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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER – (PART I)

As part of various types of Cases before the Commission, this body has, at times, included 
Outreach & Education requirements.  These are generally specific to the matter of the Case. 

We would like you to complete the form found on the following page for each Case specific to 
your company that included stipulations for O&E, and for which the reporting time is still active.  
Similarly, we request that all Steam Corporations indicate the last time an O&E report was filed 
with the Commission and to which office it was sent.

PLEASE FILL OUT:
We have   39 number of Cases at this time.

On the next page/s, we, the utility, have completed the form/forms for each active case/s (repeat 
the form for every Case).
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

 KEDLI Tariff Leaf 36, Section II.3B

Date the Order was Issued and Effective:

Summary of O&E requirements:
:  ESTIMATED METER READING NOTICES (RESIDENTIAL) - Where residential readings are 
estimated, in the case of non-access, a notice of such fact will be left at the customer’s premises by 
the Company’s representative on the scheduled meter reading date unless the customer does not 
have access to the meter or the customer will be unable to obtain a reliable reading.  On request, 
the Company will furnish postal and window dial cards for residential customers to report their 
meter readings. Where the Company has billed the account based on customer readings for seven 
consecutive months the Company will either schedule an appointment with the customer to obtain an 
actual reading or will attempt a follow-up meter reading within 7 calendar days of the last attempt.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:

   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)

Date Reporting May Cease:      

----
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Ap,124,2019 

Se,vice Address: 

Dear Customer. 

According to our records. multiplo unsuc.cessful attompta havo boen made to obtain .an actual usago roadinq 
on your mator, thareiore, we have continued to bill your account based on estimated usage reads. For customer 
bills to be accurate, meter reads must be based on actual usage reads rather than estimated usage reads. 

Please #ollow ONE. of the options below to provide an actual meter reading, and to keep your account up~to-date. 

.. Complete the enclosed postage-paid meter reading card to report your meter reading. Follow the 
1instructions on the card carefulty, marking the exact position of the hands on each dial on your meter. 

!Report your meter reading at www.natlonalarldua.com or through the Automated Account Services line 
at 1-888-932-0301 on vour noxt achodulod motor roadlng dato. This date is provided above, as well as 
on your bill. Please have your account number available, which is also located at the top of this letter. 

• Contact Customer Service at 1-800·642-4272 to provide special instructions, or to schedule an 
appointment lor us to access and read your meter . 

If I hlY0 10 AutomatGd Mtt9r R1adlna PtY'c9 (AMR) do I 099d to tako aov addlltoo.PI action? 
Possibfy. If you are a customer with an AMR device, which allows us to read your meter remotely through a radio 
signal, you will need lo call Customer S0orvlco lo schodulo an appolntmonUo either repair or replace the AMR, 
as it may not be v10r1<in9 correctly. 

ff you do not have a n AMR o r are unsure, you will need to call Customar Sarvico to so hadulo an appointmant 
for your meter to be read, and to install an AMR device to avoid future estimated reads. 

What HI don't control acc@a1 to mu matar? 
Please contact Customer Service to provide us with the name of the person who does control access. This 
parson may be your landlord, building superintend&.nt or managing agent Once wa hava the name of the person 
controlling access to the meter, a letter will be mailed in1orming him or her that we must obtain an actual reading 
on your meter . 

Tlhank you for your cooperatjon and prompt attention to this matter. 

Sincerely, 
National Grid 

08,1,4 12 

Smoll Gao. Act Faot. Call Gao Emorgoncy 1 ·800-892-2345 or 911 

This is an important notice. Please have it translated. 
F.e,cl . ,,1.., • .,;,(1..-orto, 1;.Qlri;:n. 1<u11,J.U\11r:.J10r. 
F.:.i, eo .. .,;,. ;,.,..,....,,.. Si<WII~ ,.., .t,o,tr, tr..J,""' 
A•ls ..,r-.n•n. ~ lt,o 1n1hllf 1J1m,:,J h1t-. 

n.i\ 1~\MO-r 11A.-.;·nt::Noc\ooms-r11QNG 
~\l I l.U~;(lk)Olltt wntl)Ntl('..1.(),1,)· 

0.E6lll 8 V\'ir'lt:::lmWCflt h'IP(lf'Wn(I. 
S:C:W003(111~ 

3 ro O'ICIII, IIWM'le (ooGIDMte. 
~ l1(f'lt)O(l ltt 'I~ 
IAMC'f0 11CpellC.tl~ 

300 Erie Blvd Wm SyrACU$9, (IN 13202-4250 
1-800-642~ • www,n ationalgrid\.l&..l:Ofl'I 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

KEDLI Tariff Leaf 42, Section II.3D.1.5.1-2

Date the Order was Issued and Effective:

Summary of O&E requirements:  

ESTIMATED METER READING NOTICES (RESIDENTIAL) - If no response is received to the second 
appointment letter within two months of its mailing, the Company must inform the recipient by registered letter 
that: (1) per the Transportation Corporations Law and as stated in Rules, the Company has the right of access 
to all of its property installed in the customer’s premises at all reasonable times; (2) the Company may, following 
prescribed procedures, enter a premises and remove the meter and all other equipment installed in the customer’s 
premises by the Company for violation of any of the terms and conditions of any of the Company’s Rules and 
Regulations.

 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:

   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)

Date Reporting May Cease:      

----
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AMA4EK 

Dear Cus~omer: 

The New York State Publ ic Servi ce Commiss ion reau ires t ha t 
you provi de National Grid access to read and i nspec t our 
meter at l east once every t wo years, even t hough you have 
a remote me ter read i ng device at t he aX>ve address . 

We have recen~l y made a s pec ial a ~t empt t o gain access t o 
our me ter but have been unsucce ssful. We have a l so sent a 
cert i fied lett er asking you to call us to make a n 
appoi nt ment fo r a s pecial me t er readin•J , 
I 
Since, t o date , you have f a i led to provi de access t o t he 
meter, we a re adding a $25. 00 charge plus t ax t o your 
account which wi ll appear on your next bi l l . In additi on, we 
a re now see king a court order t o gain .3.ccess t o read, 
i nspect and change t he meter. If we are s uccess f ul, you will 
be responsibl e for t he court costs pl u3 t he Ma r shal fee. 
Fur t he rmor e , t he remote r eadi ng devi ce now wil l be 
permanentl y removed , 

To avoid t his cour ~ ac tion, pl ease ca l l us at (718) 270-5783 
Monday t hrough Friday, between 8 : 00 a. m. and 4 : 00 p . m. t o make 
an appoint men~ for a special meter readi ng or for voluntary 
remova l of your r emote device . 

Very t rul y yours, 

Nationa l Gr id 

Al1A4 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

KEDLI Tariff Leaf 52, Section II.4.B

Date the Order was Issued and Effective:
Summary of O&E requirements:  
FINAL NOTICE OF TERMINATION (RESIDENTIAL) (KEDLI ADDITIONAL REQUIREMENTS) - KEDLI’s current 
tariff requires final termination notices to also (1) advise that gas service provided to persons receiving financial 
assistance from a local social service department in certain cases may not be terminated and that the recipient 
may inform the Company of this status so that the Company may ascertain the applicability of such provisions to 
this customer; (3) advise that residential customers should contact the Company’s business office immediately 
if any acute hardship, such as death in the family, recent unemployment, serious illness or infirmity, or other 
grave condition exists in order that the Company may determine whether any temporary arrangement should be 
employed to avoid immediate termination; (4) advise of the availability of a deferred Payment Agreement to avoid 
termination subject to the provisions in 16 NYCRR 11.10; Advise non-residential customers that payment of the 
charges with a check that is subsequently dishonored may result in the immediate termination of service without 
further notice; (11) Advise non-residential customers that at the time the Company representative goes to the 
premises to terminate service the Company may require any payment to be made with cash, certified check, or 
money order if the customer has within the last 24months paid with a check that was subsequently dishonored.
Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually): 

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:
   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)
Date Reporting May Cease:      

----
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nationalgrid Jum.1 17. 202 1 
B!II A:.::.:ou11! Numbur: 

S1.1r V1 :;;1.1 A:!dn1ss: ■ -■I -·-
Addltlonat emergency funding may be 
available to you because your aeeount 
la now In dlseonnecl status le-am more 
at ngrld com,bllttlelp 

THIS IS A FINAL DISCONNECTION NOTICE. 
PLEASE REFER TO THIS NOTICE WHEN PAYING THIS BILL. 

Wu u11:.!1.1rstw1d th1.1s1.1 w1.1 l!m111:.:1.Jl ly:.; dll:;;u!I thm1swh!:.:h 1m1y 1m11(1;;1 II :.:h~1lhm i:jl11;,; lo pay your N;.1Uom1I Gr!::; b!IL 

Wu ,w.111! !o hulpyou a volt d ls:.:011111.1:..1km. ll you WI.I um1b!1;1 !o pay thu 'Amou11! !o Avolt Dls:.:011111.1:;;I' :.;I $683. 10 011 or 
b1.1k m1 07/02/ 202 1. p !um;.1;;1 :.:all us al 1-800-443-1837 lo :!!s:.:uss a :.!ahmud pay1mml i.li:j llHIITll,111! or ottnu opUous. Pay1mml 
<.1i:jnnm11;111ts :;:..m only bu mm:!1.1 on your lot~1! balan:;1;;1 (wh!:;;h ln:;;lu::!us lot~1l wr1;1ms p lus :.:urrunl :.:hm;,;us}. Your lot~1! balan:;1;;1 
m;.ol Jum1 17. 202 1 Is $739.80. A llsl :.;I p~1yn11mlai:j 1m:.:!1;1s 111 your w1.m :.:w1 bu obl<-llln:1:.! byvlstl!11;,; 
www.nationalgrid us.com. 

1 h1.1 'Amou11! !o A vol:.! Dls:;011111.1:.:l' lo;;..1!1.1:.! 011 th1.1 paym1.111! slub musl bu p<-1!:.! or your s 1,11v1:.:1.1 :.:out:.! bu :!!s:.:011111.1:.: !1.1:.! 
w1thou! lurthur 110U:.:1.1. h 1Uur1;1 lo pay this amou11! w ill a lso rusu!I 111 l1;11m!m1Uo11 ;;I your :.:ommo:!tly SUMCU :.:011!1..1:.:t. I t your 
service is d isconnected. p lease be aware that i t may take up to 24 hours to turn your service back on after you have 
paid your b ill. 

N;.1Uom1I Gr!:.! $559.43 
O!hur Supp!Jur Surv1:;1;1s Si23.67 

Susp1.1m:1.1:.! Ghm;,;us / G11;1:.!ds / l:SGOSusp1.111:.! S0.00 
Amounl lo Avoid Dlsconn1.1:;.1 $683. 10 

A su mmrny ;;I your r!;,;hts a 11:.! ruspons!blld!us Is llsll.:~ ;;n th1.1 r1.1v1;1rs1.1 s l:.!1;1 ;;I this 110U:.:1.1. Pluasu ru<.1:.! this l11lo11m1Uo11 a 11:.! II.II 
us know llmr11;1::!1..1 !1;1ly II you wu :.:ov1;111.1::! by a ny ;;I thu spu:::lal p10!1;1:;.11ons shmvn. 

Wr->12 

This is an ,mportant notice. Please have i t translated. 
&tcC 11m,wit0~·(·Un~ Qui(ra m,nd,i.lu ~ ir. 
&1-,:,a 1111~, i,.,oJ•.,O,t:11.t~ Si,¥"-~IU~.,,_.,t,.it, 
l\\ll'. lql<>IU~I. \ \:'11\1!1:l tr~--.'!IUC!ll'lenl. 

O.\.Y 1). M(l'I' 11).N 111(»,.t; CAO Ol~N TIIQNt• 
XIN WI t.0:-.U CU() rnco (.,}I 11t0NOC.\O,\\' 

Ovesl;,<tvn'n lc,rriari,;no 1mp:;t1"1\e. 
$1 IYefJ<'. (i lr{Jl;t,;,... 

3'ro O'l&n. ttaHOe Ci')()(iU((Hlt. 
OOWM)fkfl, nor1)0cntt • rolSw 
ISIN t ro nq,a:e.r111, 

300 E•e S\'d W?Sl. Syracu~. t-tf 13202◄2-SO 
1.aoo,,i,i3-1837· www M.tonagrdus.oom 

Bi II A<.t:.ouul f\.umbcr D ale D ue Amounl (I) A,·oill l) i,. t:OtltlL't:I A mouul D ue 

MW.lonal G,lo 
P O Box 371376 

1)7/021202 1 

P illsbu1gh. P A 15250•7376 

l00011Pl1•100111 1l••1111l• 01111 1111•1•1' 11°1 11ll•ll1•1111tllt111 

$ 

$738.81) 

EN rER AMOlJI\ T EI\CLOSED 

V.111_,,.,~u,1( ,.,,,,1:., 11,lni..•dm.k1:<1.iU:1,., 
:.....,, ......... 1 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

 16 NYCRR § 11.12(d)(2); NiMo Gas Tariff Leaf 22, Section II.2.4.1.5; NiMo Electric Tariff Leaf 46, Section 
II.2.3.1.5; KEDLI Tariff Leaf 37, Section II.3C.1.2; KEDNY Tariff Leaves 24 & 25, Section II.12.B

Date the Order was Issued and Effective:

Summary of O&E requirements:  

NOTIFICATION OF REQUIREMENT FOR SECURITY DEPOSIT (RESIDENTIAL) - The Company must provide 
written notice to a customer of its requirement for the payment of a security deposit within two (2) months after the 
failure to pay the bills rendered, which notice must provide the customer at least twenty (20) days advance notice 
before the security deposit is due.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:

   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)

Date Reporting May Cease:      

----
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N820EK 

DEPOSIT REQUEST 

A security deposit is required 
on your gas account . We wi ll 
appreciate prompt payment of the 
amount indi ca t ed below. Please 
see e ncl osed insert for further 
i nformation regarding your deposit . 

Deposit due (@dep_amt) 

N820 

N823EK 

DEPOSIT REQUEST 

A security deposit is required 
on your gas account . We wi ll 
appreciate prompt payment of the 
amount i ndi ca t ed below. Please 
see e ncl osed insert for further 
i nformation regarding your deposit . 

Deposit due (@dep_amt) 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

16 NYCRR § 11.6; 143.14; 275.14; KEDLI Tariff Leaf 53, Section 4.D.1

Date the Order was Issued and Effective:

Summary of O&E requirements:   

NOTICE TO THIRD PARTY DESIGNEE - The Company must notify residential consumers annually of the 
availability of the third-party notice procedure, which permits a residential customer to designate a third party to 
receive all notifications relating to termination, disconnection or suspension of service or other credit actions sent 
to such residential customer, provided that the designated third party agrees in writing to receive such notices.  
The Company must inform the third party that the authorization to receive such notices does not constitute 
acceptance of any liability on the third party for service provided to the customer.  The Company must promptly 
notify the residential customer of the refusal or cancellation of such authorization by the third party.  

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:

   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)

Date Reporting May Cease:      

----
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Where to find assistance. 
Home Energy Assistance ~am (HEAP) 
assists ino:ime~is;jble customers wi1tl winter heating 
blls. Income caps have i:-, raised, so you may be 
eligible even W you have ,_-qualifoed before. HEAP 
grants do nct need to be paid back. kt quickly-HEAP 
funds are available until March 15, 2021 or until the,, 
run out.To find out about HEAP visit: otda.ny.gov/ 
programs/heap or cal the NYS HEAP Hotline at 
1-800-342-3009. You can apply for Regular 
HEAP online at: mybenefits.ny.gov 

Emergency HEAP opens Jan. 4 and pro,,ides 
addoional funding tONard heating blls for eligible 
applicants. ~ you have reoeived a Regular HEAP grent, 
you can apply for Emergency HEAP bf telephone. 
Energy Affordabiity Program (EAP) provides a 
monthly bill disoount. Enrollment is automatic with the 
receipt of a HEAP payment and continues for those 
who apply for HEAP annually. If you have questions, 
email or call theEAP Team at Affordability@ 
nationalgrid.com or 1-866-305-1915. 
Care & Share is a National Grid program 
administered by HeartShare Human Services of NY 
to help qualified households meet their home heating 
needs. The program will open in February. Customef's 
may apply once per year after they h@.e EO<hausted all 
HEAP assistance. For information on how to apply, call 
1-855-852-2736. 
Our Consumer Advocates can provide additional 
support. Email ConsumerAdvocatesUNY@ 
nationalgrid.com orcall 1-800-642-4272, 
For more infom,ation on any of these assistance 
programs above vis• ngrid.com/billhe Ip 

Carbon monoxide and 
methane detectors. 
Two types of detectors cen help you stay safe 
year-round. Carbon monoxide detectors sound 
the alarm when colorless, odorless CO is present, 
A residential methane detector signals when 
methane is in the air, a sign of a natural gas leak. 

,,.c:,:ei;:},, Designate a relative, trusted friend or an agency to receive copies of 
'cc.!J J. • N notices should your account become overdue, 1-800-642-4272 

1 ,~ ' I 

Mllti-fami~apstnMntor.,.,_inenco"1)1aOWMl'8pleeN 
poet. l11i8 it an inportant eafety notiClt. PleaN ~ it 
translat«I. S.. 11fflec:t lenguaglt'" ink at ngrid.com 

Vea d eriace 481eoci:inar i:lioma- en ngri:l.oom 
\itlir le lien .se1ecoonner la lang'-& et.r nirid,oom 
Vedere ii ool~amento "eelezionalingua su rgrid.oom 

Smell gas. Act last. Gas Emergency? 
1•800-802-2346 or call 011 
Vera~ •ee9:ionar rngua• em rgrid.com 
0., CCbtlll(y " Bbl&paro Uodl:0 H8 ceAre, rgid.can 
Xan Winkel: •ti•actonng6nrgu•• tai ngiricom 

CM8256 (12/20) UNY E&G 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

 16 NYCRR § 126.4

Date the Order was Issued and Effective:

Summary of O&E requirements: 

ELECTRIC POWER LINE SAFETY NOTICES (ELECTRIC) - The Company must distribute a description of the 
dangers of electric power lines in safety reminders which must be distributed annually as customer bill inserts. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:

   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)

Date Reporting May Cease:      

----



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan56

Outage alerts - your way. 
Clxlose how and v.tlon to be nooned duing an Glodric 
outage - by text. emai or phlne. Set LP yo,s alarts today. 
Visit ngrid.com/conneet zrld k:t:lw the sin-pa stsps. 
Pref~alG<tsbytext? Simply text REC to 64743. 

~ 

Spring forward - with safety. 
► Plaming on planting, adding a deck a fencing? Call 81 1 several 

days before begin~ any~ w:,11<. Its free in::t it's 1ho law. 
► As construction projects ina sasa this 5?irg, stay aloo on the react 

Follow traffic restrictions in woO<. zones. 

Manage monthly energy bills. 
Tho Budget Plan breaks the annual amoont you spord on your bil 
into procictable monlhly payments based on your usage. 'lbu will 
still pay ordy k>r the total amolllt of energy you use in a year. 
Visit ngrid.com to see ff 1118 BudgGI Pl'"1 is right f0< you. 

Where to find assistance. 
CU Coosu= Advocates can provide addttional ,;wport to 011 rrosl 
w~lecuslou os. Emal ConsumerAdvocatesUNY@natiooalgrid.com 
acal 1-800-642-4272 for more int0<malion. 

Energy Affordability Program. 
Tho Energy Aflorda'biity Program (EAP} provides ~igt)I• 
customors with a monlhly bill ctooil Iha.I is automatic wtth r~I of a 
Homo E~gy p . I a, lJ0YfT18(i. ~ you ha.118 QUOSticns, omai or cal tho 
l=APTeern at Affordabiity@nationalgrid.com or 1 ·866-305-1915. 

i ~ 
Shop ontino for onorgy. Roptaco old lighli:lg Did you know troes °'"' holp 

savilg proo,cts - with El'ERGY STAR" to rodoce you enorgy bil? 
i:lstant rebates on srrart cor1iiod LED 1911 bulbs and Rx shade in the summer. 

1tmnostats. water-savilg uso up to 90% less oleclricify. plant trees that shod leaves 
dovicos.andmoro. Learn mom ways to save at on tho south and oost sides 

Visit ngrid.com/shop ngrid .com/ee--tips 

MurG-tamlty, apartment« DOSWless oornpiex owr.ers p1ease 
po&t Tllli II en ~nt wt tty not!Qf:. Ple'ne nann 
tral'l&lated. see -&eled language" lnl: et ngna.com ,.,,, • ....,....,.ai<,u ~ai,vid.ac:wn 
\or bicr'l~QTIO' bb'9JO> :u r,gid.oorn 
¼deffll...:A.y.,ahi"~I~" i!l.l,vid.oan 

of your oorne. 

Smell gas. Act fast. Gas Emergency? 
l~00-802-2345 °' cal Ol l 
Vs II I~ ":ieb:iotw (rg.,11" CfTI r,gm.ocrn 
c ... «w!I()' "tl;,,~p;n,. 113-.~ "" Cil~l't f9ld.o:rn 
Xm, lirl kit "\f11 ffl0l'I l'pl rg.i•• b ~ 

CM8355 [3'21>UNY E&G 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

16 NYCRR § 13.12; NiMo Gas Tariff Leaf 20, Section II.2.2; NiMo Electric Tariff Leaf 45, Section II.2.2, Leaf 126-
127, Section II.26.7; KEDLI Tariff Leaf 24, Section II.2A.8.1

Date the Order was Issued and Effective:

Summary of O&E requirements: 

ANNUAL NOTICE/RIGHTS & RESPONSIBILITIES (NON-RESIDENTIAL) - The Company must annually, or 
at any time upon customer request, provide applicants for nonresidential service with a brochure containing a 
detailed summary of their rights and obligations, and a notice to include: descriptions of the commonly used 
nonresidential service classifications and their rates, an offer of written guidelines regarding eligibility requirements 
for the Company’s service classifications, notice that the Company’s tariff is available for review in every 
Company business office, and notice that some nonresidential customers may be eligible for protections under the 
Commission’s regulations.  The Company must provide to every nondemand electric customer a notice explaining 
how an increase in the customer’s usage might require the Company to install a demand meter and, in some 
cases, the customer to make electric installation modifications or, to every electric customer with a demand meter, 
a notice, explaining how a change in the recorded demand may cause the service classification on which the 
charges are based to be changed.   A notice explaining the Company’s right to revise estimated demand charges, 
that such revision may be to the customer’s disadvantage and that revision of demand charges may be avoided 
by arranging access, must be provided to every demand customer at least annually and whenever an estimated 
demand bill is rendered.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually): 

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT THE REPORTS 
MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU MAY SEND A COPY TO DOUG 
ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:
   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)
Date Reporting May Cease:      

---
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

16 NYCRR § 13.5; NiMo Gas Tariff Leaves 80-81, 83, Section II.15.8; NiMo Electric Tariff Leaves 130-131, 134, 
Section II.26.9; KEDNY Tariff Leaves 46-47, 49, Section II.22.B; KEDLI Tariff Leaf 58-59, Section II.4E.2

Date the Order was Issued and Effective:

Summary of O&E requirements: 

DEFERRED PAYMENT AGREEMENT (NON-RESIDENTIAL) - The Company must provide eligible customers 
(i.e., has been a customer for at least 6 months and arrears exceed 2 months’ average billing) with written notice 
offering a deferred payment agreement not less than 5 calendar days (8 if mailed) before the earliest date service 
may be terminated or when the Company renders a backbill, by providing 2 copies of the DPA.  If terms were 
agreed to by phone, the Company must send 2 written copies of the agreement for the customer to sign and 
return.  In those instances where the Company believes customer does not qualify for DPA (i.e. adequate financial 
resources), notice must be provided to the customer.  The first time a customer fails to make a timely payment in 
accordance with the DPA, the Company must give the customer a reasonable opportunity to keep the agreement 
in force by paying any amounts due under the agreement.  Specific DPA requirements as are set forth in the 
Commission’s regulations. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:
   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)
Date Reporting May Cease:      

----
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nationalgrid NoN-REs10ENTIAL PAYMENT AGREEMENT 

Decemb er 3, 2019 
Bill Account Number: 

S ervice Add ress: -----
■ ------- -
Thank you for entering into a Payment Agreement with us. For your records, the terms of your Payment 
Agreement are as follows. 

It is understood that the Company agrees not to d isconnect service as long as the Customer honors the terms of 
the Payment Agreement . 

Terms of the Payment Agreement: 

Timely payment of all current charges while this Agreement is in effect . 
A down payment of $466.00, which is due by 12/13/2019, is to be mailed to: 

National Grid , PO Box 4706, Syracuse. NY 13221-4706 

The balance of $1,681.42 is to be paid in installments of $280.23 due on or before the due date 
of each monthly bill. 

The arrears under this agreement may be subject to late payment charges at the rate of one and one-half 
percent (1 .5%) monthly, eighteen percent {1 8%) annually. 

I For this Agreement to become binding on both the Customer and National Grid, the Customer must: 

§ Sign and date the Agreement . 
§ Make any required down payment by the due date. 
~ Return the signed Agreement to the Company no later than 12/13/2019 to f National Grid , PO Box 4 706, Syracuse. NY 13221-4706 or Fax to 315-460-9511 . . 
~ Should the Customer enter into this Agreement and later fail to comply with the terms stated , National Grid may 

issue a Disconnect Notice at once. 

Rules pertaining to the Payment Agreements for Non-Resident ial Utility Customers are contained in Title 16 of 
the New York Code of Rules and Regulations. The Customer may contact the New York State Public Service 
Commission to determine rr this Agreement conforms to those rules. 

x~------~----~-------~---------c ustomer·s signature (Required to indicate acceptance of Agreement) Date 

x~-----------------------------
National Grid's signature (Representative acceptin g Agreement) Date 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

16 NYCRR § 13.7; NiMo Gas Tariff Leaf 23, Section II.2.4.2; NiMo Electric Tariff Leaf 47, Section 
II.2.3.2.1.4; KEDLI Tariff Leaf 38, Section 3C.2.3; KEDNY Tariff Leaves 132 & 133, Section II. 44.I.1.b   

Date the Order was Issued and Effective:

Summary of O&E requirements:  

SECURITY DEPOSITS NOTICES (NON-RESIDENTIAL) - A Company request for a deposit or deposit increase 
must be in writing and must advise the customer: (i) why the deposit is being requested; (ii) how the amount of 
the deposit was calculated; (iii) that the deposit is subject to later upward or downward revision based on the 
customer’s subsequent billing history; (iv) that the customer may request that the Company review the account in 
order to assure that the deposit is not excessive; (v) the circumstances under which the deposit will be refunded; 
(vi) that the customer will receive annual notice of the interest credited to the account; (vii) about the available 
deposit alternatives; and (viii) that for an existing customer from whom the deposit is being requested because 
of delinquency or financial condition, the deposit may be paid in three installments.  The Company must issue, to 
every customer from whom a deposit is obtained, a receipt showing the date, the account number, the amount 
received, the form of the payment, and must contain a notice explaining the manner in which interest will accrue 
and be paid and that the receipt is neither negotiable nor transferable.  

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       
 

----
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April 23, 2019 

!Bill Acoount Number: 
Seivice Address: 

SUBJECT: DEPOSIT REOUl:ST 

De&Cu!tomer: 

We wanted you to know that we are assessing a security deposit on your account in the amount of $ 50.00 because your 
eooount Is dellnQuent. 

The deposit will be billed to you in oonsQCUtive installments along with your next lhtoo regular monthly bills. The first 
Installment will be billed at 50" of 1118 total deooslt amount. The remalnl•Q deooslI bolance will be billed iro Iwo e<iual 
insIallmen1S of 25% of lhe I01a1 dePoSil amount. Failure 10 pay the deposil amounI required by lhe dale specffied on your 
bill may r&s:ult in the Issuance ot a Disconnect Notice. 

A deposit alternative (Irrevocable Lener of Credit or Surety Bond) that provides National Grid with a level of protection that 
is equivalent to cash can be provided In place of cash. To secure your account using a deposit alternative. please notify us 
and wt will provide lhe necessary forms. 

Guidelines for calculating the amount of security deposits are set forth in Title 18 ot the New York Code of Rules and 
Regulallons, These guidelines soecltv ·thot a dtllOOlt shall noI exceed lhe cosI of twice lhe customer's averoae monthly 
usage, except in the case of customers with wide fluctuatbn in usage. In tt);)se situations, the deposit shall oot exoeed the: 
cost of twice the awirage monthly usage for the pMk sMSOn. 

In accordance with those regulations. National Gtid is required to review deposit amounts being held 1ot non-residential 
customers at least once everv two vMrs. However. vou have the rioht to reouest that we conduct such a review. at /J/W 
lime, to deiermine If vour dePoSII amount Is correct OurinQ lhls review, 111e amount of Ihe exisIlnQ dtllOOlt Is compared wkh 
twice the amount of the average monthlv usage over the last 12 months. If the two amounts vary by more than 25%. 
Nallonal Grid will ref\J•d lh9 excMstve amount or may requesI addltlonal C011<1rage I It Is deficlenl. 

Your cash deposit will be held at a rate of interest es.tabl~hed by the New York State Public SeMCe Commission and you 
wlll be advised annualtv ol the lnteres.t credited to vour account. A deooslt altematlve does not eern arw Interest. In tho 
event vour account is terminated for any reason, your cash deposit. along with any acc,ued interest. will be refunded or 
credited against charges owing on you, aocount(s). 

This deposit will be eligible tor refund after 36-cons.ecutive months of on-time payments have been made, end no credit risk 
exists with your account. If any late payment history is noted on your account, or II financial risk exists as reported by a 
credible third oonv source such as a eredil rating OQencv. vour deposil will continue to be held. Wt will continue to review 
your account periodically tor possibte deposit refund in the Mure. 

Thank vou for vour atttntlo• 10 lhls matter. If vou have anv Qutsllons regardl•Q lhls letter. please call Crtdll & Collections 
811·800-443·1837, available Monday - Friday. 7:0Qam,9:00pm and Salurday. 7:008m,5:00pm. 

Sincerely, 

N4bona1 Grid 

This is an important noUce. Please have it translated. 
,;;,.,.; . .. ... ;tl)in....:,,1, .. 1<.Q>t:kA ~ ... ~..,,r.o.1 .. ,;, ~)~\ 1 .. \H:)T e.l"IU~G\o(IV.\STIIQNG 3'fo<l'ICM> •~ oe ooo6wCHC. 
& • cn,i :r,i,o i"lX'f!ll1W Si ..-~ ~o ~ >,.'I,~ \l!I 1..6~ <.11() OIi fl w ·nt('INl1 c-.I.()},\' Oblt,.'l,llj'AM'a. nof1)0CMl't' 'ffOOw 
A~i, .. ,~.,,. Y(l!illc,t ......... ~-'"I o .. ,eem1 /! urf ~ .i,x,'!Wtle, IIIN C'l'O nepc,llfflt. 

/i~d l!t!ICIJ'e. 

300 Erie Blvd. We;t, Sy1acv;e, NY 13202•4250 
l -800-443--1a37 ·www.na~ 1id.«x)ITI 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 
Required by Order, Joint Petition, Settlement, Other:

 16 NYCRR §§ 13.3, 143.1, 143.2, 275.1; KEDNY Tariff Leaf 119, Section II.44.C.1.A, Leaf 121, Section II.44.C.2; 
NiMo Gas Tariff Leaf 50, Section II.9.1.1; NiMo Electric Leaf 81, Section 14.1.1; KEDNY Tariff Leaf 121, Section 
II.44.C.2

Date the Order was Issued and Effective:

Summary of O&E requirements:  

FINAL NOTICE OF TERMINATION (NON-RESIDENTIAL) - The Company must provide advance final notice of the 
termination at least 5 calendar days (8 calendar days if mailed) prior to termination of service when the customer: (i) 
fails to pay any tariff charge due on the customer’s account for which a written bill itemizing the charge has been sent, 
except for charges that reflect service used more than six years prior to the time the bill first containing these charges 
was rendered, which charges must be pursued by other methods of collection; (ii) fails to pay amounts due under a 
deferred payment agreement; (iii) fails to pay a security deposit; (iv) fails to provide reasonable access to the premises 
for necessary or proper purposes in connection with rendering of service, including meter installation, reading or 
testing, or the maintenance, or removal, or securing, of the Company’s property, so long as the Commission’s 
regulations have been met, and the customer has not advised the Company that the customer does not and who does 
have control over access; or (v) fails to comply with a provision of the Company’s tariff which permits the Company 
to refuse to supply or to terminate service.  A final notice of termination must state: (i) the reason(s) for termination, 
including the total amount required to be paid, if any, and the manner in which termination may be avoided; (ii) 
the earliest date on which termination may occur; (iii) the address and phone number of the Company office that 
the customer may contact in reference to his account; (iv) that Company procedures are available for considering 
customer complaints prior to discontinuance; (v) that Commission procedures are available for considering customer 
complaints when a customer is not satisfied with the Company’s handling of the complaint, including the address and 
phone number of the appropriate Commission office; (vi) that it is a termination notice which should be brought to the 
attention of the Company when the bill is paid; (vii) that payment of the charges with a check that is subsequently 
dishonored may result in immediate termination of service without further notice, if applicable; and (viii) that at the time 
the Company goes to the premises to terminate service, it may require any payment to be made with cash, certified 
check or money order if the customer has, within the last 24 months, paid with a check that was dishonored.  If the 
Company wished to terminate service more than 60 calendar days after the issuance of a final termination notice, it 
must issue a reminder notice that states the current arrears due, if applicable.  If the Company wishes to terminate 
service more than 90 calendar days after issuance of the final termination notice, it must, during that time, issue a 
termination reminder notice that contains all the information required above

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT THE 
REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU MAY 
SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:
   Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       

(Name of DPS contact person)
Date Reporting May Cease:      

----
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nationalgrid Jum.1 17. 202 1 
B!II A :;;:;;ou11! Numbur: 

S1.1rV1:;;1.1 A:!dn1ss: ■ -■I -·-
Addltlonat emergency funding may be 
available to you because your aeeount 
la now In dlseonnecl status le-am more 
at ngrld com,bllttlelp 

THIS IS A FINAL DISCONNECTION NOTICE. 
PLEASE REFER TO THIS NOTICE WHEN PAYING THIS BILL. 

Wu ,w.111I lo halpyou a vol::! ::11:s:;;onm.1:;.1!on. II you c1 r1.1 um1b!1;1 lo pay thu 'Amounl loAvol::1 D ls:;onm.1:;;I' ol $683. i O on or 
b1.1l o11;;1 07/02/ 202 1. p !1ws1.1 :;:a ll us at i -800-443-iE37 lo ::!!s:;uss a ::!1.1hm1.1d paymunl i.ll:jllHIITll.tnl or othur options. Paymunl 
i.l i:jllHHTt1,111ts :;:..111 011lyb1.1 mm!u 011 your !ot~1! bal;n:.:1.1 (wh!:;h 111:.:lu:.!as !ot~1l wrums p lus :;;u111.111! :.:hmi:jus}. Your lot.ii bal<-1 11:.: 1.1 
a sol Junu 17. 202 1 Is $739.80. A llsl ol p~1ym1.mla1:j1.m:;!1;;1s ln your w1;w :.:w1 bu obt~rnu:1::! byvlstl!n;,; 
www.nationalgrid us.com. 

l hu 'Amounl lo A vol::! Dls:;011111;;1:;I ' lo:;:a!u::1 on lhu pay1mmt stub mus! bu p<-1!:! or your s1.11v1:;;1;;1 :;out::: bu :!!s:;;onn1.1:;;!1.1::! 
w11hou! lu11h1.1r noU:;;1.1. 1-a lluru lo pay !his <.1mounl .viii <.1lso rusu!I ln l1.11mhw t!on ;;I your :;;ommo:!tly s1.1M:;;1.1 :;;onlw:.: t. It your 
service is d isconnected, please be aware that it may take up to 24 hours to turn your service back on after you have 
paid your bill. 

N;.l!!om1I Gr!::! $559.43 
Othur Supp!Jur S1.11v1:;;1;;1s Si23.67 

Susp1.1m:1.1::! Ghmi:jl.lS / G11;1::!ds / 1:SGOSuspun::! S0.00 
Amouul lo Avoid Dls:;;011111.1:..1 S68J. 10 

Asummwy ol your r!i:jhts a nd 11;1spons!blld!1.1s Is 1611.1:! on lh1.111;1v1;1rs1;1 s!d1.1 ;;I !his noU:;;1.1. Pl1.1<.1s1.111;1<.1:! lh!s lnlo11m1Uon <.1n::! Ii.:! 
us kmr.v lnm11.1:!1a!1.1ly II you mu :.:ov1.111;1:! by a ny:;;; th1.1 spa:::lal p10!1.1:..11ons shmv11. 

This is an ,mportant notice. Please have i t translated. 
&tee um, .. it0~.,~ Q11i(111 mindi-lu lr.ld•i,, 
bl-.:,a ... ~•i-oi•.p,)ICJU~ Si, ..... ~~\!Wlt;;it 
l\"1. w.r,>N~I. \\:'11\l! el lr~IDUIIC.'llllea'leffl. 

Bi II At.t:.011111 f\. umbcr 

Motional G1id 
PO Box 371376 

07/021202 1 

Pillsburgh. PA 15250 7376 

O.\.Y I). M(l'I' ll>.N111(»..t_; C,'\o Ql~N TIIQNr: 
XIN WI t.O:,,.'G CHO r,tCII L,)l 11J0NOC.\O,\\· 

3'ro O•letn. ~ Ct)()(il!{M lt. 
OOlt!M)fkfl, nor1)00rrt •TO&i 
ISIN t ro nqita:e.r111, 

Oues!t1 ¢ vn'nl~ 1tnp:;t1"1\e. 
S• IYeQ<t.cilr{J!.t,;rl!, 

300E• eS\'d W~tSyracu~,r-tf 13202-42-SO 
l •S00.<1<13-1837· www na1onagrd1.1s.oom 

Amoun l (I) A,·oill l) i,. t:OtltlL't:1 

$683.10 

$ 

A 1110 11111 Due. 

$738.80 

Et-, ran. AM OlJt-, T Et-,CL 05E.D 

V.111_,,.,~u,,t ,.,,,,1:., 11,lni..•dm.i.:1:<1.iU:1,; 
,.,,.,., ..... 1 

l00011Pl1•100111 1l••1111l• 01111 1111•1•1' 11°1 11IHl1•111hlh 111 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 31; 16 NYCRR §§ 11.3; 13.2; NiMo Gas Tariff Leaves 19, 39, 40, Sections II.4.1.1.2 & 
II.2.2.10; NiMo Electric Tariff Leaf 44, Section II.2.2.10, Leaves 55-56, Section 3.1.1.2 & 3.1.2.2-4; KEDLI Tariff 
Leaf 21, Section II.2A.1.10.1; KEDNY Tariff Leaf 127, Section 44.G.I, Leaf 130, Section 44. G.4

Date the Order was Issued and Effective:

Summary of O&E requirements:   

DENIAL OF APPLICATION FOR SERVICE NOTICE - The Company must provide written notice to applicants 
within 3 business days (10 business days for non-residential applicants) of receipt of an application for service 
that service denied.  The Company must also make an effort to provide immediate oral notice to the applicant.  
The Company must advise any applicant who submits an incomplete application, in writing and within 3 business 
days after receipt of the application of the information and/or documents that must be submitted in order for the 
application to be considered complete. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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I 
I 
II 

$e tember ~7. ~•~ 
Bill.Account Number: nationalgrid 

Date Service R-od: 
Date Service Oenied: 

JOO.ml ,;r 102? 

Your appllcallon for service at has been denied at this 
time because of money owed for previous residential service provided in your name. 

The total amount owed is: $268.48 

I n order to resolve this matter, we require the full payment of the unpaid balance OR acceptable 
.arrangements with National Grid. 

Please direct payment to: National Grid, PO Box 371376 Pittsburgh, PA 15250-7376 

For unpaid bill obligations or for other assistance, call 1-800-443-1837. Please refer to the "NOTICE 
·OF SERVICE DENIAL". We will be happy to assist you. 

11 you consider this denial unjustiiied, you may request assistance from the New York $tate Public 
Service Commission online at www.dps.ny.gov/oomplaints, by calling 1-800-342-3377 (toll free), 8:30 
.a.m . - 4 p.m. Monday - Friday, or by mail: New York State Public Service Commission, Empire State 
Pla2a, Albany, NY 12223. 

If necessary, you may call their emergency number at 1-800·342-3355 from 7:30 a.m. • 7:30 p.m. 

1()50 12 

Smell Gas. Act Faat. Call 1-800-a92-2345 or 911. 

•U I.,,.,.,,_,, ,,., '<<"l otll (.0<1,.,,,~.u •• ~~ •·•,Imo 
<I, ,,,,."' ,,.,,,.,.,.., , , r, ,.,-m,url tttolo:ot 

\.,, .,1,.,u,, v,. !u1t.,l n .,.,.,, ,.,.1,.,~·•I 

I,,. I. ', \1'.! II ','- I!•:, + \• ~•I,, ·1 ( 1._, , 
\I '- \ I ,,,, ! l h I I "ti I -~••,l,, " ',) 

,, " 

- 1,-'II ,, ~,,ii, (111,1.)-ur<••ltt"'!( f•IUC" 
flviu.wit,;1 t;1. l ),Jl~l'.•\l l !t ••TlX•K 
J._\\ {Cr, , nej•Cr.c.,1 

300 EOO Blvd West. Syracuse. NY 13202-42:50 
1.aoo-44l837 • v,ww.nationalgridus.oom 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 32; 16 NYCRR §§11.4, 143.2, 275.1; NiMo Gas Tariff Leaf 50, Section II.9.1.2; NiMo Electric 
Tariff Leaf 81, Section 14.1.2; KEDLI Tariff Leaves 51-52, Sections II.4A.3.1.1 & II.4B; KEDNY Tariff Leaf 51, 
Section 26.A

 Date the Order was Issued and Effective:

Summary of O&E requirements:   

FINAL NOTICE OF TERMINATION (RESIDENTIAL) - The Company must provide a final notice of termination or 
disconnection of service by mail or delivered personally at least 15 days prior to the termination or disconnection 
date stated on the notice and must contain the following information: (1) the earliest date on which termination 
or disconnection may occur, (2) the reasons for termination or disconnection, (3) the total amount required to be 
paid, (4) how the customer can avoid termination or disconnection, (5) the address and phone number of the 
office of the Company, (6) the availability of Company procedures for handling complaints, and (7) a summary 
of the protections available under the HEFPA, noting that customers eligible for these protections should contact 
the Company.  The notice must have printed on its face, in a size type capable of attracting immediate attention, 
language conveying the following: THIS IS A FINAL TERMINATION NOTICE. PLEASE REFER TO THIS NOTICE 
WHEN PAYING THIS BILL, or THIS IS A FINAL DISCONNECTION NOTICE. PLEASE REFER TO THIS NOTICE 
WHEN PAYING THIS BILL.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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nationalgrid J un1.1 17. 202 1 
B!II A:.::.:ou11! Numb1.11: 

S1.1r\llc1.1 A:!dnrss: ■ -■I ---
Addltlonat emergency funding rway be 
available to you because your 8¢COunt 
I& now In dlseonnecl ate.tu& Leam more 
at ngrld com,btlthelp 

THIS IS A FINAL DISCONNECTION NOTICE. 
PLEASE REFER TO THIS NOTICE WHEN PAYING THI S BILL. 

Wu und1.1rstm1::! th1.1s1.1 w1.1 l!m111:;lal~ :::i dll:;u!I lhm.1swh!:;h 1m1y 1m11(1;;1 II :;h<.1!h,m y !ni:j lo pay your N;.it!om1I Gr!::! b lll. 

Wu ,w.ml lo hulpyouavol::1 ::!ls:;;0111n:;.1!on. II you WI.I um1b!1.1 lo pay lhu 'Amount loAvol::! D ls:;011111;;1:;;I ' ;;I $683. i O on or 
b1.1l or1;1 07/02/202 1. p !1.ms1.1 :;:..1!1 us <.1. i -800-443-i837 lo d!s:;uss a ::11.111.1111.1::! paymunt <.1i:j11.11.1munl or othur opUons. Paym11nl 
<.1 i:jnu.1n11mts :.:..111 only bu mm.!1.1 011 )'Our !ot<.11 balm1:.:1.1 (wh!:.:h l11:.:lu:.!1.1s lot<.1l wr1.1ms p lus :.:urri.111! :.:hm;,; us}. Your !ot<.11 bak111:.:1.1 
<.1sol Jum.1 i7. 202 1 Is $739.80. A lb.I ol p<.1ym1.mt<.1;,;1;;1n:;!1;1s ln your w1;w :.:w1 bu obtmm:1d byvlsll!ni:j 
www.nationalgrid us.co m. 

1 h1.1 'Amount lo Avold Dlsconn1.1:;;I ' lo:;:..1 !1.1::! on lh1.1 paymunl stub mus! bu pa!;! or your s1.11v1:;1;;1 could bu d!s:;onn1.1:;; l1.1d 
w11hou! lurlhur noU:;1.1. h 1Uur1.1 lo p..r/ this w riount w !II a lso rusu!I ln !1.11m!m1t!on :.;I your commodtly s1.1rvi:;1.1 :;;ontw:;;t. I t your 
service is d isconnected. p lease be aware that i t may take up to 24 hours to turn your service back on after you have 
paid your b ill. 

N;.1Uom1I Grid 
Othur Supp!Jur S1.1rv1:;1;;1s 

$559.43 
S \23.67 

Susp1.111t1.1d Ghmi:jus / G11.1dtls / 1:SGOSuspund 
Amouul loAvo!;! Dls :;;011111;1:;.1 

S0.00 
$683.10 

Asummwy ;;I your r!i:jhts<.1n::! 11;1sp:ms!blltl!1;1s Is lls!1.1~ on lh1;111;1v1.1rs1.1 s i:::1.1 ;;I !his noU:;1.1. Pl1;1<.1s1.1 r1;1<.1d lh!s ll1lo11m1Uon an::! Ii.:! 
us know lm1r11.1di..1!1;1lyllyou WI.I :;;ow11.1d by w1y :.;I th1;1sp1;1:;; lal p1;;!1.1:;.11onsshown. 

W-r->12 

This is an ,mportant notice. Please have i t translated. 
&tee 11m,wit0~·un~ Qui!,-mind,i.lu lrH•ir, 
&1-,:,a 1111~,i,.,oJ•.,O,t:11.t~ Si,..,_~IU~.,,_,t,_ir, "'ll'. lql<>IU~,. \\:'1111/e.t 1,~a.a.e,:llueinem. 

O.\.Y 1). M(>'I' li.\N111(»..t; CAO Qt~N Tl")Nt: 
XIN WI t.0:-.'G CU() rnc11 (.,}I 11t0NOC.\OA\' 

Oves!t1evn'n lc,rr.a6:;no 11nl)Ol'1<71\e. 
Si lYei:J<t.cilr~tJl'l!I 

3'ro O'letn. ~ Ci')l')ffU(<fflt. 
OOWM)fkfl,. OClfl)OCl ff't' 'ITOISH 
1101 t ro nq1CSt.1n 

300E•e S\'d W~t Syracu~. r-tf 13202-42-:0 
l •S00.4-43-1837· www ru.tonagrdu s.0011 

Bi II A<.t:-011111 f\. umbcr Dale Om:. .Amoun l (I) A,·oill l)i,. l:OtltlL't:I Amo11111 Due 

1)7/021~)21 

Mallonal G,lo 
PO Box 371376 
Pillsbu1gh. PA 15250•7376 

l00011Pl1•100111 1l••1111l• 011111111•1•1' 11°1 11ll•ll1•111hlh 111 

$ 

$738.81) 

EN rER AMOlJI\ T EI\CLOSED 

V.111., ... ~ui,t ,.,,,.t,;, 11,lni..•dm.k1:t1.Ll:1• 
,.,,.,., ..... 1 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

 NY Pub. Serv. Law § 37; 16 NYCRR § 11.10; NiMo Gas Tariff Leaves 86-88, Section II.15.10.1; NiMo Electric 
Tariff Leaves 142-145, Section II.26.12; KEDNY Tariff Leaves 43-46, Section II.22.A; KEDLI Tariff Leaves 55-57, 
Section II.4E.1

Date the Order was Issued and Effective:

Summary of O&E requirements:  

DEFERRED PAYMENT AGREEMENT (RESIDENTIAL) - The Company must contact customers or applicants 
by phone, mail or in person to advise of availability of a deferred payment agreement and must follow-up with 
written offer not less than 7 calendar days (10 if mailed) before the earliest date that service may be terminated by 
providing 2 copies of the DPA.  In those instances where the Company believes customer does not qualify for DPA 
(i.e. adequate financial resources), notice must be provided to the customer.  Reminder notices must be sent to 
customers who fail to timely pay DPAs at least 8 calendar days prior to the day when a final notice of termination 
will be sent.  New DPA offers must accompany certain final termination notices.  Specific DPA requirements as are 
set forth in the Commission’s regulations. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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I 
I 
f 

nationalgrid 
RESIDENTIAL DEFERRED PAYMENT AGREEMENT 
Custom8r lnquili8s Telephone Numb8r 1-000-443-1837 

(IF FULL PAYMENT HAS ALREADY BEEN MADE, PLEASE DISREGARD THIS OFFER) 

Na,ne: NY 12 CUSTOMER LETTER 0022 
Sei,,ioeAddr&$$: 

Dear Customer; 

Thank you for your interest i'l a Deferred Payment Agreement. 

Account Number: _ 
Date: August 9, ~018 

Payment Agreement Rules and Information are on the= side of U,is letter. After review, please 
s ign and return the entire form. An additional copy of the agreement is enclosed for your records. 

S incerely, 

!National Grid 

This is an important notice. Please have it translated. 
l:olct i.11.w,.iw,i,ilPU(l.l""".O•i:1to11...a.f..b 11o111,1,. 
~ to 11.0 M,;o'l 1,...,.,.,..-..11:. s;,_.., m.ud:loo mdotcir. ""'"'-,...,._...,, __ .,,._, __ , IJo~ I.A ).'°1. '11.\NTI!Ot-'G C1-oQl.,v.., ,w.,«; 

l\11" , , n.ot-~. ,~111 l)l(.11 4 1 u ,o:-achuAv 
°"9sf~e"'~~te. 
Slp,eg& d 1,aa u,ia. 

:,:,.,0 O"ftl:11; Q!Ot.'ICCoo!Jlll-N•te 
O~tl<fll.~~ .. ....... , ..... ~ ... 

DO NOT DETACH VOUCHER 

a 0022 12 
300 Erie Blvd. West Syracuse. NV 13202-4250 

1-30().443.1837• v.vtw.naionalgridus.oom 

Bill Accou111 Numb« 

1<00lel• SF 1(111 

Da1cDut 
,011/2 i/16 I 8 

411,l'OOOOl.Jl 

P:l&l Due 8aL,noc 
$152.,1.i 

Do" opaymen1 Aoiowu 

ENTER AMOUNT'ENCLOSeD 

$ 

Nationo.l Grid 
POBox37t471 
Pinsbu,gh, PA 15250-7471 •• , •••.• , •• 11.4•11••····•4,.,i ....... 1, •• ,. 

II 
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Name: NY 12 CUSTO-v1ER LETTER 0022 Account Number: -
PAYMENT AGREEMENT RULES AND INFORMATION 

PLEASE REAP THE FOLLOWING CAREFULLY BEFORE you S(GN THIS AGREEMENT 
1. National Grid io required to offer you a payment agreement that you are able to pay. 
2. Normally. payment agreements require that you make a down payment, pay your CtJrront bi .. on ti...,, and malte an 
iistalk"-.ent pa~ each month toward your a,rears balance. K you can show that your present fhancial circumstances wl 
not allow you to malte such pe.yments, we are p,epared (where appropriate) to offer agreements that do not 1equire a down 
payment wi'tll monthly h stalli"lents as low as $10 above the amount o f yoor current bill. 
3. tf a telephone hterview takes place, we may ask questions regardi,g your f'lcome, expenses, and available assets. Yoo 
woold be required to provide such Wormaiion and, 1 required. reasonable substantlalion that me nfonnation you provide Is 
accurate. 
4 . Recipients of Public Assiotance, 0< St,pplemental Securty Income (SSl) may wish to ~on sider contacti,g mes local 
Department of Social Servioes offioe as they may be ellgi>le for utiity bill payment assistance. 

After reviewhg the specifte terms of this agreement (stated below) if you fe-el you are not able to make the required payments, 
do not sign this agreement. ff you have any que$tions or wish to discuss the terms with a National Grid representative, call 
H00-443-till37. Monday• Friday. T a.m, -9 p.m., and Satllrday 7 a.m, • 5 p.m. 

HOW.fl\Y_MENJS WILL..BE MADE I~ YOU.ACCEJ>I JHIS AGREEMENT 
k ol 08/09/2018, you owe a prev!01.1s balance o; $152.44 and a cu.rrenl bill amount ol S79.85 lor a total owing of $232.29. A 
,down payment of $44.50 must bo made by 08/21/2018 leaving a balance of $187 .79. This ,emalnlng balance Is to bo paid in 
0004 monthly in,taUment(s) as follows: 003 payment{s) of $44.50 and a final ( 4th) payment of $54.29. All installment 
payments t:overed by this agreement and all bills you will be 1eceivin9 for currant charges while the ag.reement is in effect 
must be paid by the due dates shown on the bils. 

To accept this agreement, sign and date the form below, enclose the required down payment, and mail using the 
,encJosed envelope, To avoid termination of service, the signed ag,eement and down payment must reach us by 00/21/~>18. 

WHAT HAPPENS IF you DO NOT MAKE THE PAYMENTS 
If you do not make any payment required by the terms of the agreement. we may ilsist upon tun payment of all monies owed 
to vs and take steps to shut-·off servioe where legally permitted, Please contact us if the reason for not making payment is that 
your financial circumstances (income and expenses) have changed significantly due to conditions beyond your control. We 
will determine your ellg!bility fo, a ~yment agreement that considers your financial circumstances which may require no 
down payment and installments as low as $10 per month above current bills. 

ASSISTANCE 
If you wish to speak with a National Grid representative, call HK>0-443•1837, Monday• Friday. 7 a.m. • 9 p.m .. and Saturday 7 
.a.m. • 5 p.m. tf further help is needed, you may contact the New York State Public Service Commission online at 
-www.dps.ny.gov/complalnts, by phone at 1-80().342..:J3n (toU free), 8:30 a.m . • 4 p.m. Monday . Friday, or by mall: New York 
•State Public Service Commission, Empire State Plaza, Albany m, 12223. 

BY.C!GET_BILLINQ_OeJ:IQN 
ff yoo w~h to enroll ;, our Budget P,lan, place a check mark i, the box below. You can avoid the highs and lows of seasonal 
bib by spreading your projected energy co.ts hto 12 pre<fielable monthly payments. This plan pertains only to new bils andl 
does not change tlte specific terms of Ille payment agreement. If yoo have any questionl. please call 1-ooo-642-4272, 
Mooday • Friday, 7 am, • 7 p.m, 

□ Yes, I would li<e to be 1Put on Ille Budget Plan. 

AC.CEe:J'.AN.CE QE.AMEEM,l:N'I'. 
Company Acceptance: 6y this statement, Natbnal Grid verifies that gpecific terms offered oo this document are an 
acceptable agreement for payment. of monies owhg. 
Customer Acceptance: To Indicate acceptance; elgn. date. and print name. I have read. undermnd and accept the terms of 
1his agreement. 

SIClNATUf\E: ______________ DATE:__J__J __ 

PAMNM£: PHONE: L__J. __ _ 

8y signing and returning one copy, you are agreeing to make payments according to the terms of this agreement. ~ return, 
National Grid wll agree not to shut off your service for non-payment, for as long as you oontiiue to honor the terms of the 
agreement If you do 00{ sign and return the agreement {or contact us to discuss alternative tenns) and a final termination 
notice ls In effeci, we wlll take r,ecessary steps to terminate your service. You rnay aJao lax this agreemen1 to (315) ,100-951 1, 
o, emaa It to dpaactlve@natlonalgrld.ooon. 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 39; 16 NYCRR § 11.13; NiMo Gas Tariff Leaves 62-34, Section II.13.2; NiMo Electric Tariff 
Leaves 122 &123, Section II.26.2; KEDLI Tariff Leaves 41-43, Section II.3D.1; KEDNY Tariff Leaves 27, Section 
II.13.A, Leaves 29-31, Section II.13.C

Date the Order was Issued and Effective:

Summary of O&E requirements:  

ESTIMATED METER READING NOTICES (RESIDENTIAL) - When estimated bills have been rendered to a 
residential customer for a period of 4 months or 2 billing periods, whichever is greater, the Company must take 
reasonable actions to obtain an actual meter reading, such as by making an appointment for a reading outside 
of normal business hours, offering the customer the opportunity to phone in a meter reading, or providing a 
meter-reading card to be filled out by the customer and mailed into the Company.  After 6 months or 3 billing 
periods of estimated bills, the Company must send a notice to the customer and to the person who controls the 
meter offering a special meter appointment for meter reading both during and outside of business hours.  If the 
Company receives no response after bills representing 8 months or 4 billing periods, it may send another letter 
advising the recipient that if no appointment is made, a charge not to exceed $25 may be added to the next 
bill, but that no such charge will be imposed if an appointment is arranged and kept.  If the Company intends to 
obtain a court order to gain access to the meter, it must inform the person who controls the meter by certified or 
registered letter.  If, due to estimated readings, there is an understatement of the actual amount of money owed 
by more than 50% or $100, the Company must notify the customer in writing that he/she has the right to pay 
the difference in regular monthly installments.  If the Company gains access to a meter through a court order, 
but cannot fully restore service because the court order does not permit access to all areas of the premises, the 
Company must lock the meter and leave written notification informing the customer how service can be promptly 
restored.  If the customer fails to contact the Company to have service restored, the Company must attempt to 
contact the customer on no less than a weekly basis until service is restored. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually): 
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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Ap,i24,201Q 

Se,vice Address: 

Dear Customer. 

According to our records. multiplo unsuccessful attompta havo boen made to obtain an actual usago roadinq 
on your mator, thareiore, we have continued to bill your account based on estimated usage reads. For customer 
bills to be accurate, meter reads must be based on actual usage reads rather than estimated usage reads. 

Please #ollow ONE. of the options below to provide an actual meter reading, and to keep your account up.to-date. 

• Complete the enclosed postage,.paid meter reading card to report your meter reading. Follow the 
1instructions on the card carefulty, marking the exact position of the hands on each dial on your meter. 

!Report your meter reading at www.natlonalarldua.com or through the Automated Account Services line 
at 1-888-932-0301 on vour noxt achodulod motor roadlng dato. This date is provided above, as well as 
on your bill. Please have your account number available, which is also located at the top of this letter. 

• Contact Customer Service at 1-800·642•4272 to provide special instructions, or to schedule an 
appointment tor us to access and read your meter . 

If I hlY0 10 AutomatGd Mtt9r R1adlna PtYicl! (AMR) do I 099d to tako aov addlttonal IPJlon? 
Possibly. If you are a customer with an AMR device, which allows us to read your meter remotely through a radio 
signal, you will need to call Customer Se,rvlco to schadulo an appolntmontito either repair or replace the AMR, 
as it may not be v10r1<in9 correctly. 

If you do not have a n AMR o r are unsure, you will need to call Customar Sarvico to schadulo an appolntmant 
for your meter to be read, and to install an AMA device to avoid future estimated reads. 

What if I don't control acc@a1 to mu m@t@c2 
Please contact Customer Service to provide us with the name of the person who does control access. Thfs 
person may be your landlord, building superintand&.nt or managing agent Once W8 have the name of the person 
controlling access to the meter, a letter will be mailed in1orming him or her that we must obtain an actual reading 
on your meter . 

TIhank you for your cooperatK>n and prompt attention to this matter. 

Sincerely, 
National Grid 

08.U 12 

Smoll Gao. Act Faot. Ca II Gao Emorgoncy 1 ·800-892-2345 or 911 

This is an importan t notice. Please have it translated. 
F.eicl . ,,.,.,_,..,;,(1,.-,rto,1,<.Ql,it;:n. 1uu,Ji.J,:,1r:.J10r. 
~, u .. .,;,oia1-.<o110. Si<WI~ -of,i,f,l fr..J1..,._ 
"'"Info.nm. ~ le,.1n1,hlftl,......h1t-. 

1\i..\ 1~\MO-r 11A.-.;·nt::Noc\oomsT111JNG 
,\'In 'l ' L.<)-«;< l k.lOllfl l,,}I TH1.)N<1('.i.()A)· 

0.>:61118 t-fi'ir'lt::)mWOflt h'IPQl'k'lmt. 
5093i<l11!'8fl.t11 

;)ro O'l(llt, IIWtOC (ooGIIMte. 
~ JQ'lPO('trtt .. ~ 
11AM tl'O ltepelle.llt 

300 Erie Blvd Wm Syracuse, NY 13202-4250 
1-800-642-4272 • www.nstionalgrid\.l&.Mlfl1 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 39; 16 NYCRR § 13.8; NiMo Gas Tariff Leaves 64-66, Section II.13.4; NiMo Electric Tariff 
Leaves 135-137, Section II.26.10; KEDNY Tariff Leaf 29, Section II.13.B; KEDLI Tariff Leaf 43, Section II.3D.2

 Date the Order was Issued and Effective:

Summary of O&E requirements:   

ESTIMATED METER READING NOTICES (NON-RESIDENTIAL) - After 6 consecutive months of estimated 
meter readings, and failure to obtain an actual reading at the time of the next regularly scheduled or follow-up 
reading attempt thereafter, the Company must, within 7 calendar days, make another reading attempt or an 
appointment with the customer to read the meter.  At the time of the unsuccessful attempt, the Company must 
leave at the premises or mail to the customer a meter-reading card.  The Company must begin providing no-
access notices to the access controller and, if different, to the customer (i) with the 2nd consecutive estimated bill 
for accounts billed for demand; (ii) with the 4th consecutive estimated bill for accounts not billed for demand; or 
(iii) with the 10th estimated bill for usage based on a remote registration device or a customer reading.  Specific 
no-access notice requirements are set forth in the accompanying appendix.  If estimated bills are rendered due 
to circumstanced beyond the control of the Company which made obtaining an actual reading extremely difficult 
covering more than a 24-month period, a statement advising the customer in writing of the specific circumstances 
and the customer’s obligation to have the circumstances corrected.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:

  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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tear Customer. 

September 28, 2019 

!Next R8"ding/E$timate: 08'23 
!Btll Account Number: 

Seivlet Address: 

IF,INAL TERMINATION NOTICE 

According to our records. multJplo unsuccossful attompts havo boon mado to obtain an actual usago roadlng 
on vour moter. thareiore, we have continued to bill your account based on estimated usage reads. For customer 
bills to be accurate, meter reads must be based on actual usage reads rather than estimated usage reads. 

Al a roault of your contlnuod oatlmatod roada, a $100 no-accou chargo haa boon addod to your bill, and will 
bt lncludod on ovory bill unt111c0O11 to your motor 11 provldod. Wo may al1O tako 1topa to tormlnato your 
aarvico. 

How can I avoid rocolvlna addllional Sl 00 02:::ACCQU ChAC991? 
For National Grid to get actual reads, we must be able to gain access to your meter on the next meter reading date 
which is shown above, or you must schodulo an appolntmonUo have your meter read prior to that date. 

What ha0otn1 If I do not allow acgo11 to mv motor for an actual road? 
If an actual meter reading cannot be obtained by the next scheduled meter read, and your service can be physically 
terminated without obtaining access, steps wlll be taken to terminate your service. If your service cannot be 
i:tiysically terminated Wffhout obtaining access, steps to obtain a court order to gain access to your meter wiU 
follow. Tho court co1t1 and aoaoclatod coots for thla will bo your roaponolblltty. You will be notified in advance 
ifwe intend to foUow this course of action. 

How can I tcb1d11l1 an nnoolntm1nt tor mv m1t1t to b9 rgod2 
You may schedule an appointme nt by contacting Customer Service at 1-800-642•4272. 

tf I havo an Automatod Motor Boadlno P9vlc9 lAMB\ do I nud to tako anv addlUonal aeuon? 
Fossibty. If you are a customer with an AMR device, which allows us to read your meter remo1ely through a radio 
signal you will need to call Customer Servic8t rto schedule an appointment:ito either repair er replace the AMA as 
it may not be working correctly . ltf you do not have an AMR or are unsure you will need to c.all Customer Service rto 
schodulo an appolntmont. for your meter to be read, and to install an AMR device to avoid future estimated reads. 

What H I don, control ICC931 to my 009190 
Please call Customer Service to provide the name of the person who does control access. This person may be your 
landlord, building superintendent o r managing agent. Once we have the name of the person controlling access to 
the meter, a letter will be mailed informing him or har that we must obtain an actual reading on your meter . 

Thank you fo r your cooperation and prompt attentK>n to this matte:r. 

Sincerely, 
National Grid 

"""''2 

$moll Gaa. Act Faat. Call Gao Emorgoncy 1-800·892-2345 or 911 
This is an important notice. Please have it translated. 

F..ki . .. ,.,;.., iot¥'(1<1UOI<. Q>d<A .... ~.., u\'o,111,i, t)i.\ 1~\ ~l)T 11.\.'v Utl!':NO ('..\oQUAS THONG 3T() 0 '10. l ft)l()e ooo6m~ 
&1u.nt1 ;r,i,o in,x,r,ww Sir.-~11 ~ ir, ~ W I l.(),~:; <JI) 0 1(:tt W T Hl)s<: (" ..i.OAl' nOlt-~ norl)O(:Kl't' 'ffO(iM 
""'' .,,~ •• ','(11illr,: .... ,~ .. "W-IOI o.,eem, ~ urf ~ lt,x,'lllltl~ IIIN ertl nepa!Mt. 

ii t)leQI) d !ltd.n). 

300 Erie Blvd Wm Svracu$9, (IN 13202-42$0 
l -800-642-4272 • www.n ationalgridu&.com 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:  

NY Pub. Serv. Law § 44; 16 NYCRR § 11.17

 Date the Order was Issued and Effective:

Summary of O&E requirements:    

WELCOME MATERIALS/RIGHTS & OBLIGATIONS (RESIDENTIAL) – The Company must, at the time service 
is initiated to a residential customer, by a notice accompanying a regular bill or in a separate mailing, provide 
residential customers with a summary of their rights and obligations under the Home Energy Fair Practices Act, 
the Energy Consumer Protection Act of 2002 and the Commission’s regulations.  At a minimum, the summary 
must include the following: (1) a description of the complaint-handling procedures available at the Company and 
the Commission; (2) customers’ rights and obligations relating to payment of bills, termination, disconnection and 
suspension of service and reconnection of service; (3) a description of special protections afforded the elderly, 
blind and disabled; persons with medical emergencies; persons receiving public assistance, supplemental 
security income benefits or additional State payments; and persons in two-family dwellings; (4) a request that 
customers who qualify for the protections granted to residential customers in the Commission’s regulations 
voluntarily so inform the Company; (5) the right of a customer to designate a third party to receive copies of all 
notices relating to termination, disconnection and suspension of service or other credit notices; (6) appropriate 
forms that customers claiming the protections listed above may fill out and return; (7) a description of the 
customers’ rights in regard to deferred payment plans and the holding and demanding of security deposits by the 
Company; and (8) a description of the Company’s budget or levelized payment plans.  If service is provided to a 
county where, according to the most recent Federal census, at least 20 percent of the population regularly speaks 
a language other than English, the Company must, at the request of a customer residing in such county, send its 
messages on bills and notices in both English and such other language to such customer.  

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:

  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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Ap,i 23, 2019 

IS.I Acoount Number: 
INeX1 Meler Reading Date • Week of: 

Service Address: 

NY 12 CUSTOMER LETTER 1003 

Dear NY 12 CUSTOMER LETTER 1003: 

Welcome to National Grid. We look forward to serving you. 

Ploase review your account dolalls above and lot us know right away If this Information Is not corroct by calling our 
Customer Service Center at 1-800-ll42-4272, weekdays, 7 a.m.-7 p.m. A$ the customer of record, you are 
responsible for payment of bills. 

Your safoty Is our top priority 
Our emergency service is available free of charge 24 hours a day, 7 days a week. To report an electricity outage or 
downed wires, please call 1-800-867--52:22. Atways consider any downed wire to be live and dangerous. For 
Natk>nal Grid gas customers: If you :Smell gas, leave the area immediatety and call our gas emergency line, 
1..S00-1392-2345, or call 9 11. 

Convenie nt self-service options 
Please visit www.nationalgridus .• com to access your account and to use our electronic payment options, including : 
• Online/by phone • Pay as you go with our secure website or with o ur automated tetephone service. 
• Credit and debit card payments - For a nominal fee you may pay by your credit or debit card online, or by 

telephone using the SpeedPay automated service. 

Tips for managing your anargy bills 
• PaparlaS8 Billing - You'll save time - and postage -- and receive an email when bills are ready to be viewed online. 
• Budget Plan - Manage your energy bills by spreading your annual energy costs into 12 predictable monthty 

payments, helping to avoid seasonal bill spikes. 
• Customer Choice - You have the option to buy energy from an independent energy services company (ESCO). 

No matter who you c hoose fo r y.our energy, National Grid will continue to provide customer service and respond to 
emergenele!. 

Your right• •• a cuatomor 
We've included a "Rights and Responsibilities .. document which outlines billing . protections and safety information. 

By accepting service from National G rid . you cxprcssty consent to tho Company or its roprcsc ntativos contacting 
you by phone, autodialed and automated voice caU. email. or text message regarding your utility service. You may 
request to be removed from future calls related to non-emergency issues in one of three ways: 

Call: Customer Service at 1-ll00-642-4272 
Email: optout@nationalgrid.com 
U.S. Mail: National Grid. Customer Contact Center C-3. 300 Erie Boulevard West. Syracuse. NY 13202 

If we can assist in any way, please call Customer Service or email using the Contact Ua link on our websit,e. 

Sinceroty, 
National Grid 

This is an important not ice. Please have it transla1ed. 

1003 12 

fN• $ • " -• ;,..,..--u. Q,,..,.. ......iMlo, lt>t.lu-
fNe eo 11• .. u.o;,q_ ,.,.s;....-_>h,I,,~ 
/t•li llnp,;,n~ \'Ndl« 1/'W.11,t lflffll),ll•lffflflfll. 

t\i.l 1.\.\1()'1' B.\.'l'lltOsCC\ol)lJA1'Tl!Qt-1, 
XlN \l!I (..Q'l"(;Uf()Oll.:111,,)1 Tlk)S(ICl.(),\l' 

Q,,eslj. ~ ~l)Of'l,r'll(I. 
S~Oll!'G0.119 

3-ro O'ltllb 81l«HOC f006ruMtt. 
no~ ~IO(tm ,.1"0&ol 
- fro 1,epe11e.U ~ 

300 Erie Boulevard West, Svracuse. NY 13202 
1~2-4272 •• www.nationatgrictu&.com 

iiiiiiii 
oiiiiiiiil 

~ ;;;;;; ---~ 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 44; 16 NYCRR §§ 11.17, 143.9, 275.9

Date the Order was Issued and Effective:

Summary of O&E requirements:    

ANNUAL NOTICES/RIGHTS & OBLIGATIONS (RESIDENTIAL) - The Company must, at least annually, by a 
notice accompanying a regular bill or in a separate mailing, provide residential customers with a summary of their 
rights and obligations under the Home Energy Fair Practices Act, the Energy Consumer Protection Act of 2002 
and the Commission’s regulations.  At a minimum, the summary must include the following: (1) a description of 
the complaint-handling procedures available at the Company and the Commission; (2) customers’ rights and 
obligations relating to payment of bills, termination, disconnection and suspension of service and reconnection 
of service; (3) a description of special protections afforded the elderly, blind and disabled; persons with medical 
emergencies; persons receiving public assistance, supplemental security income benefits or additional State 
payments; and persons in two-family dwellings; (4) a request that customers who qualify for the protections 
granted to residential customers in the Commission’s regulations voluntarily so inform the Company; (5) the right 
of a customer to designate a third party to receive copies of all notices relating to termination, disconnection 
and suspension of service or other credit notices; (6) appropriate forms that customers claiming the protections 
listed above may fill out and return; (7) a description of the customers’ rights in regard to deferred payment plans 
and the holding and demanding of security deposits by the Company; and (8) a description of the Company’s 
budget or levelized payment plans.  If service is provided to a county where, according to the most recent Federal 
census, at least 20 percent of the population regularly speaks a language other than English, the Company must, 
at the request of a customer residing in such county, send its messages on bills and notices in both English 
and such other language to such customer.  At least once a year, the Company must provide, to all residential 
customers in such county, a notice in such other language spoken regularly by at least 20 percent of the 
population in such county of the right to request messages on bills and notices in such other language. 

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually): 
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:

  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan80
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

NY Pub. Serv. Law § 66; 16 NYCRR § 11.17

Date the Order was Issued and Effective:

Summary of O&E requirements:

TIME-OF-USE RATES NOTICES - Where the company offers time-of-use rates, it must provide the following 
information, at least twice per year, by a notice accompanying a regular bill or in a separate mailing to its 
customers billed on such rates: (1) a description of the hours for which these rates are available for both standard 
and daylight standard time; (2) if resetting the electric time-of-use meter is necessary to restore the effective hours 
of the time-of-use rates following an interruption of service, a description of procedures such customers must 
follow in order to have their time-of-use electric meter reset; and (3) if resetting the electric time-of-use meter is 
necessary, when the Company has knowledge of an outage, a statement within 60 days of such outage that the 
time-of-use rate may not be applied at the previously stated times until the time-of-use electric meter is reset.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:

  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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High energy user? 
Consider Time-of-Use. 
Depending on your electricity usage 
patterns, your electricity bills may be 
lower on Time-of-Use (TOU) Service 
Classification 1 C (SC-1 C) rate than 
on standard residential service (SC-1). 

SC-1 C customers pay a higher basic 
service charge-currently $30 per 
billing period-and a lower delivery 
charge than on standard residential 
service. However, these customers 
will pay more per kilowatt-hour for 
electricity supply used during on-peak 
periods. In return, they pay lower rates 
for electricity supply during off-peak 
periods, when the demand for 
electricity is lower. 

If your usage is greater than 980 kWh 
and you have the ability lo shift at least 
12 percent of your usage to shoulder-
peak hours and 80 percent of your 
usage to the off-season/off-peak 
hours, you may benefit from this rate. 
Once enrolling on the rate, there is a 
one-year commitment. 

For more information, visit 
www.nationalgridus.com/sc1 c 

On-peak hours are: 
► December, January, February: 

5 p.m. to 8 p.m. on weekdays 

► June, July, August: 11 a.m. to 
5 p.m. on weekdays 

Shoulder-peak hours are: 
► December, January, February: 

9 a.m. to 5 p.m. on weekdays 

► June, July, August: 8 a.m. to 
11 a.m. and 5 p.m. to 8 p.m. 
on weekdays 

Off-season/off-peak hours are: 
► December, January, February: 

8 p.m. to 9 a.m. weekdays; all 
hours weekends 

► June, July, August: 8 p.m. to 
8 a.m. weekdays; all hours 
weekends 

► All hours in the fall months 
(September, October and November) 
and spring months (March, April 
and May) 

► All hours on Dec. 25, Jan. 1, 
and July 4 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

Uniform Business Practices approved in Case 98-M-1343

 Date the Order was Issued and Effective:

Summary of O&E requirements: 

ESCO LISTS – The Company is required to provide a customer who requests initiation of delivery service with an 
up-to-date list of ESCOs and provide the list at any time, upon request of any customer.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually): 

Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.

Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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Energy Service Companies (ESCOs) Serving Residential 
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OUTREACH & EDUCATION REQUIRED BY COMMISSION 
ORDER (PART II)

Case No. 

Required by Order, Joint Petition, Settlement, Other:

 Uniform Business Practices approved in Case 98-M-1343

 Date the Order was Issued and Effective:

Summary of O&E requirements:  

ESCO ENROLLMENT REQUEST – The Company must send no later than one calendar day after acceptance an 
enrollment request a verification letter to the customers notifying the customer of the acceptance.

Intervals for which the O&E Report/s are Required to be Submitted (e.g., quarterly annually):      
Confirm that past reports have been properly submitted: IT IS IMPORTANT TO NOTE THAT 
THE REPORTS MUST BE SENT TO THE SECRETARY’S OFFICE.  SIMULTANEOUSLY YOU 
MAY SEND A COPY TO DOUG ELFNER, DIRECTOR OF THE OFFICE OF CONSUMER 
POLICY.
Please indicate to which office your O&E Reports were submitted and specify the date/s:
  Secretary’s Office  Date:       
   Office of Consumer Policy Date:       
   Other:           Date:       ----
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National Grid
OUTREACH AND EDUCATION PLAN

2022

Section 3

Global Outreach and Education Methods and Tools
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2022 Outreach & Education Plan
with 2021 Results

CUSTOMER ASSISTANCE 
TELEPHONE LINES/CALL CENTER

Include any plans relating to the use of call centers/customer assistance communication channels 
(e.g. telephone, chat). List and describe the purpose of all the channels available for consumers 
to seek assistance. Does the Company produce outreach materials specifically regarding the call 
centers or is call center information included in publications on specific topics?  

New/Continuing Program: 
Continuing Program NMPC:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The phone can be used for all inquiries Monday - Friday 7a.m. - 7p.m. excluding holidays and can 
be reached 24 hours a day via our automated system which includes key information pertinent to 
customer issues as they are applicable. The Contact Center also offers 24/7 support for emergency-
related concerns. Our website also includes numerous self-service options in addition to offering 
customers the option to contact our agents directly via email which is typically worked with a 2-3 
business day turnaround time for non-emergency related concerns. Any outreach programs are sent 
to our agents via our Customer Service Communications Channel with the pertinent talking points for 
agents and the customer-facing documents that are being sent out to help ensure agents are able to 
assist with inquires related to the outreach.

KEDLI:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The contact center general billing phone can be used for all inquiries Monday - Friday 8 a.m. - 8 p.m. 
excluding holidays and weekends. The automated system can be reached 24 hours a day, which 
includes key information pertinent to customer issues as they are applicable. The Contact Center also 
offers 24/7 support for emergency-related concerns. Our website also includes numerous self-service 
options in addition to offering customers the option to contact our agents directly via email which is 
typically worked with a 2-3 business day turnaround time for non-emergency related concerns. Any 
outreach programs are sent to our agents via our Customer Service Communications Channel with 
the pertinent talking points for agents and the customer facing documents that are being sent out to 
help ensure agents are able to assist with inquires related to the outreach.

KEDNY:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The phone can be used for all inquiries Monday - Friday 8am - 8pm and Saturday 9am-5pm excluding 
holidays and can be reach 24 hours a day via our automated system which includes key information 
pertinent to customer issues as they are applicable. We do not take customer billing inquires on 
Saturdays. The contact center also offers 24/7 support for emergency related concerns. Our website 
also includes numerous self-service options in addition to offering customers the option to contact 
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our agents directly via email which is typically worked with a 2-3 business day turnaround time for 
non-emergency related concerns. Any outreach programs are sent to our agents via our Customer 
Service Communications Channel with the pertinent talking points for agents and the customer facing 
documents that are being sent out to help ensure agents are able to assist with inquires related to the 
outreach.

NMPC
KEDLI
KEDNY

All Contact Center phone numbers, including gas/electric emergency numbers, are included on 
company publications – bill inserts, WeConnect quarterly newsletter, on the website, and on storm 
alert emails and press releases. During holidays, when the Contact Centers are closed for normal 
business, the company publishes 24/7 availability of electric/gas emergency numbers on social media 
channels. 

Results continue to be measured by completed and answered Automated Call Reports, Agent Quality 
Assessments and Customer Satisfaction Surveys. Anecdotal feedback from customers and Customer 
Satisfaction scores are also considered.

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C. 
     
Goals for 2022: 
NMPC
KEDLI
KEDNY

Continue to support initiatives to meet requirements for the Public Service Commission, which include 
those in our Emergency Response Procedures and educating customer on programs across entire 
service territory.

Description of 2022 Program: (see guidance document regarding program elements to include such 
as audience, messaging, schedule, evaluation plan, etc.) 

NMPC:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The phone can be used for all inquiries Monday - Friday 7a.m. - 7p.m. excluding holidays and can 
be reached 24 hours a day via our automated system which includes key information pertinent to 
customer issues as they are applicable. The Contact Center also offers 24/7 support for emergency 
related concerns. Our website also includes numerous self-service options in addition to offering 
customers the option to contact our agents directly via email which is typically worked with a 2-3 
business day turnaround time for non-emergency related concerns. Any outreach programs are sent 
to our agents via our Customer Service Communications Channel with the pertinent talking points for 
agents and the customer facing documents that are being sent out to help ensure agents are able to 
assist with inquires related to the outreach.
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KEDLI:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The contact center general billing phone can be used for all inquiries Monday - Friday 8 a.m. - 8 p.m. 
excluding holidays and weekends. The automated system can be reached 24 hours a day, which 
includes key information pertinent to customer issues as they are applicable. The Contact Center also 
offers 24/7 support for emergency-related concerns. Our website also includes numerous self-service 
options in addition to offering customers the option to contact our agents directly via email which is 
typically worked with a 2-3 business day turnaround time for non-emergency related concerns. Any 
outreach programs are sent to our agents via our Customer Service Communications Channel with 
the pertinent talking points for agents and the customer facing documents that are being sent out to 
help ensure agents are able to assist with inquires related to the outreach.

KEDNY:
The Contact Center offers assistance by phone and our website for customers to seek assistance. 
The phone can be used for all inquiries Monday - Friday 8 a.m. - 8 p.m. and Saturday 9 a.m.-5 p.m. 
excluding holidays and can be reach 24 hours a day via our automated system which includes key 
information pertinent to customer issues as they are applicable. We do not take customer billing 
inquiries on Saturdays. The Contact Center also offers 24/7 support for emergency related concerns. 
Our website also includes numerous self-service options in addition to offering customers the option 
to contact our agents directly via email which is typically worked with a 2-3 business day turnaround 
time for non-emergency related concerns. Any outreach programs are sent to our agents via our 
Customer Service Communications Channel with the pertinent talking points for agents and the 
customer facing documents that are being sent out to help ensure agents are able to assist with 
inquires related to the outreach.
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2022 Outreach & Education Plan
with 2021 Results

MASS/BLAST NOTIFICATIONS

Please describe how and when the utility uses e-mail, text alerts and robo-calls for mass notifications 
as part of its overall O&E plan. Note:  use of these tools for specific topics (e.g. safety) should also be 
described in more detail on the page for that program.
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2022 Outreach & Education Plan 
with 2021 Results 

 
Mass/Blast Notifications 

 
Please describe how and when the utility uses e-mail, text alerts and robo-calls for mass 
notifications as part of its overall O&E plan.  Note: use of these tools for specific topics (e.g. 
safety) should also be described in more detail on the page for that program. 
 

New/Continuing Program:  
In 2021, we sent 12.4M outreach and education emails (these do not include billing/transactional emails). 
Of these, 16.1M were delivered. Our average delivery rate for these emails was 96%. The average open 
rate for 2021 was 41.1%,   
As the pandemic situation continued into 2021, communicating with our customers via email remained 
as important in 2021 than it was in 2020 at the onset of the pandemic. We utilized email to deliver 
safety, scam awareness, and bill help information on a regular basis, relaying important information 
about our personalized COVID-19 payment assistance programs and other tools available to our 
customers during this challenging time. 
Throughout the year, National Grid also alerted customers of the potential of severe storms that could 
disrupt their service. In addition to safety information, these emails included important ways that 
customers could stay connected with us during the storm and included an informational video about how 
National Grid restores power.  
The company also sends out text messages to customers that are registered to receive outage 
notifications. Customers will receive a text message when we have high confidence that an outage has 
been detected at their property, when an ETR changes and when power has been restored.  
 

2021 Results, Evaluation and Feedback:  
For 2021, the company sent approximately 2.3M broadcast text messages, 2.2M proactive outage text 
messages and 341K two-way outage text messages to customers with storm and safety information. 
Additionally,12M outbound call notifications for storm were sent. Call notifications for our special needs 
customers are discussed in detail in Section 4/Special Needs Customers.  

The company also sent over 3.9M personalized emails with outage information. 
 

Goals for 2022  
• Continue to acquire email addresses to improve our customer reach 
• Transition from our external email vendor to our internal email distribution platform in order to 

increase efficiency and lower cost 
• Personalize emails for specific audiences, delivering messaging tailored and pertinent to the 

customer who receives it 
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How Priority Was Set:  
Through increased feedback from our customers via digital channels, customer insights, and other 
means, combined with the overwhelming need to communicate with our customers during COVID-19, 
we plan to continue on our current trajectory to meet our customers where they are. This goal will be 
achieved through more personalized and frequent messaging, putting forth information that allows 
customers to learn about and utilize programs that best fit their needs. 
 

Description of 2022 Program:   
• Help customers achieve their energy needs through personalized and friendly messaging 
• Continue pushing energy efficiency, bill help, and safety messaging 
• Increase awareness of programs 
• Increase number of email addresses on file 
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2022 Outreach & Education Plan
with 2021 Results

OUTREACH MATERIALS
Identify the types of materials (e.g., print, visual aids, exhibits) developed for consumer outreach and 
education programs. Note: use of these tools for specific topics (e.g., safety) should also be described 
in more detail on the page for that program. 

New/Continuing Program: 
Continuing Program

Summary of 2020 Results: Provide detailed evaluation in Appendix C
National Grid consistently uses a wide variety of outreach materials and channels to reach customers 
on a wide range of topics such as energy safety, bill help/energy management, energy affordability, 
energy efficiency, emergency preparedness /storm outreach, bill-related matters, and energy volatility. 
These include:

Print
Brochures, fact sheets, news releases, feature articles in news publications, bill inserts, bill 
newsletters and direct mail and print advertising.

Electronic
Website, YouTube videos, emails (marketing), email (storm), email (bill help) and weather alerts, radio 
and tv spots, Internet ads, web banners, social media posts of Facebook, Twitter and Instagram, vid-
eo conference calls and webinars.

In-person
Workshops and meetings, public meetings, community events and sponsorships, community/state fair 
exhibits and tradeshows.

With the continuation of restrictions as the result of the COVID-19 pandemic, we adapted our 
communications and amplified the use of email and direct mail, social media and paid advertising, bill 
inserts and newsletters and on-bill messaging as well as the website.

Goals for 2022: 

We will continue to utilize the materials referenced above and will continue to adapt to changing cir-
cumstances and anticipate easing of restrictions for in-person contact.

How Priority Was Set: 

Description of 2022 Program: (see guidance document regarding program elements to include such 
as audience, messaging, schedule)
Same as above. 
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2022 Outreach & Education Plan 
with 2021 Results 

 
UTILITY OUTREACH EVENTS 

 
Describe how the utility identifies and participates in events such presentations, community 
fairs, consumer advocate workshops, etc. Distinguish between utility-sponsored and community 
sponsored events. Use the tracking sheet in Appendix A to list events conducted in 2021 and 
those planned for 2022. 
 

New/Continuing Program:  
Restrictions due to the COVID-19 pandemic prohibited much of our “normal” in-person outreach and 
educational events. As such, we found new and creative new ways of working, such as webinars and 
virtual events. 

Summary of 2021 Results:  
Details of outreach events are listed in Appendix A  
NMPC - Highlights 

 
• January 2021 - present – Syracuse Consumer Advocate in partnership with the Samaritan 

Center in Syracuse has been holding virtual weekly one-on-ones with customers needing 
account assistance. The customers use a computer supplied by the Samaritan Center to 
meet with the advocate in person/virtually.  
 

• May 2021 – (throughout the summer) – The City of Buffalo offers one-on-one home visits to 
neighborhoods to discuss important issues facing residents. A variety of organizations 
participate. The Consumer Advocate assists customers on their porches, sharing information 
on programs and services such as HEAP, Energy Affordability, Payment Agreements, 
Special Protections, Empower NY, etc. The team is accompanied by City departments/ 
agency service providers, and public safety officers. The goal is to assist at risk 
communities.  

 
• July 2021 – Current – Consumer Advocate at Schenectady Community Action Program 

(SCAP) one-on-one outreach with customers weekly that are in need of account assistance. 
 

• August 2021 – Syracuse Peace Westside Resource Family Housing Fair– Consumer 
Advocates were 1 of 15 vendors to provided information on programs and services such as 
HEAP, Energy Affordability, Payment Agreements, Special Protections, Empower NY.  

 
• August, September, October, and November 2021 (bi-weekly – paused at the end of 

November due to COVID) – North County Ministries Food Pantry locations in Brant Lake and 

2022 Outreach & Education Plan
with 2021 Results

UTILITY OUTREACH EVENTS
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Warrensburg – to meet with customers individually seeking assistance and to work with 
caseworkers on site to assist customers.   

 
• September 2021 – Table event for Project Connect Niagara at Heart, Love & Soul in Niagara 

Falls. This was an event attended by multiple agencies offering programs and services to 
attendees. Consumer Advocate promoted programs such as HEAP, Energy Affordability, 
Payment Agreements, Special Protections, Empower NY.  

 
• September 2021 – Consumer Advocate worked virtually with caseworkers and customers 

from AIDS Community Resource in Syracuse. 
 

• September 2021 – Senator Richie’s Senior Fair at the Oswego Speedway. The Consumer 
Advocate provided information on programs and services to attendees –HEAP, Energy 
Affordability, Payment Agreements, Special Protections, Empower NY.  

 
• October 2021 – Syracuse advocates attended Senator Mannion’s Annual Senior Fair at 

Onondaga Community College in person to promote programs such as HEAP, Energy 
Affordability, Payment Agreements, Special Protections, Empower NY. 

• November 2021 – Presentation to Foster Parents at PEACE (on Midler) in Syracuse to 
promote programs & services available to assist in bill payment - programs such as HEAP, 
Energy Affordability, Payment Agreements, Special Protections, Empower NY, etc.  

 
• October and November 2021 - Westcott Senior Center outreach in Syracuse – where the 

Consumer Advocate worked one-on-one in person to assist customers. 
 

• November 2021 – Virtual presentation to Salvation Army caseworkers from various 
programs where the Consumer Advocates provided an overview of Consumer Advocacy and 
programs and services offered – such as HEAP and Energy Affordability, Payment 
Agreements, Special Protections, Empower NY. 

 
• December 2021 – Outreach at Tuscarora Nation in Niagara Falls – National Grid Consumer 

Advocates in partnership with Erie County Department of Social Services HEAP intake 
workers assisted customers with applying for HEAP and National Grid bill assistance. 

 
KEDNY – Highlights 

• January 2021 – Virtual Town Hall for public officials in partnership with National Grid’s Customer 
and Community team where Consumer Advocates shared information about programs and 
services – advised on what we have done, what we are doing, and the support we offer to both our 
agencies and customers. 

 

• April 2021 – NYC Government Officials Meeting.  A virtual meeting was held with the NYC public 
officials to update them on the role of Consumer Advocates, and National Grid programs and 
services. 
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• May 2021 – Consumer Advocates conducted virtual webinars in both English and Spanish for 
customers in all our NY service territories. The webinars provided customers with information on 
utility assistance, energy efficiency, and payment options. 

 

• May 2021 – Presentation to the Queens Immigration Task Force via the Queensborough 
President’s Office. This presentation introduced National Grid programs and services to agencies 
working with immigrant populations in Queens. 

 

• June 2021 - First Time Homebuyer Series at Weeksville Heritage Center - Consumer Advocacy 
and Home Inspection Presentation. Provided information about National Grid programs and 
services, HEAP, weatherization programs, various financial assistance programs and services. 

 

• July 2021 – Consumer Advocates presented on our programs and services as part of the Grid for 
Good program. Grid for Good work experience members were given an opportunity to interact and 
learn about Consumer Advocacy and take the information back into their respective communities 
for dissemination. 

 

• September 2021 – Consumer Advocates participated in the roll out of National Grid’s Project C. 
Project C is aimed at ensuring that National Grid plays a larger role in effecting change in the 
communities we serve. This event was held at Brookville Park in Queens, NY and the goal was to 
clean and beautify the space for local residents. The NYC Consumer Advocates assisted in the 
planning of the event, from logistics and preparation to the day of activities.  

 

• October 2021-present – Community Board Presentations are conducted on an almost weekly basis 
to the many community boards in Brooklyn and Queens. Community Boards assess the needs of 
their own neighborhoods, meet with city agencies, and make recommendations in the City's budget 
process to address them. During the presentations, which have mainly been virtual, Consumer 
Advocates present on the resources available to customers such as HEAP, fuel funds, EAP, etc. 

 

• November 2021 – Consumer Advocates conducted a second round of virtual webinars in both 
English and Spanish for customers in all our NY service territories. The webinars provided 
customers with information on utility assistance, energy efficiency, and payment options. 
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• 2021 (Ongoing) – As part of NYC’s Office of Emergency Management, Advocates participate in the 
Advanced System Warning calls outlining National Grid’s outreach and preparation for potential 
hazardous weather.  

 

• February 2022 – As part of Project C, NYC Advocates were able to participate in a hat and glove 
distribution for veterans in collaboration with Vets, Inc. in Queens, NY. The site also provided food 
and other necessities to veterans seeking assistance, and Advocates will utilize the partnership for 
future outreach to vulnerable populations. 

 
KEDLI - Highlights 

• April 2021 – Meet and Greet presentation to Catholic Charities of Nassau and Suffolk 
counties on Consumer Advocacy and programs such as HEAP, Energy Affordability, 
Payment agreements, HEAT (energy efficiency program). Our goal was to share what we 
could do to assist customers during this difficult time. 
 

• May 2021 – Virtual presentation to LICARES on Consumer Advocacy and programs such as 
HEAP, Energy Affordability, Payment Agreements, HEAT (energy efficiency program).  

 
• July 2021 – Virtual presentation to Long Island Council of Churches (LICC) on Consumer 

Advocacy and programs such as HEAP, Energy Affordability, Payment Agreements, HEAT 
(Energy Efficiency). Explored future opportunities to meet with customers they serve. 

 
• September 2021 – Consumer Advocates participated in the roll out of National Grid’s Project 

C. Project C is aimed at insuring that National Grid plays a larger role in effecting change in 
the communities we serve. This event was held at Caesar Trunzo Senior Center where the 
Consumer Advocates set up a table and were there to promote Consumer Advocacy and 
programs such as HEAP, Energy Affordability, Payment Agreements, HEAT (energy 
efficiency program). 

 
• October 2021 – Consumer Advocates participated in the Touch-A-Truck event at the 

Brentwood Library. National Grid Consumer Advocates and Gas Field Operations provided 
information on programs and services such as HEAP, Energy Affordability, Payment 
Agreements, HEAT (Energy efficiency program). 

 
• November 2021 – Brentwood Library Veterans Week, Community Fair – Table event where 

National Grid Consumer Advocates provided information on programds and services such 
as HEAP, Energy Affordability, Payment Agreements, HEAT (Energy efficiency program). 

 
• November 2021 – Riverhead Community Giving Day – North Fork Hispanic Apostolate – 

Turkey give-away with the goal of assembling a meal for families (125 families registered). 
National Grid Consumer Advocates were on hand to provide information on Consumer 
Advocacy and programs and services such as HEAP, Energy Affordability, Payment 
Agreements, HEAT (Energy efficiency program), etc. 
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• December 2021 – Press event with AARP to promote National Grid’s Energy Affordability 
Program. Hosted by Empower Assist Care Network (EAC) Hempstead Senior Community 
Service Center at Union Baptist Church Hempstead. Consumer Advocates were on hand to 
assist customers one-on-one. 

 
NMPC  
KEDNY 
KEDLI 

• January 2021 – NYS Consumer Advocates held an Income Eligible Webinar for 
customers (3,793 signed up and 989 attended). 

• January 2021 – NYS Consumer Advocates held an Income Eligible Webinar in Spanish 
for customers (482 signed up and 93 attended). 
 

• May 2021 – NYS Consumer Advocates held an Income Eligible Webinar in English for 
customers (1,002 signed up and 305 attended) 

•  
• May 2021 – NYS Consumer Advocates held an Income Eligible Webinar in Spanish for 

customers (205 signed up and 49 attended) 
 

• June 2021 – Energy Navigator Training from Cornell Cooperative Extension sponsored by 
NYSEG & RGE. 

 
• August 2021 – Consumer Advocate’s first Newsletter for agency partners. 

 
• November 2021 – NYS Consumer Advocates held an Income Eligible Webinar in English 

for customers (2,048 signed up and 557 attended) 
• November 2021 – NYS Consumer Advocates held an Income Eligible Webinar in Spanish 

for customers (266 signed up and 60 attended) 

 
 

Goals for 2022:  
Our goals are to continue to serve our income eligible and vulnerable customers and ensure that we 
provide information to our customers and agencies about available programs and services. A focus is to 
increase participation in the Home Energy Assistance Program (HEAP), National Grid’s Energy 
Affordability Program (EAP) and NYSERDA’s Empower NY – through education, outreach - provide 
brochures, and self-serve websites. We will continue to provide one-on-one assistance to our customers 
and agency partners which will be critical for our customers as COVID-19 protections are lifted. We will 
continue to find new and innovative ways to ensure our customers are able to access all the programs and 
services they are entitled to while embracing or new normal as it develops.  
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How Priority Was Set:  
Priorities are set based on need. 
 

Description of 2022 Program: (see guidance document regarding program elements to include such as 
audience, messaging, schedule, evaluation plan, etc.)  
This will be accomplished through our “grass roots” in person outreach at agencies (depending on 
COVID), continued strategic webinars for customers and agencies, adding a new Financial Literacy 
webinar, virtual one-on-one customer and agency assistance meetings, sending a Consumer Advocate 
newsletter twice per year that will be emailed to our agencies with pertinent information.  
 

• January 2022 – Zoom presentation with Salvation Army’s HALE Program in Syracuse.  
 

• February 2022, the Consumer Advocate starting meeting with customers at the Samaritan 
Center in person. 
 

• February 2022 – National Grid NYS Consumer Advocacy second newsletter created and 
email to agency partners. 
 

• March 2022 - Consumer Advocate starting meeting with customers one-on-one at the 
Westcott Senior Center in Syracuse. 
 

• March 2022 - Setting up in person one-on-one meetings with customers at McCarthy Manor 
Syracuse. 
 

• March 2022 – NYC Consumer Advocates participated in a virtual outreach set up by the 
Public Utility Law Project (PULP) where the Consumer Advocates met with customers one-
on-one to discuss their accounts and provide information on specific programs and service 
that would meet their needs. 
 

     

EVENTS AND SPONSORSHIPS  

New/Continuing Program: Continuing 

National Grid’s sports and community sponsorships continued in 2021, and in 
working with our partners we were able to adjust our outreach and education efforts 
in compliance with each partner’s COVID-19 safety protocols.  

Our campaigns are summarized as follows and included in Appendix A:  

 Specific examples include:  

Syracuse University athletics: National Grid continued to run banner ads on the 
Syracuse University website featuring sports content, news, and other university 
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updates. These banner ads highlighted National Grid Outage Alerts and encouraged 
consumers to register for direct communications during power outages.  

Sample outage alert banner ad provided to Syracuse University:  

   

    
Additionally, National Grid launched a new program with Syracuse University 
Football with the football season that started in September 2021. This program, 
called TDs for Trees, counted trees for every touch down scored by the Orange.  
Tracked all football season, National Grid partnered with Onondaga Earth Corps, to 
fund trees to be planted in the greater Syracuse community. The program was 
promoted through various SU Athletics channels including in game, and social 
media.   

Sample social media graphic highlighting TDs for Trees:   

  

  

 
Buffalo Bills: National Grid continued our Safety First campaign with the Buffalo 
Bills started last season. Every time a Buffalo Bill Safety made a tackle at home, it 
triggered a donation by National Grid to a charity that supports those who keep us 
safe in our communities -- first responders. The artwork from last season was 
updated and continued with a “safety tackle tracker,” so that fans could track the 
donation over the course of the Buffalo Bills season. 

 Sample Safety First campaign graphic published on Bills Twitter:  

If your power goes out, let us know. We'll keep 
you informed about your restoration time. 
Text REC to 64 743 (NCRID) 

nationalgr· 
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 Brooklyn Nets: National Grid also continued our Three’s for Trees campaign with 
the Brooklyn Nets to highlight messaging in support of clean energy. The campaign 
was launched at the start of the NBA season in October 2021 and runs for the 
duration of the NBA season. The Three’s for Trees campaign is defined as every 
time a Brooklyn player makes a 3-point basket on home court, it counts as one tree 
that National Grid will plant in the greater Brooklyn neighborhood, which helps offset 
carbon emissions. The program is promoted via Brooklyn Nets in game, web, and 
social media channels.   
 
Brooklyn Nets Tree Tracker page for Three’s for Trees campaign:    

 

  

  

 New York State Fair: In 2021, the NY State Fair returned to the fairgrounds in 
Syracuse with an expanded number of days, running August 20 through September 
6. National Grid was on site at the fair interacting with fair attendees for the entirety 
of the event.  On weekend dates, the Gas Safety team was on site conducting hourly 

national grid 

SAFETYFIRST 
C PAI 

Brooklyn Nets Threes for Trees 
~"' Ol1d 
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gas safety demos, and scheduled 36 total gas safety demos over the course of the 
NY State Fair.   

  

Photos of National Grid Gas Safety Demonstration Area at NY State Fair:  

  

 

  

Goals for 2022:  

In 2022, the purpose of National Grid’s sponsorships and event activation will be to 
support National Grid’s corporate commitment to clean energy, EV adoption, safety, 
and the recognition of community groups who work tirelessly to keep us safe, most 
notably first responders, military and veterans, and frontline hospital workers.  Where 
possible and in compliance with COVID-19 safety protocols enacted by our corporate 
partners, National Grid will look for ways to interact with members of the community 
and event attendees and communicate these core messages where possible.   

  

How Priority Was Set:  

Priorities are set by our sponsorship commitments and maintaining a consistent 
presence with key partners located in the communities in which we serve and 
provide coverage.  National Grid wants to be visible in the community and will 
continue to look for ways that we can interact and engage with the community to tell 
our story and support our mission as an energy provider.    
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Description of 2022 Program:  

  

As we move forward in 2022, our corporate partnerships will continue with those 
partners we worked with in 2021 and earlier.  Our goal is to be visible in our 
communities and support the communication of National Grid’s corporate 
commitment to advocate and promote the following:  

• Clean energy and sustainability 
• STEM education 
• EV adoption 
• Energy Efficiency programs and options in the home 
• Commitment to Safety 

  

Methods used for communication will include a variety of tactics and may include: 

• Event signage 
• Web and social media channels of our partners 
• Ticket donation programs to community groups 
• On site event interactions 

Timing of these campaigns will align with the schedule/season of the corporate/event 
partner.  
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WEBSITE, SOCIAL MEDIA & MOBILE APPLICATIONS
Please describe how the utility uses its Website, Social Media, and Mobile Applications as part of its 
overall O&E plan.  Note:  use of these tools for specific topics (e.g. safety) should be described in 
more detail on the page for that program.

   
 

   
 

2022 Outreach & Education Plan 
with 2021 Results 

 
WEBSITE, SOCIAL MEDIA & MOBILE APPLICATIONS 

 
Please describe how the utility uses its Website, Social Media, and Mobile Applications as part 
of its overall O&E plan.  Note: use of these tools for specific topics (e.g. safety) should be 
described in more detail on the page for that program. 

 
New/Continuing Program:  
 
NIMO ELECTRIC/GAS:  
 
National Grid’s Social Media Team utilizes Facebook and Twitter’s targeting capabilities to target 
information to customer profiles within the NIMO electric service territory allowing for a more 
personalized reach when necessary. 
National Grid’s Digital Delivery and Social Media Team supported all major and minor storm events 
throughout 2021 across all social media channels. We provide safety tips, crew status, outage 
updates, emergency contact information and regional estimated restoration times when available. 
Additionally, the team responds to customer inquiries after hours during major storm events. 
National Grid’s Social Team also shares seasonal gas safety messages throughout the year including, 
811, carbon monoxide, the importance of keeping clear vents, generator safety and heating system tips.  
KEDNY/KEDLI:  
National Grid’s Social Media Team utilizes Facebook and Twitter’s targeting capabilities to target 
information to customer profiles within the KEDNY/KEDLI service territory allowing for more 
personalized messaging. We share seasonal gas safety messages, 811/dig safe, carbon monoxide 
awareness, clear vents and heating system tips. 
 

2021 Results, Evaluation and Feedback:  
Overall, the Facebook reach in 2021 was 3.1M. Our Twitter reach increased to 33.1M in 2021 which is 
up over 27% over the previous year. Our “thank you” rate finished at 22%. The customer thank you 
rate is the percentage of customers who return to our social channels to thank us for resolving 
customer service issues. The demographic is a critical metric to measure customer satisfaction and 
social media responsiveness.  
 
Our Facebook followers increased to 177,185 resulting in a 3% increase over 2021. Twitter followers 
increased from 41,400 to 43,300 resulting in a 4.5% increase on that platform. Instagram had the 
largest percentage increase in followers, 13%, which was roughly an additional 1.1K followers. The 
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National Grid Social Media Team continues to acquire new followers through zip code, special interest, 
and custom audience targeting within Facebook, Instagram, and Twitter. 
 
Our contact center representatives continue to have direct access to respond to customer service 
inquiries. Giving the reps direct access has improved customer service on social media channels by 
allowing reps to more quickly resolve customer issues. Our customer response time was 2 minutes 
and 2 seconds on average in 2021. Additionally, our representatives closed out over 21,000 customer 
service cases in 2021.  
Sprinklr was used in2021 for improved social listening, conversation monitoring and customer service 
tracking. Process improvements allowed National Grid to better track customer concerns during storms 
and ensure our public information officers were aware of trending concerns so that these concerns 
could be addressed via talking points/press releases. 

Goals for 2022:  
Social Media 

• Continue paid support strategy to increase reach of educational, bill help and safety information 
to customers 

• Conduct enhanced customer service training to social media reps to better serve customers 
through social media. 

• Investigate new methods to better report out on customer service handled through social media 
to better identify opportunities for enhancements or process improvements.  

How Priority Was Set:  
The development of this program is based on the following: 
 • Customer research intelligence, both industry and National Grid research, indicates the increase in 
preference towards digital channels for information.  
• Outreach and education through digital enables self-service (e.g., website), efficiency and a relevant 
channel to deliver the message, especially among millennials 
 • Blue sky content messages will focus on core programs that the customer wants, i.e., key customer 
messages while storm messaging focuses on safety, restoration updates and key contacts. 
 

Description of 2022 Program:   
All digital channels will be weaved into every component of our customer education & outreach 
marketing and communications plan. It’s already a critical component of our customer experience (e.g., 
bill payment, reporting outage or other service interruption). The customer education & outreach 
marketing and communications plan have been created with focus on:  
• Gas and electric safety 
 • Storm preparedness 
 • Bill education and solutions 
 •Website self-service options 
 • Energy efficiency 
 • Innovation 
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Various channels within the digital ecosystem will be applied to the key customer messages in 
the plan.  

Measures to Evaluate the 2022 Program:  
• Sentiment on Facebook and Twitter 
• Customer engagement rate for all channels 
Increased reach of safety and educational posts targeted to our KEDNY and KEDLI audiences 
 

Provide a List of Tools and Samples of Webpages/Social Media Pages/E-Mail Blasts  

 

p •• 
ice. 

e no e. 
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A National Grid 0 
.,. Publ"shed by Sprirklr 0 • August 30, 2021 ·0 

You can't prepare for a hurricane if you don't know it 's on the way! Be sure emergency alerts are 
turned on in your srnartphone sett ings and sign up for our two-way outage alerts as well. 
https:/;www.ngrid.com/connect 

• National Grid USO @nations grief~E Sep 29, 2021 
Utilty seem: cond.r.ue to be on :ile ri,e. : qu·p 1·ou'6elf YiiUl , , eea: 
remin'lers: 

Neve• ~l:s re your peroo rt, 1 · tormecbn 
II) .Ask tn.< ca er to \'i:Jify ) 'OUr socount fl'.llnber 
_ R~pcr: t ne ca II to le eel sw enfa rceme.t1t 

Lesm more about !low to protect youroe f: ~~ ·:1.com acsm 
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National Gr id US O @nation3 grid.e • ,ov 7. 2021 • Toaay ·= #Oa} ;;·tS&V'n;, An extra now ct d,yrigm tllio evening mean. 
more time ror, 

- A oozy etrcll tnro~,311 t.H p~~ t 

- Picking the Deil appree in Ute orcnartl • 

- Rep acing a,, car.er'ee in your cercc,n monoxitle detector I 

A National Grid 0 W Pubrshed bySprirk rO • Sep:ember 1, 2021 · 0 
September is #NationalPreparednessMonth, which is a great time to create an emergency kit with 
your family. The change in season brings dangers like Nor'easters and high winds, so it's 
important to be prepared, 
Download this checklist to start creating a plan: https://ngrid.com/3kDjZ73 #BeReady 

Ill 



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan109

   
 

6 
Utility:                                                                  2020 Electric/Gas Utility Outreach & Education Plan 

 

 

 

 

 

A National Grid 0 
• Publ'shed bySprirk,r O , October 12, 2021 ·0 
It's colorless, odorless, and tasteless, but don·t let carbon monoxide give you a fright. Installing a 
carbon monoxide detector in your house will help to keep you and your family safe. Learn more: 
https://ngrid.com/2ZW1430 
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To view this email as a web page, click here. 

National Grid is preparing for a powerful 
storm predicted to bring heavy rain and up-
to-70-mph winds to New England late 
tonight. The most severe weather is 
expected to begin after 8 p.m. across 
Massachusetts and Rhode Island, and 
continue into Friday morning. 

This type of weather may cause electric 
service interruptions that could result in a 
multi-day restoration event. We have put 
emergency plans in place, canceling 
employee vacations and securing additional 
resources as we work with local and state 

How To Receive Text Alerts 
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As we near th• thrN-month malt( of th• COVID•19 crlsls, the,. are signs of hope as our 
communities begin to gradually reopen. Whll• this Is encou~glng news, we understand 
thal the impact of th• pancktmlc on your household may be felt for tome time to come. 

We are here if you need assistance. 

Our regular bdbng conhnUes as usual. To 
ease concerns about Y'J4J' set'lloe, we ate 
continuing 10 temporarily suspend M!IVlce 
shut~ffs for nonpayment end elimnate fWNI 

late payment feet until f\.u'lhet notJCe 

Call u1. If you are strugg!M'lg to pay yotJt bill 
let us knOW as soon as poulb&e Entenng Into 

• !!U!l1!!.11i!Y.!!!fnl.A!!!l now can hep iou 
avoid larger acx:ount belances later C<:,,wact 

us 81 1--800-930'6003 

HEAP dH dllnt txt·tnded to June 30. 
You may quahfy to, the Home Ene<gy 
Assistance Prog,am. end our Energy 
Affoldabll,ty Program (EAP) whoeh ptO\lldes 
an add.bonal bll dllCOUnl 

Consider Balanced BIiiing. Even out your 
annual energy biD with 12 balanced 
payments. See K It's nghl f0< )!!!!. 

Payment centers update. If you rypically VISit 
our payment centers tn Brooklyn or on Lcw,g 
!stand, please be awate lhey wil remaan 
dosed until hrther noboe for the safety of our 
customers and employees We offer a 
number of oonvenient ways 10 pay your bll. 

Use less energy at home. 
Ounng these past months 
staytng at home may have 
resulted n htgher energy 
usage S.mple steps may help 
you reduce your energy btll 

Lower you, water heater 
setbngSIOIW 

Dry only full loads of 
laundry and clean the filter 
after each use 

K"I) rooms cooler by 
dosmg bllflds and drapes 
to block out sunlight 

For mcxe energy-uVtng Kieas 

ill 

ys 

PSease let us know 1f you found 
thts emai regardmg COVID-19 
helpful by taking 1h15 brief (3-
question) survey_ 

Protect yoursetf from scams. Reports of utJllty blnlng and 
payment scams are on the rise. Imposters claiming to be National 
Grid employees may tell customers they have past due balances on 
their bills. Learn more M!f.. 

Please checJ< ngrtd.com/covld-19 fo, upda 

National Grid 
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Welcome to National Grid's Energy Affordability Program. 
In our continued commitment to provide you with ways to manage your energy 
bill, we are pleased to welcome you to our Energy Affordability Program (EAP). 
This program automatically gives you valuable monthly bill credits on your energy 
bills. You were enrolled in this rate because you receive a qualifying benefit 
based on your household income and household size. 

We recognize that coming together to support one another is so important right 
now. We're committed to making a positive difference for you and the 
communities we serve, throughout the COVID-19 crisis and every day. 

To support everyone affected during this crisis, we are continuing to temporarily: 
• Suspend service shut-offs for nonpayment 

• Eliminate new late payment fees 

Additional support is available, including flexible payment plans. Before signing 
up for a payment plan, consider applying for Home Energy Assistance Program 
(HEAP) Emergency Benefits if you are income-eligible. The deadline has been 
extended until June 30th or until funds run out. 

Learn More 

ngrid.com 

OIJ ~ @J 
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2022 Outreach & Education Plan
with 2021 Results

BILLING SERVICES AND PAYMENT ALTERNATIVES

This section should include outreach and education programs regarding how consumers are 
informed of bill payment services and options.  Indicate how this information is shared with new 
customers and special needs populations such as those with Limited English Proficiency.  

New/Continuing Program:
E-bill
KEDLI and Niagara Mohawk customers continue to receive and pay eBills through 1) secure 
“transactional” emails that include the bill and payment functions directly in the email, 2) through 
one of many online banking websites through a set of services enabled by third-party provider 
Fiserv, and 3) through web and mobile service provider doxo.

KEDNY customers receive eBill notifications through 1) secure “transactional” emails that include 
the bill and payment functions directly in the email or 2) through one of many online banking 
websites through a set of services enabled by third-party provider Fiserv,.

Payments
National Grid continues to see an increase use of Web/Recurring Payments for Niagara Mo-
hawk and KED-LI customers. These options provide customers the ability to pay their full bill 
amount, or set a fixed amount. The customer can pay once per billing period or setup it up to 
pay weekly/biweekly.

Niagara Mohawk and KEDLI customers can continue to pay their bill and are not assessed a 
fee when making payments at Western Union authorized walk-in locations.

Through the continued use of National Grid’s Distribution Generation/Interconnection Portal 
we to provided Niagara Mohawk customers the ability to make electronic payments (ACH).  
We have been able to increase the type of payments received from just application fees to full 
construction payments. This is completely self-service for the customer giving them the ability 
to make payments faster.

Niagara Mohawk, KEDLI, and KEDNY customers that chose to pay their bill with a credit/
debit card saw a decrease in fees during 2021.  Average residential payment made had a fee 
of $1.99 instead of a fee $2.25, and Commercial customer average payment had a $5.95 fee 
instead of a $6.95 fee.  National Grid is currently working to have the average residential pay-
ment made to have the fee decreased from $1.99 to $1.75.
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Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C
The company again made use of many forms of communication to educate and inform 
customers of billing and payment services as seen in the following pages.

Customer adoption rates of eBill and ePay services continue to grow and provide significant 
customer satisfaction.  eBill enrollments at the end of CY 2021 were 648,047 (36.8%) for 
Niagara Mohawk, 351,719 (27.7%) for KEDNY, and 214,898 (34.4%) for KEDLI.  Electronic 
payments for CY 2021 were 11,566,828 (65.49%) for Niagara Mohawk, 9,479,981 (80.09%) 
for KEDNY, and 4,617,499 (73.11%) for KED-LI.

Goals for 2022: 
Increase of ePay  and eBilll through various web and social media/marketing promotions. 
Continue to promote recurring web payment programs.  By partnering with current suppliers 
such as Speedpay (ACI Pay) we will continue to look for electronic payment solutions that 
will improve customer experience when making their payment. We will look at potential 
using services such as electronic wallet solutions and other enhancements to customers 
experience.  We will look at the overall customer experience through current channels to 
make improvements that will provide customer ease when making payments.

How Priority Was Set: 
Electronic service options continue to be a high priority for the company as they provide very 
efficient bill delivery and payment functions.  

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

CUSTOMER RIGHTS AND RESPONSIBILITIES

New/Continuing Program: 
Continuing Program 
Notification Sent (Y/N):  Yes. With all new connections and once a year to all customers
Bill inserts Sent:  October 2020
Format of Notification (i.e. bill insert, email):  Insert (paper Bills) PDF (electronic bills) 

2020 Results, Evaluation and Feedback: 
N/A

Goals for 2022: 

(Include the target audience, the vehicle to be used and why this audience/s was/were chosen.)
It is National Grid’s goal to make sure all customers are fully aware of their rights and 
responsibilities. In addition, when terminations are unfortunately necessary, customers receive a 
72 hour notice in the mail and outbound calls are made per regulations prior to termination. In the 
event we are unable to reach the premise, a field visit is performed where a notice is left at the 
premise recommending the customer contact us to avoid termination.

How Priority Was Set: 
N/A

Description of 2022 Program: 

(see guidance document regarding program elements to include)
A pamphlet describing in detail the customer’s rights and responsibilities is 
sent to all new customers in upstate New York as insert (sample attached) with a
welcome letter. Material to new customers for downstate New York is sent via a brochure.
In addition, all customers, Upstate and Downstate, get a copy of the initial Right’s and
Responsibilities (attached) pamphlet as a bill insert once per year.

Measures to Evaluate the 2022 Program: 
 N/A

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

ENERGY EFFICIENCY PROGRAM
 
 
 
New Campaigns:  
• Savings Your Way (Online and In-Person Home Energy Assessments) -KEDNY 
• Weatherization – Total Comfort Home (KEDNY and KEDLI) 
• Multicultural Campaign (UNY and KEDLI) 

 
Continuing Campaigns: 
• Education Campaign 
• Ecommerce 
• Electric Products Program 
• Gas Residential Program 
• Income Eligible 
• NYS Clean Heat 
• Online Assessment 
• Solar 
 
Discontinued Campaigns 
• SEALED   
• Electric Vehicle (Live in 2020) 
 

Summary of 2021 Results and Lessons Learned:  
 
From broader awareness and education efforts to hyper-targeted consideration and 
conversion tactics for individual programs, the 2021 Energy Efficiency marketing 
campaigns supporting residential programs through various paid channels performed 
above benchmark across the New York State service territory. Combined, these 
campaigns obtained over 266 million impressions,* drove 3.2 million visits to the 
National Grid and supporting vendors’ web pages, and 800 thousand sessions to the 
ecommerce websites.  
 
*Impressions are a metric used to quantify the number of views or engagements our 
ads received throughout 2021. Website visits is a useful measure as visits are 
correlated with increased awareness, education and participation. 
  
Lessons learned from 2021 to optimize 2022 efforts: 

• A customer-centric storytelling approach has proved to drive highest engagement 
across campaigns. In 2022, moving toward a portfolio selling strategy to promote 
EE offerings as part of the holistic EE customer journey by NY region through 
owned and paid channels.  
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• Customers’ media consumption shift due to COVID-19 has continued throughout 
2021. For 2022, continue to prioritize and place a strong emphasis on a direct 
marketing strategy that will focus on email, direct mail, digital channels like 
streaming services and social media to reflect shifting customer media 
consumption. This strategy also allows for optimal reach and relevance that can be 
highly targeted and provides flexibility to pivot throughout the year.  

• Awareness continues to be a priority in New York state, especially as customers 
are still facing personal financial challenges. We will continue to push education 
and awareness efforts, showcasing the overall value of measures and 
participation, improved comfort & lifestyle and overall savings. We are also looking 
to add more educational content (videos, testimonials, infographics, etc.) to 
landing pages to boost on-site engagement and program conversion while 
supporting programmatic campaigns. 

• Video continues to be a high-performing tactic that increases engagement with 
customers. For 2022, we will continue to create and deploy more video to use 
across social media channels as well as streaming video platforms.  

Energy Efficiency Program Results 
The residential portfolio across our New York Jurisdictions overachieved savings 
goals in KEDLI, KEDNY, and NIMO Electric. NIMO Gas residential portfolio slightly 
underperformed. 
 

JDX Savings Goal  Total Savings 
Achieved  

Percentage 
Achieved  

KEDLI 
(Therms) 

2,480,090 3,113,360 126% 

KEDNY 
(Therms) 

2,209,600 2,752,597 125% 

NIMO Clean 
Heat (MMBTU) 

132,010 63,163 48% 

NIMO Clean 
Heat (MBCO2) 

196,644 102,895 52% 

NIMO Electric 
(MwHz)* 

170,265 305,858 180% 

NIMO Gas 
(Therms)* 

5,171,130 4,842,723 94% 

 
*Includes MF program which fall under residential in the scorecard 
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Goals for 2022:  
The company’s customer outreach and education plan for Energy Efficiency is a two-
part plan designed to synergize and drive customers through the purchase funnel 
from initial awareness to participation/purchase:  
 

 Overarching awareness and education campaigns  
• Focused on driving high-level awareness and instilling interest in our portfolio 

of energy efficiency offerings by targeting key residential customer segments 
including market rate,  income eligible customers, multicultural segments and 
energy justice communities. 

 
• Program specific campaigns focused on moving customers from awareness 

and interest to deeper consideration and participation in our energy efficiency 
programs and incentives.  

 
• As we slowly move away from the pandemic messaging and its impact on 

customers’ finances, health and safety, these omni-channel marketing efforts 
will continue to be sensitive to affordability and reinforce the benefits of 
electrification and energy-saving solutions in the context of the global rise of 
energy costs. Our awareness and program campaigns reinforce the energy-
saving benefits and potential money savings of no-cost online assessments, 
low-cost energy efficient products, and rebates through our various gas and 
electric programs, while promoting clean energy solutions. 

 
• Sentiment and tone will continue to be empathetic and helpful as our 

customers continue to deal with the difficulties of global events impacting their 
wellness and financial stability. 

 
Overarching Education Campaign 
According to customer feedback obtained through National Grid’s customer research, 
our residential customers would like to see and understand: 

 Information about ways to be more efficient in order to save energy and money at 
home  
Better understand what high-energy measures are available under our energy 
efficiency programs and services 

 How much money and energy could be saved if they implemented a qualified high-
efficiency measure 
 
Therefore, the purpose of the overarching energy efficiency education campaign is to 
position National Grid as our customers’ trusted energy advisor and address their 
energy needs by highlighting our comprehensive portfolio of energy-efficiency 
products and services, pique their interest in the offerings and move them down the 
purchase funnel, while building brand trust and familiarity.  
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As part of our overarching marketing efforts, National Grid launched the first Energy 
Efficiency Multicultural campaign targeting Hispanic segments in language and in 
culture to drive awareness scores and increase participation among this segment in 
upstate New York and Long Island.  
 
Programmatic Campaigns 
The purpose of the program-specific communication plans is to clear the path to 
conversion by taking a deeper dive into the individual products and services, 
addressing customers actively seeking energy-saving products and helping them 
narrow their options. These campaigns seek to ease the customer into participation 
by bringing them to the program web pages to answer their questions with detailed 
information on benefits, rebates, equipment, guides, videos, etc. These campaigns 
span the portfolio of residential programs in upstate New York, New York City and 
Long Island.    
 
eCommerce Platform 
The eCommerce program, known as the National Grid Marketplace, offers a 
convenient online shopping solution to customers seeking low-cost energy efficient 
products to help them save energy at home. Instant rebates, available to our 
customers, make it easy to purchase these products online and make affordable, 
easy-to-install, energy upgrades at home. The “Marketplace” also offers valuable 
content through our “On The Home Front” blog, energy efficiency guides, and more.   
The main purpose of the eCommerce marketing campaign is to drive visitors to the 
ecommerce platform and drive the sale of energy efficient products. The secondary 
purpose of the communications plan is to educate customers about energy upgrades 
that they can make at home to help them save energy year-round. 
Online Assessment 
The online assessment was developed in support of the NY Energy Efficiency 
Transition Implementation Plan (ETIP) originally filed in 2015 and continues to be part 
of our energy efficiency portfolio included in the Company’s current SEEP filing.  
The outreach plan for this program was developed to build awareness around the 
Assessment and drive participation in a variety of programs by offering customers 
customized energy-saving solutions and energy efficient program recommendations. 
Electric Products Program 
The electric products program was developed to shift customers’ purchasing behavior 
from inefficient bulb options to ENERGY STAR certified LED bulbs. Customers are 
offered instant discounts on LED light bulbs in participating partner retail locations.  
The communications plan was built to increase education around LED lighting 
benefits, increase awareness that this new program is now available in local retailers, 
and to drive sales in participating partner retail locations. 
Gas Residential Heating Program 
The program offers rebates on natural gas heating and water heating equipment, as 
well as smart thermostats and Energy Recovery Ventilators among others. The 
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purpose of the communications plan is to increase awareness, interest, and 
participation in Natural Gas High Efficiency Heating Equipment Programs among 
residential UNY, NYC and Long Island, natural gas heating customers.  
Savings Your Way: Under the Gas Residential Heating this program offers NYC 
customers no-cost in-home and virtual home energy assessments as well as energy 
saving products including high-efficiency pipe insulation, shower heads and faucet 
aerators. 
 
NYS Clean Heat 
This program offers rebates to electric, natural gas and delivered fuel customers to 
promote clean energy.  Aside from the statewide campaign ran by the sponsor utilities 
with NYSERDA,  the purpose of National Grid’s heat pump communications plan is to 
increase awareness, interest and participation in clean energy heating, cooling and 
water heating solutions to support the NYS Clean Heat program ground and air 
source heat pumps, mini split heat pumps and heat pump water heaters.   
 
 
Income Eligible 
The Home Energy Affordability Team (HEAT) program offers income eligible KEDLI 
customers an opportunity for a no-cost home energy assessment and no-cost 
services such as air sealing, weatherization and energy saving products such as 
smart thermostats and low flow showerheads. 
 
Home Energy Reports 
Home Energy Reports offer customers insights regarding their energy consumption 
behaviors. Based on said energy consumption, National Grid sends customized tips 
for managing energy use and suggested energy efficiency programs to participate in. 
The communications plan for this program includes letters, emails and videos 
developed with partner Oracle and is paid for through program implementation. There 
are no paid media efforts for this program.   
 
Weatherization 
Our goal is to drive customers to our current website where they can complete a 
survey, start the process for weatherization and connect with an approved partner. 
The secondary purpose of the communications plan is to educate and invite 
contractors to enroll and become a participating contractor in our network. 
 
Solar 
This program provides a Solar Marketplace, a ‘one-stop-shop' for NIMO customers to 
learn about the benefits of Rooftop and Community Solar. For their home customers 
can compare competitive quotes from pre-screened installers in their area. Customers 
see an average of 10-20% savings on their installations by using the marketplace. 
Renters and homeowners can subscribe to a share of a local solar farm as part of the 
Community Solar offering. 
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How Priority Was Set:  
Marketing priorities for outreach and education are set based on the following criteria: 
1) Filed energy efficiency savings, CO2 savings goals and electrification.  
2) Customer insights  
3) Response to global events (pandemic, financial impacts, global rise of energy 

costs, etc.) 
4) Optimizing 2022 budget spend to cross-promote programs and to drive 

participation across all segments including multicultural, income-eligible customers 
and environmental justice communities 

As the impact of the pandemic continues to affect our customers, we are closely 
monitoring and adjusting both program offerings, and who and how we communicate 
with at this time. We are also aligning our messages and offers with the broader 
portfolio of assistance offerings for customers who might need financial support.   
 
Program Impacts for 2022: 
 
In addition to the Energy Efficiency communications priorities for 2022, some key 
considerations include: 
 
• Focus on weatherization efforts for residential and commercial customers in 

KEDNY and KEDLI to help address the gas load constrained areas during peak 
load season. 

• Referral requirements   to support electrification goals in DNY to help gas 
customers inquiring about heating solutions and heat pump technology connect 
with their electric utility to get information on their offerings.  

• Upstate New York electrification and clean energy goals require both strategic 
alignment with statewide program and the company’s dedicated and cross 
promotional efforts to drive adoption of heat pump technology   

• Focus on finding and promoting additional gas savings through new initiatives 
across the New York service territory to help reach our statewide regulatory goals 
(Savings your way, new midstream offerings in DNY, ERVs, etc.) 

• Maximize portfolio marketing budget by leveraging cross promotional and lead 
generation opportunities. 

 
 
Communication Plan impacts: 

 Targeting priorities continued to be monitored and adjusted based on customers’ 
changing behaviors, safety and financial impacts. 
 

 Some customers were negatively affected financially, given strains on our economy, 
energy price increases and changes in customers’ lifestyles. Given these shifts, our 
communication plans have been further segmented to message them more 
effectively. 
 



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan123

 For the majority of customers, messaging priority shifted to focus on comfort and 
energy saving solutions resulting from energy upgrades.  
 

 For the subset of customers interested in making investments in their home focus 
continued to be on information regarding large investment upgrades like heating 
equipment, weatherizations, etc. These programmatic campaigns re-entered the 
market in the fall of 2020 and will continue through 2021 with an increased focus on 
updating end-of-life units to increase your home’s comfort and home value 
 

Description of 2022 Program:   
Below are details pertaining to each outreach and education communication plan. 
 
Overarching Education Campaign 
Description: Build awareness and education around all efficiency education program 
offerings to increase interest in participating. 
Target audience: NIMO, KEDLI, KEDNY Residential Customers 
Key messages: National Grid’s energy efficiency programs offer ways to help 
customers save money and energy. Customers can benefit from energy and cost 
savings. Messaging will highlight energy-cost saving benefits of each program. 
Outreach materials: energy efficiency home infographics, flyers, bill inserts, blog 
posts, webpage.  
Delivery vehicles:  interactive webpage, email, paid social ads, broadcast media, 
direct mail CTV/OTT video ads. 
Schedule:   

 Existing Education campaign is currently live with a refresh and new creative to 
launch Spring 2022 will continue through 2022. 

 Key dates supported by campaign:  Earth Day, EE Day, and ENERGY STAR days 
Programmatic Campaigns 
 
Ecommerce Platform 
Description:  Continue to position the Marketplace as our customer’s trusted energy 
advisor to build trust and loyalty and drive traffic to our ecommerce platform, the 
National Grid Marketplace, and increase customer participation in of instant rebates 
available for low-cost and self-install energy efficient and smart home products. The 
secondary purpose of the communications plan is to educate customers about energy 
upgrades that they can make at home to help them save energy year-round. 
Target audience: NIMO, KEDLI, KEDNY Residential Customers 
Key messages: The Marketplace makes it easy to save money and energy year-
round with instant rebates on energy efficient products and helpful resources to guide 
your energy decisions. 
Outreach materials: video, educational blog posts, engaging rich media ads, 
sponsored content articles, email 
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Delivery vehicles:  Marketplace Platform, Marketplace blog, digital banners, social 
media ads, email, Native ads, YouTube TruView ads, Rich Media ads, OTT/CTV 
Schedule:   

 Communication plan launched Winter 2020 with digital ads, social media posts and 
promotional emails. 

 Deliver monthly and limited-time sales emails to drive product sale surges. Q2-
Q4.  (Earth Day, Fourth of July, Labor Day, ENERGY STAR Day, Black Friday/Cyber 
Monday & Energy Efficiency Day. 

 Blog posts will be posted monthly   
Online Assessment 
Description: Build awareness of the assessment and drive participation in a variety 
of programs by offering customers customized energy-saving solutions and energy 
efficient program recommendations. 
Target audience: NIMO, KEDLI, KEDNY Residential customers, those who have 
never taken the online assessment 

 Customers who took the assessment 3+ years ago, encourage them to take it again.   
 Customers who took the assessment and were given specific 

recommendations.  Follow up with communications on those specific programs.  
 
Key messages:   
Repurpose 2021 creative for program-specific outreach, focusing on the simple steps 
(5 minutes to complete OA), to save money/energy and seasonally focus message.    
As well as cross promotion opportunities tied to the program. Support Clean Energy 
transition. 
Outreach materials: Stronger emphasis on emails, and continue with digital ads 
Delivery vehicles: Emails, bill inserts, paid search, digital banners, social media 
posts and video (Facebook, Instagram, Twitter, Nextdoor, Snapchat) 
Schedule:   

 Communication plan launched in January 2022 
 Emails will be sent at least quarterly 
 Retargeting email will be sent to customers who do not open the first email 

Creative and messaging will be repurposed from 2021 and rotated seasonally 
 
Electric Products Program 
Description: Increase education around LED lighting benefits, increase awareness 
that this program is now available in local retailers, and to drive sales in participating 
partner retail locations. 
Target audience: NIMO Electric Residential customers 
Key messages: Switching to ENERGY STAR LED light bulbs is a simple way to save 
energy at home every day. Instantly discounted LED bulbs available in National Grid 
partner retail locations.  Campaign will focus on educational content and will lead with 
messaging about finding the right LED, quality, sustainability, value and longevity.  
Outreach materials: point of purchase signage, digital ads, video, webpage 
Delivery vehicles:  in-store signage, paid search, digital banners, social media 
(Facebook, Instagram, twitter, Pinterest) 
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Schedule:   
 Communication plan launched in February 2022 and through end of year. 
 Additional delivery vehicles will be added Spring 2022. 

Creative & messaging will be optimized through the year. 
 
Gas Residential Heating Program 2022  
Description: Increase awareness, interest and participation in Natural Gas High 
Efficiency Heating Equipment Programs among residential NY natural gas heating 
customers. 
Target audience:  

 Residential, Natural Gas customers in NIMO, KEDLI, and KEDNY. 
 Trade allies: contractors, real estate agents, multifamily property owners. 

Key messages: There are three distinctive elements to the High-Efficiency Heating 
Equipment Program across the NYS jurisdictions:  

 NIMO GAS, KEDNY and KEDLI: Focus on encouraging equipment lifespan and early 
replacements of said equipment. Ensure customer preparedness and customer 
consideration of high-efficiency equipment by use of rebates on qualifying equipment. 

 NIMO GAS: Launch new Energy Recovery Ventilators measure (UNY) 
 KEDNY and KEDLI: Savings Your Way (virtual and in-person home energy 

assessments) 
Outreach materials: rebate information sheets, print collateral, point of purchase 
signage  
Delivery vehicles:  email, mailers, bill inserts, webpage, paid search, digital banners, 
social media, radio (digital & terrestrial), CTV/OTT 
Schedule:   
Communication plan launched in February – April 2022 to run per media flight plan 
through end of calendar year. 
Media optimizations including additional delivery vehicles may be added or removed 
throughout the year. 
 
NY CleanHeat 
In addition to the New York State Clean Heat statewide campaign run by the sponsor 
utilities with NYSERDA, National Grid promotes the program and incentives within its 
service territory to create synergy and address our customers directly.  
Description:  Complement the NYSERDA plan by focusing on different tactics and 
hypertargeting the audience, seeking to move customers through the marketing 
funnel - awareness, consideration, and conversion to increase participation in Heat 
Pump technology (GSHP, ASHP, MSHP and HPWH) among residential customers in 
UNY. 
Target audience: Residential, Natural Gas, Electric and delivered fuel customers in 
NIMO. 
Key messages: Messaging will be built on customer’s position in the marketing 
funnel and the audience for whom the content is built for. Focus on encouraging 
equipment lifespan and early replacements of said equipment. Ensure customer 
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preparedness and customer consideration of clean energy alternative and dual 
function heat pump technology. 
Outreach materials: educational collateral, rebate applications, contractor literature, 
website 
Delivery vehicles:  email, webpage, paid search, digital banners, social media, radio 
(digital & terrestrial) 
Schedule:   
National Grid’s proprietary campaign to launch Spring 2022  
 
Income Eligible 
Description: Increase awareness and participation in the LIHEAT: Long Island Home 
Energy Affordability Team program. 
Target audience: Income eligible homeowners on Long Island 
Key messages: The Income-Eligible Energy Savings Program is designed to ensure 
you and your family benefit from a home that’s healthier, more comfortable and more 
affordable, starting with a no-cost home energy assessment. 
Outreach materials: website, vendor partner contact center 
Delivery vehicles:  email, webpage, direct mail, paid search, paid social media 
Schedule:  Quarterly outreach to eligible customers via email and/or direct mail 
including letters and postcards. Ongoing paid search and paid social in market. 
Home Energy Reports (HERs) 

Description: Educate customers on their energy use behaviors as a platform to help 
them manage their energy costs and consumption, educate them on benefits of 
energy efficiency and increase awareness of energy efficiency programs and drive 
participation by offering programs and actions based on customer energy 
consumption. 
Target audience: Randomly selected residential, natural gas, electric and dual fuel 
customers UNY, NYC and Long Island. 
Key messages: These reports provide customers with personalized information 
regarding their energy use by comparing it to similar households and determine their 
level of efficiency. The HER also provides customers with self-trackers to compare 
their usage month-to-month and year-to-year with the goal of highlighting progress 
and opportunities to improve the efficiency of their home. Aside from personalized 
usage information, customers receive personalized tips and education relevant to 
their fuel and usage as well as promotions for National Grid’s energy efficiency 
programs, incentives and services they can take advantage of in their energy journey. 
Outreach materials:  Home Energy Reports 
Delivery vehicles:  Email, direct mail and video 

 

TOTAL HOME COMFORT (WEATHERIZATION)  
 
Description: This Weatherization program is designed to provide our residential gas 
customers with rebates on home weatherization improvements. These improvements 
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Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B

 

 

 

 

 

 

 

save energy, increase home comfort, and decrease energy usage, while ensuring a 
cleaner and “greener” future for our environment. 
Target audience:  KEDLI, KEDNY Residential Customers 
Key messages: Save energy, improve comfort, improve your home’s wellness 
Outreach materials: emails, revised website, new program measure flyers, updated 
FAQ, MyHEAT mailer (KEDNY only), paid search campaigns 
Delivery vehicles: digital banners, social media ads, email, exhibitor at Long Island 
Home Show April 9-10, 2022 
Schedule:  
Email Deployment Spring 2022 emails will be sent monthly through June 
Delivery vehicles will increase April 1 as we start Earth Day Campaigns for 
Weatherization. Creative & messaging will be updated seasonally (Our February 
email (winter) was delayed and updated to reflect the season change to spring and 
winter billing sensitive language has been added. 
MyHEAT mailers for KEDNY will deploy in April – KEDLI Mailer anticipated in June 
2022 
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2022 Outreach & Education Plan
with 2021 Results

ENERGY SERVICE AFFORDABILITY

If the Company files a separate outreach plan as part of a Commission proceeding (e.g. Energy Af-
fordability Program), the plan should be briefly described here.  Reference the case number and date 
of most recent filing. 

38 
Utility:                                                                  2022 Electric/Gas Utility Outreach & Education Plan 

 
 
 
 
 
 
New/Continuing Program:  
Continuing. The Energy Affordability Program was developed in partnership with the NY Utilities and PSC 
Staff and was designed to automatically qualify and enroll customers in the program who receive a HEAP 
grant. There is no specified marketing budget for the EAP program, but marketing and outreach is done to 
encourage HEAP enrollment.  

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C 
In 2021, National Grid led a robust HEAP outreach campaign due to the extended HEAP season that 
included the following activities:  

• Disconnect notice inserts 
• Financial Assistance brochures: Long Island - final notice insert through HEAP season  
• Outbound calling campaigns: 

o Upstate NY 
 January 2021 – HEAP eligible customers 
 February 2021 – Emergency HEAP eligible customers; 13,161 heating, 8,486 electric 

only called 
 March 2021 – advising HEAP has been extended; 31,219 called 
 August 2021 – advising HEAP has been extended – 184,037 called  
 October to December 2021 – Consumer advocates called customers that had arrears 

over $5,000 to discuss HEAP and HEAP’s Regular Arrears Supplement (RAS); 2,026 
called  

 November 2021 – calls to promote regular HEAP and the Regular Arrears 
Supplement (RAS), identified potential eligible households that meet the HEAP 
income guidelines that didn’t receive HEAP in the last HEAP season, including those 
coded EAP that did not receive HEAP; 453,288 called  

o New York City  
 March 2021 – Emergency HEAP eligible customers – 1,338 called 
 March 2021 – advising HEAP has been extended – 62,958 called  
 August 2021 – advising HEAP has been extended – 172,894 called  
 October to December 2021 – Consumer advocates called customers that had arrears 

over $5,000 to discuss HEAP and HEAP’s Regular Arrears Supplement (RAS) - 500 
called  

 November 2021 – calls to promote regular HEAP and the Regular Arrears 
Supplement (RAS), identified potential eligible households that meet the HEAP 
income guidelines that didn’t receive HEAP in the last HEAP season, including those 
coded EAP that did not receive HEAP – 167,796 called  
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o Long Island  
 February 2021 – Emergency HEAP eligible customers – 540 called 
 March 2021 – advising HEAP has been extended – called 9,898 
 August 2021 – advising HEAP has been extended – called 66,671 
 October to December 2021 – Consumer advocates called customers that had arrears 

over $5,000 to discuss HEAP and HEAP’s Regular Arrears Supplement (RAS) – 
1,021 called  

 November 2021 – calls to promote regular HEAP and the Regular Arrears 
Supplement (RAS), identified potential eligible households that meet the HEAP 
income guidelines that didn’t receive HEAP in the last HEAP season, including those 
coded EAP that did not receive HEAP – 72,077 called 

• Interactive Voice Response (IVR): Promoting HEAP March- August; October – December  
• Solutions emails: Sent to customers calling in to our Call Centers to provide information on HEAP 

sent with a HEAP application  
• Social Media Campaigns 
• Winter Readiness Training: provided to contact centers and vendor reps to communicate 

available assistance to customers  
• Consumer Advocacy: provided HEAP tip sheets for customers, created and maintained checklists 

to guide conversations with customers around assistance  
• Income Eligible Solutions Webinars: webinars for income eligible customers held in English and 

Spanish to promote HEAP and other programs and services that will provide assistance (EAP, 
budget billing, payment agreements, energy efficiency) 

• Customer Email Campaigns: emails sent to customers promoting HEAP and RAS  
• Consumer Advocate Newsletters: first edition sent in July & August, sent to agencies to promote 

programs and services  
• Website Banner: promoting HEAP as part of the Winter Heating Campaign  

 
During the pandemic, including 2021, there was a decrease in customers applying for HEAP, likely due to 
the pause on disconnection notices and disconnections. In response the company prepared mailings of 
Alternate Disconnection Notices which provided customers written proof of disconnect status that could be 
used as the proof needed when applying for emergency HEAP. In preparation for the Winter Heating 
Season 2021-2022, National Grid consumer advocates conducted overview meetings with our partner 
agencies in the 48 counties/boroughs we serve to educate their staff on all financial assistance programs 
available for our customers, so they were better equipped to serve and refer them to appropriate programs 
and solutions. Customers can qualify for EAP by participating in state and federal programs: Temporary 
Assistance for Needy Families, Safety Net Assistance, SSI, Medicaid, SNAP, HEAP, Veteran’s Disability 
Pension, Veteran’s Surviving Spouse Pension, Child Healthy Plus, the federal Lifeline program and the 
programs that qualify a customer for lifeline. Outreach to make customers aware of their ability to self-
certify with these programs is described in the next section. The company coordinates file matching with 
OTDA and HRA to identify customers that received HEAP with other utilities or fuel vendors in cases 
where HEAP dollars do not come to their National Grid energy bill, so the company can enroll them in 
EAP. 
 

How Priority Was Set:  
This program was a requirement from Case 14-M-0565 – Proceeding on Motion of the Commission to 
Examine Programs to Address Energy Affordability for Low Income Utility Programs. 
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Description of 2022 Program: (see guidance document regarding program elements to include such as 
audience, messaging, delivery vehicles, schedule, evaluation plan, etc.)       
 

• Target audience: Income Eligible New Yorkers Priority who have previously received a HEAP 
benefit and customers who may be eligible but have never received a benefit.  

• Key messages: HEAP is available to help with your energy bills! HEAP is a grant and does not 
need to be paid back. Receiving a HEAP grant allows you to automatically receive a discount on 
your bill through the Company’s Energy Affordability Program (EAP) 

• Outreach materials: Web, Print, Consumer Advocates  
• Delivery vehicles:   

o Media: Digital billboard at Times Union Center in Albany, NY 
o Website 

 Ngrid.com//billhelp 
 Ngrid.com/heap 
 Ngrid.com/winter 
 Ngrid.com/eap 

o Direct mail and other marketing: UNY bill insert  
o Customer contact: Webinars and live calling by agents and consumer advocates  

• Public and Community Relations: Media interviews with advocates  
o Consumer Advocates will hold meetings with agency partners to share information about 

the changes in the Energy AffordAbility Program (in UNY customers can now qualify with 
programs other than HEAP), we will be discussing how they can apply (self-serve portal, 
application, etc.).  We will also discuss programs and services that are currently available and 
have open dialogue on what we are seeing mutually and share ideas and best practices. 

• Corporate Partnerships: N/A 
• Schedule: HEAP is promoted while the program is open. 
• Additional information:   

o Limited English Proficiency (LEP)– outreach materials are prepared in Spanish and Spanish 
webinars are held  

• Measures to Evaluate/Obtain Feedback: Year over year HEAP enrollments (number of 
customers, amount of grants) will be evaluated and compared to prior years to get a snapshot of 
success. The number of EAP customers enrolled due to HEAP will also be evaluated 
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ENERGY SERVICE AFFORDABILITY 

SELF-CERTIFICATION  

If the Company files a separate outreach plan as part of a Commission proceeding (e.g. Energy 
Affordability Program), the plan should be briefly described here.  Reference the case number and date of 
most recent filing.  
 
New/Continuing Program: New. 
Despite the outreach and education for the self-certification of the Energy Affordability Program (EAP) 
being new, National Grid does significant outreach and education annually for the Home Energy 
Assistance Program (HEAP) and EAP. The program details below build upon the existing outreach 
program already in place (described under “Energy Service Affordability” and “Energy Efficiency”) to 
inform customers of energy efficiency and billing assistance programs. The Company filed this outreach 
and education plan related to self-certification on February 8, 2022 under Case 14-M-0565 and is 
incorporating it here, as directed, to be updated annually.  
Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C 
N/A 

Goals for 2022:  
• Engage income eligible customers and provide them with information on how to self-certify to 

receive benefits through the EAP 
• Partner with community agencies to disseminate self-certification information and applications 

and broaden our reach 
• Increase enrollment in the EAP by providing customers with more qualifying programs and 

enabling customers to apply more easily 
 
How Priority Was Set:  
This program was developed in partnership with the NY Joint Utilities and Department of Public Service 
Staff as well as stakeholders involved in the Energy Affordability Policy Working Group. This program 
fulfills the requirement set forth in Case 14-M-0565 Order Adopting Energy Affordability Policy 
Modification and Directing Utility Filings that indicated utilities shall incorporate targeted outreach in their 
respective outreach and educations plans to inform customers of the availability of self-certification. 
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Description of 2022 Program: (see guidance document regarding program elements to include such 
as audience, messaging, delivery vehicles, schedule, evaluation plan, etc.)       
 

• Target Audience: Income eligible customers not already enrolled in the Energy Affordability 
Program (EAP) or income eligible customers who are enrolled in EAP and may be de-enrolled 
soon 

• Key Messages: If you receive HEAP or a benefit from one of the eligible public assistance 
programs you may submit an application and supporting documentation to receive a discount on 
your utility bill 

• Outreach Materials: National Grid will provide outreach materials that inform income eligible 
customers of their ability to self-certify for the EAP, detail the programs that make them eligible to 
self-certify, indicate the process for self-certifying and direct customers to the self-certification 
application whether in print or online. Outreach materials will be translated to Spanish and the 
Company will explore where materials may be translated to other languages by region, as 
necessary.  

• Delivery Vehicles 
• Print and digital collateral:  

 Advocacy brochures – The National Grid advocacy team maintains brochures that 
contain information on resources to share with customers. These will be updated to 
provide information on the self-certification process and the qualifying programs. 
The Company will also determine the feasibility of distributing this information to 
senior centers, veterans’ organizations, and temporary assistance Departments of 
Social Services (DSS) offices. 

 Foodbank brochures – National Grid is currently working on a pilot program where it 
provides LED lightbulbs to foodbanks that can then be distributed to food pantries 
throughout the major cities in upstate NY. With the LED lightbulbs, the Company 
provides a brochure that provides information to customers about energy efficiency 
programs as well as billing assistance and other resources. These brochures will be 
updated to provide information on the self-certification process and the qualifying 
programs.  

 EAP Factsheets – The National Grid advocacy team currently maintains factsheets 
about EAP, these will be updated to include information on the self-certification 
process and qualifying programs and will be shared with the Company’s agency list. 
The Company will also determine the feasibility of distributing this information to 
senior centers, veterans’ organizations, and temporary assistance DSS offices. 

 Newsletter – The National Grid advocacy teams currently maintain a newsletter that 
is disseminated to the Company’s partner agencies. The newsletter will be updated 
to provide information on the self-certification process and the qualifying programs  

• Reminder letters and bill messages – Customers enrolled in EAP receive a reminder letter or 
bill message 12 months after they have been enrolled to remind them to take action by either 
signing up for HEAP or recertifying before they are de-enrolled from the program  

• Letters and email blasts – National Grid will send letters and/or email blasts to customers who 
may be income eligible based on the Company’s purchased income data to inform them of their 
ability to self-certify for EAP, provide them with the list of qualifying programs and connect them 
with the application 
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• Website:  

 National Grid website – National Grid currently maintains a webpage specifically for 
EAP. This webpage will be updated to include information on the self-certification 
process, the list of qualifying programs that can be used to self-certify and a link to 
the application (in the future, the Company will also offer the ability for the customer 
to fill out the application right on the webpage and upload relevant documentation) 

 NY Energy Advisor – a landing page for customers to locate information about 
energy efficiency and bill assistance programs contains links to the Company’s EAP 
webpage to direct customers to that resource  

• Social media posts/ads - self-certification information will be provided through social media 
posts and targeted ads  

• Press release/event – The Company will look to issue a press release to inform its customers of 
the ability to self-certify and where to find out more information about the process 

• Community events – When possible, National Grid will incorporate information about EAP self-
certification into community events the Company holds 

o Webinar – The National Grid advocacy team hosts webinars for customers that provide 
them with information about resources the Company has to offer including bill assistance, 
energy efficiency etc. In the future, these webinars will include information on the self-
certification process. 

o Advocates to hold Financial Literacy webinars geared toward income eligible 
customers to share budgeting information and to highlight how HEAP and Energy 
Affordability can assist with bill payment. Topics will include: basic budgeting, programs 
and services such as the EAP qualifying programs and self-serve application portal, 
regular payment behavior and energy efficiencies.   

• Internal training and communications – National Grid will develop and provide information to 
its internal teams that interface with customers about the self-certification process. Customer 
Service Representatives will be provided with the appropriate information to inform the customers 
about the ability for self-certification for EAP or have the ability to transfer the customers to a 
dedicate EAP Representative or Advocate for them to learn more about EAP and the self-
certification process. The Company will also explore adding information about EAP self-
certification to any materials left behind for customers during field collections visits. 

• Advocate direct customer contact and checklist updates – National Grid’s Advocates work 
directly with customers to assist and provide them with resources. The team maintains checklists 
to guide their work with customers to make sure they are offering all the possible resources and 
in the appropriate order. The team will update the checklists to include information about self-
certification to share with customers.   

• Energy Efficiency – The Company will coordinate with its existing income eligible energy 
efficiency programs to provide relevant information to customers about EAP and the self-
certification process. 

• Public and Community Relations: National Grid will explore the opportunity to issue a press 
release and work with local media to promote this opportunity to income eligible customers. The 
advocacy team will work closely with community partners and agencies to disseminate 
information. 
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2022 Outreach & Education Plan
with 2021 Results

INFRASTRUCTURE & SECURITY

This section should include outreach and education programs regarding structural or physical devel-
opments, e.g. tree/pole maintenance, transmission system upgrades, etc. Also include public aware-
ness campaign/materials that focus on recognizing threats to utility systems and how the Company 
directs customers to report any wrongdoing.  

New/Continuing Program: Electric and Gas Infrastructure Projects

Summary of 2021 Results and Lessons Learned:      
One of the best measures of successful outreach and education is feedback during public meetings, 
information campaigns, and construction. A project that has successfully prepared adjoining landown-
ers and municipal officials will receive little in the way of complaints and negative media coverage. 
Below is a table of projects in 2021, and the feedback received from the public.

Project Feedback Received 
134th Street Lining This project is a segment of leak prone pipe on 134th St, Queens 

from 97th Ave to 116th Ave and on 97th Ave from Van Wyck 
Expressway Service Rd to 134th St. The project is approximately 
6960’ of 15# 24” CI. PPM has completed test pits. 

 
Construction began in 2021, notifications were sent and left door 
to door near work zones. This project had impacted street parking 
near work zones across 134th Street, including a temporary impact 
to driveway of nearby Laundromat which was restored. Returning 
in Spring 2022 to complete work.

69th Street Lining Construction began in 2021 for section of lining on 69th Street and 
Roosevelt Ave, notifications were sent and left door to door near 
work zones. This project had impacted street parking near work 
zones across, and nearby outdoor dining fixtures on Roosevelt 
Avenue. Coordination with NYC DOT and restaurants. We placed 
outdoor signage around work zone alerting public businesses 
remained open near work zones. Complete.

Belmont Lining Phase 2 Lining project in Brooklyn. Construction began in 2021. Minimal 
feedback, project impacted street parking. Complete
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North Brooklyn Minigate Upgrading existing regulator station in place. Construction 
began in 2021; feedback received was sidewalk impact, road 
impact, and inquires on permitted work hours. Project has two-
three months of work in Spring 2022 till completion.  

Boonville Alder Creek #21 
Project

The Boonville – Alder Creek #21, 46 kV sub-transmission line 
originates at the Boonville Substation in the town of Leyden 
and terminates at the Alder Creek Substation in the town of 
Boonville. The sub-transmission line is approximately 10 miles 
long and consists of 213 wood monopole structures. The section 
being relocated is approximately 2.3 miles long and consists 
of 51 wood monopole structures with distribution underbuild. 
Construction of the project began in 2022. 

Brooklyn Backbone Construction began in 2021. Cut-out / Re-weld existing pipeline 
to support robotic crawler ILI pig   inspection, Install Stopple to 
support robotic crawler ILI pig inspection – Project temporarily 
impacted driveway of business, coordination done between 
project and management. 

Brookview Gate Station This project included a complete rebuild of the Brookview Gate 
Station on Jensis Road in Schodack to enhance the resiliency 
and reliability of our gas transmission system. Project complete.

Burnet Headson #34 Line 
Project

The Burnet-Headson 34 (34.5kV) line is located in Syracuse, 
East Syracuse, and Dewitt, New York.  The 2.9-mile line 
consists of 106 wood sub-transmission pole structures. 
The project will replace approximately 42 of the structures.  
Construction began on the project in 2022.

Canal Street Gas 
Regulator Station Project 

The project calls for the retirement and rebuild of Gas Regulator 
Station 824-645 located along Depeyster Street in the City of 
Rome, NY. The existing station was built in 1996, is contained 
within a below grade vault, and reduces pressure from 24 psig 
to low pressure.

Chrisler Avenue 
Substation Rebuild

This project calls to rebuild the Chrisler Avenue Substation in 
the City of Schenectady, NY, to a 34.5/13.2kV substation with 
one 12/16/20 MVA power transformer.
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Clay DeWitt & Clay Teall 
Rebuild Project

The project consisted of a rebuild of a 115kV line in Central New 
York. The line was placed into service in 2021 and restoration 
activities were ongoing throughout 2021. Stakeholder 
inquires around restoration were resolved in a timely manner. 
Construction completion letters were sent to landowners in 
the Fall of 2021. Aside from two stakeholder concerns, which 
are anticipated to be resolved after the winter of 21-22, the 
project is nearing complete. Communication with abutters and 
stakeholders is active and transparent throughout the project.

Clove Lakes Construction began in 2021 Installation of new receiver on 
National Grid Property in Staten Island. Three driveways 
temporarily impacted across the street from site during 
installation. Project is near complete. 

Cohoes Reliability Project The project scope included the replacement of distribution 
poles, wires and associated equipment on the power lines 
on Broadway and side streets between Johnston and Wilmer 
Avenues in the City of Cohoes. We also are increasing the 
capacity of the electric conductor, allowing for future growth. 
Project complete.

Collamer Road Gas 
Regulator Station

The project scope included the installation of a new pipeline 
inspection launcher which is required to perform in-line 
inspections of Pipeline 65. Project located at 6422-6426 
Collamer Road in the Town of Dewitt. Project complete.

Coney Island Spur 1104 Construction started in 2021 to replace with a new 12” full port 
ball valve, 12” Insulating Joint, and 51 ft. of 12” piping. Project is 
complete, impacted street parking.

Coney Island Spur 1216 Construction started in 2021 to replace with a new 12” full port 
ball valve, 12” Insulating Joint, and 51 ft. of 12” piping. Project is 
complete, impacted street parking.

Devoe Street Project began in 2021, will install valve to allow ILI Pig 
Inspection as part of the Brooklyn Backbone project. Project is 
complete. 

Dutch Broadway Project completed ILI inspections in 2021. Project is complete.

Emergent Valve 1273 Construction began in 2021. Project is replacing a valve on 
Bedford Ave in Brooklyn. Notifications were sent, project 
impacted parking and traffic, project complete

Freeport NL-35 Project began in 2021 to retire existing infrastructure. Project 
received no feedback and had minimal impact, project complete.
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Gardenville - Dunkirk 
141/142 Transmission 
Rebuild Project

National Grid’s Gardenville - Dunkirk 141/142 Transmission 
Rebuild Project is a proposed transmission line project that will 
rebuild aging electric transmission lines in Erie County’s South-
towns region. The rebuild will focus on the northern 20 miles of 
existing 115,000 volt (or, 115kV) electric transmission lines, tra-
versing the communities of Angola, Evans, Hamburg, Blasdell, 
Lackawanna, and West Seneca, in Erie County, New York. Once 
constructed, the newly rebuilt transmission lines will provide 
enhanced electric reliability for the Western New York region. 
Construction of the project is anticipated to begin in 2022. 

Glenwood Harris Road Project consisted of a distribution line upgrade in and around 
Syracuse NY. Stakeholder concerns from landowners were min-
imal and consisted around streetlights and restoration concerns. 
The project is nearing completion.

GOV 107 Project construction began in 2021, strictly night work due 
to busy traffic location in intersection on Flatlands Avenue in 
Brooklyn.  Project temporarily impacted Diner driveway.  No 
feedback received on project, mailing and in person visits done 
to Diner.

GOV 305 Project takes place in front of public school on Staten Island. 
National Grid team has met with school officials to coordinate 
and collaborate work schedule since 2018. We have been 
regularly meeting with School officials via MS Teams to lessen 
impact. Flyers sent to community, parking impacted temporarily. 
Project complete.

Hartfield South Dow Re-
build

Project consist of an electric line rebuild in the southern tier of NY. 
The first phase of construction was completed in the spring of 
2021. Outreach has centered around assisting real estate needs 
along vegetation easements and forestry work and restoration 
inquires. Letter mailings, one on one meetings, and door to door 
outreach are the top outreach methods. After a brief construction 
pause over the summer of 2021, to limit impacts to landowners in 
the summer, construction resumed late fall of 2021. The project is 
anticipated to be complete in the spring of 2022. 

Holcomb Gas Regulator 
Station

The scope includes installation of a new pipeline inspection 
launcher and receiver to inspect Pipeline 43. Location is 
the existing Holcomb St. GRS at 21830 Holcomb Street in 
Watertown. Project Complete. 
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Hollywood Avenue 
Gas Regulator Station 
Replacement Project

This project is a regulator station replacement project for 
GRS-924-429, Hollywood Ave. GRS-924-429 is a part of a 
looped low-pressure system that supplies approximately 1149 
customers in the City of Rotterdam, NY. Project commencing 
spring 2022.

Jamaica Bay Project began in 2021 in Brooklyn and Queens replacing valves 
to allow for ILI inspections. Replacement of 12 (30”) valves (3 
out 12 valves to be ROVs), installation of 11 (30”) ISO joints, 
installation of approximately 1,000 feet of (30”) 350 PSI rated gas 
main, procurement of land for a permanent PIG receiver, and 
installation of a permanent PIG Receiver and associated piping 
& fittings. Outreach was conducted at work zones via direct mail 
and door to door. Main impacts are traffic and parking.

Levitt Rome Project consisted of select structure rebuilds and replacement 
of associated electrical components along a transmission 
line in Upstate NY. The project required the use of generators 
at select substations to allow for continued electricity for 
customers. Outreach primarily consisted around the generator’s 
possible impacts. Outreach was conducted with a letter mailing 
campaign, door to door outreach, and municipal notifications. 
Project feedback was minimal, and the project was completed in 
the spring of 2021.

Lockport–Batavia Line 112 
Rebuild Project

National Grid’s Lockport–Batavia Line 112 Rebuild Project 
is a proposed transmission line project that will rebuild an 
aging electric transmission line. The rebuild will focus on the 
northern 20 miles of an existing 115,000 volt (or 115kV) electric 
transmission line that runs from the City of Lockport in Niagara 
County to the Town of Alabama in Genesee County, traversing 
the Towns of Lockport and Royalton in Niagara County, all in 
New York. Once constructed, the newly rebuilt transmission line 
will provide enhanced electric reliability for the Western New 
York region.

Luzerne Road Project Scope included upgrading our electric distribution system: new 
wires, equipment and manholes along Luzerne Road in the 
Town of Queensbury. Project complete.

MRI DEP Work began in 2021 on 11 sections throughout MRI Phase 4 
to replace water main and sewers in conjunction with the NYC 
DEP. Outreach was coordinated with NYC agencies. 

NL 23 No construction activities occurred in 2021. Outreach was 
conducted to the nearby church for upcoming project to replace 
existing regulator station in 2022.
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North Queens Work began in 2021 on areas of the North Queens line for DEP 
off-sets; notifications and door to door outreach was conducted. 
Project still has remaining work in 2022. No feedback, impacts 
limited to parking, traffic. Coordinated work with DEP NYC 
Agencies.

Northwest Nassau Scope includes installation of pipe in IU Willits Road in 
Albertson, Roslyn Rd in Roslyn and Old Country Road and 
County Seat Drive in Mineola. Work started in Jan 2021 through 
the year and has continued in 2022 in Garden City. 

Old Forge-Raquette Lake 
#22 Line Refurbishment 
Project

The Old Forge-Raquette Lake #22 Line is the third section of a 
60+ mile 46 kv radial line that originates in Boonville, New York. 
The line feeds the Eagle Bay and Raquette Lake substation 
as well as one customer station for a total of 2,543 customers.  
Construction is expected to begin in 2022. 

Oswego Lafayette Project will consist of select structure and hardware replacements 
along a transmission line in Upstate NY. Outreach centered 
around assisting with engineering, real estate, and permitting 
needs. Feedback received from landowners was minimal.

Pipeline 39 Besaw Road 
Project

Scope includes installation of pipeline inspection launcher and 
receiver at 337 Besaw Road in the Town of Phoenix. Project 
commences March 2022.

Pipeline 39 valve site 
3905

Scope included replacement of existing valve with a remote 
operating valve to be used in emergency situations. Location is 
PL39 valve site at 1733 County Route 45 in Fulton. 

Pipeline 51-55 
interconnection project

Scope included installation of a new pipeline inspection launcher 
and mainline valves for Pipelines 51 and 55. Location is Walnut 
St., Oswego. Project Complete.

Pipeline 55 HDD project Scope includes relocation of a portion of existing pipeline 55 
under the Oswego River in the City of Oswego via horizontal 
directional drilling. Project commences April 2022.

Pipeline 65 Carr Street 
Project

 

Scope included installation of a new pipeline inspection receiver 
which is required to perform in-line inspections of Pipeline 65. 
Location is at the existing Carr St. GRS at 64 Carr Street, East 
Syracuse. Project Complete. 

RCV Farmingdale Project began in 2021, replacing a valve in a business district 
of Long Island. Door to door outreach was done to the nearby 
businesses, as well as a mailing. No feedback. Work will be 
complete in 2022.
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Rice’s Road Gas Valve 
Site project

The project scope was to construct a pipeline inspection gauge 
launcher for Pipeline 49 at the existing Rice’s Road Gas Valve 
Site located at 20137-20143 Beutel Road in the Town of Wa-
tertown. Scope also included upgrade of 3 pipeline valves for 
future in-line inspections of the pipelines.

Rotterdam Reliability 
Project

Scope included installation of 1850 ft of new natural gas 
distribution main in the Town of Rotterdam. Project complete.

Route 146 - Rexford to 
Clifton Park Gas Main 
Project

This project is needed to maintain above threshold minimum 
pressure on the 45# system and to support the growth 
forecasted by National Grid’s AMF (Analytics, Modelling and 
Forecasting. Install 9,500 ft of 124 psig 12” ST main on Rt. 146. 

Install a new Gas Regulator Station 124 psig to 45 psig.

No heater is required for this GRS 

Install 4,420 ft of 16” 45 psig main on Rt. 146 from the new Reg 
to Ballston Lake Rd

Sherman-Ashville 
Refurbishment and 
Relocation Project

The Sherman-Ashville Refurbishment and Relocation Project 
is located in Western New York. The project will improve the 
asset condition of Sherman Ashville #863 with a focus on wood 
pole condition, access, AB Chance insulators, and small wire. 
Construction is anticipated to begin in 2022. 

SL 63 Project construction began in 2021, rebuilding existing regulator 
station in Amityville, NY. Project had one direct abutter, the 
Amityville Pool, which team coordinated with. Fact sheets were 
sent to nearby community and door to door notifications were 
complete, no issues.

Smart Path Connect Smart Path Connect, a project being developed in partnership 
with NYPA, is part of a comprehensive portfolio of transmission 
upgrades being undertaken across the state to support New 
York’s clean energy goals. Together, the projects will enable the 
flow of an additional 1,000 megawatts (MW) of clean, renewable 
energy across New York State. Construction is anticipated to 
begin in 2022.

Southampton Project begins in 2022, test holes were complete in area of 
project during 2021. No feedback received, outreach done to 
homes and business near test holes.
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Southeast Suffolk Project takes place on a road anchored by protected land with 
no direct residential homes or businesses in immediate area.  
Mailing and literature drops per COVID protocols were done 
to alert neighborhood of work zone for driver safety. No issues 
were raised by community. Coordinating with Hampton Hills 
Country Club, project impacted driveway for one day. Project 
complete

Southern Line No construction activities for 2021, project was deferred until 
2022. Outreach was completed door to door and through direct 
mail in anticipation of construction. No impact.

Southern Niagara Falls Project consists of two substation rebuilds and a distribution line 
upgrade with a horizontal directional drilling (HDD) component 
in a residential area. 1 substation is complete, and the other is 
nearing completion. The distribution line is nearing completion 
and the HDD component was completed with minimal 
stakeholder issues. Outreach centered around mailing campaigns 
and door to door outreach. Concerns have mostly centered 
around restoration of areas adjacent to project work site.

Ticonderoga-Republic #2 
and Ticonderoga-Whitehall 
#3 Refurbishment Project

The objective of this project is to complete a focused 
Refurbishment/Life Extension project on the 19-mile long 115kV 
Ticonderoga-Republic 2 and Whitehall-Ticonderoga 3 lines and 
associated taps.

Washington and Fuller 
Gas Regulator Station 
#924-313

Complete rebuild of the existing Washington & Fuller GRS at 
1485 Washington Street in Albany. Project complete.

West Milton Rock City 
Road Project

This is a new 34.5kV line to serve the KAPL, Knolls Atomic 
Power Laboratory facility (US Navy).

Wolf Road – Menands 
Line #10 Project

Scope included replacement of 6 115kV transmission structures 
and installation of new wires within existing rights of way in 
Town of Colonie. Project complete.
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Goals for 2022: 
National Grid plans to inform adjoining landowners, residents, municipal officials, businesses, 
and other entities about current and future projects. The Company will continue to provide 
notification letters for projects and will assess each project and its impacts to identify 
appropriate outreach activities. The purpose of the communications will be to inform 
stakeholders about project schedules, construction impacts and beyond; collect stakeholder 
feedback when needed and appropriate; and to give stakeholders a direct contact at National 
Grid should any inquiries or issues arise.

How Priority Was Set: 
An Article VII project will have priority due to its mileage and impacts to communities. 
However, because smaller projects could also have impacts warranting further outreach, these 
projects continue to be evaluated for the level of outreach needed. National Grid is making 
improvements to their processes and will strive to be informative for every project.

New/Continuing Program: Transmission and Distribution Forestry 
Continuing

Summary of 2021 Results and Lessons Learned: 
Approximately 259,740 distribution electric tree pruning notification letters (with a tree 
pruning brochure) and approximately 2,140 electric transmission and gas pipeline ROW 
program notifications were provided in the upstate New York service areas. Where requested, 
additional customer educational brochures or materials were provided to customers relative 
to their specific requests. Important, timely tree and tree-related topics were included in bi-
monthly billing inserts to all UNY customers.
Based on customer feedback, along with calls received through our Customer Service 
and regional Forestry staff, we conclude that providing advanced educational information 
raises awareness of the role Vegetation Management programs play in customer safety and 
electric service reliability. Advance education and notification reduce customer inquiry calls to 
Customer Service and Forestry supervisors. This enables support staff to focus service efforts 
where needed for daily operations. Educational information provides clear descriptions as to 
what work methodology, procedures and project timelines may be involved with scheduled 
work for the maintenance and servicing of our various infrastructure.

Goals for 2022:
Our goal is to provide customers with appropriate information as to the importance and need 
of ongoing, established National Grid Vegetation Management programs, processes and 
operations that provide for and maintain safe, reliable delivery of electric energy to their homes 
and businesses; to help avoid future tree and overhead line conflicts through the promotion 
of proper tree planting decision making (“right tree-right place”) and to encourage safe work 
practices when near overhead, energized electrical conductors, distribution buried electrical 
equipment, transmission electric and natural gas pipeline ROW corridors. 

How Priority Was Set: 
Continuation of existing customer notification processes for vegetation management work 
programs specific for distribution, overhead electric lines; overhead electric transmission lines 
and gas transmission pipeline ROW (rights-of-way) in the upstate New York service areas.
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Description of 2022 Program: 
Same as calendar year 2021. National Grid continues to educate and inform consumers 
as to what, when and where we have responsibility for equipment on their property and an 
awareness to recognize and relay what facilities/equipment may be involved. This helps 
a customer when contacting the us when they have related question about the programs. 
Various informational materials are accessible on the National Grid website addressing 
frequently requested educational topics. Trees & Your Electric Service | National Grid 
(nationalgridus.com) Tree pruning, and utility ROW maintenance educational brochures are 
included in transmission ROW and distribution feeder cyclic work notices mailed to consumers. 
Periodically educational and/or safety messages targeted to a specific region are included in 
billing inserts. Topics presented include (tree planting, species selection recommendations, 
proper planting locations, invasive pest awareness issues, etc.).

Employee Outreach and education
Throughout the pandemic National Grid implemented a Guidebook to be used as a 
Corporate and Recommended Practice guideline which aligned with legal requirements and 
recommendations from the Centers for Disease Control (CDC) and local Departments of 
Health to the greatest extent possible.
Internal newsletters which are cascaded to employees providing expectations of how to work 
with customers and best practices. All employees are provided training in ethics and expected 
behavior. All Forestry supervisors are required to have training and be ISA Certified as 
professional Arborist which also includes a customer service component.

New/Continuing Program: Infrastructure & Security
Continuing

Vulnerability inspections are conducted annually at all critical facilities to ensure compliance 
with company and regulatory requirements to recognize derelictions and recommend 
corrections, enhancements and awareness participation. Continued research is conducted 
and investments are made in the newest technology and security enhancements. Critical 
bulk power substations are annually inspected with the New York Public Service Commission 
security utility specialist and bulk power station personnel. Upon recommendation from 
the company communications group, the “see something, say something” message is 
communicated at public announcement activities. Security upgrades are reviewed with 
electrical operations personnel. Awareness programs are part of employee training. 

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C

Increased security measures, installation of motion and infrared surveillance cameras. 
Employee awareness of access policies, record keeping, security objectives, and employee 
participation in security policies and awareness. Law enforcement (first responder) yearly on-
site visits and contact information review. Law enforcement contact added to each site-specific 
security plan.

The new surveillance systems with motion detection and infrared cameras have greatly 
enhanced recognition and response by law enforcement and security personnel. Use of new 
motion detection and camera trailers system has also enhanced law enforcement response. A 
new shot detection system was added to USNY bulk power stations.  
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Goals for 2022: 
Ongoing evaluation of enhanced security measures, increased inspection with lines 
of business and PSC Utility Security. Continued employee awareness messages (see 
something, say something) so any suspicious persons, activity and or objects are reported and 
investigated. Vehicle security checks are conducted at company sites.  Enhanced threat and 
vulnerability assessments at CIP-014 sites, as well as development of Site-Specific Security 
Plans as required by Standard. Continued awareness objectives partnered with PSC, law 
enforcement and public for suspicious behavior and suspicious persons.

How Priority Was Set: 
FERC requirements for critical bulk power stations after sabotage incidents at other utility 
facilities. Priority to ensure infrastructure security plans are reviewed, assessed, and effective 
in deterring or detecting sabotage, theft or outage. Vulnerabilities of critical infrastructure to 
sabotage by outside actors heightened by geopolitical events.

Description of 2022 Program: (see guidance document regarding program elements to 
include such as audience, messaging, delivery vehicles, schedule, evaluation plan, etc.)

Continued employee and law enforcement awareness, along with PSC and utility partners in 
enhancing awareness and security measures. Objectives with law enforcement are to raise 
awareness of the importance of critical sites and critical assets contained there and to prioritize 
their response to incidents. The Security Teams Senior Threat Intelligence and Critical Event 
Analyst distributes a monthly US Physical Security Threat Intelligence Bulletin to senior 
operations leadership for dissemination. The bulletin highlights any threats or events that have 
occurred throughout the industry.   

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

METERING

This section should include outreach and education programs regarding metering (e.g. how to 
read a meter), shared metering, submetering, and AMR programs.     

New/Continuing Program: 

NIMO ELECTRIC & GAS:

Continuing Program

Upstate New York has continued the smart metering REV demonstration project from 2015.

The project tested customer acceptance of the AMI technology, and leveraged AMI capabilities to 
provide customers tools (on-line customer portal) and opportunities (Peak Time Rewards (PTR) 
and Distributed Energy Resources) to better manage their energy use. Smart electric meters and 
smart gas ERTs were installed on residential customer premises April through July of 2017. The 
first season of PTR ran in 2017. PTR continued to run through 2022.  

The company has worked with DPS staff in developing innovative pricing designs to be tested 
in Clifton Park. As a result, PTR was extended to operate in 2021 to keep customers engaged. 
Testing of innovative rate designs has included a full customer engagement plan including rate 
education and continued support through the AMI customer portal. The efforts in Clifton Park are 
aligned with the full scale roll out of AMI in the Niagara Mohawk service territory. 

New Program

In November 2020, the New York Public Service Commission approved an AMI deployment plan 
with an expected 1,690,000 electric AMI meter and 640,000 gas module installations between April 
2023 and March 2027 (Case 17-E-0238).

AMI deployment includes smart meters with “distributed intelligence” capabilities, meaning that 
these smart meters contain an on-board computer that allows for significantly enhanced information 
gathering at much shorter time intervals. 

The NYPSC also approved the customer engagement program in May of 2021.

Back-office IT systems and AMI deployment planning process started in April of 2021 to completed 
in 2022.

Gas modules communicate with the electric AMI meter to transmit gas usage data back to 
National Grid. We will target deploying AMI meters to 20% of customers in the third and sixth 
years of implementation, and 30% of customers in the fourth and fifth years of implementation.
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KEDLI:
In late 2013 National Grid began a program to install a mobile Automatic Meter Reading (AMR) 
System in our KED-LI service territory. This project ran through 2015 and officially ended in March of 
2016. As a continuation of this program, outreach campaigns and other efficiency measures continue 
to take place to aid in the “maintenance and clean up” portion of the program;

•	 The Long-Term Estimate (LTE) procedure that was implemented in 2016 continues to prove 
effective, as LTE metrics goals continue to be met and have reduced LTE’s by 30%+ from 
2019.

•	 Remaining accounts that were deemed not able to be retrofitted with AMR by the installation 
contractor (RTU’s) were targeted further by deploying staffing on non-meter reading dates and/
or extended hours. Due to this continued targeted deployment, RTU’s have now been reduced 
to <75.

The “AMR Route Restructuring Project” was fully implemented at the end of FY20, resulting in 
increased efficiencies of AMR routing and cycle structure. Customer communication of this major 
change was highly successful, receiving only 1 recordable complaint across the entire LI territory. An 
example of the communications sent to customers can be found here: https://www.ngrid.com/li-meters 

KEDNY:
In April of 2016, National Grid began a deployment program to install remote devices (AMR) on our 
gas meters in the KEDNY service territory. The deployment is a 5-year program with a completion 
date of March of 2021.

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C

NIMO ELECTRIC & GAS:
Lessons from the Clifton Park REV demonstration, especially regarding customer communications, 
will be integrated in full AMI deployment. 

KEDLI:
The efficiency measures and customer communications for 2021 were successful as evidenced in our 
AMR installation/saturation, LTE and RTU milestones being met.

KEDNY:
Achieved current targets with installations/saturation. LTE milestones are being met. 

Goals for 2022:

NIMO ELECTRIC & GAS:
We anticipate planning and design for the AMI program to continue through 2022.  Meters are 
expected to begin deployment in 2023.
The REV demonstration will begin to wind down. Meters will remain in operation until 2025.
Customer communications with community leaders will address the transition to new AMI solution in 
upstate NY. 
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AMI customer engagement working on selecting a marketing agency and building a foundation to 
prepare for our 30, 60, 90 customer engagement plans beginning in January 2023. 

KEDLI:
Recognizing the efficiencies resulting from the AMR Route Restructuring Project and ensuring 
continued customer satisfaction.

KEDNY:
Focus on Long Term Estimates and continue reductions in line with company targets. Continue 
replacement of end-of-life infrastructure (aged AMR modules).

How Priority Was Set: 

NIMO ELECTRIC & GAS:
Upon the receipt of the Commission’s order of approval for the AMI program and to end the 
REV demonstration, the actions described in the report has set the priority of this program to be 
implemented.

KEDLI:
Placed focus on reporting that identified Route and Cycle for all KEDLI premises and ensuring the 
implemented efficiencies are maintained.

Description of 2022 Program: (see guidance document regarding program elements to include such as 
audience, messaging, delivery vehicles, schedule, evaluation plan, etc.)

NIMO ELECTRIC & GAS:
Ending the Clifton Park demonstration. 
Planning and design approval and build out network in September of 2022. March of 2023 installation 
will begin. We will continue the customer engagement plan. 

KEDLI:
For 2022, focus will be on maintaining the efficiencies from the AMR Route Restructuring Project and 
reducing the number of LTE’s and RTU’s.

KEDNY:
Continue AMR maintenance and replacement of aged AMR modules. Continue Long Term Estimate 
and clean-up of RTU’s.
For the KEDNY AMR Deployment our goal is to achieve installation and saturation targets. For our 
Long-Term Estimate program achieving set targets by the company will measure success.

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

NATURAL GAS & ELECTRIC SAFETY

NATURAL GAS:

New/Continuing Program: 

The Pipeline Public Awareness Program (PPAP) educates the general public and other key stake-
holders – such as emergency officials, local public officials and excavators – in how to prevent, rec-
ognize and respond to possible leaks in natural gas pipelines. It seeks to raise public awareness of 
many important subjects including, but not limited to: 

•	 the presence of buried gas pipelines 
•	 the Call Before You Dig one-call system 
•	 the National Pipeline Mapping System (NPMS)
•	 best practices for safely responding to natural gas pipeline incidents 
•	 the dangers of carbon monoxide 
•	 meter set & regulator vent clearances. 

National Grid partnered with its utility public safety awareness consultant, Culver Company, to devel-
op and deliver electric and natural gas safety information in support of this and other public safety ini-
tiatives. While the baseline objective includes exceeding the requirements of the federal Natural Gas 
Pipeline Public Awareness regulations (API RP 1162/49 CFR Parts 192 and 195), compliance alone 
falls short of National Grid’s broader vision and goals for promoting safe and healthy communities. 

Nearly 20 years ago, the energy industry developed RP 1162 for increasing public awareness of the 
risks associated with pipeline operations and incident response. National Grid has expanded upon 
these minimum requirements to create a deliberate system of rules, practices and processes that has 
positioned us to be the industry leader in utility public safety awareness communications and training. 

Starting in 2015, the company initiated a transformative strategy for pipeline public awareness. This 
strategy integrated the company’s utility public safety awareness and damage prevention programs 
into a comprehensive and cohesive messaging platform designed to save lives, reduce injuries, 
prevent incidents, mitigate risk, and enhance the overall value of National Grid and its services for all 
stakeholders. By 2018, Public Awareness Program team was partnering closely with the company’s 
Damage Prevention managers to better coordinate messaging, increase awareness, reduce inci-
dents, and impact bottom-line results such as the reduction in third-party damage. 

In 2019, National Grid expanded this joint outreach and engagement strategy, enhancing the impact 
of the company’s safety and damage prevention messages, and conducted detailed evaluations that 
helped inform the company’s ongoing initiatives. National Grid distributes pipeline public awareness 
safety materials primarily by mail, focusing on the following targeted stakeholders: excavators, emer-
gency officials, public officials, and the affected public along National Grid’s transmission pipeline 
rights of way (ROW). The company’s ongoing PPAP effectiveness research efforts confirm that these 
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stakeholders continue to prefer direct mail as a channel to receive the company’s public awareness 
safety messages. Decision-makers at targeted stakeholders for the excavator, emergency officials, 
public officials and portions of the transmission IMP/ROW mailing were selected by address, name 
and/or job title. Stakeholders were identified by compiling various list sources and using Standard 
Industrial Classification (SIC) codes (including proprietary SIC code extensions) to define company 
types in conjunction with GIS mapping. The SIC codes used to develop these mailing lists are in line 
with industry best practices for identifying companies most likely to be involved in utility incidents.

Our outreach materials include the key messages required by RP 1162, such as: 

• identification and recognition of pipeline markers and pipeline rights of way, 
• use of a one-call notification system prior to excavation, 
• damage prevention warning information, 
• possible hazards associated with unintended releases of natural gas,
• physical indications of a possible release and the steps to be taken for public safety in the 

event of a natural gas release, 
• procedures to report such an event to emergency officials and the utility and 
• information about vegetation management best practices and awareness to keep rights of way 

clear. 

Multilingual Outreach 

All mailers were distributed in English. However, we include a highlighted message in Spanish, Portu-
guese, French, Italian, Vietnamese, and Russian where relevant, instructing readers to translate the 
important safety information for non-English speakers. Our website has a translation button as well.

Baseline Pipeline Public Awareness Activities

In 2021, National Grid delivered public safety awareness information to: 

•	 115,877 excavator organizations in the distribution service counties 

•	 4,637 emergency officials in the distribution service counties 

•	 7,909 public officials in the distribution service counties 

•	 472,560 affected public located near the company’s natural gas transmission pipelines. 

Overall Outreach Schedule National Grid’s Baseline PPAP outreach in 2021 followed the schedule 
outlined below:

Mailing Date Outreach Audience Definitions Quantities Mailed:

Stakeholder – Excavators June 3, 2021 

Outreach distributed directly to excavators in all counties with National Grid gas distribution. 
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New York – TOTAL 62,934 

Long Island - 26,301 

New York City – 18,050 

Upstate - 18,583 

Excavator organizations were mailed a company-branded poster-mailer that included a detachable 
visor card. Both contained natural gas safety information. 

We identified stakeholders using SIC codes and compiled lists within the counties where the company 
has natural gas facilities. Specific SIC codes were determined using general categories based on the 
requirements in RP 1162, as well as SIC codes recognized to be in line with industry best practices 
for identifying companies most likely to be involved in utility incidents. 

We mailed a projectable random sample of mailers via First Class Mail to determine deliverability. 
Based on the average of annual returns, we project that approximately 94% of National Grid’s exca-
vator mailers were delivered to targeted addresses – which is within national averages.

Stakeholder – Emergency Officials June 29, 2021 

Outreach distributed directly to emergency officials in all counties with National Grid gas distribution.

New York – TOTAL - 2,359 

Long Island - 647 

New York City - 377 

Upstate – 1,335

Emergency officials were mailed a branded public awareness informational flyer and letter. 

We used SIC codes and compiled lists to identify emergency officials in counties where National Grid 
has natural gas facilities. Specific SIC codes were determined based on an analysis of the require-
ments in RP 1162.

We mailed a projectable sample of mailers via First Class Mail to determine deliverability. Based on 
the average of annual returns, we project that approximately 95% of National Grid’s emergency offi-
cial mailers were delivered to targeted addresses – which is above national averages. 

Stakeholder – Public Officials June 29, 2021

Outreach distributed directly to public officials in all counties with National Grid gas distribution.  

New York – TOTAL - 4,052

Long Island - 1,145 

New York City - 445 

Upstate - 2,462
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Public officials were mailed a branded public awareness informational flyer and letter. We used SIC 
codes and compiled lists to identify public officials in counties where National Grid has natural gas 
facilities. Specific SIC codes were determined based on an analysis of the requirements in RP1162. 

We mailed a projectable sample of mailers via First Class Mail to determine deliverability. Based on 
the average of annual returns, we project that approximately 95% of National Grid’s public official 
mailers were delivered to targeted addresses – which is above national averages. 

Stakeholder – Transmission IMP/ROW August 30, 2021

Outreach distributed directly to all RP 1162 Stakeholders - includes residential and business ad-
dresses, places of congregation, excavators within 660 feet of the centerline* of National Grid’s gas 
transmission pipeline as well as emergency officials and public officials in counties with transmission 
pipelines.  

New York- TOTAL – 454,842 

Long Island - 86,605

New York City - 321,017 

Upstate (*Oswego County only, transmission buffer zone was 1,000 feet from the centerline) -   
 47,220

National Grid mailed a four-page brochure to transmission IMP/ROW stakeholders. 

Stakeholders for this mailing were identified using GIS analysis of National Grid’s transmission pipelines. 

All residential and business addresses within 660 feet of the pipeline were included, except in Os-
wego County, New York, where addresses within 1,000 feet of the pipeline were used due to the 
increased pressurization of the transmission pipeline in that area. In addition, National Grid sent this 
mailing to residential and business addresses located within 660 feet of our Liquefied Natural Gas 
(LNG) facilities. Specialized GIS analysis was used to identify the physical location of these assets to 
ensure stakeholder identification. We used SIC codes for Places of Congregation. 

Residences, businesses (including excavators) and Places of Congregation in the identified areas 
were sent the mailing. Emergency and public officials in counties with National Grid transmission or 
distribution pipelines were also included in this mailing. 

We mailed a projectable random sample of mailers via First Class Mail to determine deliverability. 
Based on the average of annual returns, we project that approximately 94% of National Grid’s trans-
mission IMP/ROW mailers were delivered to targeted addresses – which is above national averages.

In 2021, National Grid accomplished the following: 

• Generated Approximately 1.5 million Proactive Safety Touchpoints Among Stakeholders. This 
includes all Baseline and Supplemental outreach efforts, mail as well as digital, during the calendar year. 

• Expanded our Employee Engagement Strategy. We delivered an employee public safety aware-
ness newsletter six times throughout 2021, noting that each employee’s contribution is essential in 
helping National Grid achieve our goal of safely operating our systems and delivering value at every 
level. These newsletters highlight items such as: the elements of RP 1173, gas pipeline safety, Safe 
Digging Month, company news, diversity and inclusion, stakeholder engagement program informa-
tion, internal continuous improvement efforts, National 811 Day, National Preparedness Month, Fire 
Prevention Week, and employee recognition spotlights.
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•	 Continued High-Touch Educational Outreach. Leveraging effectiveness results and stake-
holder marketing research results, we continued to target areas posing the greatest risk. These 
included: 

•	 Maintaining Enhanced Frequency of Baseline PPAP Mailings. Continuing our strategy ini-
tiated in 2018, National Grid doubles annually the frequency of the Baseline Public Awareness 
mailings among excavators, emergency response officials, local public officials and members 
of the affected public. Our research findings demonstrate that increased frequency improves 
reach, understandability and recall. In addition, topics were selected based on analysis of the 
2021 effectiveness research findings and are as follows:  

o Excavators received the baseline outreach in June 2021 with follow-up outreach in 
November 2021 with targeted content including the five simple steps to protect under-
ground utilities, including: 

	 contacting 811 

	 waiting the required time

	 recognizing that locate marks are not precise and do not indicate depth

	 not using mechanical equipment within the tolerance zone

	 and hand digging to verify location and depth of marked utilities.

The message also directs excavators to call 911 and National Grid in a gas emergency 
and includes the emergency contact numbers across National Grid’s service area.

o Emergency Officials received the baseline outreach in June 2021 with follow-up out-
reach in November 2021 with targeted content about natural gas valve safety. Emphasis 
is placed on knowing which valves a first responder may shut off and which must be left 
to National Grid personnel. An illustration demonstrates the correct “closed” position of a 
valve lug. Emergency contact phone numbers are also listed.

o Public Officials received the baseline outreach in June 2021 with follow-up outreach 
in November 2021 with targeted content that engages public officials help in promoting 
natural gas safety and asks whether they have addressed natural gas leaks in their 
emergency operations plan. It encourages them to learn the location of high-pressure 
transmission pipelines in their community and to spread the word about 811.

o Affected Public stakeholders received the baseline outreach in August 2021 with fol-
low-up outreach in November 2021 that warns of the possible catastrophic consequenc-
es of damage to such pipelines. It explains the importance and meaning of pipeline 
markers and encourages the public to protect themselves, their families and their com-
munity by always notifying 811 before any digging projects. It also advises that National 
Grid must be onsite during any excavation within 20 feet of a high-pressure pipeline.

•	 Damage Prevention wallet cards for Upstate and Downstate NY
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o The wallet card is a safety reminder card that excavators can keep with them on the job 
site. It highlights the five steps for safe excavation and the color codes for locator marks. 
The card also has a QR code for the National Grid e-SMARTworkers website which 
provides additional safety information, as well as a QR code for Dig Safely NY ticket 
status look up (UNY) or New York 811 ticket status look up (DNY).

•	 Damage Prevention “Tips of the Trade” email series. We designed and distributed via 
email informational “Tips of the Trade” eNewsletters to excavators. These newsletters provided 
an additional communications and feedback channel focused on public safety awareness and 
damage prevention messaging. 

o We distributed 97,300 “Tips of the Trade” emails in 2021.

o Topics included:

	 Working safely after storms 

	 Natural gas pipeline markers 

	 Protecting exposed natural gas pipelines 

	 Keeping right-of-way safe and clear 

	 Landscaping and fencing safety 

	 Always notify 811 before you dig – it’s the law! 

•	 811 Pandemic Notifications. In response to the 2020 COVID-19 pandemic, we prominently posted 
on our e-SMARTworkers website the reminder to avoid delays by clearly pre-marking excavations 
sites and requesting locates with as much lead time as allowed by the local jurisdiction.

•	 Cross Bore Safety Awareness. Reaching out to plumbers, drain cleaners, equipment rental 
companies and local sewer districts, we continued to promote awareness of the potential for 
cross bores in sewer lateral.

•	 Long Island Demolition/Renovation Damage Prevention Awareness. We distributed 
focused public safety awareness messaging and outreach in Long Island, where damage 
demands a greater need to promote hazard awareness among excavators and other stake-
holders. In 2021, the program involved additional outreach to Building and Permitting Officials 
encouraging building and permit office personnel to direct contractors and property owners to 
arrange for National Grid to properly disconnect service before demolition or major renovation 
work begins. The program also included an email to Contractors involved in demolition and 
renovations. 

First Responder eLearning Program 

Throughout the year, National Grid actively promoted the eLearning program among professional and 
volunteer agencies as well as to individuals in the firefighting, law enforcement and emergency medi-
cal response communities. This included promoting the site through traditional and digital advertising, 
social media, email and direct mail. We also rebranded and modified the eLearning website to work 
seamlessly on all digital devices. 
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In 2021, the site generated more than 39,600 individual page views.

By the end of 2021, 13,660 stakeholders had registered for the first responder natural gas safety 
eLearning program and 13,780 stakeholders had registered for the first responder electrical safety 
eLearning program. Of these, 7,097 stakeholders completed the natural gas safety program, and 
6,554 stakeholders completed the electrical safety program. Those who completed the programs 
were issued Certificates of Completion. 

New York total # of registrations 
in 2021 (gas/electric)

# of gas completions 
2021

# of electric 
completions 
2021

Long Island 315 146 145
Metro NY 38 26 20
Upstate NY 418 125 232
Other NY - outside of gas 
counties 260 256 164

 Total 1031 553 561

Our award-winning eLearning site appears here: https://firstresponder.ngridsafety.com/. 

Utility Public Safety Awareness First Responder eBulletins (4). We distributed via email and post-
ed on the first responder eLearning website. The 2021 eBulletin topics included:

•	 Aerial equipment safety
•	 Fires involving solar PV systems and batteries
•	 Incidents involving LNG transport trailers
•	 Gas safety during major snow and ice events

 First Responder “Tips of the Trade” email series. We designed and distributed via email informa-
tional “Tips of the Trade” eNewsletters to first responders. Topics included:

•	 Be alert for all gas leak warning signs
•	 Help us protect National Grid rights-of-way
•	 Effective response to an outdoor natural gas leak/plume
•	 Responding to natural gas transmission pipeline emergencies
•	 Natural gas leak behavior and flammability 
•	 Parking and staging for natural gas incidents

 

Natural Gas Public Safety Education for Long Island Schools 

On January 28, 2021, National Grid distributed its Energy Explorer classroom educational program 
to elementary and middle schools in the Long Island gas service territory by mailing an educational 
mailer to 13,404 local educators. 

On September 29, 2021, National Grid mailed another educational mailer to 13,363 educators. Ener-
gy Explorer is a long-standing National Grid program that provides information for use in classrooms 
that helps teachers, students and families understand: 

• how electricity and natural gas services are provided to the community 



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan155

• the use and value of these services 

• how to prevent, recognize and respond to a possible emergency involving electricity or natural  gas 

The program offers written educational materials that teachers can use in their classrooms, including 
instructional booklets and activity sheets, lesson plans, and pre- and post-tests that help enhance 
science, health and language arts curriculums while also promoting gas safety messages, exceeding 
the requirements of RP 1162. The program also includes a variety of Internet resources for teachers, 
students and parents at www.ngridenergyworld.com. 

The objective involved providing schools on Long Island with additional natural gas pipeline public 
awareness messaging, including information about pipeline markers used to help locate transmission 
pipelines, the Call Before You Dig one-call system, possible signs of a natural gas pipeline leak and 
steps to take in case of a possible natural gas emergency. 

 

2022 Goals

National Grid’s utility public safety and damage prevention awareness goals mirror existing company 
commitments to workplace health and safety.

Our goals include helping to save lives, prevent injuries, maintain compliance with local, state and 
federal regulations, reduce infrastructure damage and service interruptions, mitigate risk and build 
trust with our customers and local communities. 

We will continue to:

•	 Promote utility hazard and incident prevention awareness among targeted at-risk stakeholders 
by proactively distributing to these stakeholders tailored educational resources that encourage 
the practice of prevention. 

•	 Research changing stakeholder, regulatory, financial and environmental conditions that impact 
utility public safety awareness and damage prevention and align our outreach efforts with the 
demands of an evolving marketplace.

•	 Comply with local, state and federal safety regulations, including the safety communications 
and program effectiveness-survey requirements of RP 1162, and continue to support our Stra-
tegic Pipeline Safety Management System (RP 1173).

•	 Collaborate with jurisdictional teams to maximize the effectiveness and beneficial impacts of 
our programs at local as well as state and federal levels.

National Grid’s goal includes maintaining our market leadership in utility public safety awareness and 
stakeholder engagement throughout the industry as well as in our service territory and the northeast-
ern United States. This necessarily includes engaging internal as well as external stakeholders in our 
vision, values, policies, and procedures associated with promoting a safety awareness culture.

Preventing utility-related incidents is always better and more cost-effective than managing the out-
comes of such incidents. By focusing on our goals, we continue to support the company’s efforts at 
demonstrating to employees, regulators, community partners, and investors that National Grid is a 
safe and well-run company.

Liaisons continued their support of the Pipeline Public Awareness stakeholder engagement per 
RP1162 outreach by connecting via email and in telephone follow-ups with various stakeholder 
groups. They provided information regarding the eLearning training for First Responder, provided 
assistance when needed.
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1. 811 Pandemic Notifications. In response to the 2020 COVID-19 pandemic, we prominently posted 
on our e-SMARTworkers website as a reminder to avoid delays by clearly pre-marking excavation 
sites and requesting locates with as much lead time as allowed by the local jurisdiction. 

2. We continued to reach out to stakeholders with direct mail, email and advertising campaigns. 

National Grid has sent up Regional Damage Prevention Hubs in coordination with Public Awareness 
to reduce third-party and no call damages. 

We continue to partner with First Responder Agencies and Organizations to increase participation 
in the e-Learning Program. This is done through advertising in trade magazine and sponsorships at 
events held.

National Grid will be increasing the messaging of calling 911 first throughout the service territory, with 
various spotted directed mail campaigns, digital and social campaigns throughout the year.

Listed below is what we adhere to for our program for distribution and outreach to our stakeholder 
groups.

Customers including 
multi-family and business 
complex owners. 

1) Bill stuffers; and/or 

2) Corporate website (Supp.) 

3) Customer Newsletters 
(Supp.) 

4) Press releases (Supp.) 

5) Social Media 

*All bill stuffers and printed 
communications include this 
statement: “Please share/post 
this important natural gas 

Twice annually 

3) Periodically 

4) Periodically 

5) Periodically 

Residents along the local 
distribution system 

1) Bill stuffers (for combination 
electric and gas companies); 
and/or; 

2) Press releases (Supp.); and/
or 

3) Paid advertising 

4) Social Media 

1) Annually/periodically 

2) Periodically 

3) Periodically 

4) Periodically 

Transmission Customers 1) Targeted distribution of print 
material 

2) Paid advertising (Supp.) 

1) Annually
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Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B

Residents adjacent to 
transmission pipeline ROW 
and Landowners directly 
adjacent to the ROW 

1) Targeted distribution of 
print material; and/or 

2) Paid advertising (Supp.) 

3) Social Media 

1) Annually 

2) Periodically 

3) Periodically 

Places of Congregation 
adjacent to transmission 
pipeline ROW 

1) Targeted distribution of 
print material 

2) Paid advertising (Supp.) 

3) Schools outreach program 

Annually 

Emergency Officials Baseline Delivery Method 
and/or Media 

Baseline Delivery 
Frequency 

For Local Distribution 
Companies 

1) Group meetings; and/or 

2) Targeted distribution of 
print material 

3) Paid advertising (Supp.) 

Annually 

For Transmission Pipeline 
Operators 

1) Group meetings; and/or 

2) Personal contact; and/or 

3) Targeted distribution of 
print material; and/or 

4) Paid advertising (Supp.)

Annually 

Public Officials Baseline Delivery Method 
and/or Media 

Baseline Delivery 
Frequency 

1) Targeted distribution of 
print material 

2) Paid advertising (Supp.) 

3) Group meetings, as 
required

Annually

Excavators/Contractors Baseline Delivery Method 
and/or Media 

Baseline Delivery 
Frequency 

1) Targeted distribution of 
print materials 

2) Paid advertising (Supp.) 

3) One-Call Center outreach

Annually
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2022 Outreach & Education Plan 
with 2021 Results 

 
ELECTRIC SAFETY 

 
New/Continuing Program:  
In addition to supporting the public awareness requirements of RP 1162, the 2021 
Excavator/Third-Party Contractor/Tree Worker Public Safety Outreach Program included 
information focused on: 

• Saving lives 
• Reducing injuries 
• Complying with local and federal safety regulations 
• Reducing claims arising from incidents involving utility assets, and 
• Increasing the value of the utility and its services to the communities served by the utility. 

On an annual basis, National Grid distributes public safety information to excavators and third-
party contractors via direct mail, email, and the Internet in its service area. The delivery of this 
information to the targeted audience was not significantly impacted by the COVID-19 pandemic. 
The outbound messaging includes key communications requirements for RP 1162 Pipeline Public 
Awareness. 

When combined with the utility’s other outreach activities, the impact of this outreach creates 
overlapping and repeated natural gas pipeline and electrical hazard awareness messaging among 
key stakeholder audiences throughout the year. The frequency and repetition of National Grid’s 
public awareness messaging is key. It increases the likelihood of instilling a culture of prevention 
and safety among excavators, third-party contractors, and general businesses that may come into 
contact with the utility’s natural gas pipeline and electric power line infrastructure. 

1.0 CONTRACTOR OUTREACH METHODOLOGY 
National Grid has partnered with the Culver Company to provide outreach materials to third-party 
contractors and tree workers. The Culver Company utilizes an outreach methodology that was 
developed with the assistance of numerous electric, natural gas and dual-commodity utilities and 
feedback from other industry participants, such as regulators and AEGIS. This approach involves 
developing customized educational materials that contain unique hazard-awareness and incident-
prevention content and distributing them to at-risk contractor organizations, including tree workers. 

Also, in alignment with the utility’s RP 1162 commitments, the materials included natural gas 
pipeline public safety awareness information. Key messages included 811/Call Before You Dig 
damage prevention messaging, recognizing the warning signs of a natural gas leak, and 
responding safely to natural gas emergencies. 

2022 Outreach & Education Plan
with 2021 Results

ELECTRIC SAFETY
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Decision-makers at targeted organizations were selected by name and/or job title within National 
Grid’s service area. Culver Company identified the audience by compiling various list sources and 
using Standard Industrial Classification (SIC) codes to define company types. All SIC codes 
used to develop the mailing lists are in line with industry best practices and have been reviewed 
by utility claims and risk department personnel for thoroughness and accuracy. 

1.1 Excavator/Contractor Outreach Methodology 

The methodology Culver Company used has been tested and employed by utilities throughout 
the United States. It involves the following activities: 

   Mail Public Safety Outreach Materials: Culver Company sends via U.S. mail a printed 
informational piece designed to promote prevention while also notifying excavators and 
other third-party contractors of the hazards associated with working around underground 
and overhead utility assets.                 

The document includes specific recommendations for working safely around these assets 
as well as an offer for free utility hazard awareness training material. This outreach is 
designed specifically for at-risk contractor demographics and tested for usage among the 
target group. 

Distribute Safety Kits: The outreach mailer offers a free, more in-depth safety kit to 
contractors upon request. The safety kits contain additional worker safety booklets, 
posters, DVDs, and/or safety visor cards. In 2021, the Safety Kit included the following: 

• Contractor Beware dual commodity booklets –in English and Spanish, Worker 
Beware Visor Cards 

• Worker Beware combination gas and electric DVD, in English or Spanish (the 
customer chooses the language).  

• The video is broken into manageable, scenario-specific training modules that 
contain utility-related safety information:   

• Introduction: Electric & Gas Safety Basics (5 min.) 

• Digging & Excavating (14 min.) 
• Ladders & Long Tools (8 min.) 
• Cranes & Heavy Equipment (8 min.) 

Presenter’s notes and slide show presentation for use during training sessions. 

Trainer’s guide that provides trainers with information necessary to run an effective natural 
gas pipeline/electric power line hazard awareness training session. 

These kits contain information that is consistent with the messaging requirements of RP 
1162. 

• 
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In 2021 we identified 18,163 at-risk excavator/contractors and 3,459 tree workers in the 
New York service area. The primary steps involved in list development for at-risk 
audiences are as follows: 

• Leverage utility claims data to identify at-risk audience segments 
• Select targeted audience members using 4, 6, and/or 8 digit SIC codes 
• Source contact information from multiple data providers, such as D&B, InfoUSA, trade 

associations, local licensing boards, and the utility’s own lists 
• Compile and remove duplicate contacts  
• Correct mailing addresses using NCOA and CASS 
• Verify the list by analyzing subsets of the addresses mailed to using a combination of First-

Class mail, telephone verification, and email verification 

Culver Company acquired mailing lists from numerous list resources including D&B and InfoUSA, 
which are among the leading resources for business information. After acquiring these SIC-
generated mailing lists, Culver Company identified and removed duplicate addresses, and 
generated a final list of excavators and third-party contractors who would receive the outreach. 

Excavation company/contractor types that received this mailing include the following categories: 

• Construction, repair, and dismantling services Single-family Housing Construction 
• Residential Construction, Not elsewhere classified Operative Builders 
• Industrial Buildings and Warehouses 
• Nonresidential Construction, Not elsewhere classified Highway and Street Construction 
• Bridge, Tunnel, and Elevated Highway Water, Sewer, and Utility Lines 
• Heavy Construction, Not elsewhere classified Plumbing, Heating, Air-conditioning 
• Painting and Paper Hanging Electrical Work 
• Masonry and Other Stonework Carpentry Work 
• Roofing, Siding, and Sheet Metal Work Concrete Work 
• Water Well Drilling Structural Steel Erection Glass and Glazing Work Excavation Work 
• Wrecking and Demolition Work Installing Building Equipment 
• Special Trade Contractors, Not elsewhere classified Signs and Advertising Specialties 
• Marine Cargo Handling 
• Marinas 
• Hardware 
• Cranes, construction 
• Cranes, industrial 
• Hardware stores 
• Outdoor Advertising Services 
• Heavy Construction Equipment Rental 
• Equipment rental and leasing, Not elsewhere classified 
• Industrial truck rental 
• Garage facility and tool rental 
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• Lawn and garden equipment rental 
• Rental store, general 
• Shipping container leasing 
• Sign rental 
• Stores and yards equipment rental 
• Tent and tarpaulin rental 
• Tool rental 
• Work zone traffic equipment (flags, cones, barrels, etc.) 
• Labor contractors (employment agency) 
• Lettering and sign painting services 
• Crane and aerial lift service 
• Tank repair and cleaning services 
• Waste cleaning services 
• Nautical repair services 
• Trade school 
• Contractors’ association 
• Construction management 
In addition, Culver included with this mailing the addresses of those third-party contractors who 
participated in the program in previous years. The addresses of these contractors are 
integrated into the final mailing list before the outreach is distributed to the U.S. Post Office. 

1.2 Excavator/Contractor Messaging 

The hazard awareness messages for the Excavator/Third-Party Contractor Public Safety 
Program were developed with input from utility subject matter experts, professional contractors 
from the targeted group, and safety trainers.  

Three core message types were developed and conveyed: 

• Hazard Awareness Messaging 
• Messaging to Gain Contractor Involvement in the Program 
• A Free Offer for Additional Training Material 

Each is described below. 

Hazard Awareness Messaging 

The training materials involved in this program include the following broad hazard awareness 
messages: 

• How to prevent accidents involving overhead power lines 
• How to prevent accidents involving natural gas pipelines 
• What to do if equipment comes into contact with a natural gas line Additional safety 

information for heavy equipment and crane operators 

This messaging is consistent with Pipeline Public Awareness messaging needs of RP 1162. 
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These messages include the following key components: 

• Look out for overhead power lines Call Before You Dig/811 
• Stay at least 20 feet away from overhead power lines (also, however, be aware of 

special recently- updated OSHA clearance requirements for derricks and cranes 
operating near high voltage overhead power lines) 

• Use a spotter when operating heavy equipment 
• Before excavating, request a locate and learn the American Public Works Association 

color codes for locating underground utilities (the outreach includes a brief reference 
guide) 

• Emergency procedures if you contact a natural gas pipeline  
• Emergency procedures if you contact a power line 
• To report an emergency, call 911 and National Grid 

Messaging to Gain Contractor Involvement with the Materials 

Every contractor identified on the mailing list is encouraged to request additional materials, and 
the key messages used to encourage requesting this material include the following: 

• Prevent injury and death among employees 
• Lower insurance premiums 
• Prevent OSHA fines 
• Reduce worker compensation costs 
• Avoid lawsuits and property damage 
• Decrease worker days lost 
• Improve worker productivity and morale 
• Enhance the bottom line 

Free Offer for Additional Training Materials 

National Grid invites recipients of the material to request additional hazard awareness training 
materials to share with their employees, free of charge. This offer is stated with a clear call to 
action: order materials using a pre-paid business reply card, a fax, or an online form. 

 

1.3 Tree Worker Outreach Methodology 

The outreach methodology for the tree worker program is similar to the process used for 
excavators and contractors, drawing upon industry standards for public safety outreach developed 
and utilized by numerous utilities across the country. These steps involve: 

• Mail Public Safety Outreach Materials: National Grid provided tree workers with baseline 
safety information, along with an offer to provide additional safety training materials to 
those organizations that need it – free of charge, courtesy of National Grid. 
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• Distribute Public Safety Kits: National Grid also offered tree workers free safety training 
materials. Safety Kits included additional utility safety booklets, posters, DVDs, and/or 
safety visor cards. (As described above). 

• Maintain an Informational Contractor Safety Website: National Grid directed tree 
workers to the contractor safety website, e-SMARTworkers, which is described in 
more detail above. 

1.4 Tree Worker Messaging 

The hazard awareness messages for at-risk tree workers were developed with input from utility 
subject matter experts, professional contractors from the targeted group, and safety trainers. 

Core message types are described below.  

Outreach Messaging: The outreach safety messaging included the following points: 

• Maintain a 10-foot clearance from power lines when tree trimming 
• Be extra cautious around downed power lines 
• Carefully inspect a worksite for power line hazards before starting, and clearly mark 

power line locations with appropriate signs, safety cones, and the like 
• Stay safe by using OSHA-approved tools and work procedures 
• Regularly train workers in power line safety 
• Know what to do if equipment touches a power line 
• Know how to recognize a natural gas pipeline leak 
• Know what to do if equipment comes into contact with a natural gas pipeline 
• Emergency response information (call 911 and National Grid immediately) 

This messaging is consistent with the Pipeline Public Awareness messaging needs of RP 1162 
because it includes gas pipeline safety information relevant to tree workers involved with tree 
planting and tree stump removal. 

Messaging to Gain Tree Worker Involvement with the Materials 
Tree workers were encouraged to request additional materials, and the key messages used to 
encourage requesting this material include the following: 

• Prevent injury and death among employees 
• Lower insurance premiums 
• Prevent OSHA fines 
• Reduce worker compensation costs to avoid lawsuits and property damage  
• Decrease worker days lost 
• Improve worker productivity and morale 
• Enhance the bottom line 
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Free Offer of Safety Materials 
Without charge, National Grid invites recipients to request additional hazard awareness training 
materials to share with employees. This offer is stated with a clear call to action: order 
materials using a pre-paid business reply card, a fax number, or an online form. 
 

Summary of 2021 Results and Lessons Learned:  
 

1.0   AT-RISK THIRD-PARTY CONTRACTOR & TREE WORKER OUTREACH 
 
On March 30, 2021, National Grid distributed the public safety outreach to the following segments in the 
New York Service Area. 

Audience Outreach Materials Quantity 
Mailed 

At-Risk 
Contractors 
 

 

18,163 

Tree Workers 
 

 

3,459 

On July 12, 2021, National Grid distributed follow-up postcards to the same organizations in the 
New York Service Area. 

 

 

 

 

Self-mailer with detachable poster (to be 
hung at the target company) and visor 
card (to be kept in the vehicle). 
Information is specific to tree workers 
who work near power lines–clearance 
requirements, use of spotters, and what to 

        

 

Self-mailer with detachable poster (to be 
hung at the target company) and visor 
card (to be kept in the vehicle). The 
poster covers the use of cranes and 
derricks in construction, call before you 
dig, and dig safely, and what to do in 
case of emergency.  
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Audience Outreach Materials Quantity 
Mailed 

At-Risk 
Contractors 
  

18,163 

Tree Workers 
 

 

3,459 

 

• National Grid distributed printed information containing overhead and underground 
safety educational content to 21,662 at-risk third-party contractors and tree workers in 
the New York service area. The outreach encouraged contractors to request additional 
safety materials as needed. 

• National Grid has received 472 requests from these contractors for more safety 
information – a 2.2% response rate, which is above the national average for similar 
public safety programs. As of this writing, contractors continue to submit requests for 
National Grid-branded electrical and natural gas safety information.  

• To date, National Grid has distributed additional safety information for as many as 
19,364 at-risk third-party contractors and tree workers.  

The following additional safety materials were distributed to contractors in the service area: 

• 7,080 Contractor Beware® books, English 
• 2,360     Contractor Beware books, Spanish 
• 9,440 Worker Beware® bilingual visor cards 
• 92  Worker Beware DVDs, English 
• 11            Worker Beware DVDs, Spanish 
• 381             Worker Beware USBs, Bilingual 

 

A supplemental postcard to remind third-
party contractors in the electric, natural 
gas and combination service territories of 
the risks of coming into contact with 
overhead and underground utilities, how 
to avoid power and pipeline contacts and 
how to safely respond to incidents when 
they happen.  

 

A supplemental postcard to remind tree 
workers in the electric, natural gas and 
combination service territories of the 
risks of coming into contact with 
overhead and underground utilities, how 
to avoid power and pipeline contacts and 
how to safely respond to incidents when 
they happen. 
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National Grid also maintains a companion safety website, e-SMARTworkers, where excavators, 
crane operators, and other at-risk contractors can review hazard awareness materials and 
streaming videos. The Internet website’s resources include: 

National Grid generated 1,480-page views in 2021 on its public safety website for contractors. 
Visiting contractors have access to the following training resources: 

 Safety Education Modules 

• Dig Safely! demonstrates safe digging practices, covers the basics on locator marks and 
tolerance zones, and who to contact in case of a utility line contact 

• Look Up and Live! contains vital information for staying safe around power lines 
• Excavation Safety Tips and Tools offers safety check lists and one-call system wait times 

by jurisdiction 
• Demolition/Renovation Safety promotes awareness of the need to properly and safely 

disconnect natural gas service for demolition and major renovation pro 

 Worker Beware Video––streaming video content, in English and Spanish, that demonstrates real life 
applications of electrical and natural gas safety work practices 

 Damage Prevention Videos––award-winning streaming content that promotes 811/Call Before You 
Dig and explains hand-digging techniques that protect underground utility lines and prevent property 
damage, injury or death 

 Case Studies––true stories about contractor job site mistakes involving electricity and natural gas 

 Training Quiz––an online test for jobsite safety 

• An interactive training quiz that allows workers to test their understanding of the principals 
of working safely around natural gas pipelines and electric power lines. 
• Case studies with true stories of utility incidents so that workers can learn from the 

mistakes of others. 
• Additional resources for trainers, available in English and Spanish: 

 Trainer’s guide 

 Safety slide show for presentation, with presenter’s notes 

 Online order form to request additional training materials, free of charge, for their employees. 

  

 2.0   Contractor Feedback 

 Results from contractor feedback received during the 2021 Outreach efforts are presented below. 
Stakeholder Satisfaction with National Grid and the Outreach Program - 1,003 responses 
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Question 

Percent of Customers  
who responded  
“Strongly Agree” or  
“Agree” 

National Grid is committed to the safety of workers like me. 95% 
The worker materials provided by National Grid help me and/or my  
coworkers perform their jobs more safely. 90% 

The information National Grid provides is valuable for keeping  
workers safe around electricity and natural gas. 95% 

I expect National Grid to provide workers the information  
necessary to get their jobs done safely around National Grid's  
electric and natural gas infrastructure. 

94% 

The workers at my company use the National Grid safety  
information to work more safely around electricity and natural gas. 89% 

 

 
Stakeholder responses to how material will be used - 1,008 responses 
 

Uses Percent* 
Safety meeting/Training 67% 

Tailgate/Job site meeting 12% 

New employee orientation/training 64% 

Personal knowledge 27% 

Customer knowledge 20% 

Other 4% 
*Respondents may have provided more than one response 

 
 
Goals for 2022:  

In addition to supporting the public awareness requirements of RP 1162, the goals of National 
Grid’s 2022 Excavator/Third-Party Contractor Public Safety Outreach Program will include: 
• Saving lives 
• Reducing injuries 
• Complying with local and federal safety regulations 
• Reducing claims arising from incidents involving utility assets, and 
• Increasing the value of the utility and its services to the communities served by the utility. 
The Development and delivery of this 2022 program will not be affected by the COVID-19 pandemic 
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How Priority Was Set:  
Priority was set based on National Grid’s internal outreach plan and public awareness 
requirements of RP 1162.  Priority was not significantly impacted by the COVID-19 pandemic. 

Description of 2022 Program:  
 
National Grid will continue to distribute public safety information to excavators and third-party 
contractors via direct mail, email, and the Internet in its service area. The outbound messaging 
will include key communications requirements for RP 1162 Pipeline Public Awareness. 

Outreach materials will include direct mail (March - April 2022) with detachable poster and visor 
card, and a follow-up (June - July 2022) postcard reminder. The material explains to third-party 
contractors in the electric, natural gas and combination service territories of the risks of coming 
into contact with overhead and underground utilities, how to avoid power and pipeline contacts 
and how to safely respond to incidents when they happen. The information includes specific 
recommendations for working safely around these assets as well as an offer for free utility hazard 
awareness training material. This outreach is designed specifically for at-risk contractor 
demographics and tested for usage among the target group. 

The outreach mailer offers a free, more in-depth safety kit to contractors upon request. The safety 
kits contain additional worker safety booklets, posters, DVDs, and/or safety visor cards. Additional 
safety materials will be available via the companion safety website, e-SMARTworkers. All 
outreach material is available in English and Spanish language versions. 

Customer feedback will be gathered via a business reply card that is attached to the mailers 
and/or through an online form when orders for additional materials are placed. 

When combined with the utility’s other outreach activities, the impact of this outreach will create 
overlapping and repeated natural gas pipeline and electrical hazard awareness messaging 
among key stakeholder audiences throughout the year. The frequency and repetition of National 
Grid’s public awareness messaging is key. It increases the likelihood of instilling a culture of 
prevention and safety among excavators, third-party contractors, and general businesses that 
may come into contact with the utility’s natural gas pipeline and electric power line infrastructure. 
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New/Continuing Program: Classroom Safety Education
National Grid continues to partner with Culver Company, LLC, via the Energy Explorers program to 
deliver free, safety educational materials made available to teachers for classroom use throughout 
National Grid’s territory.

The materials include:

•	 Written educational materials that can be used in the classroom. These include instruction-
al booklets and lesson plans that teachers use to supplement and enhance their classroom 
science, health, and language arts curriculums.

•	 Internet resources, which are freely available to anyone, such as:
(a) Educational videos that can be watched online (streaming video)
(b) Educational flash games that students can play at home or at school
(c) Informational web pages for teachers, students, siblings, parents and guardians
(d) Additional online teachers’ guides and student worksheets

•	 Electronic newsletters distributed twice during the school year to help increase awareness of 
the utility’s free classroom curriculum materials as well as to directly promote pipeline public 
awareness and incident prevention and public safety among educators and their students.

Summary of 2021 Results:

In the 2021 program year, National Grid school outreach initiative produced the following results:

•	 Provided (energy efficiency/electrical safety/natural gas safety) education to over 75,000 
students in
grades K-8.

•	 Realized a targeted teacher penetration rate of approximately 3% — of the 61,000 teachers 
invited to participate, approximately 1,500 took part in the program.

•	 Produced a minimum of 400,000 brand impressions throughout the service territory, posi-
tively associating National Grid brand with energy efficiency, environmental sustainability, 
electrical and natural gas safety, and ethical community behavior.

•	 Attracted 27,000 unique visitors to the Energy Explorer website, generating more than 
83,000 page views.

Goals for 2022:

Educators and parents depended on the Energy Explorers online resources during the pandem-
ic years and made use of the videos and at-home printable activities. With students back in their 
school buildings and classrooms, National Grid will continue to provide educators with the resourc-
es needed to supplement curriculum. With the start of the 2022 fall semester, Culver will coordi-
nate with educators to resume the distribution of National Grid-sponsored educational materials 
and promote the online extracurricular resources. Culver Company will continue to target teachers 
and principals in grades K-8 schools located in National Grid’s New York service area (NIMO Elec-
tric, NIMO Gas, NEDNY & KEDLI), as defined by the ZIP Codes provided by National Grid. Teach-
ers are selected by name or job title using national databases that are dedicated to maintaining 
educator marketing information and services.

In addition, contact information of educators who participated in previous National Grid school 
programs will be added to this list. Names and addresses are compiled; duplicates removed, and 
malformed or incomplete mailing addresses are corrected using NCOA and CASS.
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Once schools allow visitors back in the buildings, we will resume and once again encourage Na-
tional Grid employees to advocate for safety by delivering the “Leading with Safety” program as 
Ambassadors. There are safety presentation kits for classroom use. The kits are available for em-
ployees to request via the “Energy Explorer” employee pages, that offer four kits that include two 
age levels and two booklet options. Each kit includes 25 pre-assembled student bags containing 
the materials. The scratch-and-sniff mercaptan cards include National Grid’s updated gas emer-
gency phone numbers.

How Priority Was Set:

While National Grid was mandated to provide utility safety to the school audience, our commitment 
to the communities that we serve led us to develop a robust curriculum that includes gas and elec-
tric safety, energy efficiency and sustainability resources. Our priority reflects the continued need to 
raise gas and electric safety awareness amongst school children with the intention of sharing those 
best practices with their families and communities.

Description of 2022 Program:

The 2022 educational safety program will deliver a comprehensive natural gas public awareness, 
electrical safety, sustainability (energy efficiency and renewable energy) and ethics outreach and 
education program to educators, students and students’ families throughout the energy company’s 
service territory via its Energy Explorer program.

The educational outreach schedule will include targeted emails, direct mailings, and an electronic 
newsletter all geared to encourage participation in ordering materials, highlight the benefits of the 
program, drive educators to the program’s website, and promote utility safety and energy aware-
ness.

The objectives of the Energy Explorer educational outreach program involve demonstrating Na-
tional Grid’s commitment to its customers, the community, and the environment. During the course 
of our outreach activities, Culver Company validates the delivery of National Grid’s outreach and 
collect educators’ opinions about National Grid’s messaging. Culver’s methodology measures the 
link between utility outreach and customer opinion and satisfaction ratings. Culver’s online survey 
questions will provide data that benchmarks the perceptions of participating educators against the 
perceptions of the general customer population.

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

NATURAL GAS EXPANSION

New/Continuing Program: 
No active programs across New York State.  All proactive marketing has ceased. 

Summary of 2021 Results and Lessons Learned: 

Provide detailed evaluation in Appendix C
N/A

Goals for 2022: 
N/A

How Priority Was Set: 
N/A

Description of 2022 Program:  

(see guidance document regarding program elements to include such as audience, messaging, 
delivery vehicles, schedule, evaluation plan, etc.)

N/A
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New/Continuing Program:  

• This is a continuing program.  

Summary of 2021 Results and Lessons Learned:   

Continuous Customer Outreach Through Multiple Channels  
The Company has conducted ongoing customer outreach and communications on the winter 
energy supply price forecast and offered solutions including budget billing, payment plans, 
financial assistance and energy-saving tips and programs.  
 
On October 7, 2021, in advance of the winter heating season, National Grid hosted media 
conference calls that featured an industry/commodity expert who provided insight on the 
global/national/northeast winter supply price forecast and its drivers. We then highlighted our 
hedging strategies that reduce the impact of market volatility on customer bills, as well as 
customer solutions and options. The outreach resulted in extensive media coverage that included 
our key messages, including customer solutions and assistance. Subsequently, the Company 
conducted consistent reporter outreach on the issue, including a late November/early December 
campaign on holiday/winter energy efficiency solutions.  
 
A joint press event with AARP and PULP was held in December on Long Island to increase 
awareness about the EAP (Energy Affordability Program) program, HEAP, and other assistance 
available to help customers in need with winter bills.  
 
In January 2022, we launched a media campaign that focused on winter bill solutions, assistance 
for struggling customers and the great work of our Consumer Advocates. This resulted in 
extensive media coverage over six consecutive days. Our January campaign included: Direct 
media outreach/pitches offering influential reporters and news show hosts the opportunity to speak 
with our Consumer Advocates; a press release to remind customers that it is not too late to apply 
for HEAP and other assistance; extensive print and on-camera interviews; social media posts by 
the National Grid media team and regional reporters; and social media videos featuring our 
Consumer Advocates offering tips and resources.  
 

2022 Outreach & Education Plan
with 2021 Results

PRICE VOLATILITY

This section should describe outreach and education efforts to proactively communicate with 
customers about price volatility including unexpected surges in energy supply prices, the 
impact on utility bills, and steps the utility will take to mitigate costs and protect customers. 
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Additionally, the United Way of Long Island (UWLI) issued a news release about the National Grid 
Foundation $250,000 grant for Project Warmth and Safe at Home for Seniors programs and 
associated radio interviews, amplified on social media channels including Instagram, Twitter, 
Facebook, and LinkedIn.  
 
Our omni-channel direct customer communications campaign began in the fall as well. Since 
October, we have consistently reached customers through emails, bill insert newsletters, stand-
alone bill inserts, social media, web banners on home pages that link to dedicated informational 
pages, web alerts that pop up when customers visit the site, digital signage on the Albany Times 
Union Center/MVP Arena, paid search, and radio.  
 
On February 22, 2022, the Company hosted two virtual update meetings with local, state, and 
federal elected officials. The purpose of the call was to provide information regarding energy 
supply prices and mitigation measures the company undertakes on behalf of customers. The call 
included subject matter experts from the key business areas including Consumer Advocates, 
Billing, Regulatory & Pricing, and the Supply teams. Collectively we discussed Improving 
Affordability, Customer Outreach and Assistance and COVID recovery. The calls were well 
attended with over 200 customers, legislators, and staff. 
 
Consumer Advocacy to Assist our Most Vulnerable  
 
Our Consumer Advocates are the cornerstone of our customer assistance efforts. The Advocates 
provided direct counseling and referrals for assistance to nearly 28,000 customers in 2021-22. 
Throughout the heating season, Advocates have conducted individual outreach and phone calls to 
vulnerable customers to encourage them to apply for HEAP. When necessary, the Advocates can 
assist customers in completing the application process.  
 
Consumer Advocates also conduct customer outreach activities and events and serve as the 
Company’s liaisons with state and local social service and community organizations to ensure our 
customers receive program benefits. The Advocates target senior centers, senior living, 
community centers, and churches to get information out on available programs and services. 
 
Detailed reporting of our Consumer Advocates’ outreach may be found in the Utility Events, 
Special Needs Customers and Winter Heating Season sections of this plan. 
 
Outreach Results to Date  
 
Since October 2021, the Company has achieved the following results from our comprehensive 
customer engagement on winter bills and available assistance:  

• Of the 5,565,240 emails we sent to customers, 1,592,258 opened the email and 98,368 
customers clicked to learn more information about how to manage their bills and for energy 
efficiency tips.  

• Nearly 85,000 customers have clicked on our website’s pop-up help offer which directs 
them to tips and assistance for managing winter bills  

• 103,748 customers have received HEAP grants on their National Grid account  
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• 56,733 customers have received Regular Arrears Supplement (RAS) grants  
• 344,873 customers are enrolled in Energy Assistance Program (EAP)  
• 40,309 customers have enrolled in budget billing  
• 520,336 customers have negotiated deferred payment agreements  
• Consumer Advocates assisted 27,743 households and conducted 164 outreach activities 

and events virtually  
  

Goals for 2022:  

• Monitor supply price forecasts closely with our Energy Procurement team and work to 
understand their efforts to review existing power supply purchasing to mitigate the risk of 
severe price volatility 

• Prepare in advance for known timeframes where price volatility can be expected – 
specifically winter heating season and the high-demand summertime months 

• Provide proactive communications and education to customers when supply prices and/or 
weather will have a notable impact on total bill amounts, to help eliminate surprise 

• Using a wide variety of communications channels and tactics, increase outreach and 
education efforts to promote consumer payment assistance plans and programs to reduce 
energy usage. Programs include the Home Energy Assistance Program, Emergency 
Home Energy Assistance Program, Regular Arrears Supplement, and the Emergency 
Rental Assistance Program.  

How Priority Was Set:  

• Communication of seasonal price volatility is part of our annual communications planning. 
However, due to the economic impact of the pandemic, coupled with the surge in energy 
prices forecasted for winter this year, we sought to build on the robust bill help 
communications efforts we had started during the pandemic.  

Description of 2022 Program: (see guidance document regarding program elements to include 
such as audience, messaging, delivery vehicles, schedule, evaluation plan, etc.) 
 
Importantly, the Company is transforming the winter heating season customer communications 
efforts into a broader bill assistance campaign, called “Here to Help.” The messaging will focus 
on connecting customers with helpful programs, including grant programs, budget billing plans, 
monthly bill credit options, payment extensions and energy efficiency services. The campaign is 
designed to meet customers where they are, using a broad range of tactics, including television 
commercials, newspaper ads, social media, web page, videos, billboards, and signage in highly 
visible locations, such as bus shelters, gyms, and malls.  
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We are expanding our community outreach partnerships to further engage customers in bill 
assistance, energy efficiency and weatherization by forming alliances with faith-based 
communities and state and local consumer protection agencies such as the New York City 
Department of Consumer and Worker Protection.  
 
National Grid, together with the other New York utilities and PULP, is working collaboratively to 
remove barriers to federal and state energy assistance programs by advancing proposals that 
would modify thresholds and expand eligibility for HEAP and increasing enrollment in EAP 
through a file-match system with OTDA (New York State Office of Temporary and Disability 
Assistance).  
 
And we are continuing our quarterly dialog with federal, state, and local elected officials, 
community stakeholders and social service agencies to keep them apprised of options available 
to help customers meet their winter bills. 

• Audience – All customers, but especially those most sensitive to price volatility -- low-
income customers and high-energy use customers 

• Messaging –  
o Summer: 

 During the summer months, you may use additional energy to 
keep your home cool. This may lead to higher bills. 

 On high energy demand days, it is helpful to limit your energy 
use during the peak hours of 2-7 p.m.  

 By shifting the time you use energy during the hottest times of 
the year, you can help manage your energy costs.  

 Energy efficiency tips – 
• Keep doors and windows closed while running your air 

conditioning system to reduce air loss. 
• Clear areas in front of vents from furniture; blocked vents 

require up to 25 percent more energy to distribute air. 
• In the summer, vegetation, solar screens, and awnings 

can be used to prevent the sun from making your home 
too hot. 

• Use programmable thermostats to adjust cooling when 
rooms are unoccupied, saving you energy and up to $180 
a year. 

• Upgrade outdated air conditioning equipment to newer, 
more energy-efficient models. You’ll save as much as 30 
percent on energy costs in the long term, reduce 
maintenance, and improve the comfort of your home. 

• Perform regular air conditioning maintenance. Change 
filters monthly to improve air quality and reduce energy 
use. Establish a maintenance contract with your vendor 
for regular tune-ups, which help decrease equipment 
breakdowns and unnecessary air loss. 
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• Conserving water is a great way to save energy and 
money in your home. 

• Stop leaks. Repairing even small leaks saves gallons of 
water and thus dollars each month. 

o Winter 
 We are determined to do all we can to help reduce the impact of 

higher natural gas prices for our customers, especially those who 
may continue to face financial challenges due to the pandemic.  

 This winter, we are focused on empowering our customers 
and lending a helping hand in these uncertain times. 

 By staying informed, everyone can better prepare for the winter 
months ahead and manage their energy bill. That means 
knowing how to use less energy to lower costs and learning 
about available programs that can help. Our customers may be 
surprised to learn they may be eligible for assistance, even if 
they have never qualified before.  

 For families who are struggling during these difficult times, we 
offer an array of programs and connections to state and federal 
resources. Customers may be eligible for federal heating 
assistance and National Grid payment agreements to pay their 
bill over time.   

 Right now, customers can enroll in the Budget Plan (also known 
as Balanced Billing), helping to spread payments across 
predictable monthly payments.  

• Delivery vehicles –  
o Contact center talking points 
o Upfront IVR messages 
o Direct emails 
o Direct mailings 
o Bill inserts and/or on-bill messaging 
o Web content 
o Social media campaigns, inclusive of Facebook, Instagram and Twitter 
o Customer webinars 
o Consumer Advocates 
o Videos 
o News releases and media interviews 
o Elected officials 
o Signage in high visible locations, such as gyms, bus shelters and malls 
o When possible – paid advertising, such as billboards, radio, TV commercials 

• Schedule –  
o Summer – June – proactive communications begin and continue 

through August. Communications will increase during heat waves 
forecasted by the National Weather Service.  

o Fall – Proactive winter pricing communications will begin in 
November and continue at a steady beat through March 31.  
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o Year-round – Bill help solutions, such as payment plans, balanced 
billing, and consumer programs (ex. HEAP) 

• Evaluation Plan –  
o Customer sentiment will be measured through ongoing Voice of 

Customer studies, including JD Power and the Brand Image and 
Relationship study  

 
 

 

Helping customers prepare for and manage winter bills (1012021 - 3/2022) 

As energy prices rise around the globe, and customers use more energy to keep their homes and businesses comfortable 
this winter, we launched a comprehensive, omni-channel communication effort to help customers manage their 
energy usage and prepare for higher bills. 

Tactics Include: 
Emails 
Webpage 
Social media 
Web pop-up 
Info sheets 
Bill messages 
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Winter communications drive engagement & uptick in assistance programs 
Since October 2021, customers have engaged regularly with our ongoing communications around winter blll 
assistance-many enrolling in helpful programs or services to manage their bills and energy usage. 
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Affordability rises to the top of customer concerns (311/2022 - 3131/2022) 

To address increasing customer concerns around the price of energy and the impact to their winter bills-especially for 
those on fixed incomes-we expanded our reach with a transformed bill assistance campaign. 

Designed to meet customers where they are, the 'Here to Help' campaign uses a broad range of tactics, including television 
commercials, connected TV ads, newspaper ads, billboards, social media, and sign age in highly visible locations, including 
bus shelters, gyms and malls. ,..,s.,,., ... 
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2022 Outreach & Education Plan
with 2021 Results

SERVICE INTERRUPTIONS

New/Continuing Program: Continuing Program: Public Awareness Program 

Calendar Year 2021 (January 2021 to December 2021)  
Results, Evaluation and Feedback:

The nature of major storms and service interruptions is that National Grid must be ready at all times. 
National Grid communications teams were prepared year-round and published or updated a vast 
amount of material that included press releases, safety messaging in bill inserts, IVR messaging, cus-
tomer emails and text messages, as well as outreach on social media and our websites. 
 
Summary of 2021 Results and Lessons Learned  
Provide detailed evaluation in Appendix C 

Across upstate New York, materials were deployed during the following events:

•	 March 1, 2, 2021 – High winds across central and eastern New York 
•	 March 25-26, 2021 – High winds across western New York 
•	 July 21, 2021 – Thunderstorms, high winds across central New York  
•	 August 2021, - Hurricane Ida (impacts to New York City and Long Island) Dec. 10 to Dec. 

13, 2021 – High winds across central and western New York 

Goals for Calendar Year 2022 (January 2022 to December 2022) 
As we have in previous years, National Grid will continue to advance our customer and communi-
ty-centric approach to emergency response communications. This begins with explaining to stake-
holders, as early as possible, the company’s comprehensive preparations prior to the storm, and 
continues with consistent updates and associated details throughout the restoration process. 
 
We also will share safety precautions and preparedness tips that our customers/stakeholders should 
take before during and after the storm. To accomplish this, National Grid uses a variety of owned and 
earned communication channels to reach customers and communities.  
 
In summary, National Grid will continue to adhere to our Emergency Response Plan and:

•	 Tell a complete story that begins with preparation work being undertaken up through and in-
cluding details about restoration activity.

•	 Continue to deliver proactive important content through a variety of channels.
•	 Share information across various departments as we focus on coordination, collaboration and 

consistency. 
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HOW PRIORITY WAS ESTABLISHED 
Priority was established across the company by tapping expertise in various departments including 
Operations, Emergency Planning, Safety, Marketing & Customer Outreach, Customer Service, Con-
sumer Advocacy, Customer and Community Management, Government Relations and Regulatory 
Affairs.  
 
In addition, throughout 2022, in accordance with our Emergency Response Plan, National Grid’s 
communications teams are committed to streamlining and improving our communications strategy and 
tactical outreach as it pertains to storms and emergencies by spending a significant amount of time 
training, reviewing, and collaborating to ensure that the plan – when needed – is properly executed.  
 
Proper execution relies on adherence to our Emergency Response Plan requirements. In addition, 
all departments that are involved with emergency response reviewed our Emergency Response Plan 
and, in recent months, have participated in virtual storm drills that included municipal emergency 
response leaders. Other information-sharing sessions included internal, virtual meetings with repre-
sentatives from various departments to share information and discuss details of individual roles, their 
responsibilities, potential areas of improvement and how we all can work together during a service 
interruption. 

Description of 2022 (January 2022 to December 2022) Program: 
The effectiveness of the company’s proactive outreach across upstate New York is achieved through a 
tightly coordinated process that includes the following:   

News Releases: In accordance with our Emergency Response Plan, our upstate New York media 
team writes, circulates for review and approval, and distributes storm-related press releases. Our mes-
sages focus on hardest-hit counties, safety messages, field force status, storm damage, restoration 
progress, priorities and estimated restoration times, and dry ice locations when applicable.  
 
News releases also are distributed widely within National Grid and to key stakeholders, including the 
New York Public Service Commission. The releases are made available to our social media team for 
message publishing on various social media platforms, to our customer communications team for 
use on our web site and in direct customer emails and texts, to the Customer and Community Man-
agement team to share with managed accounts and during municipal leader calls, to members of our 
Customer Contact Center, who use them to create interactive voice response telephone messaging 
updates and talking points for call center representatives, and to our colleague communications team 
to share with company employees.

Media Availability: Media representatives are available at all times for in-person/on-camera, web-
based and telephone interviews. These live and taped interviews can include crew locations for media 
to film or photograph restoration progress. The media team also actively shares information with re-
porters via social media.

Customer Emails and Text Alerts: Depending on the severity of the event, customers will receive 
personalized emails with information about restoration status, how to report outages and how to stay 
connected to National Grid. Emails include safety tips that pertain to generator use and downed power 
lines. When applicable, locations of dry ice and bottled water distribution sites are included. Likewise, 
text messages include similar messaging, urging storm preparation and sharing safety tips. A link for 
how to report outages also is included. 
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Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B

 
Distributing information on websites: During a storm National Grid updates web banners on our 
website, including our Outage Central site, which include the latest information, safety tips, restoration 
progress, outage reporting tools and important phone numbers.  
 
Our Outage Central site, https://outagemap.ny.nationalgridus.com/  displays outage status and, when 
available, estimated restoration times. On days when National Grid distributes dry ice and bottled 
water, those locations are highlighted on the map.

Customer interactions: During major service interruptions, National Grid tracks social media and 
responds to customer conversations beyond normal business hours, as necessary. We also track 
real-time customer engagement and sentiment about our storm digital outreach efforts. Critical in-
formation gathered by the digital media team is immediately escalated to the PIO, as well as to our 
Customer Contact Center, operations, community liaisons and communications teams for response 
as necessary.   
 
Stay Connected Campaign: For the ninth consecutive year, we are continuing our “Stay Connected” 
campaign, which is designed to share safety tips and other information with customers ahead of the 
winter storm season.  
 
Our outreach is focused on driving customers to a landing page www.ngrid.com/connect, where they 
can opt into the digital channels that they prefer (social media, email, mobile app, text messages, 
etc.). In addition, customers will be driven to sponsored Facebook posts that amplify key storm safety 
and preparedness messages. 

Measures to Evaluate the 2022 (January 2022 to December 2022) Program: 
Measures being employed to continue tracking program success will include measuring engagement 
and growth across all digital channels:

•	 Email – Audience size and open rate
•	 Text – Text program enrollments
•	 Social Media – Facebook: engagement rate, sentiment, audience fan size; Twitter: customer 

thank you rate, sentiment, audience follower size
•	 Web Site – User satisfaction, page visits and views

Ongoing measurement of our engagement and response will ensure that we apply lessons learned in 
real-time to ensure the most effective delivery of information to customers.

Downstate New York Service Interruption – Customer Email

Storm-related communications to customers included a targeted customer gas safety email in August 
2021 after Hurricane Ida swept through portions of the region, including Queens, N.Y.
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2022 Outreach & Education Plan
with 2021 Results

SPECIAL NEEDS CUSTOMERS
This section includes messaging and communication efforts for a variety of special needs 
customers including Elderly, Blind and Disabled, medical hardship/Life Sustaining Equipment 
users, and consumers with Limited English Proficiency. 

The Company has 2 programs in this section, Consumer Advocacy and Customer Call 
Center in regard to working with our special needs customers.
New/Continuing Program: 
NMPC ELECTRIC:

NMPC GAS:

KEDNY:

KEDLI:
Our Consumer Advocacy team serves income eligible and vulnerable New York households 
through a comprehensive approach that allows us to meet customers’ and communities’ 
individualized needs.  We work closely with local community and social service agencies.
Our main goals for 2022 are to continue to identify and assist income eligible (low income) and 
vulnerable customers who may be experiencing financial hardship and to find unidentified income 
eligible customers to assist. We will continue to leverage our relationships and knowledge of our 
agency partners to cooperatively find new and better ways to identify and serve the customers 
that need us the most. We will ensure that our low income and special needs customers receive 
all internal and external programs and services they are entitled to received, which will assist them 
in meeting their financial needs. We will continue to promote the National Grid Energy Affordability 
Program with the new (NIMO) and updated (KEDLI & KEDNY) other qualifying programs and the 
self-serve web portal. The effects of COVID-19 (on our customers) is staggering, and it is more 
important than ever that we assist these customers who have never needed assistance before, 
finding and educating them are critical.
This engagement will be accomplished by new initiatives which will include: 

•	 Consumer Advocates will be holding meetings with their agency partners to share 
information about the changes in the Energy AffordAbility Program (in UNY customers can 
now qualify with programs other than HEAP), we will be discussing how they can apply 
(self-serve portal, application, etc.).  We will also discuss programs and services that are 
currently available and have open dialogue on what we are seeing mutually and share 
ideas and best practices.

•	 We are partnering with other departments and planning a Financial Literacy webinar 
geared toward income eligible customers as we are seeing many that have received the 
Residential Arrears Supplement and are now starting to get into debt again. We plan to 
speak on basic budgeting, programs and services, regular payment behavior and energy 
efficiencies.
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•	 In August of 2021 – Consumer Advocates began making outbound calls to new Life Support 
customers to welcome them into the program and make sure they understand how the 
program works and answer questions.

•	 Consumer Advocates are committed to assisting our vulnerable households with fixed incomes 
(elderly, blind, disabled, and those with medical concerns), by targeting senior centers, senior 
living, community centers, churches to present on programs and services (EAP, HEAP, 
promoting Energy Efficiencies, etc.), have advocates available to sit one-on-one to assist these 
customers with specific account issues. Advocates may explore virtual event opportunities as 
some vulnerable customers and agencies may not feel comfortable in person.

•	 Boots on the ground to re-establish and strengthen existing relationships with our local 
agencies such as the Department of Social Service departments, Office of Aging, United Way, 
Catholic Charites, Veterans organizations to name a few. Now that COVID is winding down, 
we have discovered that the landscape has changed. Many of the workers have changed, 
positions are vacant – some agencies have closed, new ones have opened, and we need to 
become reacquainted and let them know that Advocates are available. 

•	 Look for opportunities to assist with National Grid Project C initiatives and provide an Advocate 
presence at those company events where we can work one-on-one with customers. Project 
C is a National Grid program designed to transcend convention and create a more equitable 
future for every customer, in every community we serve. In collaboration with the people of 
NYS, Project C will inspire positive change – from neighborhood beautification to workforce 
development.

•	 We will also continue to make personal customer calls throughout the HEAP seasons to 
promote HEAP programs. We work with the Customer Data team, they use purchased income 
data and the HEAP guidelines and butt that criteria up against our customer systems - both 
CSS (NMPC & KEDLI) and CRIS (NYC) and flag various criteria – customers that received 
Regular HEAP, Emergency HEAP (1 or 2 grants – depending on the offerings), if they have 
arrears, if they are on EAP, if they are on a DPA, etc. Using the purchased income data allows 
us to find “potential” income eligible customers and allows us to choose specific segments of 
customers to call.

•	 As part of the Joint Proposal a Consumer Advocate Checklist (provided) for upstate NY and 
Downstate was developed and training was provided in October of 2021. Advocates are 
required to use their checklist when working with a customer – the checklist contains all the 
eligible programs and services available and is updated regularly. 

Our ongoing initiatives which include (Initiatives will resume in person when appropriate):
•	 The Consumer Advocacy Newsletter – emailed to agencies. We had planned these 

newsletters quarterly, but due to having a small team, we are planning on sending them twice 
per year.
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•	 The promotion of the Energy Affordability Program (EAP) which includes: Incorporating the 
Energy Affordability materials into all outreaches. Identifying new segments of low-income 
customers and developing unique treatment paths correlated to their needs.

•	 “Advocates in Action,” our grassroots initiative where National Grid Consumer Advocates 
continue to maintain their successful grassroots customer outreach and education where 
they partner with low-income senior housing facilities, human service agencies, and veteran’s 
organizations in an effort to work one-on-one with customers in their local community agencies 
and look for new opportunities to partner. (Will continue in person when appropriate). 

•	 Customer Assistance Expos: Expos provide customers an opportunity to work with National 
Grid Consumer Advocates one-on-one and provide them with a way to learn about other 
available low-income programs. Expo participants include local departments of social services 
– SNAP (food stamps) and Temporary Assistance, health-care providers, housing assistance 
agencies, food banks and pantries, EmPower NY representatives, veteran organizations, 
Catholic Charities, Salvation Army, senior services organizations, etc. (Will continue in person 
when appropriate).

•	 Financial Literacy Workshops where we teach:  Basic budgeting, tips for decreasing expenses, 
the breakdown of the utility bill, share programs and services and discuss customer rights. 
(Refreshed content and have converted to virtual webinars).

•	 Presentations and table events: National Grid consumer advocates provide customers 
with basic energy education and energy saving tips to assist them in reducing their energy 
consumption; they also educate and provide options such as deferred payment agreements 
and budget billing – explaining how bill payments are levelized for ease of payment. (Will 
continue in person when appropriate).

•	 Internal and external referrals and lists: Customer referrals from our Contact and Collections 
Centers. Internal customer lists of potential special needs or newly identified low-income 
customers. Advocates perform outbound calls to prospective HEAP and Emergency HEAP 
customers to encourage their participation in the program. Advocates assist customers with 
HEAP program information, qualifications, how to apply and where to apply.

•	 Community agency customer referrals: Assist customers that are referred by agencies 
•	 To continue working with internal and external partners.
•	 Consumer Advocates attend monthly in person agency meetings to keep abreast of what is 

going on in their regions. (Attend virtually if held).
•	 To leverage the use of demographic information and Consumer Advocacy resources to 

optimize the management of protected class customers.
•	 A Day in the Life:  Advocates are hosting internal stakeholders at one-on-one customer events 

to bring awareness. (Will continue in person when appropriate).

Continuously evaluate our programs and modify and expand them ensuring they demonstrate
•	 Meaningful improvements in the general welfare and performance of protected class 
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customers. 
Summary:
COVID-19 restrictions changed the way we worked, we have found that using targeted calling 
lists to reach income eligible and vulnerable customers has worked well. No Customer Assistance 
Expo’s were scheduled. January – December 2021, and there were few opportunities for in-
person outreach and educational events. Our events are covered in the Utility Outreach Section 
and a full list of our events are in Appendix A.
We were hearing from agency partners that they felt disconnected as a result we created an 
emailed Newsletter to keep them up to date on programs and services, etc.

Summary of 2021 Results and Lessons Learned: 
•	 January 2021 – December 2021
•	 34,224 – Households Assisted
•	 190 – Outreach and Educational Events
•	 0 – Expos
•	 0 – Financial Literacy Classes

This year, continued to pose challenges with COVID-19, we had to continue to work virtually 
and find creative ways to connect with our customers and agencies. We continue to strive to find 
new ways to find unidentified income-eligible and vulnerable customers and assist our identified 
vulnerable populations.
We are especially proud of our outbound calling campaign in collaboration with other National Grid 
departments, our team made calls to customers that had arrears over $5,000 to tell them about 
HEAP’s Regular Arrears Supplement (RAS) – the NY Consumer Advocates were able to call 3,588 
customers between October 2021 and March 15, 2022. The customers were extremely excited 
about this program and thrilled to receive this help. We have heard a lot of positive feedback from 
our customers about the RAS assistance.
We sent our first Consumer Advocacy Newsletter in August 2021 to our agencies that provided 
information on Parker Richardson Protections, NYS Find Services Tool, Emergency Rental 
Assistance Program (ERAP), Home Energy Assistance Program (HEAP), National Grid Fuel 
Funds, HEAP’s Heating Repair & Replacement and Clean & Tune, HEAP’s Cooling Benefit, 
National Grid’s Energy Affordability Program (EAP), Weatherization Assistance Program, 
Empower NY, National Grid’s online Marketplace, and how to reach a Consumer Advocate.

•	 August 2021 – Consumer Advocate’s first Newsletter for agency partners. (Sample provided)

Goals for 2022: 

NMPC ELECTRIC:

NMPC GAS:

KEDNY:

KEDLI:
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Our main goals for 2022 are to continue to identify and assist low income and vulnerable 
customers who may be experiencing financial hardship – we believe our assistance will more 
important than ever as we make our way out of COVID-19 and try navigating a new normal.  This 
will be accomplished by a variety of ongoing initiatives.  

To ensure that our low income and special needs customers receive all internal and external 
programs and services they are entitled to which will enable them to meet their financial needs.

•	 To educate agencies and customers about the Energy Affordability Program (EAP) other 
qualifying programs and the self-serve web application.

•	 To continue leverage virtual opportunities as a way to reach larger audiences.
•	 To continue working with internal and external partners. 
•	 To leverage the use of demographic information and Consumer Advocacy resources to 

optimize the management of protected class customers.
•	 To identify new segments of low-income customers and developing unique treatment paths 

correlated to their needs.
Continuously evaluate our programs and modify and expand them:

•	 Programs and services are monitored and analyzed to ensure that they remain relevant and 
effective in meeting the needs of our special needs’ customers.  Programs that are no longer 
yielding the expected results are modified and/or eliminated.  We are continuously looking to 
identify new segments of low income/special needs customers and staying abreast of current 
trends to develop new and progressive ways to assist those in need.

Our Consumer Advocacy program consists of a comprehensive approach that allows us to meet 
customers’ and communities’ individualized needs – utilizing the methods below:

Continued Goals/Initiatives

•	 Households Assisted: Provide one-on-one specialized support to low income and special 
needs customers via phone counseling - the assistance is tailored to meet the customer’s 
unique needs and to help based on individual circumstances – specialized payment 
arrangements, referrals to internal and external assistance and low-income programs, 
educational services, energy reducing tips, and weatherization referrals.

•	 “Advocates in Action” our grassroots effort that affords the opportunity to work with 
customers in their local community agencies face-to-face.  Additionally, this strengthens 
and nurtures our partnerships with the agencies we collaborate with – working together to 
resolve customer issues. (Holding virtually where possible and will continue in person when 
appropriate).

•	 Available to participate in outreach and educational events such as table events, 
community in-service, and group presentations. (Holding virtually where possible and will 
continue in person when appropriate).

•	 Continue the promotion of the Energy Affordability Program (EAP) which may include: 
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Incorporating the Energy Affordability materials into all outreach.  Identifying new segments 
of low-income customers and developing unique treatment paths correlated to their needs.

•	 Hold Customer Assistance Expos to offer customers one-on-one bill assistance and to 
provide customers a way to learn about other available low-income programs. Expo 
participants include local departments of social services – SNAP (food stamps) and 
Temporary Assistance, health-care providers, housing assistance agencies, food banks and 
pantries, EmPower NY representatives, veteran organizations, Catholic Charities, Salvation 
Army, senior services organizations, etc. (Will continue in person when appropriate).

•	 Benchmarking with other utility Consumer Advocates: The objective of the goal is to measure 
National Grid’s performance in outreach, education, and engagement to income eligible and 
vulnerable customers to determine if the Company is functioning as effectively and efficiently 
as others in the industry. (We will be meeting with NYSEG & RG&E’s Consumer Advocacy 
team in March or April of 2021).

How Priority Was Set: 

NMPC ELECTRIC:

NMPC GAS:

KEDNY:

KEDLI

The priority is set in a way to incorporate many different channels and to seek new channels to 
reach and work with our vulnerable customers – especially important during these unprecedented 
times.

Direct referrals by telephone, agency, email, and outbound calling from a list continues to the most 
popular and effective way to find, educate and work with at risk customers and agencies to date. 

We also have also been engaging our agencies and customers by holding informational webinars 
during the pandemic. 

National Grid’s service territory is comprised of areas that differ demographically. Priorities and 
strategies differ from region to region based upon these differences. The Consumer Advocates 
are imbedded in their communities (attending regional agency meetings), and because our 
Advocacy program has been in existence for many years – most local agencies, as well as DSS/
HRA agencies provide direct customer referrals to the Consumer Advocates that are handled over 
the telephone or by email. The organizations we partner with include but are not limited to food 
pantries, health care facilities, unemployment job training centers and veterans’ groups at the local, 
state and federal level.

Our Advocates work closely with DSS and HEAP offices across our entire service territory. The 
relationships we have with our agencies, the on-the-ground approach of the “Advocates in Action” 
program, the Customer Assistance Expo’s, and phone and email referrals from agencies and 
customers allows us to directly experience the challenges faced by our low income and vulnerable 
customers and provides an opportunity to tailor solutions based on their individual needs. Equally 
important, these campaigns and direct phone/email contact provide us the ability to work one-on-
one with some of our most challenged and isolated customers many of whom have given up trying 
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to pay their utility bills or are living in constant fear of losing utility service and having their family’s 
health and safety placed at risk. 

Leveraging our partnerships with our agencies creates a depth of knowledge and experience 
to assist in identifying new segments of vulnerable customers in each region and enables us to 
continuously improve the development of meaningful solutions and change the priority within 
different regions throughout the state.   

The refresh of our Financial Literacy Program and making it a webinar will offer us the opportunity 
to bring budget awareness to customers and provide money saving tips as well as explaining 
the National Grid bill, reviewing and explaining programs and services available and making 
customers aware of their rights and we are excited to be creating a webinar to replace our in-
person class.

Description of 2022 Program: (see guidance document regarding program elements to include)

NMPC ELECTRIC:

NMPC GAS:

KEDNY:

KEDLI

We have a staff of 15 Consumer Advocates dispersed across 42 counties and 3 boroughs in 
the Company’s New York State service territory. The targeted customers may have faced a 
sudden illness, loss of a job, death of an immediate family member, recent divorce, been a victim 
of domestic violence or have family members in the military overseas and now the additional 
customers that will need education and assistance due to being affected by the pandemic. The 
advocates provide assistance in the form of negotiating deferred payment plans, bill extension 
programs, balanced billing plans, Medical and Life Support Protections programs, and the Energy 
Affordability Program. Advocates also help customers with the Home Energy Assistance Program 
applications. The timeliness of outreach is critical as National Grid’s low-income customers 
compete for HEAP grants as the program works on a first-come, first-served basis.

Our initiatives include:

•	 The promotion of the Energy Affordability Program (EAP) which may include: 
Incorporating the Energy Affordability materials into all outreach. Identifying new 
segments of low-income customers and developing unique treatment paths 
correlated to their needs.

•	 “Advocates in Action,” our grassroots initiative where National Grid Consumer 
Advocates continue to maintain their successful grassroots customer outreach 
and education where they partner with Departments of Social Service and HRA, 
low-income senior housing facilities, human service agencies, and veteran’s 
organizations to work one-on-one with customers in their local community agencies 
and look for new opportunities to partner. (Holding virtually where possible and will 
continue in person when appropriate).
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•	 Customer Assistance Expos: Expos provide customers an opportunity to work 
with National Grid Consumer Advocates one-on-one and provide them with a way 
to learn about other available low-income programs. Expo participants include local 
departments of social services – SNAP (food stamps) and Temporary Assistance, 
health-care providers, housing assistance agencies, food banks and pantries, 
EmPower NY representatives, veteran organizations, Catholic Charities, Salvation 
Army, senior services organizations, etc. (Holding virtually where possible and will 
continue in person when appropriate).

•	 Financial Literacy Workshops where we teach:  Basic budgeting, tips for 
decreasing expenses, the breakdown of the utility bill, share programs and services 
and discuss customer rights. (Plan to refresh and hold virtually)

•	 Presentations and table events: National Grid consumer advocates provide 
customers with basic energy education and energy saving tips to assist them in 
reducing their energy consumption; they also educate and provide options such as 
deferred payment agreements and budget billing – explaining how bill payments are 
levelized for ease of payment. (Will continue in person when appropriate).

•	 Internal and external referrals and lists: Customer referrals from our Contact 
Centers and Collections in addition to internal customer lists of potential customers 
in need.

•	 Community agency customer referrals: Assist customers that are referred by 
agencies 

•	 To continue working with internal and external partners. 
•	 Many Consumer Advocates attend monthly agency meetings.
•	 To leverage the use of demographic information and Consumer Advocacy 

resources to optimize the management of protected class customers.
•	 Consumer Advocate Newsletter – sent twice per year to our agency partners.
•	 A Day in the Life:  Advocates are hosting internal stakeholders at one-on-one 

customer events to bring awareness. (Holding virtually where possible and will 
continue in person when appropriate).

Continuously evaluate our programs and modify and expand them ensuring they demonstrate
Meaningful improvements in the general welfare and performance of protected class customers. 

Call Center – Life Support, and EBD customers:
New/Continuing Program: 

NMPC (NIMO) –Outbound Calling Programs 

•	 To Life Support and Elderly, Blind, & Disabled (EBD) customers – Outbound calls for all 
outages (blue sky or storm):

•	 Automated outbound calling to Life Support and Special needs (Elderly, Blind, & 
Disabled) customers for pre-storm outreach. This type of outreach is done in accor-
dance with our Electric Emergency Response Plan as well as for other significant 
events such as flooding or unexpected weather-related events.
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•	 Life support customers are contacted when we receive notification that they have lost 
power. 

•	 Upfront IVR Messaging for updates and information on special circumstances and pro-
grams such as: 

•	 Budget Billing

•	 Home Energy Assistance Program (HEAP)

•	 Care & Share

•	 Home Energy Assistance

•	 Outage status updates

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C. 
NMPC:

Results continue to be measured by completed and answered Automated Call Reports, Agent Quality 
Assessments and Customer Satisfaction Surveys. Anecdotal feedback from customers and Customer 
Satisfaction scores are also considered.

Goals for 2022: 
NMPC:
Continue to support initiatives to meet requirements for the PSC in our Emergency Response 
Procedures and educating customer on programs across entire service territory.

How Priority Was Set: 
NMPC:
Priorities were set based on mandated programs, Emergency Response Procedures and Customer 
Satisfaction studies.

Description of 2021 Program:
NMPC:
Automated outbound calling to Life Support customers is implemented to make certain that those 
with Life Support Equipment and Elderly, Blind, & Disabled (EBD) customers affected by an electrical 
emergency are identified by the Company in a timely manner, given notice to make preparations and 
to ensure that a regular channel of communication is established in order to monitor their well-being 
until their electrical service is restored.

Upfront IVR messaging is when messages are recorded and placed on the front of announcements 
to make customers aware of important information. These messages are updated and changed 
based on current topics that are driving customer questions and concerns or to educate customers on 
programs they may be eligible for that would improve their service, provide savings or allow them to 
better manage payments and bills. (for example)

Life Support Customers: Storm / weather update when inclement weather will be in or near by an 
area of a life support customer.
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New this year, starting in August of 2021 – Consumer Advocates are making outbound calls to 
new Life Support customers to welcome them into the program and make sure they understand 
how the program works and answer questions.

NY- Life Support Call Blast 12/5/2021 – Due to the expected high winds and possible 
heavy snow, a call blast was delivered to our Life support customers in the Western, 
Eastern and Central Divisions. consisting of 3441 customers. As a result, there may be 
an increase in call volume.

“This is National Grid with an important message.

High winds and possible heavy snow are expected to impact portions of upstate New 
York starting Sunday evening through the next few days. Our records show that an 
individual who requires medical care or life sustaining equipment is at this address. I am 
contacting you to make sure you and your household are prepared in the event of a power 
outage.

For the health and safety of you and your family we urge you to consult your local media for 
more detailed weather information, and to determine if you should consider moving to an 
alternate location during the anticipated event. If you relocate, or your phone number will 
be out of service if you lose power please contact us immediately to provide us with an 
updated phone number you can be reached at to avoid the need for field personnel to 
visit your home during an outage.

Please contact 911 if you require emergency assistance or your local public safety officials.

If you lose power please contact National Grid at 1-800-460-0316, that’s 1-800-460-0316. It is 
critical that you provide a contact number where you can be reached during the outage.

For additional power outage information, outage reporting, and storm safety information, you 
can also visit the Outage Central section of our website Ngrid.com.

You can also sign up for personalized text message alerts by texting R-E-G to 6-4-7-4-3 that’s 
R-E-G to 6-4-7-4-3.

Thank you for being a National Grid customer.”

NY – Inclement weather from 12/13/2021 storm - Elderly, Blind & Disabled Call Blast 
Storm - Due to the high winds from Saturday’s storm, we have issued a call blast to 
elderly, blind and disabled customers in the Central and Western Divisions of Upstate NY, 
consisting of 28,684 customers. There may be an increase in call volume as a result. 

This is National Grid calling with an important message. I am contacting you to make sure you 
and your household are aware of how to report a power outage along with the status of any 
outages you may be encountering. For the health and safety of you and your family we urge 
you to consult your local media for more detailed information, and to determine if you should 
consider moving to an alternate location.
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National Grid crews have restored power to 212,000, or 97%, of the nearly 221,000 
upstate New York customers impacted by the severe windstorm that caused significant and 
widespread damage across the region over the weekend. The storm brought gusts of up to 80 
mph in some regions and left behind hundreds of broken utility poles, damaged transformers, 
toppled trees, tree limbs and downed wires. The remaining outages are in regions that 
experienced the most extensive storm damage, including Erie, Genesee, Monroe, Orleans 
and Niagara counties in western New York, and Jefferson, Lewis and St. Lawrence counties 
in northern New York. “Our crews are in these regions continuing cleanup, reconstruction and 
restoration. We understand the inconvenience of being without power and will continue to 
restore service hour by hour.” 

The company is providing the regional estimated times of restoration for customers who 
remain without service after the weekend storm. Power is being consistently restored to 
customers in these regions and ETRs are updated on the company’s Outage Central site.  
Additionally, customers can check on the power restoration estimate for their specific address 
by logging into our Report or Check an Outage page.  You can also sign up for personalized 
text message alerts by texting R E G to 6 4 7 4 3

Customers who remain without power when their neighbors have been restored are 
encouraged to Report their outage to National Grid.

For the remainder of this event. Please contact 911 if you require emergency assistance or 
your local public safety officials. 

Please keep safety a priority. Always assume downed wires are carrying live electricity and 
immediately report them to National Grid at 1-800-867-5222 or by calling 911. For any non-
emergency routine matters you may consider visiting our website.

Thank you for being a National Grid Customer.

Example of an on-wait IVR message used to educate customers about the Home Energy 
Assistance Program (HEAP) during the Heating Season:

UPFRONT Message Audio Group: 1000- CC INFORMATIONAL MESSAGE 
  = 
Announcement 

The Home Energy Assistance Program (HEAP) is now open. HEAP helps eligible customers 
pay their home heating bills. Funds are limited, so apply early. This year, HEAP is offering a 
one-time payment called a Regular Arrears Supplement (RAS) for those who meet the criteria 
with a past due balance of up to $10,000. Other payment assistance programs are available 
for renters as well. For information on where to apply, please visit ngrid.com/discount or call 
the New York State HEAP Hotline at 1-800-342-3009.

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

SUMMER DEMAND RESPONSE/
LOAD REDUCTION

1 

2022 Outreach & Education Plan 
with 2021 Results SUMMER 
DEMAND RESPONSE/ LOAD 

REDUCTION 
 
 
The December 20, 2000 Order, Case Number 00-E-2054, required utilities to provide Staff with a 
public awareness plan detailing the company’s steps to educate customers regarding the load and 
capacity situation and actions consumers can take to control their energy usage and bills. 

New/Continuing Programs: 
NIMO Electric: 
 
National Grid currently operates four Demand Response (DR) programs: the Distributed Load Relief  
Program (“DLRP”), the Commercial System Relief Program (“CSRP”), the Direct Load Control (“DLC”), 
and the Term and Auto-DLMPrograms. All four programs educate and market to customers in the upstate 
New York territory, incentivizing them to participate in the Company’s Dynamic Load Management 
(“DLM”) Programs.   
 
DLM Programs have been operational since 2015 and were created as a direct response to a 2015 
mandate from the Public Service Commission (“PSC”). DLRP is a contingency program that is 
activated for system-critical and emergency-relief situations in the Company’s territory, which include 
distribution-system emergencies wherein stressed electrical equipment may exceed certain limits. 
DLRP includes both Reservation and Voluntary participants. Voluntary participants do not receive a 
reservation payment for their participation in the program. There are currently no customers in DLRP. 
The Company set all incentives for DLRP to $0.00 in 2018 to preserve the program if it is required to be 
re-activated in the future. The Company will not be expanding DLRP in the current territory. This has 
been approved by the PSC in the March 18, 2019 Order Adopting Program Changes with Modifications 
and Making Other Findings.  
 
CSRP is a National Grid commercial and industrial focused program that is activated for peak-shaving 
needs when National Grid’s electrical system exceeds 92% of the system-wide 95/5 peak forecast, as 
defined in the NMPC Tariff. For "Planned Events" the Company provides at least twenty-one hours’ 
notice; this Planned Event may last four hours or more. This program also includes Reservation and 
Voluntary options for participants. CSRP is a territory-wide program available to customers served from 
all voltages in Upstate New York. 
 
The Term-DLM Program is a commercial and industrial focused program. Resources are enrolled 
through a competitive procurement process offered system wide. Resources in this program will be 
contracted for 3 years or more depending on the RFP specifications. The resources in this program are 
called to provide Peak shaving benefits.  
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2 

 
The Auto-DLM Program is also a commercial and industrial focused program. Resources are enrolled 
through a competitive procurement process which is offered in locational areas where a load relief 
need has been identified by National Grid. These resources are contracted for 3 years or more 
depending on the RFP specifications. This program is called to provide both peak shaving benefits as 
well as reliability services, and the resources enrolled in this program are offered a premium incentive 
for responding and participating in events.  
 
National Grid’s DLC Program targets primary and secondary-voltage customers. The program is 
activated for system-critical situations or for peak shaving purposes. Through this program, National 
Grid can remotely adjust thermostat settings and/or cycle appliances via a smart plug load control 
device. The territory-wide ConnectedSolutions Program connects existing Wi-Fi thermostats to 
National Grid’s Demand Response Management System (“DRMS”).  
 
ConnectedSolutions is available to all electric residential and small business customers served at 
primary and secondary voltage levels in the Company’s territory. For all DLC Programs, there is a one-
time sign-up incentive payment of $30 and a $20 yearly incentive that is payable in the second year of 
participation for the reduction of load during 80% of called event-hours. Curtailment can be calculated 
after a DLC event and yearly incentive eligibility is calculated after the season ends with assistance of 
EnergyHub, the Commercial DRMS vendor.  Enrollment for this program is supported by National 
Grid’s Online Marketplace and our partnership with EnergyHub.  
 
EnergyHub works in conjunction with thermostat manufacturers including Nest, Ecobee, Honeywell and 
others, to push notifications to new thermostat users, inviting them to enroll in National Grid’s rewards 
program ConnectedSolutions, also known as Rush Hour Rewards for Nest or Community Energy 
Savings for Ecobee. The company pays partnership fees through EnergyHub, to the various participating 
thermostat manufacturers for our customers to receive their thermostat branded emails inviting them to 
visit the ConnectedSolutions enrollment page and other email communications. 
 
National Grid has also implemented a behavioral demand response (“BDR”) program which targets 
residential and small business electricity customers in upstate New York. BDR utilizes educational 
email alerts ahead of scheduled DR events to engage customers and entice them to voluntarily curtail 
load. BDR messages offer customers conservation tips to achieve this goal and it also invites them to 
enroll in ConnectedSolutions, National Grid’s DLC Program. While BDR efforts have typically occurred 
in regions with Advanced Metering Infrastructure (“AMI”), National Grid is looking to test this program 
using substation-level data. Substation data may be integrated in EnergyHub’s platform to calculate 
curtailment, but National Grid is currently exploring alternative methods to calculate curtailment as well. 
 
2021 Capability Period Results, Evaluation, and Feedback: 
 
NIMO Electric:  
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DLM Programs have progressed steadily and have experienced growth since inception.  
 
DLRP is not being considered for expansion at this time. The DLRP incentive levels were set to $0 and 
will remain that way until a Company need arises.   
 
During the 2021 DR season, which spans from May 1 through September 30, there were 279 
resources that participated in CSRP totaling 220.554 MW of contracted curtailment. In the 2021 
program year, there were six (6) aggregators (one more than in the 2020 DR capability period) and four 
(4) individual participants (the same as in the 2020 DR capability period) who participated in the CSRP.  
 
ConnectedSolutions is a system-wide program that addresses both primary and secondary voltage 
customers, mainly residential and small-commercial customers located in Upstate NY. 
ConnectedSolutions is a Bring-your-Own-Device (“BYOD”) Program that currently aggregates eight (8) 
Wi-Fi connected thermostat manufacturers. In total, thermostat enrollment had a 41% enrollment 
increase for 2021 over 2020 across ConnectedSolutions with a total of 16,109 thermostats in the 
program, as of December 31, 2021. This number is expected to grow in 2022. There were nine (9) 
events held during the 2021 capability period for the ConnectedSolutions Program with a total 
curtailment of 111.95 MW.  
 

For peak-shaving DLM Programs, which include both CSRP and ConnectedSolutions, National Grid’s 
Transmission Control Center (“TCC”) determines what the system peak will be using an internal day-
ahead forecast. Communications go out to direct customers and aggregators that are enrolled in CSRP 
via the Demand Response Management System (“DRMS”) vendor, EnergyHub, by e-mail and day-
ahead notifications. These communications are sent through the DRMS platform to all respective 
parties.  

National Grid issued its first RFP for Term-DLM and Auto-DLM Program participation in 2020, soliciting 
bids to begin participation for either the 2021 or 2022 Vintage Years. Responses were due in January 
2021. As a result of this RFP, the Company received two bids totaling 80 MW of participation from two 
different aggregators for the Term-DLM Program and did not receive any bids for participation in the 
Auto-DLM Program. As a result, the Company engaged some new marketing strategies for the open 
RFP in 2021 (for Capability Period 2023) in order to reach eligible customers for the Auto-DLM 
program and educate them on the benefits of participation. National Grid will know the results of the 
2023 Capability Period enrollments in the first quarter of 2022. There were no program changes to the 
New York Independent System Operator (NYISO) Day Ahead Demand Response Program (“DADRP”) 
during the 2021 season. There were no customers enrolled in the DADRP program and there was no 
bidding by DADRP participants during Program Year 2021. Program review and customer outreach will 
coincide with education and marketing of all programs. National Grid did not enroll any customers in 
the NYISO Emergency Demand Response Program (“EDRP”) in 2021. 

Emergency Load Curtailment Communications 

The National Grid Transmission Control Center (“TCC”) uses an internal day-ahead forecast to call 
CSRP events for New York DR Programs. The TCC currently utilizes the EnergyHub DRMS system to 
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notify all respective parties of CSRP events, including all internal and external stakeholders, customers, 
and aggregators who are enrolled in CSRP. EnergyHub also contacts the participants via email to 
notify them of the hours of the event and to request projected curtailment amounts. Preliminary 
curtailment amounts are submitted to EnergyHub when customers sign up for the DLM Programs.  
 
ConnectedSolutions events and the event information is communicated to customers through National 
Grid’s DRMS vendor, EnergyHub. Events are dispatched through this system and through the thermostat 
manufacturers themselves, for both residential and small business service customers.   

 
Description of 2022: 
 
National Grid filed its plans for 2022 in its November 15, 2021 Annual filing. National Grid’s overarching 
goal is to engage residential, commercial and industrial customers who are willing and able to reduce 
electric load during contingency and/or peak events. Peak events, such as those called for the CSRP, 
Term and Auto DLM, and ConnectedSolutions Programs are defined as times of day during which 
National Grid and/or the NYISO needs electric usage curtailed due to distribution and/or transmission 
congestion and consequent high wholesale pricing. Contingency events, such as those called for the 
Auto-DLM and DLRP, are defined as reduction dispatches called when identified equipment may 
exceed limitations. Contingency and, in smaller part, peak-shaving programs can help drive down 
equipment costs especially in identified areas where specific capital expenditures are expected to be 
deferred. 

National Grid filed that it does not intend to expand the DLRP system-wide, but to keep it as a targeted 
program that is a valuable tool in the system planner’s toolbox. As mentioned, incentives for DLRP 
continue to be set at $0.00 for the 2022 capability period.  

Overall, for the existing Demand Response programs, the Company did not make any significant 
changes. There were a few operational changes National Grid left in place for the CSRP in 2021, 
including added flexibility to the DR market participants in response to COVID-19 impacts. National 
Grid allowed for flexible enrollment deadlines, and provisional participation of customers who have not 
established communications services prior to the program start date. National Grid will continue to 
allow this flexibility in 2022.  

Future implementation of the DLRP and CSRP will include increased automation of processes through 
integration with EnergyHub, the addition of vendors that promote and manage administrative aspects of 
the program as additional constrained areas are investigated and increased targeted DR offerings 
through coordination with the Company’s Non-Wires Alternative (“NWA”) and Distribution Planning and 
Asset Management (“DPAM”) teams. Innovation in cost-effective DLM technology presents exciting 
opportunities for the Company to collaborate with vendors, aggregators, and end-use DR customers to 
address future electric system needs. Some of these solutions may involve ESS (Energy Storage 
Systems), fuel cells, backup generation, solar photovoltaic systems, cogeneration, and other 
technologies, as appropriate. 

The introduction of Term-DLM and Auto-DLM programs bring new ways to engage National Grid 
customers. These programs are meant to engage customers long term and provide more certainty with 
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load relief for the Company. National Grid released an RFP for at the end of 2021, with resources 
expected to be enrolled and contracted for the 2023 Capability Periods. During 2022, National Grid 
plans to perform more marketing and education around these programs both externally and internally 
to increase awareness, education and participation since these are relatively new to market programs.  

 
DLC Programs continue to have significant annual growth potential. National Grid will continue to 
engage residential and small-commercial customers by increasing the number of devices, the number 
of participants in the programs, and the number of thermostat manufacturers to the program portfolio, 
particularly through its partnership with EnergyHub. The residential DRMS is integral in increasing 
customer participation and engagement in DLC programs. Furthermore, other thermostat 
manufacturers can be integrated through the residential DRMS.  The Company continues to investigate 
the potential for adding additional device types as well to the program portfolio, such as connected pool 
pumps and/or water heaters in the coming years. There is also a possibility of providing combined 
incentives with EE collaboration through the addition of these device types. Additions to the DLM 
Program portfolio have the potential to drive adoption of these technologies and customer engagement 
in our DLC Programs.  

Lastly, National Grid continues to seek more engagement with customers from the existing Small 
Business Services (“SBS”) Program and the Multifamily Program in upstate New York. Both the 
Multifamily and SBS Program segments are currently underrepresented, and National Grid views these 
markets as opportunities to increase customer participation within the DLC Programs.  

National Grid is also actively investigating and working to cross promote the DR programs through the 
Energy Efficiency portfolio. It is National Grid’s goal to drive more enrollments through this method and 
bring more awareness to customers on the benefits of participation in Demand Response programs. 

How Priority Was Set: 
The December 20, 2000 Order, Case Number 00-E-2054, required utilities to provide Staff with a 
detailed public awareness plan detailing the Company’s steps to raise awareness and educate 
customers regarding the load and capacity situation and the actions consumers can take to control 
their energy usage and bills.  

In addition, in December 2014 Case Number 14-E-0423 required utilities to develop Dynamic Load 
Management programs focused on their respective electric distribution systems. Further, Case 15-E-
0189 required utilities to expand their CSRP programs and create system-wide peak shaving/Bring 
Your Own Thermostat programs. This order established tariff language that governs the National Grid 
Commercial Load Relief Program, Distribution Load Relief Program and the Direct Load Control 
Programs. 

Description of 2021 Program: The suite of Demand Response Programs described in the above 
sections intend to engage all customer segments in energy management under the construct of the 
DLM and ISO Program tariffs. The DLM programs and detailed descriptions are included above in the 
“New/Continuing Program” section.  
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RESIDENTIAL AND SMALL BUSINESS  

BEHAVIORAL DEMAND EMAILS 2021 

Send Name Segment Total 
Sends Sent Delivery 

Rate 
Open 
Rate CTOR 

(UNYRESBDRSummer_UNY_NY_Re
sidential_08-10-2021_1.00_) 

Residential 685,029 8/10/2021 98.54% 33.36% 1.33% 

(UNYSMBBDRSummer_UNY_NY_Co
mmercial_08-10-2021_1.00_) 

Small Business 25,774 8/10/2021 99.13% 29.04% 1.08% 

(UNYRESBDRSummer_UNY_NY_Re
sidential_08-11-2021_1.00_) 

Residential 683,671 8/11/2021 97.84% 28.84% 0.99% 

(UNYSMBBDRSummer_UNY_NY_Co
mmercial_08-11-2021_1.00_) 

Small Business 25,688 8/11/2021 98.76% 24.97% 0.76% 

(UNYRESBDRSummer_UNY_NY_Re
sidential_08-12-2021_1.00_) 

Residential 683,550 8/12/2021 97.09% 26.74% 0.80% 

(UNYSMBBDRSummer_UNY_NY_Co
mmercial_08-12-2021_1.00_) 

Small Business 25,686 8/12/2021 96.78% 25.14% 0.91% 

 

 

RESIDENTIAL and SMALL BUSINESS  

BDR EMAILS 2021 
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7 

                

Residential and Small Business BDR Emails 2021

na 1ona1gnd 

We're expecting high energy demand tomorrow. 

These days, you're focused on keeping your customers and employee safe and 
comfortable, wtule al o keeping an eye on energy usage. We're here to help by letting 

you know about upcoming high energy demand day • 

By volunlanly shifting the me you use energy during the hottest days of e year you can 
manage your energy costs and reduce stress on the gnd lo benefit the common,ly 

On high energy demand days such as tomorrow, 
try the e tips to limit your energy use between the peak hours of 2-7p.m. 

Tum up the I ermoslal 
setting a feVI degrees 
during peak mes 

lnstal a qua g Wi-Fi 
ermosla to make 

emperature adiustrnents 
anytime anywhere 

Decrease llghbng use to 
the best of your abi 

Schedule energy 
intensive act1vibes be ore 
or a er e peak hours or 
for a non-peak day. 

When youjosl r:ilillfnn,ien:8Closs ~ NewtrYort In m~ smal Char1geS to yen 
elel::lrlCitly use, you can make 8 big dfterence In 01.- ICOl"ICITI<JIIHMf.,. during lhe tloll.est 

c.l.1y9 d'the year; Lei us know I VC1iJ can~-

Yes. I can help 
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Ve're expecting high energy demand tomorrow 
,,. 1t1ylng "°"" CM" p1ann1ng or llmt • ,_,..,. ntrt to 

arua• -vr uuge now. o In Int aay, 
Wlltn tiPKt I n 

On ~h tnNV1 11111 My 
I your -rgy utt Dt 

ho\n 

cwt 
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Auto DLM Emails and Marketing Efforts 

 

 

 

 

Measures to Evaluate the 2022 Program: 
Measures to evaluate, as part of the 2022 Program include:  

• Tracking enrollments 
• Measurement and evaluation of load reductions during tests and events for all programs 
• Measuring program costs against benefits and determining BCA for all programs 
• Evaluating demand reductions for new devices and new enrollments 
• Measuring participation and opt out rates against weather, frequency of events and other 

criteria 
 

Auto Dynamic Load Management Program 
Helping reduce peak electric use in UNY by promoting 
exceptionally high incentives to select targets with a tight timeline 
for expressing interest. 

• Emails to 60 targets (12/15 & 1/5) 
• 20 unique opens, 2 unique clicks 

• Linkedln Image Ad ( to ) 
• METRICS 

• Linkedln Mail ( to ) 
• METRICS 

National Grid 

nationalgrid 

Help support our electricity infrastructure. 
And help your business receive new 
incentives. 

----~ whNl9TWl(I_Nllfll_._.......°"'t'1DNNIGI~ 
... ~ lll\lpat~ll'l-~-IDyrwnic:Load......,_,,,,.,,,..,, ,....~_._,.......,_..,.,....IO.,,,_....,,_ .. h-.cto'Ct,'°.,,,..,, 
---...wct.o1 .. ,,_. _ _,_, __ ~ ....... i,., 

'-P"O ...... ~-~i.-.e..i:ion--......i-i..-., .....,~~ .... ~--11)'...,__..fy.__..,_.~...,.Cbng ._..., __ ........., 
R~-.ci, tol.:lOOptf KW~-,.•11.-tt" 
~b,'J~l,2022" Qdlllic,wa,.,.___•~S.-..:.~•-n--..-ew-f11o. 
a>d~vl-""""~Loacl~t.....,_, 
Glt1Wt.:II009't" 

0 --

____ .,. ..,. __ _ - .. - ,.--·· ---~---.. -__ ,. ___ ..... __ 

Help your business to recetve Incentive&. 
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2022 Outreach & Education Plan
with 2021 Results

WINTER HEATING SEASON

The winter program should include information for consumers about managing energy bills and 
staying safe. Topics can include bill management, disconnection of service, energy conservation tips, 
weatherization, furnace inspection, zone heating, preventing carbon monoxide emergencies, etc.

New/Continuing Program: Continuing

Note: Please see Section 4/ Price Volatility for a broader discussion of outreach and communications 
plans and tactics as it relates to winter heating season. 

NMPC ELECTRIC:
NMPC GAS:
KEDNY:
KEDLI

The Home Energy Assistance Program (HEAP) outreach program will continue and includes a series 
of call blasts, bill inserts, and IVR messages. The Collections and Consumer Advocacy teams made 
and continue to make outbound calls to HEAP eligible and potential HEAP eligible customers to 
educate them on HEAP and Emergency HEAP and how to apply.

Credit & Collections continues to follow the special procedures during cold weather periods set forth 
in HEFPA; and does not terminate residential customers when the temperature is below 32 degrees.  
National Grid also reinstates a deferred payment agreement or offers a new minimum payment 
agreement once all HEAP has been exhausted. During the COVID-19 pandemic we had discontinued 
service termination for non-payment, we were sending a disconnect notice awareness letter and not 
a traditional disconnect notice and were offering more lenient repayment options as well as following 
Parker Mosley guidelines.

Summary of 2021 Results and Lessons Learned: Provide detailed evaluation in Appendix C  

NMPC ELECTRIC:
NMPC GAS:
KEDNY:
KEDLI

Goals for 2022: 

NMPC ELECTRIC:
NMPC GAS:
KEDNY:



Utility : National Grid  2022 Electric/Gas Utility Outreach & Education Plan203

KEDLI

Consumer Advocates will continue to support various HEAP offices across the state to assist 
customers with bill payment options including budget billing, referrals to low-income programs 
(internal and external), payment agreements and energy saving tips. (These in-person activities 
are on hold due to COVID and will resume when it is permissible).

Credit & Collections continues to ensure that specific guidelines are followed before residential 
accounts and commercial accounts serving residential living quarters are disconnected for non-
payment which includes attempts to contact the customer at least 72 hours before any intended 
termination.  These attempts are in the form of outbound calls and field visits (will resume when 
permissible). The purpose of providing this additional notice is to determine if the customer will 
suffer impairment as a result of their heating service being interrupted.  We do not terminate 
residential customers when the temperature is below 32 degrees.  

In addition, once National Grid receives notification of a HEAP benefit, we either reinstate a 
deferred payment agreement or offer a new minimum payment agreement once all HEAP benefits 
have been exhausted. During the COVID-19 pandemic we had discontinued service termination 
for non-payment, we were sending a disconnect notice awareness letter and not a traditional 
disconnect notice and were offering more lenient repayment options as well as following Parker 
Mosley guidelines that were in effect.

How Priority Was Set: 

Description of 2022 Program: (see guidance document regarding program elements to include 
such as audience, messaging, delivery vehicles, schedule, evaluation plan, etc.)

NMPC ELECTRIC:
NMPC GAS:
KEDNY:
KEDLI

National Grid will continue to leverage events and sponsorships, social media, and billing 
messaging to distribute information and educate customers on winter-related themes such as 
health and safety, storm preparedness, energy and money saving tips, billing, and payment 
options, etc. (Events have been on pause during the pandemic). 

Unusual market conditions require close monitoring to determine the appropriate channel for the 
type of customer impacted on a case by case basis.

Since the beginning of 2014, National Grid has engaged in Outreach & Education efforts to 
address customers concerns regarding high winter bills.  These efforts include press releases, 
customer emails, bill messaging, web and social media messaging among others.

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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2022 Outreach & Education Plan
with 2021 Results

COVID-19 (Coronavirus)

The section should be included if the utility is continuing outreach specifically discussing COVID 
related messaging such as efforts to make residential customers aware of available assistance for 
arrears/payment. Please describe measures to ensure the safety of employees and customers when 
conducting outreach activities such as participating in events.  

 
 
 
 
 
 
 
 
 

New/Continuing Program:  
This is a continuing outreach program that started for FY 2021 (April 2020 through March 2021), and 
continued through FY 2022 (April 2021 through March 2022) necessitated by the COVID-19 pandemic. 

Summary of 2021 Results and Lessons Learned:   
The following are key results from our outreach efforts:  

• At the beginning of 2021, customer sentiment scores were stable with 2020. As the year 
progressed, and we began communicating about the resumption of disconnection and 
collections, sentiment began to soften. We worked to ensure that we provided customers with 
advance notice of the phasing out of Parker Richardson protections, as well as any change in 
business activities with frequent cadence and across multiple touch points. 

• JD Power Gas Residential study (2021) shows NY customers gave National Grid an above 
average rating on response to COVID-19. 

• HEAP email promotions exceeded click through benchmarks (1.19%) of up to 4.1% as well as 
open rates up to 50% (benchmark is 27%). 

• Disconnection awareness emails also exceeded click through benchmark of up to 3.4%, as well 
as open rates of up to 45%. 

• Payment agreement promotions have had a direct impact on increased enrollment, with more 
than 67,679 customers participating in payment agreements from April 2021 to March 2022. 

• As a continuaton of our 2020 efforts, we continued to deploy a robust, omni channel, 
communications campaign which has been effective in reaching customers across all of our 
New York jurisdictions. We communicated to customers across our own channel platforms 
including emails, on-bill messages, direct mail, outbound calls, and webinars. Communications 
were deployed in English and Spanish across multiple channels. 

• Additionally, similar to in 2020, we supplemented this campaign with a bill help and income-
eligible paid media campaign in both English and Spanish. With the income-eligible COVID 
Campaign across our New York state jurisdictions, we generated 15,625,739 impressions and 
385,659 visits to the National Grid website. With the Bill Help campaign, we generated 
17,151,258 impressions and 15,816 visits to the National Grid website. 
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Goals for 2022:  
The biggest challenge surrounding coronavirus is the continued uncertainty with fluctuations in 
transmission rates, potential virus variants that may arise and the continued financial impacts on our 
customers. With this uncertainty in mind, and the need to be agile with customer communications to fit 
the situation at hand, we are continuing to ahere to the following customer communications goals 
established in March/April 2021 to ground us:  
 • Stay connected with our customers through a proactive and segmented communications strategy 
focusing on their needs.  
• Help our customers maintain their bill health with bill assistance programs and energy savings.  
• Reinforce our commitment to deliver safe and reliable energy. In 2022, we will remain committed to 
these primary goals, and will adjust as the severity of pandemic evolves, and the resulting impact on 
customers. 

How Priority Was Set:  
Initially, our COVID-19 communications program was developed in-house based on customer 
feedback, in accordance with guidance provided by the Commission.  
 
At the beginning of the pandemic, we established a Lifecycle Communications Strategy with stages 
that allow flexibility in the response, as well as the health and safety of our employees and customers. 
In 2021, we moved into the following stages:  
 

• Jan to March 2021 – Continued to deploy arrears awareness letters and outbound calls during 
moratorium and communications regarding financial assitance, including HEAP, and continued 
to monitor the COVID situation. 

• End of March to May 2021 – Funding from the additional stimulus package signed into law in 
March 2021 included additional federal grant dollars added to the Home Energy Assistance 
Program (HEAP). We continued to raise awareness of that additional help for customer bills. 

• June to December 2021 – Deployed disconnect awareness communications to inform 
customers when regular disconnection activity resumed in their area. Begain promotion of new 
HEAP supplement Regular Arrears Supplement (RAS) to HEAP eligible customers. Updated 
disconnecton doorhangers for customers also promoting HEAP and bill help programs. 
Developed Parker Richardson expiration email and letter as the program closed. 

• Ran paid marketing throughout 2021 to align with the communications goals. 

Description of 2022 Program: 
We continued to follow our comprehensive and targeted communications campaign to ensure our 
customers are well informed, as their needs, concerns and expectations evolve in the face of the 
pandemic.  
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Target audience  
In order to improve communications effectiveness and provide as much helpful information as 
helpful, we segmented our customer outreach as follows: 

 
We will continue to adhere to our goals and communicate to our customers as we return to business 
as usual in the following ways: 

• Continue to provide awareness to customers of the restart of collections activities, including 
reconnect fees, late payment charges, etc. 

• Continue to promote HEAP and additional financial resource programs 
• Promote our Consumer Advocates to our income-eligible customer population through a 

social media campaign 
• In 2022, we are continuing to resume regular disconnection and collection activity.  
• Continuing to promote HEAP, with external, digital billboard promotion at the Times Union 

Center, Albany, NY through March 15, 2022. 

Key messages 
• We recognize that this unprecedented situation may continue to result in financial difficulty and 

that customers may still be worried about paying their National Grid bill. We are here to help 
with a variety of programs: 

o COVID-19 payment agreements - (through December 2021) 
o Parker Richardson protection – (through December 2021) 
o Budget billing - ongoing 
o Income-eligible programs - ongoing 
o Energy efficiency programs - ongoing 
o Protections for special needs customers – ongoing 

• As disconnection awareness noticing resumed, we evolved messaging to communicate a 
greater sense of urgency to act now in case of financial hardship and provided a list of 
resources (ERAP, HEAP, etc.) for renters and homeowners. 

• Continued to evolve COVID-19 safety messaging on all customer communications. 
• Continued to communicate our commitment to providing reliable, safe service. General safety 

topics were also communicated to customers regarding storm safety and scam awareness, 
due to rise in scams during the pandemic. 

• We also communicated to customers about how we’re supporting our communities through 
donations and business economic development initiatives.  

Customer Subsegments/ Persona 

ResldentJal (Resf and Income Biglblc) 

B 
B 
B 

First time in arrears 
A customer 1Mt, IOt tNI rim tma rnMM one 
or two momhly l"8)'T'l1etlts 

Regular in arTears 
A l"MldMMI CU!?OIMI' Iha! l1'ILW!S Its mon:Nv 1)3yments 
reaubrtY, ind!!peodenlly of the current °"901l19 Q'isis. 

On--tim 
A customitr lha1 has bie1 able lo conlhUw p11ying 
his/her bl tnroughout the cri"..is. 

II 
II 
II 

Commercial {SMB and Large C&I) 

First time in arrears 
A commcu:~ customor :nm. fo, tho frst trno, ITIISSCS 
OM°' two monthly payments for one or sorM Gi It& 
8CaU11 p&yrlltillts due to th. ongoiny cnm. 

Regular in arrears 
A OOfTllllCfOOI CU!'>tctncr :Mt ~ 1t!: montliy 
~ fOf ono or rrony of ilS aoccuits roguarty. 
lnd~ly e! tM QJITl'r.t Mgdng crisis. 

On-time 
A~ CU$torn1!r th.'!t has i-t ahli!I to 
con1:nu11 paying Its bi! throoghout the cnsls. 
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Outreach Materials & Delivery Vehicles 
We used a comprehensive blend of outreach materials and delivery vehicles to communicate with 
customers, including the following: 
 

• Web – We continued to use our dedicated web campaign page, ngrid.com/covid-19, to 
house a variety of critical customer information including announcements related to health 
and safety, service restrictions, collections pause/activities, business resources, and energy 
efficiency. The web page was promoted on the home page through a web alert, also on a 
large banner on the web home page and on various other methods of outreach. 

o We also promoted ngrid.com/billhelp through various tactics promoting bill help 
programs as a central page for assistance information. 

• Email – We had a steady cadence of customer emails throughout the year to customers in 
arrears and on-time paying customers. 

• Social Media – Throughout the pandemic, National Grid continued to promote videos we 
created in 2020-2021 by leveraging them for Twitter, Facebook and Instagram.Videos. We 
continued to utilize our educational videos on our YouTube channel and promoted them on 
social media. Topics included bill help and assistance, field safety, energy efficiency tips, 
consumer advocacy and reliability. 

• Direct Mail – Letters and/or postcards were sent to those with no email address on file for the 
following topics: disconnection awareness, HEAP promotions and Parker Richardson 
expiration. 

• Outbound Calling Campaigns – Outbound calls were used as one of the vehicles to inform 
customers on HEAP promotions. Calls were also made to remind customers about missed 
payments and available bill help.  

• IVR – Our upfront message educated customers on the HEAP and bill help options, and 
promoted our COVID-19 web site.  

• Online Advertising – Digital ads ran on HEAP awareness as well as on bill help, covering 
budget billing and payment options.  

• Radio – Radio ads focused on We're Here to Help and Budget Billing, HEAP and Payment 
Options.  

• Webinars – Our Consumer Advocates hosted a series of webinars with low- to moderate-
income customers across the New York service territory to provide information on financial 
assistance options in both English and Spanish.  

• Out of Home – Piloted laundromat posters promoting bill help in English, Spanish and 
Russian. 

 
 

 
 

Provide a List, Copies of Material Distributed and Method of Distribution in Appendix B
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National Grid
OUTREACH AND EDUCATION PLAN

2022

Section 5

Employee Outreach and Education
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2022 Outreach & Education Plan
with 2021 Results

CUSTOMER SERVICE EMPLOYEE TRAINING

New/Continuing Program: 

NEW PROGRAM: 

New Employee Training is designed to upskill new National Grid Contact Center employees. The  
training consists of modules presented through various mediums, including lecture, demonstration, 
hands-on, extensive role play, practice, and computer-based training. In addition to the instructor, 
numerous departments provide subject matter experts to assist with the presentation of the 
curriculum. Every new National Grid Contact Center Agent completes soft skills training which 
includes 12 hours of classroom learning involving self-directed, self-paced call simulations with the 
goal of making every customer interaction easy and convenient.  

When employees graduate to the Contact Center floor, they are provided extensive floor support to 
ensure a successful transition. The goal of the program is to provide the employee with a thorough 
base knowledge that enables them to effectively answer customer inquiries and provide customer 
options that will assist in satisfying their concerns. Since COVID-19 most new hire training is done in 
a virtual classroom setting. 

NIMO ELECTRIC & GAS:  
The Customer Service Agent Training Program includes modules related to: Computer systems 
training -account access methods and screen navigation, viewing customer and account information 
(including letters, bills, usage, and collection history). Also covered in depth are adding/maintaining/
deleting account and customer information, meter reading, billing, and collection processes. 
Programs and services: Budget/Balanced Billing, Extended Due Date, Income Eligible Basic Service 
Credit, Third Party Notification, HEAP, Care & Share, Weatherization, Medical Emergencies, Life 
Support, Language Line, Consumer Advocacy Referral, etc. This includes an emphasis on customers 
with special needs. Service orders and emergencies: Start and stop service for customers, investigate 
irregular conditions with a significant emphasis on handling emergency calls ( I.e., gas odors, carbon, 
monoxide, electric outages, and electric shock, etc.)  

KEDNY GAS:  
The Customer Service Agent Training program includes modules related to: Computer systems 
training - account access methods and screen navigation, viewing customer and account information 
(including letters, bills, usage, and collection history). Also covered in depth are adding/maintaining/
deleting account and customer information, meter reading, billing, and collection processes. 
Programs and services: Budget/Balanced Billing, Extended Due Date, Income Eligible Basic Service 
Credit, On Track, Reduced Residential Rates, Third Party Notification, HEAP, Neighborhood Heating 
Fund, Weatherization, Medical Emergencies, Life Support, Consumer Advocacy Referral, etc. This 
includes an emphasis on customers with special needs. Service orders and emergencies: Start and 
stop service for customers, investigate irregular conditions are covered with a significant emphasis on 
handling emergency calls (IE. gas odors, carbon monoxide, etc.)  
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KEDLI GAS:  
The Customer Service Agent Training program includes modules related to: Computer systems 
training - account access methods and screen navigation, viewing customer and account information 
(including letters, bills, usage, and collection history). Also covered in depth are adding/changing/
deleting account and customer information, meter reading, billing and collection processes. Programs 
and services - Budget/Balanced Billing, Extended Due Date, Income Eligible Basic Service Credit, 
the Residential Reduced Rate, Third Party Notification, HEAP, Care & Share, Weatherization, Medical 
Emergencies, Life Support, Language Line, Consumer Advocacy Referral, etc. This includes an 
emphasis on customers with special needs. Service orders and emergencies - Start and stop service 
for customers, investigate irregular conditions are covered with a significant emphasis on handling 
emergency calls (IE. gas odors, carbon monoxide, etc.)  

CONTINUING PROGRAM:  

Continuing employee training for existing employees is designed to provide the employee with 
reminders about policies, procedures, programs, and services, new, updated or seasonally related to 
address trends brought on by customer questioning, with the goal of satisfying the caller on the first 
contact. To adhere to COVID-19 safety protocols all continuing employee training transitioned from 
in-person to virtual classroom in March of 2020 and remain virtual at this time. 

NIMO ELECTRIC & GAS: Typically, reminders and updates are presented annually on HEAP, Low 
Income program changes, cold Weather procedures, collection procedural updates, high bill calls, 
listening skills, and handling both electric and gas emergency order calls, etc.  

KEDNY: Typically, reminders and updates are presented annually on HEAP, Low Income program 
changes, cold weather procedures, collection procedural updates, high bill calls, listening skills, and 
handling both electric and gas emergency order calls, etc.  

KEDLI: Typically, reminders and updates are presented annually on HEAP, Low Income program 
changes, Cold Weather procedures, Collection procedural updates, high bill calls, listening skills, and 
handling both electric and gas emergency order calls, etc.

Summary of 2021 Results and Lessons Learned:  

NIMO ELECTRIC & GAS:  
In support of PSC Chosen Name and Pronoun Mandate, all new and existing Contact Center agents 
attended a 90-minute training session to ensure our customers are provided with a convenient way to 
inform us of their chosen name and/or pronouns, the process to document this information, and the 
requirements to address the customer by their chosen name and/or pronouns in all written and verbal 
communications.  

The Training team continues to champion the Quality initiative with a 60-minute training for the 
updated Quality Form that is driven by metrics aligned with busines requirements, prioritizes 
procedural adherence and correct execution of business processes, minimizing scoring based on 
subjective behaviors, removes (non-regulated) scripting seeking to empower agent decision making, 
and embraces a call framework that allows for flexibility for the agent to get the call right the first time.  

To improve ease of use of the National Grid website for our customers, two new products were 
deployed and trained:  

1. The My Account (Unified Web Portal) product allows customers to have a single email sign-in 
to the National Grid Website. Customers can access all their accounts with enhanced self-service 
transactions anywhere, anytime, and on any device. My Account allows for a streamlined process, 
improved technology, and identical experience for our customers.  
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2. The My Business Account (Nucleus) product is a digital portal for our large Commercial and 
Industrial customers. It provides a seamless, engaging experience along the billing journey, from 
anticipating their bill through managing usage.  

KEDNY:  
In support of PSC Chosen Name and Pronoun Mandate, all new and existing Contact Center agents 
attended a 90-minute training session to ensure our customers are provided with a convenient way to 
inform us of their chosen name and/or pronouns, the process to document this information, and the 
requirements to address the customer by their chosen name and/or pronouns in all written and verbal 
communications. 

The Training team continues to champion the Quality initiative with a 60-minute training for the 
updated Quality Form that is driven by metrics aligned with busines requirements, prioritizes 
procedural adherence and correct execution of business processes, minimizing scoring based on 
subjective behaviors, removes (non-regulated) scripting seeking to empower agent decision making, 
and embraces a call framework that allows for flexibility for the agent to get the call right the first time.  

To improve ease of use of the National Grid website for our customers, two new products were 
deployed and trained:  

1. The My Account (Unified Web Portal) product allows customers to have a single email sign-in 
to the National Grid Website. Customers can access all their accounts with enhanced self-service 
transactions anywhere, anytime, and on any device. My Account allows for a streamlined process, 
improved technology, and identical experience for our customers.  

2. The My Business Account (Nucleus) product is a digital portal for our large Commercial and 
Industrial customers. It provides a seamless, engaging experience along the billing journey, from 
anticipating their bill through managing usage.  

KEDLI:  
Salesforce, part of the GBE (Gas Business Enablement) initiative, was deployed to new and existing 
contact center employees in 2021. This tool is designed to be employee-driven while keeping the 
customers at the center of our decisions. More specifically, GBE enables agents to better serve our 
customers, enhances end-to-end processes to improve the customer experience, replaces our aging 
systems so we can operate with improved performance and reduces risks and provides all employees 
more visibility to the data and information they need to do their jobs safely and successfully. Training 
consisted of 16 hours of virtual classroom training that includes step by step system training, standard 
operating procedure reviews, demos both live and prerecorded, and hands-on time in the tool.  

In support of PSC Chosen Name and Pronoun Mandate, all new and existing Contact Center agents 
attended a 90-minute training session to ensure our customers are provided with a convenient way to 
inform us of their chosen name and/or pronouns, the process to document this information, and the 
requirements to address the customer by their chosen name and/or pronouns in all written and verbal 
communications.  

The Training team continues to champion the Quality initiative with a 60-minute training for the 
updated Quality Form that is driven by metrics aligned with busines requirements, prioritizes 
procedural adherence and correct execution of business processes, minimizing scoring based on 
subjective behaviors, removes (non-regulated) scripting seeking to empower agent decision making, 
and embraces a call framework that allows for flexibility for the agent to get the call right the first time.  
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To improve ease of use of the National Grid website for our customers, two new products were 
deployed and trained:  

1. The My Account (Unified Web Portal) product allows customers to have a single email sign-in 
to the National Grid Website. Customers can access all their accounts with enhanced self-service 
transactions anywhere, anytime, and on any device. My Account allows for a streamlined process, 
improved technology, and identical experience for our customers.  

2. The My Business Account (Nucleus) product is a digital portal for our large Commercial and 
Industrial customers. It provides a seamless, engaging experience along the billing journey, from 
anticipating their bill through managing usage. 

Goals for 2022:  

NIMO ELECTRIC & GAS:  
Embed all content and learnings from the 2021 training initiatives into new hire curriculum.  As 
improvements and updates are made to the Salesforce tool, we will continue to update new hire 
curriculum and upskill agents on the new content and procedures.   

To keep up with the evolving ideas, learning styles and technological needs of our agents, we will 
expand our methods of sharing content to include the use of eLearning tools.      

KEDNY:  
Embed all content and learnings from the 2021 training initiatives into new hire curriculum. To keep 
up with the evolving ideas, learning styles and technological needs of our agents, we will expand our 
methods of sharing content to include the use of eLearning tools.      

KEDLI:  
Embed all content and learnings from the 2021 training initiatives into new hire curriculum. Continue 
to upskill and embed Salesforce updates and improvements into training curriculum.  

As improvements and updates are made to the Salesforce tool, we will continue to update new hire 
curriculum and upskill agents on the new content and procedures.   

To keep up with the evolving ideas, learning styles and technological needs of our Agents, we will 
expand our methods of sharing content to include the use of eLearning tools.      

Description of 2022 Program:  

NIMO ELECTRIC & GAS:  
Target Audience: Contact Center Agents 

Key Messages & Schedule: 
As champions of the Chosen Name and Pronoun Initiative, the Effortless Experience program, and 
the Unified Web Portal we will continue to partner with our Quality and Product teams to integrate, 
reinforce and drive improvements for both the agent and customer experience throughout 2022. 

The Training team continues to collaborate with the GBE (Gas Business Enablement) team to 
enables agents to better serve our customers and enhance end-to-end processes. As enhancements 
are deployed, we continue to educate the Agents on these changes to streamline the overall 
customer and agent experience.  
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To ensure we are addressing the learning styles of our Agents, we are working to add eLearning as a 
new method of sharing content. This method shifts to the use of web technological tools encouraging 
Agent independence while addressing the self-service needs of the Contact Center teams. As we 
expand our knowledge of eLearning tools we will create and embed these types of learnings into our 
new hire training, product and project trainings and refreshers.  

Measures to Evaluate/Obtain Feedback: CSAT, After Call Survey results 

KEDNY:  
Target Audience: Contact Center Agents 

Key Messages & Schedule:  
As champions of the Chosen Name and Pronoun Initiative, the Effortless Experience program, and 
the Unified Web Portal we will continue to partner with our Quality and Product teams to integrate, 
reinforce and drive improvements for both the agent and customer experience throughout 2022. 

To ensure we are addressing the learning styles of our Agents, we are working to add eLearning as a 
new method of sharing content. This method shifts to the use of web technological tools encouraging 
Agent independence while addressing the self-service needs of the Contact Center teams. As we 
expand our knowledge of eLearning tools we will create and embed these types of learnings into our 
new hire training, product and project trainings and refreshers.  

Measures to Evaluate/Obtain Feedback: CSAT, After Call Survey results 

KEDLI:  
Target Audience: Contact Center Agents 

Key Messages & Schedule: 
As champions of the Chosen Name and Pronoun Initiative, the Effortless Experience program, and 
the Unified Web Portal we will continue to partner with our Quality and Product teams to integrate, 
reinforce and drive improvements for both the agent and customer experience throughout 2022. 

The Training team continues to collaborate with the GBE (Gas Business Enablement) team to 
enables agents to better serve our customers and enhance end-to-end processes. As enhancements 
are deployed, we continue to educate the Agents on these changes to streamline the overall 
customer and agent experience.  

To ensure we are addressing the learning styles of our Agents, we are working to add eLearning as a 
new method of sharing content. This method shifts to the use of web technological tools encouraging 
Agent independence while addressing the self-service needs of the Contact Center teams. As we 
expand our knowledge of eLearning tools we will create and embed these types of learnings into our 
new hire training, product and project trainings and refreshers.  

Measures to Evaluate/Obtain Feedback: CSAT, After Call Survey results




