Your Rights as a National Grid
Residential Customer

nationalgrid

New York City

New York Public Service Commission (PSC) rules and the Home Energy Fair Practices Act (HEFPA) provide comprehensive
protection for residential customers of gas and electric utilities. HEFPA requires that consumer protections be provided by both
National Grid and non-utility energy service providers (ESCos). This brochure is provided annually by National Grid and includes
basic information about the Company’s policies and procedures, as well as your rights as a customer billed under residential rates.

Tradiksyon an sou paj ki annapre a

Service or Billing Questions

To ask about your National Grid service
or your bill, call 1-718-643-4050,
weekdays 8 a.m. - 8 p.m., Monday
through Friday and 9:00 a.m. until

5:00 p.m. on Saturdays. You may

also visit nationalgridus.com for a
number of convenient online self-service
options. Choose links to access your
National Grid account details, track
usage and find out about payment
options. You may also reach us via
email from our website at
nationalgridus.com.

To report a natural gas safety emergency,
please call 1-718-643-4050, 24 hours
a day, 7 days a week. Hearing or
speech-impaired customers can
contact National Grid by using our
special TTY communication system

at 1-718-237-2857.

Billing Disputes/Complaint Handling:
Should you need assistance, please
contact National Grid. If we are unable
to help, you may contact the New York
Public Service Commission online at
dps.ny.gov/complaints, by calling
1-800-342-3377 (toll free), 8:30 a.m. -
4 p.m., Monday-Friday, or by mail:
New York Public Service Commission,
Empire State Plaza, Albany, NY 12223.

PSC Hotline:

If you feel National Grid has been
unable to help you, you may contact the
PSC online at dps.ny.gov/complaints
or call the PSC Hotline at 1-800-342-
3355 between 7:30 a.m. - 7:30 p.m.

on business days.

Our bills, which you’ll receive monthly,
show the amount of gas you have
used. Bills can be paid online at
nationalgridus.com, by phone using
our automated payment service, by
mail, or in person at our Customer
Service Centers. Our free DirectPay
program can transfer your bill payments
automatically from your bank account.

Budget Plan

This program divides your annual gas
costs into monthly payments. Under
this program, we will spread your
projected annual gas usage cost into 12
convenient monthly payments. This is
particularly helpful if you heat with gas.
To obtain your Budget Plan amount
and/or to enroll in the plan, please call
1-718-643-4050.

Meter Reading & Access

It’s important that we access our meter
for readings, inspections and mainte-
nance. In accepting service, you grant
the Company the right to access your
premises at reasonable times. By law,
our meter readers are permitted to enter
unlocked private property at all reason-
able times to access our equipment
and meters. If we are unable to read
your meter for three billing cycles, we
will put a message on your bill asking
for a reading or to make a special
appointment for us to do it. However,

if your meter has not been read for five
consecutive bills, you or the building
owner may be subject to a $25 (plus
tax) charge. For your protection, every
National Grid employee carries a photo
identification card. Always ask to see
this card before granting entry to your
home. Also, before entering, National
Grid employees are required to knock
and announce their presence to you.

Inactive Gas Meters

All premises with open gas meters
must have an active customer on the
gas account. Open meters at premises
with no responsible customer will either
be locked or removed, or the service
line supplying gas to the premises

will be cut off. Customers terminating
service should coordinate an
appointment to lock the meter.

Payment Arrangements

National Grid is happy to assist you in
finding a repayment method that best
suits your current financial situation.
Whether you need a short-term col-
lection arrangement or a longer term
deferred payment agreement, our agents
can assist. Staying current on any plan
will ensure the account has no collection
action taken on it.

A collection arrangement is a short term
(40 days or less) repayment plan with
flexibility to customize each installment’s
due date and amount. These payments
would be in addition to your current
charges. A collection arrangement

need not be signed, but a written copy
of your agreed terms will be provided
upon request.

A deferred payment agreement is a
long-term repayment plan with a fixed
monthly installment amount over and
above current charges. A deferred
payment agreement must be signed. A
standard deferred payment agreement
generally requires a 15% down payment,
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with the balance payable in ten monthly
installments. More lenient terms are
available if you qualify financially. A more
lenient agreement may provide for as little
as zero dollars down and payments as
low as ten dollars a month. For a more
lenient agreement, you may need to
provide the appropriate income and
expense related documents. For more
information, visit ngrid.com/moretime

Assistance

Our Consumer Advocates may be able
to help you get assistance from other
sources.

Terminations

If you heat your home with gas, we will
not shut off your gas service between
November 1 and April 15 without first
trying to contact you or another adult in
your household. If loss of service poses
a serious health or safety problem, we
will continue service for at least 15 days
and try to arrange a payment agreement.
It shall be the right of every residential
customer of a gas or electric corporation,
upon the discontinuation of utility service,
to obtain, upon request, an actual meter

reading by such customer’s gas or electric : Bank Account Number

corporation.

During the period of November 1 to
April 15, we will suspend terminations
of residential gas heating customers

on days when either the local weather
forecast (National Weather Service)
predicts temperatures below 32
degrees Fahrenheit, or the forecast high
temperature, factoring in the local wind
chill, does not exceed 32 degrees
Fahrenheit for two or more consecutive
days in the geographic operating region.

Special Protections

National Grid provides special protections
for elderly, blind, and disabled persons;
persons with medical emergencies; and
customers receiving public assistance.

Our special protections programs include:

Elderly, Blind, and/or Disabled
Protection: \We will attempt to reach
you by phone or in person at least 72
hours before your service is shut off for
non-payment.

Medical Emergency Program: Your
account will receive a 30-day protection
from service termination for non-payment.

Note: Your account cannot be enrolled
in Medical Emergency and DirectPay at
the same time.

Reconnecting Services

We will reconnect service within 24
hours when: You pay the full amount
due, OR You are eligible and sign a
payment agreement and make any
necessary down payment on your bill,
OR You face a serious threat to health
or safety.

If you receive public assistance in

the form of direct payment or written
guarantee, we will turn your service back
on within 24 hours after we receive a
notice of payment from the social service
agency helping you.

Reconnection Fees

We charge a fee to reconnect service.
This charge is higher if we restore service
outside normal working hours: 8 a.m. —
4 p.m., Monday-Friday, except holidays.
The fee is also higher if it requires work
in the street instead of at the meter. If we
do not reconnect your service within 24
hours of meeting the above conditions—
except when it is beyond our control—
we will pay you a fee for each additional
day you are without service.

Deposits

If you are a short-term or seasonal
customer, we may ask you for a deposit.
Existing customers may be asked to pay
a deposit if their account is delinquent
or had been disconnected for non-
payment during the last six months.
Deposits will earn interest at a rate set
by the PSC. We will hold the deposit
until 12 consecutive months of timely
payments have been received. At that
time, we will refund your deposit plus
interest. If your payments are not cur-
rent, we will hold the deposit and credit
the interest to your account annually.

Shared Meters

If you are a residential building tenant,
you are not obligated to pay for gas
service for any area outside your own

dwelling unit. For more information about :

Shared Meter conditions, please call
1-718-643-4050.

Tenants in Multiple Dwellings

If you live in a building with three or more
apartments where your landlord fails to
pay the gas bill for which he or she is
responsible, you may be able to keep
the service on if you join with the other
tenants to pay the bill. The tenants only
have to pay the current bill and you can,

by law, deduct your share from your rent.

Your Signature

Patient Name:
: Doctor Name:
Office Phone Number:

: Office Fax Number:

Address

. PROGRAM ENROLLMENT/

INTEREST FORM

Name

Address Apt
: Town/City Zip
Telephone

+ Account number -

DirectPay Program

: O Please enroll me in the DirectPay program.

: | authorize electronic deductions from my bank

: account for payment of my bills 15 days after

: my billing date. | have enclosed a check clearly
: marked “VOID.” (Please complete the following
. only if enrolling in DirectPay.)

: Name exactly as it appears on bank statement

: Bank Name

Bank Routing Number

(the 9-digit number on the bottom of
: your check)

O Checking

O Savings

Date

SPECIAL PROTECTIONS
: INFORMATION REQUEST

: Please complete this form if you qualify for

* any special protections.

: Return this form to:

- National Grid, Credit & Collections Protections
. 2 Hanson Place

. Brooklyn, NY 11217

: ACCOUNT INFORMATION
: (Be sure to complete before mailing)

: Name

Address Apt
: Town/City Zip
: Telephone

: Emalil

: Account Number (as shown on bill

O Please send me an Elderly, Blind and/or

: Disabled application form.

: (You will be required to provide proof of

* Elderly, Blind and/or Disabled.)

. All household members must be:

: ELDERLY: 62 years of age or older and if anyone
: else is in the home, they must be 18 years of age
* or younger

. BLIND: Legally or Medically Blind (20/200 or less
:in better eye)

: DISABLED: Receiving permanent disability,

: collecting SSI, SSD or Military Benefits due to a

: service-related disability

O Someone in my household has a

Medical Emergency

: | receive government assistance.
: O I receive Public Assistance (PA).

O | receive Supplemental Security Income (SSI).

Note: SSI benefits are not the same as Social
Security retirement benefits.

: Please send: O Large Print Bills O Braille Bills

Third Party Notification

: O | request that any Final Termination Notice of
* my National Grid service for nonpayment is also
+ mailed to the following person or agency.

: Third Party Name

Apt
¢ Town/City Zip
Telephone
Customer Signature Date
Third Party Signature Date



Dwa ou genyen antanke yon Kliyan

Rezidansyel National Grid

nationalgrid

Vil New York

Regleman Komisyon Sévis Piblik NewYork la (New York Public Services Commission, PSC) ak Lwa sou Pratik Ekitab nan sa ki
genyen Rapo avek Eneji nan Kay (the Home Energy Fair Practices Act, HEFP A) bay yon pwoteksyon konple pou kliyan rezidansyel
konpayi gaz ak kouran yo. HEFPA mande se pou ni National Grid ni founise sevis engjetik ki pa piblik yo (ESCos) bay kliyan an
pwoteksyon . Se National Grid ki bay ti livre sa a chak ane epi li gen ladan enfomasyon debaz sou regleman ak Pwosedi Konpayi a,
ansanm avek lis dwa ou genyen yo antanke yon kliyan yo faktire ak yon tarif rezidansyél.

Kesyon ki genyen rapo avéek

Sévis ak Faktirasyon yo

Pou poze kesyon sou sévis National Grid
ou yo oswa sou bil yo, rele1-718-643-
4050, Lasemen 8 a.m. - 8 p.m., Soti
Lendi rive Vandredi epi 9:00 a.m rive

5:00 p.m le Samdi. Ou kapab vizite tou
nationalgridus.com pou ou kapab jwenn
yon kantite opsyon pratik sevis anliy ou k
fe pou tét ou. Seleksyone lyen yo pou w
kapab aksede a detay kont National Grid
ou yo, suiv itilizasyon | epi konnen mwayen
péman yo. Ou kapab kontakte nou tou

pa imél atrave sit enténet nou an sou
nationalgridus.com.

Pou ou sinyale yon ijans ki genyen rapd
avek sekirite gaz natirél, tanpri rele 1-718-
643-4050, 24 sou vennkat, 7 jou sou

set. Moun ki genyen difikilte pou yo tande
oswa pou yo pale kapab kontakte National
Grid le yo itlize sistem kominikasyon TTY
espesyal nou an nan 1-718-237-2857.

Tretman dezako ak plent nan sa ki
genyen pou wé avék Bodwo: Siou
bezwen ed, tanpri kontakte National
Grid. Si nou pa an mezi pou nou ede w,
ou ka kontakte Komisyon Sevis Piblik
New York la anliy (New York Public
Service Commission) sou dps.ny.gov/
complaints,

Le ou rele 1-800-342-3377 (nimewo
gratis), 8:30 a.m. - 4 p.m. Lendi- Vandredi,
oswa pa imel:

New York Public Service

Commission, Empire State Plaza,
Albany, NY 12223

Liy ljans PSC

Si ou panse National Grid pat an mezi pou
li ede ou, ou ka kontakte PSC a anliy sou
dps.ny.gov/complaints oswa rele Liy
lians PSC a nan 1-800-342-3355 ant 7:30
a.m. - 7:30 p.m.

nan jou ouvrab yo.

Bodwo nou yo, ou ap resevwa yo chak
mwa yo, endike kantite gaz ou te itilize. Ou
kapab peye bodwo ou yo anliy sou
nationalgridus.com, nan telefon lé ou
sevi avek sevis peman otomatik nou

an, pa lapos, oswa an peson nan Sant
Sevis Kliyantél nou yo. Pwogram gratis
DirectPay nou an kapab transfere peman
bodwo ou yo otomatikman apati kont an
bank ou an.

Plan Bidjé a

Pwogram sila a divize pri gaz anyel ou

yo an péman mansyel ki egal. Nan kad
pwogram sa a, nou ap divize pri gaz anyel
ou prevwa a an 12 péman mansyeél ki pi
pratik. Sa ap itil ou anpil si se avek gaz

ou chofe. Pou ou jwenn kantite Plan Bidje
ou a epi/oswa pou enskri nan plan sila a,
tanpri rele 1-718-643-4050.

Releve Konté a ak Aksé a Konté a
Li enpotan pou nou kapab aksede a
konté nou yo pou nou kapab li relve yo,
fe enspeksyon epi fe antretyen ladan yo.
Le ou aksepte sevis la, ou bay Konpayi
an dwa pou li aksede a lokal ou yo nan le
ki rezonab yo. Selon lalwa, moun ki ap li
relve konté yo genyen otorizasyon pou yo
antre nan pwopriyete prive ki pa take yo
nan lé ki rezonab pou yo kapab aksede a
ekipman epi konté nou yo. Si nou pa an
mezi pou li relve konté ou a pandan twa
perydd péman, nou ap mete yon mesaj
sou bodwo ou a kote nou ap mande

ou yon relve oswa pou nou planifye yon
randevou espesyal pou nou kapab fe i.
Sepandan, si yo pat li konté ou a pandan
5 perydd peéman konsekittiif, ou menm
oswa pwopriyeté batiman an ka genyen
pou li peye yon tarif 25$ (plis taks). Pou
pwop pwoteksyon w, chak grenn aplwaye
National Grid toujou genyen sou yo yon
kat idantifikasyon ki genyen foto yo sou li.
Toujou mande yo pou yo montre w kat sa
a avan ou ba yo otorizasyon pou yo antre
lakay ou. Epi tou, avan yo antre lakay ou,
anplaye National Grid yo dwe frape epi
anonse W prezans yo.

Konté Gaz ki inaktif

Tout lokalite ki genyen yon konte gaz ki
ouvri dwe genyen yon kliyan ki ktif sou
kont gaz la. Yo ap vewouye oswa retire
tout konte ki ouvri nan lokal yo kote ki

pa genyen kliyan ki aktif yo, oswa yo ap
koupe liy sévis ki alimante lokal la a gaz la.
Kliyan ki mete fen a sévis yo a dwe fikse
yon randevou pou yo vewouye konte a.

Modalite Péman yo

National Grid kontan pou li ede w jwenn
yon metdd ranbousman ki plis adapte a
sitiyasyon finansye aktyel ou a. Menm si
ou vle yon aranjman pou rekouvreman
akoutem oswa yon ako peman difere
alontem, ajan nou yo kapab ede w. Rete
ajou sou nenpot plan pemeét nou asire
nou kont lan pa genyen okenn mezi
ranbousman ki fet sou Ii.

Yon dispozitif kolek se yon plan ranbousman
akoutem(40 jou orswa mwens) ki bay
posibilite pou pésonalize chak grenn dat
peman ak montan chak vesman Péman

sa yo ap ajoute nan tarif aktyel ou yo Li pa
obligatwa pou ou siyen yon dispozitif kolek,
men yo ap ba ou yon dokiman ekri sou tem
ako ou yo sou demann.
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Yon ako peman difere se yon plan
ranbousman alontem ki genyen yon
montan mansyel ki fiks epi ki depase tarif
aktyel yo. Yon akd péman difere dwe siyen.
Jeneralman, yon ako peman difere estanda
nesesite yon depo 15%, avek balans lan ki
peyab an dis mwa. Genyen kondisyon ki pi
favorab ki disponib si kondidyon finansye
ou yo reyini. Yon ako ki pi favorab kapab
prevwa yon vesman ki egal a zewo dola ak
péman dis dola pa mwa. Pou ou genyen
yon ako ki pi favorab, ou kap\ genyen pou
w bay dokiman apwopriye yo ki genyen
rapo avek revni ak depans yo. Pou plis
enfomasyon, vizitengrid.com/moretime
Ed

Avoka Kliyan nou yo ka ede w jwenn ed
nan men [0t entans.

Fen

Si ou chofe lakay ou avek gaz, nou p ap
kanpe sevis gaz ou a soti 1ye novanm
rreive 15 avril san nou pa eseye antre an

kontak avek ou oswa avek yon 10t adilt nan : _
: lt\)lonkaln egzakteman jan li paret sou deklarasyon
: bank lan

fwaye ou a avan sa. Si yon peét sevis lakoz
genyen yon pwoblem sante oswa sekirite,
nou ap kontinye ba ou sévis pandan
omwen 15 jou epi eseye jwenn yon akd
peman. Chak grenn kliyan rezidansyel yon
antrepriz gaz oswa kouran dwe genyen
dwa nan ka yon etéripsyon sevis la pou

li resevwa sou demann yon relve ki presi
konte antrepriz gaz oswa kouran an.

pandan perydd soti depi 1ye Novanm pou
rive 15 Avril, nou ap sipsnan koupe chofaj
gaz kliyan rezidansyel yo nan jou kote
previzyon meteyowolojik lokal yo (National
Weather Service) predi tanperati ki enferye
a 32 degre Fahrenheit oswa tanperati eleve
ki previ a, selon refwadisman ewolyen lokal
la pa depase 32 degre Fahrenheit pandan
omwen de jou konsekitif oswa plis nan
rejyon jewografik an kesyon an.

Pwoteksyon Espesyal

National Grid bay pwoteksyonespesyal pou
moun ki ti granmoun, aveg epi andikape;
moun ki genyen ijans medikal; ak kliyan ki
ap resevwa asistans piblik yo.

Pwogram pwoteksyon espesyal nou an
genyen ladan li:

Pwoteksyon pou moun ki ti granmoun, ki
Aveg ak/oswa ki Andikape: Nou ap eseye
pou nou antre an kontak avek ou pa telefon
oswa an péson omwen 72 edtan avan yo
kanpe sévis ou an paske ou pa peye.

Pwogram ljans Medikal: Kontou an ap
benefisye yon pwoteksyon 30 jou kont
rezilyasyon sevis la e ou pa peye

Remak: Kont ou an pa kapab enskri
nan lians Medikal ak nan DirectPay an
menm tan.

Rekoneksyon Sévis yo

Nou ap rekonekte sevis yo apré 24 édtan
|&: Ou peye tout montan ou dwe a, OSWA
Ou elijib epi ou siyen yon akd peman epi
fe avans peman ki nesese yo sou bodwo
ou a, OSWA Ou ap fe fas a menas ki grav
pou sante w ak sekirite w.

Si ou ap resevwa asistans piblik sou fom

yon péman direk oswa yon garanti ki ekri,
nou ap reyaktive sévis ou yo nan yon dele
24 edtan apre nou fin resevwa yon fich
péman nan men ajans sevis sosyal ki ap
ede ou a.

Fré Rekoneksyon

Nou mande fré pou nou retabli sévis yo. Fre
sila a pi plis si nou restore sévis yo an deyo
de lé travay nomal yo: 8 a.m. — 4 p.m.,
Lendi-Vandredi, sof jou ferye yo. Fre a ap
pi plis tou si li mande pou genyen travay

ki fét nan lari a olye yo fet sou konté a. Si
nou pa kapab rekonekte sévis ou yo nan
yon delé 24 edtan apre kondisyon ki anwo
yo fin respekte —sof si sa pa depann de
nou—nou ap peye w yon fre pou chak jou
siplemante ou fé san sévis la.

Depo

Si ou se yon kliyan akoutem oswa yon
kliyan tanpore, nou ka mande w pou w

fe yon depo. Nou kapab mande kliyan ki
te la deja yo pou yo fe yon depo si kont

Yo a pa peye oswa te dekonekte paske

yo pa t peye pandan 6 denye mwa ki sot
pase yo. Yo peye depo yo a yon to PSC

la fikse. Nou ap konseve depo a jiskaske
nou resevwa 12 mwa peman konsekitif
ponktyel. Nnan moman sa a, nou ap remet
ou depo a, plis enteré. Si peman ou yo pa
resan, nou ap kenbe depo a epi nou ap
kredite entere yo sou kont ou an chak ane.

Konté ki Pataje
Si ou se yon lokate yon batiman

ou an. Pou plis enfomasyon konsenan
kondisyon pou Konte ki Pataje yo, tanpri
rele 1-718-643-4050.

Lokateé ki genyen Plizyé Lojman

Si ou ap viv nan yon batiman ki genyen plis
pase de apatman kote genyen youn nan
kolokate ou yo ki pa peye bodwo gaz li yo
kote se li menm ki responsab pou yo, ou ka
an mezi pou ou konséve sevis ou yo si ou

ou menm avek [ot lokate yo mete ansanm
pou nou peye bodwo a. Lokate yo dwe peye
sélman bddwo aktyel la epi ou kapab, selon
lalwa redui nan patisipasyon pa w nan lwaye a.

* Non

: Siyatiou

Y imel

Non Pasyan an:
: Non Dokt a:
Nimewo Telefon Biwo a:

Nimewo Faks Biwo a:

: Adres

ENSKRIPSYON NAN PWOGRAM
NAN/FOMILE ENTERE

Adres Apatman
© Vil/Lokalite Zip

: Telefon

Nimewo kont lan -

Pwogram DirectPay

O Tanpri enskri m nan pwogram DirectPay lan.

: Mwen otorize dediksyon elektwonik sou kont

: mwen an pou péman bodwo mwen yo 15 jou ap
: dat bodwo mwen an. Mwen ajoute yon chék ki

: make “ANILE.” (tanpri ranpli sa yo ki anba a sélm
: sii ou enskri nan DirectPay.)

: Non Bank fan

Nimewo Kont Bank lan

: Nimewo Acheminman Bank lan

(nimewo 9 chif ki anba chék ou an)

O Chek O Epay

Dat

: DEMANN ENFOMASYON SOU

: PWOTEKSYON ESPESYAL

: Tanpri ranpli fomile sila a si ou kalifye pou

* nenpot pwoteksyon espesyal.

: Voye fomilé sa a bay:

National Grid, Credit & Collections Protections

. 2 Hanson Place
: Brooklyn, NY 11217

ENFOMASYON SOU KONT LAN
* (Asire w ou ranpli li avan ou voye li ale)

Non

Adrés Apatman
 Vil/Lokalite Zip
: Telefon

: Nimewo Kont la (jan Ii parét sou bodwo a)

O Tanpri voye ban mwen yon fomilé
: aplikasyon pou moun ki Ti granmoun,
: ki Avég ak/oswa ki Andikape.

(Yo ap mandew pou w bay prév ou se yon
+ Ti granmoun, Aveg ak/oswa Andikape.)

Tout manm fwaye a dwe:
: Ti GRANMOUN: genyen 62 lane oswa plis epi

. si genyen nenpot 16t moun nan fwaye a, yo dwe
. genyen 18 lane oswa mwens

AVEG: Avég Legalman oswa Medikalman (20/200
* oswa mwens nan je ou pi byen we ladan | lan)
: ANDIKAPE: Ap resevwa avantaj pémanan pou

andikap, resevwa avantaj SSI, SSD oswa Milite
: aakoz yon andikap nan kad sevis ou t ap bay

: O Genyen yon moun nan fwaye mwen an ki n

genyen yo ljans Medikal

: Mwen resevwa &d nan men gouvénman an
O Mwen resevwa Asistans Piblik (PA).
: O Mwen resevwa Revni Sekirite Siplemante

(Supplemental Security Income, SSI).
Remak: Avantaj SSi yo pa menm avek avantaj
retrét Sekirite Sosyal yo.

: Tanpri voye:

[0 Bodwo an Gwo Karakte [ Bodwo Bray

Avi a yon Tyes Pati
+ O Mwen mande pou yo voye tout Avi

Rezillyasyon Final sévis my National Grid pou

rezidansyel, ou pa oblijie peye sévis gaz pou : NON-peman mwen yo tou bay moun oswa ajans

okenn lokalite ki andeyo de pwop abitasyon sayo kianbaa.

NonTyes Pati yo

Apatman
Vil/Lokalite Zip
Telefon
Siyati Kliyan an Dat
Siyati Tyés Pati a Dat



