NATIONAL FUEL

July 11, 2014
Hon. Kathleen H. Burgess
Secretary to the Commission
New York State Department of Public Service
Three Empire State Plaza
Albany, NY 12223-1350

Dear Honorable Burgess:

In compliance with the Commission’s ruling in C4$2G-0016, attached please find
information related to the implementation of NatibRuel Gas Distribution’s (“National
Fuel”) Electronic Deferred Payment Agreement (“eADFPilot. The report covers the
period May 15, 2013, when the e-DPA Pilot was impated, through June 30, 2014. A
total of 12,676 e-DPAs were initiated during thimd period.

The first section of the attached document, “DPAsd®lby Month (PSC)”, provides the
number of e-DPAs and traditional DPAs that weret@éd each month since National Fuel
implemented the e-DPA Pilot. The report shows sivate September 2013, more than 62%
of the National Fuel customers that entered imegotiated DPA each month utilized the e-
DPA process. Since the implementation of the e-[PHét, over 60% of the negotiated
DPAs were e-DPAs.

The second section of the document, "DPA Statusrsamy (PSC)”, has the status of these
DPA’s as of July 1, 2014. A row below each secpoovides the total active DPAs as of this
date. National Fuel considers a DPA to be acfiitas in Pending, Active, or Defaulted
status. The status definitions can be found irséw@ion with the description “Status
Definitions (PSC)”. It should be noted that, opexcentage basis, there are more Active e-
DPAs (60.9%) than traditional DPAs (47.3%). Baeadhe definitions provided, as well as
the difference in how a DPA is signed, it is neaeg$o combine the Canceled and Customer
Refused categories when comparing the traditiom®to the e-DPAs. The combined
results show that 22.0% of the traditional DPAsiar€anceled status compared to 21.1% of
the e-DPAs in either Canceled (13.8%) or Custonefuged (7.4%) status. An e-DPA is
coded Customer Refused when a customer declinesEiA or fails to go online to accept
the e-DPA.

The third section of the report, “e-DPA Survey Res(PSC)”, provides the results of the
surveys that were made available to every custevherwent through the e-DPA process.
There have been 1,124 survey responses throug80u2614 which represents 8.9% of the
customers who utilized the e-DPA option. Highlgbt the survey are as follows:
Providing Income and Expense: Over 92% replied \EEagy or Easy
Accepting the e-DPA using the internet: Over 94%ieel Very Easy or Easy
Overall satisfaction of e-DPA process: Over 96%ieepVery Satisfied or Satisfied
Almost 35% of the respondents replied that theyeh#ad to go to a National Fuel
office in the past to sign a DPA.

a. Less than 3% of these respondents preferred goiagNational Fuel office.
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Department of Public Service Staff requested Naliéel to provide the following
information to be consistent with the standardemilbns report:

Active DPA's At The Beginning Of The Period

Deferred Payment Agreements Made

Deferred Payment Agreements Reinstated

Deferred Payment Agreements Defaulted

Deferred Payment Agreements Satisfied

Active DPA's At The End Of The Period

Percent Of DPA's In Arrears > 60 Days

Noos~wbE

In response to Staff's request, National Fuel hhasiged a breakdown of the required
information segregated by traditional DPAs and eABP

1. We started with zero active DPAs on May 15, 20h8esiwe are using a reporting
period span where we are trying to compare theativersults of the traditional DPA
process with the results of the new e-DPA proc&¥s.will continue to use May 15,
2013 as the starting date for these reports thrthuglending date for each quarter.

2. The number of new DPAs made, by month, can be fautite first section of the
attached report.

3. The number of reinstated DPAs made, by month, tsamkee found in the first section
of the attached report. The sum of the new antstaied DPAs is also provided.

4. The number of defaulted DPAs can be found in tlcerse section of the attached
report on the “Defaulted” lines.

5. The number of satisfied DPAs can be found on tledHines found in the second
section of the attached report.

6. The number of Active DPAs can be found on the “Téiaive (Pending, Active,
Defaulted)” lines found in the second section &f éittached report.

7. The Percent of Defaulted DPASs in Arrears > 60 Daygported in National Fuel’s
monthly Collection Activity report. This figure peesents the percent of residential
customers who are behind on paying their billsrhore than one month that have an
active DPA. The figure does not represent how n@rsyomers with an active DPA
are more than 60 days behind on their DPA. As swehare unable to provide this
figure solely for customers that have entered iraditional DPAs or e-DPAs.

If you have any questions concerning the attachpnpdedse do not hesitate to call me at (716)
857-7840 or E-mail me &tgliottiP@natfuel.com

Sincerely,

Fry Z3hith

Perry Figliotti
Senior Manager
Consumer Business

Attachments

Cc:  Martin Insogna
Leonard Silverstein



National Fuel Gas Distribution Corporation
Electronic (e-DPAs) and Traditional DPAs May 15, 203 - June 30, 2014 as of 7/1/2014
Case 13-G-0016

New e-DPAs Reinstated e-DPAs Total e-DPAs New Traditional DPAs Reinstated Traditional DPAs  Total Traditional DPAs Total DPAs Percent

Month Customers Dollars  Customers Dollars  Customers Dollars Customers Dollars ~ Customers Dollars  Customers Dollars Customers Dollars Electronic
May 2013 165 $116,165 2 $1,893 167 $118,0p8 537 $434,992 43 $62,088 0 58 $497,08( 747 615,138 22.4%
Jun 2013 348 229,538 6 5,016 354 234,593 1,175 923,591 72 84,633 1,2471,008,225 1,601 1,242,778 22.1%
Jul 2013 597 285,818 8 4,009 605 289,8p7 1,039 762,737 86 89,185 1,125 851,922 1,730 1,141,749 35.0%
Aug 2013 951 457,519 10 7,060 961 464,5B0 681 393,380 116 118,651 797 12,03 1,758 976,610 54.7%
Sep 2013 896 447,170 10 5,753 906 452,9p3 452 277,363 77 72,092 529 ASEP 1,435 802,378 63.1%
Oct 2013 816 379,000 14 10,797 830 389,7p7 429 291,877 69 69,036 498 O,QBEI 1,328 750,710 62.5%
Nov 2013 521 246,097 7 3,883 528 249,980 203 131,539 56 52,377 259 91BB, 787 433,896 67.1%
Dec 2013 334 172,306 9 4,393 343 176,699 67 56,762 23 31,018 90 81,780 33 4 264,479 79.2%
Jan 2014 358 202,715 4 4,371 362 207,086 71 52,599 24 23,900 95 74,499 57 4 283,585 79.2%
Feb 2014 442 321,334 3 2,154 445 323,488 90 73,800 24 45,855 114 199,65 559 443,144 79.6%
Mar 2014 1,134 917,125 4 3,141 1,138 920,26 251 238,633 39 66,834 290 305,467 1,428 1,225,733 79.7%
Apr 2014 2,009 1,766,721 8 6,596 2,017 1,773,417 717 703,561 81 984,7 798 838,314 2,815 2,611,629 71.7%
May 2014 2,172 1,712,903 18 20,152 2,190 1,733,855 1,005 1,084,845 11 1 151,500 1,116 1,236,345 3,306 2,969,400 66.2%
Jun 2014 1,808 1,285,332 22 26,971 1,830 1,312,304 764 748,448 82 ,9287 846 866,37 2,676 2,178,680 68.4%
Jul 2014
Aug 2014
Sep 2014
Oct 2014

Total 12,551 $8,539,742 125 $106,189 12,676 $8,645P31 817,4 $6,174,127 903 $1,119,850 8,384 $7,293p77 21,060 39908 60.2%

DPAs Made by Month (PSC) 7/11/2014



National Fuel Gas Distribution Corporation
Electronic (e-DPAs) and Traditional DPAs May 15, 2@3 - June 30, 2014 as of 7/1/2014

Agreement Type and Status

Electronic DPA (e-DPA)

Pending

Active

Defaulted

Canceled (see definition)

Paid

Operator Canceled (LICAAP,DSS, etc)
Operator Canceled (Other)
Customer Refused (see definition)
Final Billed

Total

Total "Active" (Pending, Active, Defaulted)

Traditional DPA

Pending

Active

Defaulted

Canceled (see definition)

Paid

Operator Canceled (LICAAP,DSS, etc)
Operator Canceled (Other)

Final Billed

Total

Total "Active" (Pending, Active, Defaulted)

Total

Pending

Active

Defaulted

Canceled (see definition)

Paid

Operator Canceled (LICAAP,DSS, etc)
Operator Canceled (Other)
Customer Refused (see definition)
Final Billed

Total

Total "Active" (Pending, Active, Defaulted)

DPA Status Summary (PSC)

Case 13-G-0016

Number of Agreement Percent of Percent of
Agreements Amount Agreements Adgree Amount

202 $153,080 1.6% 1.8%
5,463 4,156,930 43.1% 48.1%
2,054 1,354,967 16.2% 15.7%
1,745 1,148,120 13.8% 13.3%
1,159 390,451 9.1% 4.5%
41 52,144 0.3% 0.6%
224 169,197 1.8% 2.0%
934 683,830 7.4% 7.9%
854 537,212 6.7% 6.2%
12,676 $8,645,931 100.0% 100.0%

7,719 $5664,976 60.9% 65.5%
9 $8,569 0.1% 0.1%
2,933 3,034,257 35.0% 41.6%
1,022 870,975 12.2% 11.9%
1,847 1,601,539 22.0% 22.0%
1,101 466,162 13.1% 6.4%
125 142,983 1.5% 2.0%
445 395,536 5.3% 5.4%
902 773,955 10.8% 10.6%
8,384 $7,293,977 100.0% 100.0%
3,964 $3913,801 47.3% 53.7%
211 $161,649 1.0% 1.0%
8,396 7,191,187 39.9% 45.1%
3,076 2,225,942 14.6% 14.0%
3,592 2,749,659 17.1% 17.3%
2,260 856,613 10.7% 5.4%
166 195,127 0.8% 1.2%
669 564,733 3.2% 3.5%
934 683,830 4.4% 4.3%
1,756 1,311,167 8.3% 8.2%
21,060 $15,939,908 100.0% 100.0%
11,683 $9578,778 55.5% 60.1%
7/11/2014



Agreement Status
Pending

Active

Defaulted

Canceled

Paid

Operator Canceled (LICAAP, DSS)

Operator Canceled (Other)

Customer Refused

Final Billed

Description
A DPA that is waiting for customer acceptance (ifeaDPA) and/or customer payment.

A DPA where the customer is current with their paytper the terms of the DPA.

A DPA where the customer is one or more monthsrakeim their monthly payments per the terms of theAD Also
includes DPAs where the customer failed to makedhjaired down payment for a signed, traditionalAlj#ior to
billing or an e-DPA customer who accepted their ORRAfailed to make the necessary down payment.

The DPA status is updated to Canceled when a digmbion order is available for the field for a @mer that had a
DPA in Pending or Defaulted status. Exception:eADPA that was not accepted on the web (even ifndoayment
made) will go to Customer Refused when the discatior order is available.

The DPA amount has been paid or satisfied.

A DPA that has been canceled by an NFG represeatagicause the customer has been moved into eapnesgrch as
LICAAP or direct voucher where the DPA is no longeplicable or allowed. LICAAP and DSS customeesrat
categorized as being on a DPA, although LICAAPIipigdtion is a "super” deferred payment agreememthich the
customer pays a reduced monthly bill and receiy24th debt forgiveness on their arrears for tingelyments.

A DPA where an NFG representative canceled a DRAU®e the customer (e.g. change in I&E) or outsgdsncy
(e.g. PSC) has requested a new DPA for this custome

An e-DPA where the customer failed to electroniycattcept the DPA or declined the DPA by the acceqgalate and
the account is billed or a disconnection field ordegenerated.

The account has been final billed. Customer gilek for a new DPA for their new account.

NY Agreements - Electronic and Walk-In since 208315 as of 2014-07-01.xIsx, Status Definitions (PSC 7/11/2014



National Fuel Gas Distribution Corporation

Case 13-G-0016

Question 1: How would you rate the process of proging income and expense information to the Nationdfuel representative?

Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014

May Jun Jul Aug Sep Oct Nov Dec Jan Feb  Mar Apr  May Jun Jul Aug Sep  Oct Cumulative
Response Score 2013 2013 2013 2013 2013 2013 2013 2013 2014 2014 2014 2014 2014 2014 2014 2014 2014 2014 Total Percent Percent
Very Easy 1 17 17 22 49 39 58 32 24 28 30 61 132 140 98 747 66.5% 66.5%
Easy 2 9 11 10 19 25 16 10 11 8 10 36 54 40 29 288 25.6% 92.1%
Average 3 2 0 10 13 73 6.5% 98.6%
Difficult 4 1 0 0 0 2 2 11 1.0% 99.6%
Very Difficult 5 0 0 0 0 0 1 0.1% 99.6%
Don't Know 0 0 1 0 4 0.4% 100.0%
Total 29 31 40 70 70 80 50 38 36 41 106 197 198 138 0 0 0 1,124 100.0%
Average 155 158 168 133 156 135 152 145 122 129 153 138 7 1.31.40 1.42
Question 2: How would you rate the process to Accepr Decline the payment agreement using the inteet?
May Jun Jul  Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul  Aug Sep  Oct
Response  Score 2013 2013 2013 2013 2013 2013 2013 2013 2014 2014 2014 2014 2014 2014 2014 2014 2014 2014 Total Percent
Very Easy 1 19 20 28 55 45 58 33 25 26 31 71 147 135 100 793 70.6% 70.6%
Easy 2 7 8 7 12 23 17 14 11 8 9 29 43 45 33 266 23.7% 94.2%
Average 3 2 2 3 3 0 1 11 45 4.0% 98.2%
Difficult 4 0 0 1 1 0 5 11 1.0% 99.2%
Very Difficult 5 1 1 0 1 0 6 0.5% 99.7%
Don't Know 0 0 1 0 0 0 0 3 0.3% 100.0%
Total 29 31 40 70 70 80 50 38 36 41 106 197 198 138 0 0 0 0 1,124 100.0%
Average 1.52 1.52 1.41 1.29 1.39 1.38 1.40 1.42 1.42 1.27 1.40 1.29 2 1.41.33 1.37
Question 3: How satisfied were you with the overalbrocess to obtain your Deferred Payment Agreement?
May Jun Jul Aug Sep Oct Nov Dec Jan Feb  Mar Apr  May Jun Jul Aug Sep  Oct
Response  Score 2013 2013 2013 2013 2013 2013 2013 2013 2014 2014 2014 2014 2014 2014 2014 2014 2014 2014 Total Percent
Very Satisfied 1 22 24 24 61 51 65 40 26 31 33 83 157 155 103 875 77.8% 77.8%
Satisfied 2 7 7 12 8 16 12 9 11 4 7 22 32 32 27 206 18.3% 96.2%
Neutral 3 0 0 3 1 1 1 1 1 4 29 2.6% 98.8%
Dissatisfied 4 0 0 0 0 0 0 5 0.4% 99.2%
Very Dissatisfied 5 0 0 0 0 0 0 5 0.4% 99.6%
Don't Know 0 0 0 0 0 0 0 0 0 0 4 0.4% 100.0%
Total 29 31 40 70 70 80 50 38 36 41 106 197 198 138 0 0 0 0 1,124 100.0%
Average 1.24 1.23 155 1.14 1.31 1.28 1.22 1.34 1.17 1.22 1.23 125 6 1.21.34 1.27
Page 1 of 16
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Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014

National Fuel Gas Distribution Corporation

Case 13-G-0016

Question 4: Have you had to go to a National Fueffice in the past to sign a payment agreement?

Response
Yes
No
Don't Know
Total

Yes
No
Don't Know

Response
Prefer Office
No Preference
Prefer phone/web
Not Applicable
Total

Prefer Office
No Preference
Prefer phone/web
Not Applicable

Excluding Not Applicable Responses

Prefer Office
No Preference

May Jun Jul Aug Sep Oct Nov Dec Jan Feb  Mar Apr  May Jun Jul Aug Sep  Oct
2013 2013 2013 2013 2013 2013 2013 2013 2014 2014 2014 2014 2014 2014 2014 2014 2014 2014 Total
9 10 23 29 31 20 18 15 11 38 58 75 46 392
19 20 29 41 38 36 24 17 20 28 62 124 107 80 645
1 1 2 6 3 13 6 3 1 2 6 15 16 12 87
29 31 40 70 70 80 50 38 36 41 106 197 198 138 0 0 1,124
31.0% 32.3% 225% 32.9% 41.4% 38.8% 40.0% 47.4% 41.7% 26.888%3 29.4% 37.9% 33.3% 34.9%
65.5% 64.5% 72.5% 58.6% 54.3% 45.0% 48.0% 44.7% 55.6% 68.38Hb% 62.9% 54.0% 58.0% 57.4%
34% 32% 50% 86% 43% 163% 120% 79% 28% 49% 57% 7.6%l%8 8.7% 7.7%
Question 5: If the answer to question 4 is Yes, howould you compare having to go to a National Fuedffice for a payment agreement to using
a phone and the internet for a payment agreement?
May Jun Jul  Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul  Aug Sep  Oct
2013 2013 2013 2013 2013 2013 2013 2013 2014 2014 2014 2014 2014 2014 2014 2014 2014 2014 Total
1 1 3 1 2 1 0 0 1 1 2 10 3 27
2 2 1 4 4 5 2 2 3 2 4 10 9 9 59
16 17 18 39 37 51 33 26 24 17 62 92 101 70 603
10 11 18 26 27 23 14 10 9 21 39 93 78 56 435
29 31 40 70 70 80 50 38 36 41 106 197 198 138 0 0 0 0 1,124
34% 32% 75% 14% 29% 13% 20% 00% 00% 24% 09% 1.0% %5.12.2% 2.4%
6.9% 65% 25% 57% 57% 63% 40% 53% 83% 49% 38% 5.1% %4.56.5% 5.2%
55.2% 54.8% 45.0% 55.7% 52.9% 63.8% 66.0% 68.4% 66.7% 41.58%6% 46.7% 51.0% 50.7% 53.6%
345% 355% 45.0% 37.1% 38.6% 28.8% 28.0% 26.3% 25.0% 51.268B%3 47.2% 39.4% 40.6% 38.7%
53% 50% 13.6% 23% 47% 18% 28% 0.0% 0.0% 50% 15% 1.9%3%8. 3.7% 3.9%
10.5% 10.0% 45% 9.1% 93% 8.8% 56% 7.1% 11.1% 10.0% 6.0% %9.67.5% 11.0% 8.6%
84.2% 85.0% 81.8% 88.6% 86.0% 89.5% 91.7% 92.9% 88.9% 85.0%6%0 88.5% 84.2% 85.4% 87.5%

Prefer phone/web

e-DPA Survey Results (PSC)
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National Fuel Gas Distribution Corporation
Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014
Case 13-G-0016

Question 6: If you prefer going to a National FueDffice to sign a payment agreement, please explaivhy below.
1 which ever is easier at the time ?

its easier

yes i will go to national fuel to sign payment agrent

I don't.

Its easy and quick. Thank you for helping me.

i work and its hard for me to get time off to goadoto an office so this is much faster and easier

Because it was very easy

More Convenient.

Faster. More convenient.

Ol |N|oO|a|~lw|N

10 No waiting for a rep

11 EASIER

12 no car

13 no | like doing this online

14 Computer illiterate.

15 Don't always have access to internet.

16 | would not prefer this.

17 face to face service is better then phone or coanput

18 It is easily accessible and convenient, espedfafiyu are broke and cannot get to a National Rféte.
19 Nope

20 good

21 | don't have transportation so to be able to gbnenis great! Thank you
22 No, | prefer the Internet.

23 nope online was just fine

24 N/A

25 N/A

26 NO

27 NA

28 More personsonable

29

30 N/A

31 No

32 no

33 I'd rather do it over the phone / online.

34 lack of funds

35 | SPEAKING TO PERSON &HAVING A COPY OFF IT.

36 n/a

37 No Traffic, No Hassel and No Waiting

38 not applicable

39 I don't. DO not have vehicle and taking multiplesesiis a hassle.
40 to talk to someone in person.

41 now i don,t have maney to pay my bill

42 N/A

43 | needed to go online because | did not have engaghmoney to drive to NFG.. My only concern iSO NOT want anyone to lose their jobs because ofcens
44 Accepting on line was more convenient for me.

e-DPA Survey Results (PSC) Page 3 of 16 7/11/2014



National Fuel Gas Distribution Corporation
Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014
Case 13-G-0016

45 Know | don't have many to pay My bill

46 In case my lap isn't up to par and working right

47 Disabled, can't sit long or stand long !

48 nope

49 N/A

50 CONVENIENT AND HOURS ARE BETTER FOR US THAT WORK ERY DAY

51 Too confusing if you are hard of hearing . Easdegd in person.

52 n/a

53 N/A

54 good

55 n/a

56 not everyone has computer, yes most people shatilsbime don't.

57 The lines are to long,l am disabled and cant st@nglong
| cant stand going to Appletree union rd cheekt@awvaigcalling there and | live in cheektowaga. Whaseanswers the phone or | speak to (most of the)tifhh have problems the
are very RUDE..Dont care..ETC untill a very nicpavisor called me back and helped me out..La tihad to go to the city (buffalo) downtown whetelont live because

58 that cheektowaga office would not help me. Theyldoather see my 11yr old take a cold shower bec@asl was having troubles. A very nice african araerwoman helped
me at the main st. office downtown that day...Thgo# or we would of been real cold.. Cheektowadac®Mmust know who im talking about they recordtbe computer what is
said on the phone..or should type it in to recofdst i knew...Shes mean and dont care to help

59 above question #5 says "if the answer to questignys" - it made me answer it anyway.

60 NOT AT ALL THIS PROCESS IS THE BEST.

61 Online is better.

e-DPA Survey Results (PSC) Page 4 of 16
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National Fuel Gas Distribution Corporation
Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014
Case 13-G-0016

Question 7: Do you have additional comments regardg National Fuel's electronic Deferred Payment Agrement process?

1 Thank You National Fuel for having this programitalze to me and my family...
| am disabled and not always able to go into ydfice | called and spoke with a rep. and was tdidd to go in the office. | in turn called imediBtback to ask an additional

2 question and spoke with a rep. named (rep hame)w@k knowledgeable and more than helpful. | wéestalcomplete the agreement on the phone anditteher and it was a
very smooth and easy process. She explained tsav#is a fairly new program and I'd like to sayshatt to Nat. Fuel for making it available. As &dit to (rep name) she was a
great customer service person, friendly and mogoitantly she listened. Thank You and her for g pesitive start to my day. (customer name)

3 | THANK YOU FOR MAKING EASY FOR ME ESPECIALLY BECAWBE I'VE JUST RECENTLY JUST STARTED TO USE THE COMPER AT THE AGE OF 47.

4 This is a great arrangement for indivduals like effysho is on one income. Thank You!

5 great process great customer reps | spke to

6 Thank You so much. | have stage 3 lung cancertanckry difficult for me to come in. (rep name) wiook care of me on the phone should be promoteel h&s multiple skills,
you really should check into it! Have a great dagyndly, (customer nhame)

7 It is very convenient.

8 Staff was very helpful and courteous. Thank you.

9 The floor supervisor that called me back was exttgind and helpful. We have had several unexpgeeipenses in the last few months and it was oitalk to someone so
helpful...so please thank her for me and thankfgohaving the payment available for us.

10 The last time i asked NFG for assistance, | wasatkgl by the man on the phone. He totally humdiane, and said there were no options but to garn@esdtown or Buffalo. |
cried

11 Thank you VERY much!!

12 The electronic Deferred Payment Agreement processdes privacy and comfort in interacting with Naial Fuel. Great process!

13 they were very helpful

14 | think that you should have more people like (nepne) from Buffalo NY she is a supervisor and doeazing work.

15 this process was very helpful as | have a disatiéedjhter who cant be left alone ,its hard to trartdger by myself. thank you so very much.
It was a lifesaver to be able to do this process dwe phone and online. | really appreciate treraipr giving me the opportunity to do it this wacause | work the same hours

16 the office is open and there would be no way tteainl get there, While falling behind on bills isessful enough, there is nothing worse and spedkiagepresentative on the
phone who doesn't seem to want to help. The worspoKe to today really went above and beyond anthéoto be able to do this process online meangasyvon't get shut off
so | am endlessly thankful!!

17 | am extremely grateful that such an option existshose experiencing economic hardships! Thanks@much!

18 THANK YOU!!I' YOU MADE THIS SO EASY!!! LOVE THIS KIND OF SUPER EASY CUSTOMER SERVICE:)

19 I think this process is very efficient and The perstalk to prior to set this up was very courteamd helpful through out this process.

20 THANK YOU FOR THE AGREEMENT | REALLY APPRECIATE IT.

21 lady i talked to was great

22 | have been on disability since april and unablériee to buffalo, because of my dizzy spells.aadivery please that you have deferred paymentaifiomers like me and
other.Thank you very much you mad iy very is fartmation grd need.

23 The representative was very polite and very undedihg of my sensitive situation-i had been on ésifior 3 weeks and ended up needing surgery...

24 ..., | just want to say how grateful | am. ThankuYo

25 The Customer Service Representative was ver piofedshelpful, patient, kind and showed high respe me in his conversation and tone. It madeptioeess very pleasent to
endure in the financal hardship that I'm in at th@ment. | thanked him personally, but felt thatidfeds to be of his job well done!!

26 nope. thanks.

27 The young lady was very helpful,she could hear thatsn't very good with the computer,and went dkierprocess again.Thank You

28 thank you.

29 | AM VERY PLEASE, WITH THIS PROCESS. <rep name> WXERY HELPFULL.

30 The representative that handled my call was exteéery nice, thorough, and understanding.

31 This is excellent !!!ll saves me time and gas ihgyvto the office.

32 easy

e-DPA Survey Results (PSC) Page 5 of 16
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National Fuel Gas Distribution Corporation
Survey Results for Electronic Deferred Payment Agrements Since May 15, 2013 as of 7/1/2014
Case 13-G-0016

33 | THINK THAT THIS AGREEMENT SHOULD BE PART OF HE HME PAGE

34 As a handicapped, | found being able to use thegriet and phone, so much easier. The person orephasvery courteous and helpful. Thank You fos #arvice. It is much
appreciated. Have a Blessed Day

35 (rep name) , out of Buffalo, NY . ext xxxx was mbsipful in every way possible. your lucky to hder on you team , thank you

36 thank you for working with me to resolve this payrmissue

37 Very easy and helpful. Whoever came up with thig wfadoing this is a genius.

a8 I spoke to a rep from Nat Fuel today what was exéflg rude and asked to speak to another rep (shusigup on me). | called back and got a very répewho refered me to the
deferred payment representative who was extrengdipfui and very kind. Thank you!

39 (rep name) xxxx was very helpful. Thank you (remea

40 The lady | talked to was awesome! She was poliendly & efficient. Most importantly she talked Ti®e not AT me.

41 great understanding and customer service

42 The person on the phone was very very helpfulnithaagain and again. DY

43 The rep that offered me this was very nice butamfgsed as to why only some reps are willing teofou help? The rep | spoke with on july 30th ustid that | was having a
issue and not once did she offer me any assistatecas customers don't know all the ins and outsktall reps should be more helpful like the mapadke with today

44 (rep name) was very nice and really understooditugtson. Id like to thank national fuel for thigtion. | am disabled with a 6yr old child. This liganade it easier.

45 the ladies i talked to were very helpful; (rep namas one of them not sure of the other ladies name

46 A huge relief. | was injured at work and the woskeomp. process is a nightmare without any coofroly own income this has truly helped me. My ctelineed hot water for
showering and washing. | am thankful for this optibno longer fear a shut off due to inabilityd@y and the process was less than 15 min. Andehfiesl Thanks

47 Grateful. Thank you!

48 This was my first time having to use this servamg | was very pleased

49 No

50 The customer service who helped me was very plédselpful and informative. Thank you.

51 GENTLEMAN WHO HELPED ME WAS VERY KIND AND UNDERSTANMING, AND WAS VERY PERSONABLE IN GETTING THE PROCESCOMPLETED. THANK

52 Didn t consider other expenses | have like...cgmeant, car insurance, groceries, college loansaidnped bills ...

53 I had been through so much over the last yeast Iy job, then my husband died. When | becamérfies], the representative remained professionaligfihout and was able to
help me resolve the matter.

54 . ’ . . . . . . . .
This on line process is much easier as the locafimnface to face process is not easily acces#bdut a car. <Rep hame> was very helpful and frsardly despite my anxiety.

55 Just happy that you have more payment option duadontrol circumstances. Thanks so very much

56 It was a very fast process and | am very satisfied.

57 The customer service reps were very helpful

58 Not at this time.

59 it was very helpful and easy to do thank you

60 (Rep name), the representative | spoke with, wasempathetic, reassuring, and knowledgeable. tedhto thank her for assisting me with this proaess for also helping me
to feel at ease as well. She is an asset to youpaoy.

61 This is a great benefit for customers who don'ehizansportation to the office.

62 i sure hope that it all works well for me, Thankuyafg for your help

63 i only said difficult to answer 1 because sometimesple are to judgemental and people most ofitie dlready feel bad about their living arrangeménjust need a little help
without feeling even worst.But everything elserisaj & runs very smooth as long as theirs good camitation on both ends. thank you nfg.

64 Great Customer Service

65 Customer Service Reps very nice, did not make eidike a Charity Case. Nicely done.

66 | am very thankful being a single mom is very hatten u have a little income to work with

67 Great service

68 The process was easier than | anticipated. Theseptative tried to accommodate me in the besisivayossibly could and gave me options which Itdidow | had.
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69 no

70 The final 4 SSN numbers really should be obscureenientering so no one can "shoulder surf' antghgetinformation.

71 VERY FAST AND EASY THANK

72 My customer service representative was very consideHe was understanding, patient and helpful.

73 Always excellent service

74 EASY, QUICK, CONVIENIENT

75 My agreement was never put in after | was told &kenthe paymt This was at 4:30 | ran mae the payarahcould not even see my agreement until |d¢ateram the next day
This delayed my connection as | was not very pedsé&nderstanding nobody told me about the $& farconnect | was told this morning | had talkediteast 3 people prior.....

76 Great idea and so easy that it helps those whorelle to make it to the office to do business.

77 THIS WAS GREAT-I WAS VERY EASY--I LIKE IT

78 They put the wrong # of people in the householthénagreement. There is only 1 adult who lives hétie 1 income.

79 The National Fuel Gas' customer service represeatats very kind, courteous, and professionakindiing my account and addressing my concern.

80 It was very hard to find this site.typing it inttee address bar kept telling me the weren't anyteektried other places as well and got to matimepsites.Somehow i managed to
find this one by accident but once found everythirag very easy and i would prefer this than dritimgn office.

81 (Rep name), the person | spoke to was amazing!

82 appreciate the opportunity that is offered to congis that are not abler to pay their complete bill.

83 This was a very good way to do this deferred payrmgreement, as | do not drive, and have diffieslfjetting places.

84 1 JUST WANT TO SAY THANK YOU SO MUCH FOR THE HELP.

85 Untill today i was worried about losing service daeot being able to get to the NFG office. | asabled and homebound. | want to thank NFG foripgitthis option in place
for persons like myself.

86 | appreciate the convienence of being able to agrées deferred payment agreement electronically

87 THANK YOU

88 Very nice to work with people who understand

89 The rep was very pleasant and helpful with thisendahanks so much.

90 Make sure you tell the customer to use the addrsand "google" the nfgagree.com
I would just like to say the your National Fuel regentative | spoke with Lindsay at Ext.#### waseemely professional & helpfulll She was very platsto speak with & helped

91 me with setting up my new deffered payment agre¢n$dre also answered all of my questions with rabjgm or attitude, unlike other representativeavenspoke with in the
past! | wish | was able 2 speak with (rep name)etime | needed to call for anything!

92 it was convienent, because i didnt have to takevofk to go across town.

93 | am very thankful, (rep hame) was very helpful
| wish that this option was offered to me BEFORtetame IRATE with the CSRs who INSISTED that thiy @ray for this to become a reality is by comingpian office!! | am
not sure what this company trains its CSRs to séaydn a working parent who barely has time to dgthing in a 24-hour period it is truly a hasslé#otold that the only way for

94 you to get things done is to PHYSICALLY come inte office. It wasnt until my husband called thafals told of this option. That is absolutely ridicus. Had this been told to
me yesterday, there would have been no reasonddo et upset. Bottom line, after speaking witkr8h she reassured me that this could be handiedtioe phone and it
was!!!! | will be on a budget plan and my servic#l ae restored this evening. People would not elyHEAP as much if they knew that this was arradtéve!!!!

95 no it was nice and easy very conveinent for petislecant make it to the office

96 | am glad there is this to help people in hard ime

97 You should be able to go on budget billing forsilthen you are on the defered budget planning.

98 Thank you!!

99 The lady who helped me on the phone was great!

100 | like this way..since my husband getting laidsw# had to take car of the roa, so I'm glad for dipimion. Great Job!

101 Representative was very professional courtesy biedypid confirmed if | understood n had any questidrnere should be more like her.

102 The agent that work with me, she was wonderfull eeny profressional

103 very friendly associate ! thank you
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| want to thank the young lady | spoke to on thengh She is wonderful!! | have a very ill husband avork full time. | can't miss work. She did ewhipg to help me get through

104 this. | always pay my bill, and don't ask for amnt outs. She made this so easy for me.

105 the rep (rep name) was very helpful and took a tfichy mind by offering me the payment option. stes friendly, knowledgable and helpful with otiplione numbers which
could help me with my situation. thanks (rep name).

106 THIS WAS SO NICE TO BE ABLE TO DO THIS ONLINE SAVEBLOT OF TIME THANK YOU

107 low stress process at a stressful time

108 The person | talked to was very helpful and maddemkcomfortable not nervous and should be thamkedcognized by your department. Thank You

109 NO THANK YOU,

110 Thank you for making this available . Many peopie ia need.

11 The woman who helped me on the phone was veryamidd helpful. | would like to thank her for not kiag me feel "needy" while | am going through tHifficult time with
having been laid off and being a single mom. Thymk

112 This process was quick and simple. | like it muettdr than having to go to office or wait a weekdgreement to come thru the mail. | wish natigral was as updated as you
guys are. Thanks for making things easier for custs.

113 This was very easy and fast....the representatagevery helpful and explained things clearly. Thyok

114 Extremely effective. Appreciate the assistancenkheu Very Much!!

115 | was very pleased with the customer service thatéived.

116 Please make sure you leave easy instructions jongrat options for those who have difficulty undarsting everyday technology.

117 It is so wonderful that a company makes thingsezashen times are so difficult. Thank you

118 | THINK IS GREAT IS CONVENIENT FOR PEOPLE THAT WORKND DON'T HAVE THE TIME TO STOP AT THE OFFICE | L@E IT!

119 The webpage that the service rep sent me to wasirsglg defunct. | had to google the web addressgstve me (www.nfg.agree.com) and it took me tocthreect page which
was not the same URL. Otherwise, this was a gmeaegs and | liked the convienience of doing tiasinternet. Thanks!

120 Just want to thank you for assisting me in my toheeed. NFG has always been accommodating to ieipast and | thank you for all your help.

121 This system and process have been extremley helpfubppreciated. Thank you.

122 Thank You Fpr Your Help In Time Of Need

123 Account representative that helped me was mosegsainal and cordial. How refreshing to have a phep be so proficient. Bravo National Fuel.

124 The customer service agent was very helpful, cougeand professional. | was happy to be able tty &mpassistance and supply additional paymemirimétion via the phone as
it is hard for me to take time off from work andrh glad you can accept payment agreements onlivenKTyou for this service.

125 Thank you to the customer represenative for helpieghrough this process. | forgot her name butshevery very nice to me. Merry Christmas and ldpew Year.

126 none at this time

127 | found using the phone and internet service venyenient

128 Thank you and | appreciate this service!

129 The lady on the phone was very nice and helpfappreciate not being treated like a low life. Thgou.

130 This was wonderful to be able to handle this olierinternet. | am unemployed and unable to gatléeal office due to no gas $. This was so mustes then going into a
office. Great idea. THANK YOU!

131 National fuel representative (rep name) was velgflleand polite. It was nice speaking with somewri® understands your situation.

132 My representative, (rep name), was very helpful dinected me to the site. He was helpful and hiii¢el like | was being judged by any meanspgraciate that greatly

133 No

134 The customer service agent was very helpful today

135 (Rep name) at number 716-857-xxxx was one of th& mnederstanding and professional people | havik @éh.he mad me feel safe again with the agre¢rand saved me heat
and water.hell never know how much he helped.th&mlsname)...account number XXXXXXX-XX

136 Having the ability to do this and other things oalis a great step your compnay has taken in praygbod customer service. The representativel atke with on th phone
treat my families situation with great compassiod eespect. In the past NFG staff have been morgabnd judgemental.

137 Very nice rep's on the phone

138 The process was very easy and pleasant. The repsge was very helpful. Thank you
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139 Very helpful and a live saver to make my piece ofdeasier with having 1 less thing to worry about.

140 Thank you for this service. it is very helpful chgithese winter months.

141 The employee we spoke with was very helpful, psitegal and kind. Made the stress of having tolgeain agreement that much easier! Thank You!!!l

142 The Customer Rep was wonderful, his name was @ephand we spoke today, January 28th a little &fim.

143 N/A

144 It helped me out so much! Thank you.

145 I love it!!

146 Very easy process, thank you!!!

147 the representative (rep name) was very nice anekegllent customer service, She walked me thoughything with ease. thank you (rep name)

148 Your customer service representative was so patiteunderstanding. It is hard enough to be indtisss, and when you have someone wh is politetsnttrstands it makes it
alittle easier. Thank you.

149 (Rep name) was outstanding. She was total profesisieery helpful and went way beyond the call efydo help me out.

150 Karen was such a help today. She worked with mehaddsuch great customer service skills. | hopeahaf your operators are as caring as she ianklyou so much:)

151 Thank you this was best way for me over the pheontimternet no line or long waits

152 Thank You for making this online feature accessili¢hat a convinience!!! The agent that helpedwite my online deferred payment arrangement wasteous,
knowledgeable and pleasant. Kudos to her!!!

153 | was amazed at the efficent method of making gearents on line. Thanks so much. I'm so glad I'didhve to drive to Buffalo.

154 Thank you.

155 The process was very easy it eliminated the tréawel and wait time of going to the national fudia#. (Rep name), the representative was very tledpfd pleasant to speak
with. Sitting face to face with someone giving ficél information can be somewhat intimidating.

156 The agent | spoke to on the phone was very hedpfdlunderstanding. She helped make a very diffsiuiation easy.

157 The representative | spoke to today was very hedpfd very friendly. She did a great job!

158 very easy to work with very pleasant and helpflieved alot of my stress

159 super easy thank you

160 I'm very thankful to have this plan. It's a mu@eded help.

161 Whenever | have had to call into Nat.Fuel, EVERYONtve spoken to has been friendly, professiondlreever judgemental. You have a super group stbaer service
people! thank you
My question, I'm a little nervous that some moritiiéght not be able to make the full 110.00 plu® $2an you pay by credit card? or if not ,how hiscthe late fee. | wish the

162 late fee was shown before signing the deferredggmgement. | have to sign it before monday ancefber cannot wait for an answer. | was very pldas§rep name), customer
svc rep, in the bflo office. very nice, very patierery helpful in explaining the agreement. Didnéke me feel irresponsible. thank you.

163 Thankyou!!!

164 (Rep name) my operator was extremely helpful pexfesl and took care of my questions promptly amarteously. Thank you National Fuel for making @anfortable process
when a person is in need.

165 thankyou

166 good

167 including the $190 monthly medical | incur.
Much Appreciated...

168 The customer service was outstanding!

169 This is alot more convienient and easier for theke have employment obligations. This service eagrThank You.

170 Thank you.

171 Your staff on the phone was very nice and helgfldo WAS NOT judgmental, which was very nice.

172 Thank you very much and God bless!

173 Thank you for being helpful

174 Very convenient and easy!
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This payment agreement has relieved alot of sthedd was feeling over my bill...It makes it muehsier for me to catch up and get my bill paid @fi.the employees that | have

175 dealt with have been very nice and helpful...

176 | think it is great!

177 no

178 This is easier than going through national gridowlbes not want to help. national fuel was nice leeiged me right away.

179 thank you so much for working with me during thificult situation that i am in currently. i reallyppreciate it 11

180 THANK YOU

181 This is a very easy and convenient option for peagio work and cannot get to the office during redrworking hours of NFG. Thanks for making thisqess less stressful.

182 appreciate talking to a person right away. Alsg/\easy on the laptop.

183 | have no transportation or internet . | also hanatiple medical issues that sometimes preventfrome getting access to a pc

184 friendly and helpful customer service

185 Thank you for helping me. My customer service peygananda was knowledgeable, and personable.

186 Representative of National Fuel was extremely pieat® work with on the phone.

187 VERY GRATEFUL FOR HOW PROFESSIONAL AND COUTEROUS EHREPRESENTATIVE WAS THAT ASSISTED ME WITH THIS PRIESS.

188 Thank you

189 no

190 Were very helpful and patient with me getting mpe@avork together for this interview

191 Yes. THANK YOU for saving me so much time and ahxia making this agreement. It really is appresiatAnd the representative who assisted me wasTFRRS E!!! | am
loving my gas company right now!!!

192 VERY CURTIOUS,MILD MANNER, VERYPROMPT IN CALLING MEBACK, VERY POLITE

193 I'm so glad this option is now available. When yaark during the day it's very difficult to get tie office.

194 Very easy and reprentive was very polite and undeding

195 It was very easy and quick to setup this agreenTérank you.

196 IT WAS VERY EASY AND THE REPRESENTATIVE WAS VERY REASANT AND RESPECTFUL.

197 thank u so much. im a concrete working and im retgy 2 work within the next 2 weeks and u reallildzhme out from this cold long winter

198 very glad they made this much easier and conviémgasho thank you very much

199 Telephone Rep was very helpful Thanks

200 Thank you for offering a positive solution durirfigese tough economic times.

201 Thank you....you have awesome customers serviceke sure i pay my bills on time.

202 It's fast and conviniet. Thank you

203 no but thank u very much

204 no

205 My husband and | are very happy for the assistandeglad our gas will stay on while we get our fices in order. The fact that we are coming outiofev season helps as well.

206 Only that | was extremely pleased with the serfiiom the National Fuel representative.

207 Excellent and well understood

208 NO

209 very helpfull..thankyou

210 THANK YOU FOR YOUR KINDNESS. | WAS WAITING FOR A C3CONNECT TO GET HEAP HELP AS WAS TOLD AT HEAP OFHECWAS ELIGIBLE BUT JUST
NEEDED TO BRING IN A DISCONNECT NEVER GOT IT BEFOREHE END OF SERVICES BUT THANK YOU FOR THE AGREEMEN

211 The first customer service rep we spoke to on épuit 3, was amazing and did everything she couldelp us. but the person on friday morning ahrilas anything but nice.
She asked my husband why do you need to arguaweitbo early in the morning. she was very rude anttlause a refresher course in customer service agreat day

212 this process is much nicer. the reps in officerarteas friendly and it is hard enough to have fofashelp.

213 Any thing that saves me from having to go to tHfeefis great!
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214 Easy peasy lemon squeezy!!!

215 THE REP | SPOKE WITH WAS THE MOST PROFESSIONAL ANNDCEST PERSON | HAVE HAD THE PLEASURE OF SPEAKINGIV.

216 it was very easy and convient

217 thank you

218 Very fair at a time of difficulty. Thank you

219 It took so much stress off my mind and very easyath Thank you !

220 This is a great option for people in need. Thank yo

221 prefer to sign agreement online very easy to use

222 NO

223 NA

224 This was very easy. The representative | worket wiis amazing! This was the most positive custamerice experience | have had in a long time wity @mpany!

225 This system was very easy to use.

226 The person i talked to was very helpful, polited ahe answered my questions.

227 The representative for was extremely understanalimbhelpful. She was outstanding.

228 Very Easy....Thank You!

229 Representative Lindsey was extremely knowledgeatdehelpful.

230 It was very helpful & thank you for your time...

231 Rep | spoke with was so helpful and very nice.

232 | am a disabled senior person and doing this omfiade it so much better for me. Thank You very much

233 Extremely professional and helpful agents

234 very easy to do on a computer. was a pleasure

235 THE worker who assisted me with payment agreemetwery helpful .

236 Excellent customer service. People very courteous.

237 Thank you

238 The woman that helped, was very nice

239 Everyone | spoke to was very nice and the processeasy and | really appreciate that.

240 e,

241 It was very easy. | liked the fact that | did nawh to go outside this morning. Thx.

242 Thank you for this agreement. | have had much @ngie | haven't had a check since unemploymentceh@&9/13, and but for HEAP and now THIS agreerrlezen get on
with my life knowing my heat won't be shut off. TNK YOU VERY MUCH ! ...

243 alot easier this way as long as you have acesgdmet

244 None

245 It's a great idea to do these types of things mieitally, as it saves my time and, | assume, NFBleyees time. It also prevents having to travelaut town, approximately 35

246 The representative | spoke with today was VERY wstdading. and helpful. Thank you!

247 No

248 great customer service, excellent representive prom

249 Very happy!

250 EXCELLENT SERVICE, VERY HELPFULL REPRESENTATIVE ANWVILLING TO HELP

251 No

252 | found the process very helpful. The lady whostesi me was very friendly and helpful. It was répeaking with someone who is kind and understanafimgy situation.

253 My representative, Nicole, was extremely polite ar! She VERY good as a customer service prollithez dealt with a few nasty reps which made meead calling! Nicole

254 no

255 Satisfied

256 | just appreciate it that | do not have to takeetioff work to go into an office to make the arramgat, very happy | could do it online

257 i think this payment agreement is amazing!!
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The person | spoke to was very kind, as well aetstdnding! He took the time out to explain anystioa | had, also explain how the payment agreemenked. Thank you

258 N.F.G. for helping my family get through this toutyme!! Great customer service as well. :-)

259 Regarding signing payment agreement online. Venyenient. Good job National Fuel!

260 It's very helpful for a family that has a signifitdoss in income. Thank you

261 This option was quick, simple, and much better thiesd expected. | offered one amount and it wamsytsurprise that | was offered something way lessuld recommend this
to option and offer to anyone at all who is in n@gth their bills and finances.

262 Keep in mind the disabled customers fall undereddiit criteria for ability to pay on fixed inconihe representative | worked with did a fantasttrgb not degrading me or
talking down to me like | have been in the pasbther representatives.

263 Glad that the online agreement is now available

264 The process was easy and took alot of stress affeol am very happy with this electronic deferpegment process and the lady that assisted methistlvas polite, patient and
helped me understand everything before our cakdrmstie was great

265 Lhe woman who was on the phone was a very frigoellgon and was compassionate about our situatismice to know that there are customer seneps still out there like
that.

266 n/a

267 thank you

268 Its great to have a plan you can agree with instéaging to the office, Thank You.

269 | am very stressed as it is that we don't haveddlistcome coming in right now no less the NatioRaél guy showed up to turn off our gas. | catleellocal office in Buffalo.
Don was very helpful and prevented from our gasdpairned off. Thanks for the help!

270 MY EXPENSE AMOUNTS WHERE WRONG AND THERE SHOULD BEWAY TO ADJUST THE EXPENSE AMOUNTS OR INCOME AMOURNS

271 NO;

272 Very easy to do

273 no

274 none

275 no

276 The representative | dealt with was very friendig &elpful. She turned a stressful situation immsthing | could manage. It was greatly appreciated

277 | can only hope you would keep this kind of servitkere are so many companies out there thatying tio get you to switch your service, this is @aason why | never will.
Thank You National Fuel!

278 no

279 Thank u for being both very friendly and under diag in my hardship

280 The representative was fantastic!l!!

281 you have been very helpful thank you.

282 It is very easy and convenient. Also the represgnias very nice and helpful.

283 know i don,t

284 The representative was very pleasant and helpful.

285 The service rep. was extremely helpful and knowdedide! She made this process so easy and | gegaifgciate her assistance. Thanks!

286 | fﬁel : is a wonderful help for people who disadblike myself to have a good quality of life aral/b a chance to provide for my daughter heat evangh | am not working.
Thanks

287 The representative that helped me over the phoserarg kind and explained how to accept the ages¢nline clearly. | apologize for not remembgrirer name.

288 Thank you for being more innovative with your cusés service. | feel that you have responded hygusichnology to meet the needs of the community.

289 | think this is a fair opportunity to allow a custer to get back in right standing while fulfilliradpligation to pay for service. This serves bothahstomer and NFG honorably.

290 no

291 representative was great and very helpful!! thamk o much!!

292 Kudos to the wonderful women who helped me botlayathd yesterday.

293 A pd copy sent to my email will be great.

294 Simple and convenient -thank you
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the woman who helped me was very good ... i apptediher kindness and her patience...she explaivegthing to me . she was polite and very williagive me

295 options....thank you!

296 User friendly very convenient for the disabled dishdvantaged

297 Its very easy!

298 The person | spoke with was very helpful, carind anderstanding. Thank you.

299 (Rep name) thank u so much | needed this staydulems happy mothers day an thanks this was s@obnv

300 The process is very easy and makes it easy fomanyoany situation to use. Wonderful!! Also tlaetfthat the payment can go as low as $10 a msrsth great, huge help!!
Thank you!

301 awesome! GOD BLESS YOU ALL!

302 Using this electronic process was so much eastnare convenient than going to an office! | amaglad that this is an option.

303 | really appreciate having the opportunity to dis theferred payment agreement because it helpammyfa lot since I've lost my job. Thank you tbalyou.

304 Thanks for the help!

305 | think it's great that you are so willing to héliy less fortunate. | love national fuel.

306 Extremely helpful in my time of need (being laid-ahd collecting unemployment). | was pulling myrtaut, almost literally. For whatever reason,dulght there wasn't another
option. | thank you folks so very much and nowgl @ble to sleep easier! J. Hart, 20 Years, US NReyired)

307 Excellent service and appreciate all that theyodwelp hard working people like myself in a roughet

308 The only issue we has was confusing nsg agree @origagree.com m.I misheard the letter...very thar@r this opportunity.

309 Thanks for helping in a time of need, and for thafgssional and polite assistance.

310 | am feeling overwhelmed with my income changes ldational Fuel agent was very pleasant, non-judgat@emd made me feel a little better about whatild do right now.
Thank you.....though | feel like | need a little m@ssistance, | will be able to manage this.

311 Thank you!

312 thank you for helping me out with this gass bill

313 | LIKE IT THANK YOU.

314 There should be an option to print the agreemewnt no

315 This option was never made available until | stateds going to call the Office of Disabilities, wput people that are disabled through this, | k&gpng | have the WRONG
heating unit in my apartment and it is to smalltfee size of mt apartment, | wish | was given sami@mation on how | could or where | could addréss.

316 No

317 your rep was very helpful and | am very happy thgmk so much

318 Thank you

319 thank god | have no ride

320 | really appreciate everything that was offerecha

321 The associate was very helpful in explaining thrarmgement. | was very satisfied with the ease ®ptiocess

322 | wish a part of the agreement process would bevikagright away what will be the dollar amount bétbills.

323 Customer Service Rep was very friendly and helpRAame was (Rep nhame).

324 Thank you for making this process so much eaiser.

305 I would like to say how appreciative | am for Nai#d Fuel to allow me a way to pay off my bill withtdosing my service. We are going through a rotiigle right now and are
thankful for the patience you have provided us.

326 No

327 thanks

328 none

329 (Rep name) was very helpful in assisting my siaratithank you

330 Very easy and convenient process. With the hardewlvuffalo has experienced this year this defepagnent agreement process has helped my family out

331 Thank-you in this difficult time for me. Much Appiated.

332 None

333 Really appreciate the assistance & the ease witbhvthe representative made this process. Thank you
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| spoke with (Rep name) today, 5/19/2014, at 2:19pwaould like to compliment (Rep name) for beirgry pleasant, informative and helpful. | hope tational Fuel realizes

334 what a valuable employee they have in (Rep name).

335 My expenses were wrong and much more than it shows.

336 Very helpful in my time of budget issues, thank younuch!

337 (Rep name) was so helpful in this process. Thankfgothe assistance, it is very much appreciated.

338 no

339 No, thank you.

340 I'm thankful for the chance to have this agreementyell as, the ease of process and the kindezmustrepresentative (Rep name) who assisted me.

341 The process was definitely easier than going im¢odiffice. | also wanted to mention the represergahat assisted me on 5/20/14 was very helpfdliaformative. | wanted to
give her a compliment.

342 Thank you for your help. 3.2 million of us our cimg on Congress to pass the Unemployment Extensso far Congress is failing us. Thank you fauryunderstanding and
pray Congress comes through by May 31 becauseohaed all the way back to Jan 27 and once | redalveill be paid in full.

343 I HAD TO CALL THE OFFICE TWO TIMES BECAUSE | KEPT BITING OTHER SITES UNTIL ONE REP TOLD ME | HAD TOYIPE DIRECTLY INTO EXPLORER
AND NOT USE ANY SEARCH ENGINES. AFTER THAT IT WASASY.

344 Very quick, very easy.
In case of a problem, when a customer calls insayd they are having problems accessing the site,rgps should have patience and walk the custtmaugh, NOT get angry

345 and tell them they dont know what the customeiwisgiwrong. RETRAIN your reps and try for bettestmer service. Also retrain the emergency regoagtimes customers
do feel threatened by a shutoff notice and neet@iceinformation right away. Your company can béphe but there are a few that ruin it for othersuch as the one | spoke to
this morning at 7:14 am.
you should go by yearly wages, and your pricesvangtoo high like price gouging... you are a maslpand charge whatever you want, not caring atimse of us who are not

346 the top tier. we only get paid what employers c@ave pay out whatever anyone wants to chargewartthve absolutely no control whatsoever...amatl your service people
getting more and more cold and harsh. it is saliyre

347 n/a

348 THIS IS THE BEST OPTION YOU COULD HAVE COME UP WITHT IS GREAT ESPECIALLY WHEN YOU WORK AND YOUR EMEOYER DOES NOT ALLOW
YOU LEAVE TIME FOR THESE SITUATIONS AND YOU ARE EMBRASSED TO ASK. THANK YOU SO MUCH!!!

349 The staff was very helpful. | appreciate all théphibat was provided.

350 its no hassle

351 THE CUSTOMER SERVICE REP WAS VERY HELPFUL IN UNDERANDING MY HARDSHIP AND THIS PROGRAM HELPED ME FRONHAVING MY SERVICES
TURNED OFF ...THANK YOU

352 The woman | spoke with was very polite, professi@ma helpful. She truly wanted to help and expdi everything in a very Courteous voice and manhesish | had written
down her name.

353 Convenient.

354 Very efficient and courteous process. NFG cleaaly its customer's in mind!

355 Really easy and help me a lot.

356 Thank you

357 N/A

358 When calling all reps | have spoken with were y@ngfessional and helpful.

359 This was extremely helpful to get an agreementusckly and efficiently through the Internet. Thaydu for making this option available.

360 Representative was very helpful and friendly

361 good

362 | am just very grateful that national fuelshallowed me this option when things are toulglam very appreciative

363 No

364 THANK YOU

365 Very simple
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366 No comment for the process but the woman that Helpe was awesome. Have a wonderful day

367 Please know your service representative was vépjuteaccommodating and non-judgmental which aawperson asking for assistance when in needmftoaetain a
semblance of dignity...
Ive had alot going on with D.V i needed help toysia a good payment that i could keep and paywtraan that helped me did all she could do till kblwed me.befor we hung

368 up she was able to help me with my bill and my stful would just like to say thank you for all yhelp and great customer service. i will neverget how u went above and
beyond to help me me and my children thank you.

369 | was very pleased that a payment agreement wilalalea

370 ITS CONVIENT AND GREAT TWO HAVE

371 Thank You.

372 Great Service

373 | feel that in guite a few instances some of usaserthat don't drive find it difficult to get tanaoffice and at times don't have the funds to &akexi so it's very refreshing to be
able to defer payment this way. Thanks guys varghm

374 No Thanks for all you have done to help me withuatipents in order for me to pay my bill

375 it would be nice if customers would receive a eallay or two before getting a shut off notice.

376 Very helpful

377 thank you! )

378 The customer service rep could b nicer and morenstahding

379 Thank you fow providing the option of doing the pent agreement over the phone. |did not havegs work time in order to go down to the officehahk you again!!!!

380 No

381 SO GLAD YOU OFFERED ME THIS TODAY. i AM DISABLED AID NOT ABLE TO GO TO THE NATIONAL FUEL OFFICE. THISVAS A GOD-SEND! THANK YOU
SO MUCH FOR THINKING OF THIS.

382 So much easier this way. Especially if your disdblehis is less time consuming and | live in thaetern tier and its a waste of a good 3-4 hourthéyime | would drive out to
the office and back home. A waste of a day.

383 This is a much easier way to do payment arrangesnent
The supervisor who did call me back after | wad tpf the mean woman that there was nothing shel cmkxcept shut us off did do something and newll do my part to

384 knock down my bill.. Thank you. Please find out &kdow you can who she is from your computers whiaitk to someone in that office..| see why yoedaé¢o pay a security
guard when people in your office treat people $ke does..Just not nice or fair just because péalplato hard times.

385 Very Happy. Customer service woman | spoke with stgger friendly and nice. VERY HAPPY. Thank yo u édfering this option.

386 VERY APPRECIATED.

387 Not AT This Time

388 I live in a rural area so going to an office for meery difficult. This is so much easier!!!!

389 no

390 My rep on the phone was very, very nice and eatslkdo! Made this situation easy to handle! Thyaol!

391 thanks so much for offering this option

392 Innovative

393 Thank You

394 The person that took care of me over the phonevesgshelpful & friendly.

395 | FOUND PROCESS QUITE HELPFUL

396 The person | spoke with was wonderful!!! Helped oo alot

397 NA

398 Easier & convenient signing online

399 The representative that helped me was very hedpfdlunderstanding to the difficult time | am havargl made the process fairly simple.

400 My girlfriend is on the account because | work fré45-745 Mon-Fri. | put her on the account in orehandle the account and she wasn't able thido This makes it harder
for me to manage.

401 THANK YOU FOR YOUR HELP!!!

402 Thank You Very Much For Your Help.
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| want to thank you from the bottom of my heartm@&s are very hard for me... But | am sure you ladat of stories.. But THE gentlemen that helpedhas a golden star in my

403
book.. Happy customer :)
404 Thank you! This was very helpful in my time of nagght now in my life. The girl on the phone wasyhelpful and sweet and informative and made reélfetter about my
situation. Thank you.
405 | would be unable to get to your office to do thsg,thank you for making this less difficult for me
406 very helpful! thank you!
407 no comment at this time. Didn't understand
408 Ive been a national fuel customer well over 10yrand | truly appreciate how much you guys ardingilto help us. Especially those of us with venylincomes. Blessings....
409 No
My experience was super. | spoke to (Rep name)wadmso professional and friendly. She madeamklike an important customer and worked with megake sure the
410
payment was affordable. Thank you both (Rep namd)NFG
411 No | think it is much easier for the customer, gslef course they are unable to access a computer.
412 no
413 All agents was very helpful. Our only problem issMinderstanding and hearing correct website alotigiva income.
414 Very easy process. Thanks!
415 customer service very nice and helpful
416 Thank you so much for offering me this plan. It Baged me a huge burden. | am sorry | have be@mdeht on payments. Times have been rough. etlback on track.
Thank YOU.
417 Office personal by the name of (Rep name) was exggglly pleasant to speak with on the phone. Fasgess
418 The customer service rep who handled my call wagpersonable and respectable. Thank you for her!
419 Coustmer service rep very helpful
420 Thank god they gave me the oppertunity to makengements,as | was sick and out of work.
421 The process was very stress free. Thank you.
422 The whole process was very good. Thank you.
423 The service rep was very professional and frieadly made the process non-stressful which | appegtia
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