10038, 1-866-5054048. All cther terms and conditions of this
Senvice Agreement are subject I, and modified by, the allocation of responsibilties set forth in this paragraph,
unless otherwise indicated for residents of Your slale as detaled in the applicable stale disclosures at the end
of this Service Agreement.

ARBITRATION:

SEE INSERT FOR MANDATORY ARBITRATION PROVISIONS THAT APPLY TO THIS SERVICE
AGREEMENT (UNLESS OTHERWISE PROHIBITED BY THE LAWS OF YOUR STATE),

STATE VARIATIONS:

The fallowing state varfations shall apply if inconsistent with any other ferms and condifions of this
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Service Agreement.

Alabama only: If You request cancelation wihin thirty (30) days of the Start Date of the Service Agreement
and the refund is not paid or credied vithin forly-five (45) days of the date of cancellafion, a ten percent (10%)
penally wil be added to the refund for every thiry (30) days the refund is not paid.

Arizona only: CANCELLATION - If You cancel within thirty (30) days of the Stert Date and no dzims have
been paid by Us, You il receive a full refund of Your Senvice Agreement fee. If You cance] within thirty (30) days
of the Siart Date and clams have been paid by Us or You cancel this Sarvice Agreement mare than thirty (30}
days after the Start Date, You il be entifed to a pro-ata refund of any excess unused payment made by You.
No clgims paid by Us .1 b sublracted from any refund,

Arlansas only: If You request cancellaton within thirly (30) days of the Start Date of the Service Agreement
and the relund s ot paid or credited vihin forty-five (45) days of the dale of cancelation, aten perent (10%)
penaly v/ be addad to the refund for every thirty (30) days the refund is not paid. If We cancel this Serviee
Agreement, We shall mz] a vaitien nofice to You at Your last known address at least fifeen {15) days prior to
canceliaton.

California only: The Provider of this Service Agreement is AMT Home Protection Company, 2200 Highiway
121, Suite 100, Bediord, TX 76021 {Calfomia Company ID No. 58750), 1-800-334-3150, HOW TO CALL
FOR REPAIRS — This ssciion of the Szrvice Agreement is amended to indude the folloving: Services wil
be infaled wilhin 48 hours after Yeu have called HomeSenve for a repa, CANCELLATION/REFUND - This
secton Is amended as folows: We may only cancel this Service Agreement: + For non-payment of Senvice
Agreement fees, or * For Your fraud or misrepresentation of facts that are materia) to the issuance of this Service
Acresment or benefiis provided undar 2,

Coloratlo only: Actons undgr a pre-owned home waranly service contract may be covered by the
provisions of the *Coloredo Censumer Protection Act” or the “Unfair Practices Act’, articles 1 and 2 of tite 6,
C.R.S.. You may have a right of civil action under such laws, including oblaining the recourse or penallies
speciiizd in such lawss,

Connecticut only: In th event of a dspute with Administrator, You may confect The Stete of Connecticut,
Insurence Depariment, R.O. Box B16, Hartford, CT 061420816, Atn: Consumer Affairs. The vitten complaint
must contzin a descripton of the dispule, the Service Agreement feg, the cost of any repairs camied out undsr
the Service Agreement and a copy of the: Senvice Agreement. You may cancel Your Service Agresment if the
covered product is sold, ost, sloen, or destroyed. Itis Your responsibility to provide care/maintenance of the
covered product. If Your Service Agresment expires wihilst an approved repair or replacement is being carmied
out, ihis Service Agresment vl be extended uni the repair or replacement has been completed.

Florida only: The Provider of this Service Agreement is Technology Insurance Company, Inc. 59
Maiden Lane, 43rd Floor, News York, NY 10038 (License No. 03605), The Administratoris HomeSenve
USARepair Managemant (Florida) Corp., 1232 Premier Drive, Chatfanooga, TN 37421. In the event
the Service Agreement is cancelzd by You, refum of the Senvice Agreement fee shall be based upon
ninety percent {30%) cf the uneamed pro-rta Service Agreement fee less any claims paid by Us
or less the cost of repairs made on Your behalf, In the event the Service Agreement is canceled by
Us, retum of the Service Agreement fee shall be based upon one hundred percent (100%) of the
uneamed pro-zia Service Agreement fee less any claims paid by Us or less the cost of repairs made
on Your behalf. The rates charged to You for this Service Agrsement are not subject o regulation by
the Florida Office of Insurance Regulation.

Georgia only: If We cancel this Service Agreement, We shall provide vaitien nofice at isast thirty (30) days
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prior to cancellation. This Service Agresment vl be interpreted and enforced according fo the faws of the state
of Georgia. If You cancel within thirty (30) days of the Start Date and no claims have been paid by Us, You vl
receive a full refund of Your payment. If You cancel within thirty (30) days of the Start Date and daims have
been paid by Us or You cancel this Service Agreement more than thirty (30) days afler the Start Date, You wil
be entitled o a pro-rata refund of any excess unused payment mede by You. In no event will any daims paid by
Us be deductzd from any refund.,

{daho only: This is not a canfract of insurance. You may have olher rights and remedies under tha Idaho
Consumer Protection Act. For more information on Your rights, contac the Consumer Protection Division of the
Office of the Idaho Attomey General at (208)334-2424.

lllinois only: Covered ilems must be in place and in good operafing condiion on the Stert Datz and become
incperative due to nomal wear and tear after the Start Date.

Incliana only: Your proof f payment to the Administrator shall be considered proof of payment to the instrance
company which guarentees Our obligaticns to You.

lowa anly: We wil inifiate service within forty-sight (48) hours of request for services by You. The Issuer is
subject foregulation by the Insurance Divisicn of the Depariment of Commerce of the stale of owa. Complaints
which are not sefiled by the lssuer may be sent fo the Insurance Division at 330 Maple Street, Des Moines,
lovwa 50318-0065.

Louisiana only: If You request czncellaton of this Service Agreement within thirty (30) days of the Start Date and
the refund is not paid or crecited wihin forly-ve (45) days of the dale of cancellation, & ten percent (10%) penalty
vl be agded tothe refund for every thirty (30) days the refund is nat paid. I We cancel (s Service Agreement, We
shell mal a witien nofice to You at Your last knowin address at lsast fileen (15) days prior to cancellztion.

Maine enly: I You request cancellation of this Service Agreeiment within thirty (30) days of the Start Date and
the refund s not paid or credited within forty-five (45) days of the date of cancellation, a ten percent (10%) penaly
wil be added to the refund for every thirly (30) days the refund is ot paid. If We cancel this Senvice Agreement,
We shall ma a virittan notice to You at Your last known address at least fifisen (15) days priorto cancellation.
Maryland only: If You request cancelation of this Service Agreement within thirly {30) days of the Start Dale
and the refurd is not paid or credited within forty-five (45) days of the date of cancelation, a ten percent {10%)
penalty wil be added to the refund for every thirty (30) days the refund is not pzid. If Your Sarvice Agreement
expires whilst an approved repair or replacement is being camied qut, this Service Agreement vl be extended
unfll the repeir or replecement has been completad.

assachuselts only: If You request cancellation of this Senvice Agreement within thirty (30) days of the Start
Date and the refund is not paid or credited within forty-five (45) days of the date of cancetfation, a len percent
{10%) penalty wil be added to the refimd for every thirty (30) days the refund is not paid,

Minnesota only: I You request cancellation of this Service Agreement within (hirly (30) days of the Stard
Dale and the refund is not paid or credied wéhin forly-five (45) days of the date of cancellzton, a ten percent
(10%) penalty will be addzd to the refund for every thirty (30) days the refund is not paid. If We cancel this
Senice Agreement for any reason other than non-payment of Service Agreement fees or for Your fraud or
misrepresentafion of facts that are material to the Issuance of this Senvice Agreement or benefiis provided under
#, You will be nofified in waiting no less than fifleen (15) days prior fo canceliation.

Missouri only: I You request cancellaton of this Senvice Agreement within thirty (30) days cfthe Start Date and the
feiund is not paid or credited within foriy-five (45) days ofthe dale of canceliation, aten parcent (10%) pengyvdlbe
added to the refund for every thirty (30) days the refund is not paid, If Your cancelafion request is madz more than
thitty {30) days from the Start Date, You will receive a pro+ata refund of the Service Agresment fee,

Nevada only: If You request cancellation of the Service Agreement within thirty (30) days of the Start Dale and

5 XX}



KPSC Case No. 2014-00420
January 8, 2015 Informal Conference
Item No. 1

Attachment 3

Page 10f2

WORK AUTHORIZATION NO. 027040870002X110

This Work Authorization between Kentucky Power Company, a Kentucky corporation (“Owner” or “KPCo”),
and HomeServe USA Corp. (“Contractor” or “HomeServe™), is subject to, and the Parties hereby agree to be
bound by, as of the date of this Work Authorization, the provisions of the Master Services Agreement No,
027040870000X 103 dated April 1, 2014 (*Agreement™),

Terms used herein as defined terms that are not defined shall have the meanings used in the Agreement,

A. Effcetlive Date
This Work Authorization is effective upon the date of last signature below.

B. Term
The term of this Work Authorization begins on the Effective Date and expires/terminates as provided in Section
17 of the Agreement.

C. Scope of Services

Contractor and KPCo agree that Contractor shall market the Products in the Territory during the Term of this
Work Authorization in accordance with the Agreement and the Work Authorization Documents. Marketing
services for KPCo shall not include bilf inserts.

D. Work Authorization Documents
This Work Authorization consists of the following documents, which are attaclied hereto unless otherwise
indicated, incorporated herein and made a part hereof:
1. This Release No. 027040870002X110;
2. The AEP Kentucky Marketing Plan, which is attached but may be modified from time to time; and
3. The Product List (Exhibit A to Agreement).

E.. Payments
In the event that Contractor conducts billing services, all payments to KPCo shall be made to:

American Electric Power Service Corporation
PO Box 24424

Canton, Ohio 44701-4424

Attn: Chuck Oberlin

F, Contacts
For Owner:

Kentucky Power Company
101 Enterprise Drive
Frankfort, Kentucky 40601
Attn: John Regness

With a required copy to:

Ameriena Elecivie Power Service Corporatios
! Riverside Plaza

Columbus, Ohio 43215

Atén: Erie Mosris
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American Electrie Power Service Corporation
700 Morrison Road
Gahanna, Ohio 43230
Attn: Jennifer Downey

For Contractor: As per the Agrecment

G. The Confidentiality Agreement between the parties fully executed on December 2, 2014, is hereby
terminated and superseded by the Agreement.

Kentucky Power Company HomeServe USA Corp.
Name: Name: - -
Title: Title:

Date: Date:



