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ICWEB TERMINOLOGY 
 
 
 

Business Partner (BP) – Someone who has a relationship with National Fuel (customer, 

landlord, employee etc) 

Business Agreement/BuAg (ICWEB-Front Office) – Account Number 

Contract Account (ECC/Back Office) – Account Number 

Device – Meter 

Device Location – Where meter is placed 

Business Master Data – Customer Information 

Technical Master Data – Premise Information 

Premise – Single unit supplied with service.  (An apartment within a building) 

Connection Object – The premise, physical building the service is provided to 

Portion/Control Number – Determines meter reading and billing schedule 

Regional Structure Group/Schedule Location – determines which service center handles the 

premise 

Replication  Front office and back office communicate to create a contract 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

https://www.bing.com/images/search?q=Checkered+Flag+Icon&FORM=IRIBIP
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Double click on the Infonet icon on your desktop.  
 
Click on the ICWEB icon located in the Popular Services section. 

 
Click the “Log On” button. You will then be presented with the Interaction Center (shown below). 
This is where you will be processing your calls. 
 

 
 
 
To begin a call, you can utilize different search options to find the customer’s account. We will 
discuss how to search for a customer later in this module. 
 
When you have completed a call and wish to exit the customer’s account, select the “End” 
button. The “Clear Interaction” button should only be used if you enter a customer’s account by 
accident. 

 

  

SIGNING INTO ICWEB 
 
 

~ Interaction Center 

Identification 

Overviews 

Billing 

Consolidated View 

Interaction Record 

contract Management 

Account Balance 

Dunning History 

Disconnections 

Service Order 

correspondence 

Special Programs 

Emergency 

script 

Favorites 

CSR Module 

lnfonet 
Resource Center 

NFGWebsite 

Bing Maps 

searchCriteri.l: 

search for· ~ Business Agreement 

BusinessAgreemenl 10· 

Doing Business As· 

[search jl ~ Create Person -.- ll]' New l 

Result List: 

Business Master Data• I PosrtiOn Next Hit 

Description Additional Information 

D No result round 

ID 

Interaction Center 

___ El 

I'.! 

<I 

WILLIAM PEARCE I 42461 11 01 

search Criteria: 

search for: 

House No-' Street / supp· 

City/ Region! Postal Code· 

lsearch j~ 
Result List : 

Technieal Master Data • I Pos1ti0n 

Object 

D No result round 

fMoreFields l 

37'92 BAKER RD f ORCHARD PARK NY 14127 

Clear lnteracHon 

Personalize Help Center System News Log Off 

OR Not Ready -.-

POD by Address 

Next Hit 

Description ID 



 5 11/27/2019 

 
 
 
 

 

Log into ICWeb at the beginning of your shift and use it for the entire time that you are taking 
calls. 

Check the Alerts and Consolidated View work center at the beginning of EVERY call as they 
contain valuable information to assist in answering customer questions.  Also review any recent 
notes through Interaction Record. 

Processing a Call 

You should begin all calls/contact by searching for and verifying the customer on the Interaction 
Center screen, with the exception of No-Hit Emergency Orders. 

When you are near the end of the call, navigate to the Interaction Record work center to 
document what happened during your interaction with the customer. This information is useful to 
the next representative who views the account. 

When the call/contact has ended, select END. This will return you to the Interaction Center of 
ICWeb where you can begin searching for your next customer. 

 

 

Things to Know about Navigating in ICWeb 

You will navigate through ICWeb by utilizing the work centers located on the left-hand side of 
your screen. Most work centers also contain sub-menus which can be accessed by clicking on 
the “arrow”. In the example below, the Overviews work center has five sub-menus: 

 

A “Back” button is available at the top right-hand corner of all ICWeb work centers and should 
be used when needing to return to a previous screen. You should NEVER use the “Back” button 
in the Internet Explorer browser.  

 

USING ICWEB 
 
 

Overviews 

IBming 

Consolidated Vi:ew 

Interaction Record 

• 

• 

Identification 

Account overview 

Business Partner Overv iew 

Business Agree men overview 

Premise Overview 

Data Environment overvtei.\1 
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A call will begin by searching for the customer in the Interaction Center or by clicking on the 
Emergency work center in a No-Hit situation. 

Emergency 

A call should be started by clicking the Emergency work center only in No-Hit situations 
(caller does not have an exact address).  

If the customer states they are smelling gas at a specific location, search for and confirm 
the address and active account in the Interaction Center, then click the Emergency work 
center. 

Interaction Center 

On the Interaction Center, there is the ability to search for a customer by a number of 
different criteria using two different search boxes. The left search box allows you to use 
criteria related to the Business Partner, such as the Business Agreement Number, 
Name, last 4 digits of the customer’s Social Security Number, Tax Filing Number, or 
Phone Number. The right search box allows you to use criteria related to the premise, 
such as the Premise Address or Device Number. 

 

 
Business Agreement Number Entered as Search Option 

If a customer calls with their Business Agreement Number (BuAg), enter the number on the left 
side of the screen and click the “Search” button. 

 

When the (BuAg) is entered as a search option, ICWeb will auto-confirm the customer’s account 
in the upper left-hand corner of the screen. Once an account is confirmed, you can begin 
viewing the customer’s information. 

CALL INITIATION 

Search Criteria: -~e--arcn c mma. 

Search for I Find Business Agreement I• Search for POD by Address . 
Business Agreement ID " House No.I Street / Supp 

Doing Business As City/ Region/ Postal Code 

I Search I~ Create Person • ICi' New l 
I search II~ 

Search Criteria: Search Criteria: 

Search for Find Business Agreement Search for POD by Address 

Business Agreement ID .,l7_2.1s.2.s1.o,.!1,_ _____________ x.,j~_,j House No.I Street / Supp 

Doing Business As: City/ Reg ion/ Postal Code: 

l search , Clear j Create Person ... l (j' New l 
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Name, SSN, Email Address or Phone Number Entered as a Search 

If a customer does not have their BuAg but can provide their Name, last 4 of SSN, or Phone 
Number, click the drop-down menu and choose “Find Business Partner” on the left-hand side of 
the screen.This will allow you to search using a variety of other personal information. 

 
 

 

 
 
 
 
 

~ Interaction Center 
BP requires re-verification 

Identification 

Overviews 

Billi ng 

Consol idated View 

Interaction Record 

Contract Management 

Account Balance 

Business Partner 10698353 : 

Ti tle: 

First Name/ Last Name: RANDY 

Doing Business As 

House No./ Street/ Supp 673 

City/ Region/ Postal Code: LEWISTON 

PO BoX/ Postal Code: 

SARA CT 

Telephone/ Extension (716) 868-0943 

Mobile: 

E-Mail 

G ERWITZ 

NY 

Dunning History 

Dtsconnectlons 

service Order 

Correspondence 

Special Programs 

Emergency 

ID Type SOCial Security Numb .., ..... 2365 

Partner Type 

Correspondence Language English 

@§_n~ (§_t§] 

Search Criteria: 

Search for: Find Business Agreement 

Business Agreement ID: Find Business Anreement 
t ind Bus iness Partner I 

Doing Business As: Business Partner by Premise 
I Search II Clear I Create Person Bus iness Partner by IS-U Data 

J 
Search Criteria: 

Search fo r: Find Business Partner 

First Name: DONALD 

14092 

More Field 

r; 

Last Name/ Org Name: l~N_A_P_O_R_A __ • ______________ x~ 
Doing Business As: 

House No. /Street: ==i 
City/ Regiion/ Postal Gode: 

Telephone: 

E-Mail : 

Identifi cation Type /Number: 

Bu1si ness Partner ID: 

..,,. 

I Search 11 Clear I Creale Person ..,,. I CT New 11 r9f New wil h Data Import I 

Sea 
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Premise or Device Number Entered as a Search 

If a customer does not have their BuAg, but can provide their Premise address or Device 
Number, utilize the search box on the right-hand side of the screen. Choose either “POD by 
Address” or “POD by Device” from the drop-down menu. 

 

Bi,;iness Partner (10032724): More Fields I 

Title: T 

First Nlame/ Last Name: DONIALD NAPORA 

Doing Business As: 

House No.I Street/ Supp: 156 WEYAND ST 

City/ Region/ Postal Code: BUFF ALO 

PO Box! Postal Code: 

Telephone/ Extension,: (716) 822-6901 

Mobile: 

E-Mail: 

ID Type: 

Partner Type: 

Correspondence Language: Engllish 

I Changie 11 Confirm I 

Result Ust: 

Business Master Data;;; I •,1. •t Position Next Hit 

NY 

Description I Additi:onal Informat ion 

14210 

'v DONALD NIAPORA 156 WEYAND ST I BUF .. . 

'v [jj 
'v ~ Contracts for the con,fir ... 

NY Residential (Repl 

Gas PoD 

[> L] Service Orders 

[> L] Service Notifications 

Individual Bus1iness Agre .. . 

04/18/2015-112/31/9999 

156 WEYAND ST I BUF ... 

[ 

T 

T 

I -
~ 

ID ~ 10032724 

345233705 

40152246 

00000000 ... [ 

I 
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Tips for Searching in ICWeb 

ICWeb will look for an exact match to your search criteria so spelling is crucial when searching 
for a customer’s name or address. Also, when searching for an address, use a wildcard (*) after 
the street name, otherwise you must include the street’s suffix (St, Dr, Ave, Blvd, etc.) in order 
for the search to return any results. 

• Use a wildcard (*) when searching for a name that may be difficult to spell 
o Ex: Wojciechowski = Woj* 

• Use a wildcard (*) when searching for a Premise 
o Ex: Heatherwood Drive = Heatherwood* 

• Search last four digits of a SSN or Tax Filing ID by clicking the Identification 
Type/Number drop-down menu 

• If only one Business Partner (BP) or Premise exists with the information that you 
provided, ICWeb will auto-confirm that BP. If multiple BP’s exist, you will need to choose 
the appropriate BP and click “Confirm”. 

• If the customer claims to have an active account and you are searching using the 
customer’s first and last name, only ask for the last 4 digits of the customer’s socal 
security number and search with this format:  *3322.   

• If you are having difficulty searching for an address with multiple secondary locations, 
you can also include the unit/apt number in the search. Example: 

 

 
 
Verification Process 

If the caller cannot provide the BuAg or last 4 digits of the Social Security Number, and cannot 
verify one of the following items in the corresponding work center listed below, the caller does 
not pass verification: 

Search Criteria: 

I Search II C lear I 

search Criteria.: 

search ror· PO D by A d d ress 

H ouse No./ Street / Supp : 397 

City/ Reg ion/ Post a l Code : 

S Shore"' 

I search jl C lear j 
Resu l t L i s t : 

T e ch nic a l Mas t e r D a t a • 

Search fo r : 

H ouse No ./ Street I Su pp: 

City/ Region/ P ostal Code: 

•1" Position Next Hit 

Desc r ip tio n ID 

397 S SHORE B L V D / LACKA. . 4 0 456544 

APT 4 60588264 

Gas ( Inst a l la tion n o t d iscon nec . . 000000000000 90585372 

APT 2 60588236 

Gas ( Inst . runy d iscon nected) 000000000000 9 0535352 

APT1 605882 1 3 

Gas ( Inst a l lation n o t d isconnec . . 0 0 0000000000 9 0585333 

605881 92 

G a s ( In sta llation not d iscon nec . . 0000000 0 000090 585312 

APT 5 60588 1 67 

Gas ( In s t a l la tion not discon nec . . 000000000000 9058529 1 

APT3 605881 4 3 

Gas ( In s t a lla tion n o t d iscon nec . . 0000000 0000090585277 

POD by Address 

4543 CAMP" 

l [ 140 75 

*49* 
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• Business Partner Overview work center: 

• Phone Number 

• Secondary Phone Number 

• Email Address 

• Account Balance Overview work center: 

• To Date Balance 

• Previous Balance 

• Last Bill Amount 

• Data Environment Overview work center > Premise > Landlord/BPEM/Lien: 

• Landlord Name 

• Landlord Phone Number 
If a Power of Attorney or Executor wants to make changes to a customer’s account, navigate to 
the Business Partner Overview work center and confirm that the person you are speaking with 
is listed in the Relationship section. If they are not, advise them that a signed and notarized 
Power of Attorney form or a written request/copy of court order appointing the individual as the 
Executor needs to be received before any changes can be made. 

 

Alerts 

Alerts, located in the middle box at the top of the ICWeb screen, inform a user about an existing 
condition for the confirmed Business Partner or Premise in ICWeb. 

 

Alerts that are underlined are hyperlinks. Click on the hyperlink to proceed to the appropriate 
screen to update the customer’s information or to view helpful information for a condition that 
may exist. 

 
Types of Alerts include: 

 BP Requires Reverification 
ICWeb will prompt the user to reverify a Business Partner’s contact information every 
120 days. Navigate to the Business Partner Overview work center to confirm the contact 
information is correct or update if necessary. Once complete, click the “Verified” button. 
 
If no email address or phone number is listed, you should ask for both. However, when 
completing BP reverification, the phone number should be verified. You do not need to 
ask and update email address if one is listed. 
 
The “Commission Sensitive” coding (located next to Partner Type on the Identification 
screen, or BP as seen in screenshot below, alerts you that the customer has filed a case 
with the Public Service commission (PSC).   
 

If you receive a call on an account that is coded “Commission Sensitive”: 

• Check the Interaction Record to see if there is an IR by a QA rep within the last 60 days 

• If there is an IR within the last 60 days the call should be transferred to Quality 

Assurance (QA) at x7090 BEFORE discussing the account with the customer.  

• DO NOT discuss account with the customer.  

 

PATRICIA MILLARD / 722627503 

19 KRUPP ST, LWFT / BUFFALO NY 14212 

an or requires re-ven IcatIon 

BP requires re-verification 
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Exception: An emergency situation should always be handled by the original phone rep, not 
transferred to QA. 
 

If the call should be transferred to QA and no one can be reached, or it's after 4:30pm, and the 
customer’s gas is ON, please: 

• Take a message and advise the customer someone will call them back the following 

business day.  

• Verify the customer’s call-back number. Do not discuss the account with the customer.  

• Send an email to QANFG@natfuel.com with the customer’s name, phone number, and 

any information the customer asked to be relayed to QA. 

 
If the call should be transferred to QA and no one can be reached, or it's after 4:30pm, and the 
customer’s gas is OFF, see a floor supervisor for immediate assistance.  

 
 

   
 

Landlord Requires Reverification 
ICWeb will prompt the user to verify a landlord’s contact information every 90 days.  

  If you see this alert: 
1. Click on it to be brought to the Back Office 
2. Click the “LANDLORD/BPEM/LEIN” button 
3. The Landlord information will be displayed under “Landlord Details” 
4. Verify the information and make any necessary changes 

1. Remember, if the customer is the owner and resides here, simply 
uncheck “rent”.  The landlord field should be left blank.  

2. If the customer is the owner and residing elsewhere, the BP number 
should be entered. 

3. If the caller does not have their landlord’s information, leave “UNK_LAND” 
in the field. 

5. Once all information has been verified/updated, click the “Verify” button.  
 

 

 

 

 

 

 

 

 

Individual Account: PATRICIA MILLARD BUFFALO NY 14212 

igjsave I )( Cancel I [, New ~ Edit I Show Duplicates 

"" Account Details ~ Edit 

General Data 

ID: 10395070 

Tnle: 

First Name/ Middle Name: PATRICIA 

Last Name/ Name Supplement: MILLARD 

Date of Bi rth: 

Partner Type: Commission Sensitive 

Language: EN English 

BP Re-verification 

Last verified date: 

lverifiedj 

Landtoll"d Details 

../ Rent 

Validity Dt 

Landk:m:I K l.NlD Unkown Landlord 

0 3/ 19 /201 8 

mailto:QANFG@natfuel.com
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6. Hit the “Accept” button at the bottom, so you are brought back to the first back-office 
screen.  
 
 
 
 
 
 

• If the landlord’s name isn’t found, search using the landlord’s phone number (if 
available) using the New Session tab.   
 

 

 
 

 
If you find the landlord’s Business Partner, update the Landlord field with the Business 
Partner number, and hit “Verify” to update to today’s date.  

 
 
 

**If the landlord is listed as “unknown”, and you are not able to locate the landlord as a BP, you 
would only create them as a BP if you have:  

1. Owner’s full name, and/or correct spelling of name.  
2. Their current phone number 
3. Their Social Security Number  

If the customer has partial information for the landlord (i.e. First name and phone number; or 
first and last name, phone number; but no Social Security Number): 

- Enter this information at the bottom of the screen, next to “Notes for premises”.  The 
information is not enough to create a Business Partner, but is sufficient in the event we 
need to contact the landlord.  

Change Premise: 0060069203 

M1nu . • SM Bid!: £iii Cinctl 

Addre11 
E~ 3'8W5THSTfL2 

Locadon 
Change Premise: 0060069203 

C....t<>OnOt- 400liSU 

SuDP!ernert Fl2 

6"1u~ 1 

UI' $Upp( 2 ~ , Landlord Details - RoomNumDtr 

loc.alnSl.rtlO!l'Ml ✓ Rent Landlord ~0272292 c5l known Landlord I 

Attr1butes Validity DI 09/ 01/ 2015 I Verify I 
Pt,,,..·~ 

°""'' 
No orPtts-ont 

. · ·•:· 
'O 
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1) If you are unable to find the landlord’s Business Partner, the customer is unable to 
provide their landlord’s information, or there is no landlord information present in the 
landlord details section: 

a. Update the field with “UNK_LAND” 
b. Click the “Verify” button to update to today’s date, so it is shown there was an 

attempt to update the information 

 

 

 

 

 
 

 

 
 
 

If there is no Landlord Re-Verification alert, but your or the customer need to confirm 
who the landlord on file is: 
1. Data Environment Overview 
2. Click the Premise link 
3. This will bring up the same screen the Landlord Re-verification hyperlink does, 

except the screen is only available in Display mode. If you need to make changes, 
see a CSR who has access to the back office.  
 

Active Collections Cycle 
The Business Agreement is currently in the collections process. Navigate to the Account 
Balance Overview and Dunning History work centers to review the active collections 
steps and determine what the customer owes to stop the collection process. 

. •· ... ' .. . ' 
Change Premise: 0060038049 

~------~ • I Save 11 Back 11 Exit 11 Cancel 11 System • I I other premise I 

Loe atn Suppl mnt 

Attributes 

Premise type 

owner 

No_ of persons ~I 

imiJ LANDLORD/BPEM/LIEN 

L Meaning 1st line 

EN Notes for premises I DARYLL 7165547896 

Lan dliol!'d Details 

K LAND -./ Ren · 

Validity Dt 0 3/ 1 9 / 201 8 

T L 

• EP1 (100) ~ . SAPECCPR07HQ 

Unkown Landlord 

4 
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Disconnection in Progress 
National Fuel is currently in the process of stopping service at this Premise. To 
determine whether or not service is still active, view the status of the Point of Delivery 
(POD) on the bottom right-hand corner of the Identification work center. 
 
 

 
 

 
 
Security Investigation 
This alert is a hyperlink and should be clicked to review notes from the Security Department 
before proceeding with this customer. 

 

 
 

 
 

Consolidated View (Identifiers) 
The Consolidated View work center should be viewed immediately after verifying the caller 
before answering any questions. This view will provide important information about the Business 
Partner to help you proceed appropriately with the customer. The Consolidated View work 
center is broken into two sections: “Account Status” and “Account Notification”.  

 
Account Status 
An “X” located next to an Account Status means the status applies to that Business 
Partner. There can be more than one active status at a time. 

BELA NAGY 

452 PROSPECT AVE / BUFFALO NY 14201 

Clear Interaction End 

Identification 

Description 

397 S SHORE BL V D I LAC KA .. . 

APT4 

Gas (Installation not disc on nee ... 

APT 2 

Gas (Inst. fully disconnected) 

Securi Case no: 5000 

Change Clarification Case 5000004184 Identification 

Overviews Menu • jB ~ ~ Cancel System.. ~ ch between Display/Change _I Other Case Log [ 

B i lling 

Consolidated View 

Interactio n Record 

Contract Management 

Account Balance 

Dunning History 

Disc onnections 

Service Order 

Correspondence 

Special Program s 

Emergency 

Script 

Favorites 

Case 

Business Process 

Bus_ Proc. Area 

Case Category 

Processor 

5000004184 

w, 

Security Investigation 

Device Mgmt (Manual Cases .. 

IS-U Device Management (Manual C . 

~ Description 

Forward Due To 

Forwarding Reason Prev. Processor 

;P Objects ~ Procs IMl§W t8I Messages lg Addi Data 

0 5 / 1 0 /2 0 1 6 15 : 0 9 ROSE ARCHER 
5 / 1 0 / 1 6 Tim ~ 60584 on inact ive .!!Service inve.!!l t iqation found curb box 
on and loaded with d e br.i!!I . cleane d out curb box and found valve on . 
No acce .!5!!1 
Look.!!! Oc c upie d. 
Ad.v i.!!!ed. to Tx at CB. 

Originally off at curb 5 / 6 / 1': e!!lt @72 4 5 . 

P l ea.!!le t r y to Qain acce.!!l.!!I and remvoe mete r 

Status 

Original Date 

Due Date 

Priority 

15:04 :16 

15 : 04 :1 6 
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Account Notifications 
Notifications will be shown on the bottom portion of the Consolidated View work center. 
Types of Account Notifications include: 

• Active/Pending Installment Plan 

• NOCO (no company read) – no company read in 13 or more months AND no 
customer read in 4 months 

• PNOC (potential no company read) - no company read AND no customer read 
in 7 or more months 

• Non-Read (NMR – no meter read) - no company or customer read in the past 
4+ months 

• Dormant Review in progress - Residential accounts terminated for collection 
within the past year that are still off (dormant), will be scheduled for a field 
visit by our service personnel (dormant reviews).   

• EBD (Elderly, Blind, Disabled) 
o New York Residential accounts coded as EBD need to be re-verified 

to determine if the customer is still eligible for Elderly, Blind, Disabled 
status. If prompted to re-verify EBD status by an Account Notification, 
navigate to Special Programs > Customer Option, and click on the 
EBD link. Once the EBD status has been verified, click the “Reverify” 
button, enter the caller’s name, and enter notes to complete the 
process. 
 

 
 

 

 
If you see “Transportation Participant” indicated in consolidated view please contact the 
transportation department before: 

 
Placing Holds 

Account Status 

Budget Billing Plan: X 

Transportation Participant: 

Account Balance Hold: 

Employee Account: 

Employee Residence Account: 

No Personal Check: 

Shared Meter: 

Pending Shared Meter Investigation: 

Special Program I Pledge: X 

Acco unt Notification 

M essage 

I Accou nt is EB O , re -ve r ification required, by 03/11/201 6 

I 
Change - Elderly/Blind/Disabled (EBD) Data Screen t 
Menu ,. 

Contract Account 

SeMce Address 

City/Stale/Zip 

EBO 
ES,riy 

Bin::! 

,/ Disabled 

4 System ,. 

722627503 Customerlype Res i dent:ial New York 

19 KRUPP ST 

KY 14212 

Effective Date 02/ 10/ 16 laslRevenfyOate 02/ 10/ 16 

EBPP: 

UCB· 

MCB: 

Dual Bill ing: 

Bill Off: 

RTO Bill: 

W LSV L: 

Replevin: 

oat:e 06/ 08/ 16 

SSN ••• u S450 

Phone 7163229508 
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Move In/Move Outs 
Discussing Collections  
Security Deposits 

 

 
 

Transportation can be reached at X 7432 or email address TSD-Billing@natfuel.com. If you are 
unable to reach them via telephone please send an email with contact information and advise 
the customer that someone will get back to them.   
 

 
BUSINESS AGREEMENT / CONTRACT ACCOUNT NUMBERS 

 
A Business Agreement Number (BuAg) or Contract Account Number (CA) is a system-
generated random account number that relates a Business Partner (customer) to a Device 
(meter). 
 
BuAg/CA numbers are established by the system and always begin with the numbers 3, 4, 5, 6, 
7, or 8 followed by eight other randomly assigned numbers. If a customer moves to another 
location, a new BuAg/CA is established for that customer at the new location. 
 

 
BATCH PROCESSING 

 
All information can be classified as transactions and there are a number of ways that 
transactions are processed into the system. One way is through “batch processing”. 
 
This method is usually reserved for the high-volume transactions such as payments, meter 
readings and Budget Plan reviews. Batch processing is done at night. 
 
Batch processing can also involve transactions that you, the user, enter into the system at your 
P.C. during the day. These “on-line” transactions, such as meter orders, will be stored until 
batch processing “releases” the information to be updated (or create) the customer’s record. 
 
 

 
REAL-TIME TRANSACTIONS 

 
Another type of an “on-line” transaction is immediate in its effect. This is what is known as an 
on-line real-time transaction. For example, if you want to correct the spelling of a customer’s 
name, you enter the correct spelling online and the correction is made in real time – or right 
now! 

Budget Billing Plan: EBPP: X 

I Transportation Participant: X I UCB: 

Account Balance Hold: x MCB: 

Employee Account: Dual Billing: X 

Employee Residence Account: BillOff: 

No Personal Check: RTOBill: 

Shared Mete~ WLSVL: 

Pending Shared Meter Investigation: Replevin: 

Special Program / Pledge: X 

mailto:TSD-Billing@natfuel.com
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Identification 
 

• Home/Initial search screen; shows confirmed Business Partner’s information: phone 
number, email address, contract start/end dates, and Premise information 
(active/inactive service).  

• POD shows if gas is on or off. Click POD to display: installation (heating, non- 

heating, rate category(residential/non residential), owner allocation(landlord 

agreement), contract information and meter read history. MR unit (portion # 

example: N08MS90E, State (N=NY), Portion (08),Schedule Location (MS = 

Mineral Springs), Route (90), Even (E) or Odd (O) month read 

 

 

 

 
 

 
Overviews 
 
Account Overview 

• View the number of business agreements and contracts for the BP, Interaction Record 
summary, contract start/end dates 

 

Identification 

Business Partner (1 0689711 ): More Fields Premise (60330749): 

Title 

First Name/ Last Name: ASHLEY 

Doing Business /lS 

JEWETT 

House No./ Street/ Supp: 4605 IRONWOOD DR 

City/ Region! Postal Code HAMBURG NY 

PO Box/ Postal Code: 

Telephone/ Extension (716) 830-0695 

Mobile· 

E-Mail aejewett26@gmai1.com 

ID Type: Social Security Numb T •···•1862 

Partner Type 

Correspondence Language: English 

I Change 11 Confirm I 
Result List: 

Business Master Data, I •~ •f Position Next Hit 

Description Additional Information 

14075 

ID 

4605 IRONWOOD DR / HAMBURG NY 14... 10689711 

Individual Business Agreement 693781010 

House No / StreeV Supp: 4605 IRONWOOD DR 

City/ Region/ Postal Code: HAMBURG NY 14075 

Premise Type: 

Premise: 603307 49 

Resu lt List 

~ Technical Master Data , •f Position Next Hit 

Objec t Description ID 

4605 IRONWOOD DR / HAMB.. 40227890 

60330749 

!Cl Back· t;j • 

0 

More Fields 

I ASHLEY JEWETT 

., II 
<v ~ Contracts for the conf.. 

rtf Connection Object 

.., • Premise 

PoD Gas {Installation not disconnec .. 00000000000090337765 

,;;, ' NY Residential (R .. 04/2812015 - 12131/9999 40506644 I More Fiekis I 
I> Gas PoD 4605 IRONWOOD DR / HAMBURG NY 14... 0000000000009 ... 
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Business Partner Overview 

• View and Edit personal information (SSN, phone#, email, Mailing Address) 

• Complete BP reverification 
 

 

Overview for ASHLEY JEWETT 

_A_cc_ou_n_t: ____________________ .~M•~re~: F~Je~l~~-ij Last Interactions: 

Billing Address 4605 IRONWOOD OR I HAMBURG NY 14075 

Lock 

Last Dunning 

Bus. Agrmts Contracts Premises PoDs 

0.OOUSD 

Interactions 

Date Time Transaction Type 
--------

00: 00 ISU Lean Contract z 

Business Data Environment I Service location Environment I Technical Data Environment j Business Agreements I Contracts 

•i •f Position NextHrt 

I 

Dbjetl 

" ~ ASHLEY JEWETT 

P L) Related Accounts 

"lg ... 
'O' {E Premise 

,;; ~ PoD02Gas 

~ NY Residential 02 Gas 

~ L) Invoice docs 

P CJ Contacts 

Individual Account: ASHLEY JEWETT HAMBURG NY 14075 

(g.!Save I )( Cancel I Li New !]'Edit I Show Duplicates 

General Data 

ID: 106897 11 

Title: 

Mc@onal lnformatiOn 

ASHLEY JEWETT HAMBURG NY 14075 

0000000000009037765 

Gas 0412812015 1213119999 

Main Addres s 

House No.I Street/ Supp: 4605 

City/ Region/ Postal Code: HAMBURG 

Description 

No Description 

ID 

1068971 1 

693781010 

0060330749 

051MkJOl7JO4yYI0n3JZ6W 

40506644 

IRONWOOD DR 

NY 

!;! Back• l:J • 

14075 

Cj Back• C • 

"'"' e 

First Name/ Middle Name: ASHLEY 

l ast Name/ Name Supplement: JEWETT 

Date of Birth: 

District: HM4 - TOWN OF HAMBURG 

Partner Type: 

language: EN 

BP Re-veri fication 

Last verified date: 

I Verified I 
Notes 

,.. SSN Validations Edit List 

Actions Validation Procedure Result 

English 

Validation Dale Validation Remarks 

IJ Experian Pass POS-ID Check Passed 05/07/2016 SSN & Name verified 

,.. Identif ication Numbers ~ New Edit l ist 

Actions ID Type 

SSN 

• Add resses 

• Add ress Types 

ID Type Description 

--~S-oc-,a-1 Security Number 

ID number 

*****1862 

,.. Address lndependenl Communical ion Numbers Edi! l ist 

Actions Type Country Number 

IJ Telephone us (716) 830-0695 

,.. Add ress Independent E-Mails Edit l ist 

Actions E-Mail 

Country: US 

PO Box/ Postal Code: 

language: EN 

language: EN 

Responsible Jnstitulion Entry Dale -~~-

Extension Do not use 

' 
Do not use Associated BuAg 

USA 

Countr.. . Country 

Standard No. Assoc iated BuAg 

00D693781010-4605 IRON ... 



 20 11/27/2019 

Business Agreement Overview 

• View and delete Direct Pay 

• View Account Class 

• View account mailing address 

• Update mailing address for one particular BuAg 
 

 
 
 
 
Mailing Addresses 
 

• Overview – BP Overview- click “edit” 

• Addresses- click “new” (put in mailing address-drop down) 

• Back (green checkmark) 

• Save 

• Overview- Business agreement Overview 

• Edit 

• Select address from drop down 

• Save 

 

✓ If you are adding a foreign mailing address, use the format as follows for Canadian 

addresses, for example.   

 
o State  - Province  

o Zip code - Postal code  

o US - CA  

 

Business Agreement 693781010 

~Save I )( I [R 

General Data 

ID/ Doing Business As· 693781010 

Account ASHLEY JEWETT HAMBURG NY 14075 

Address: ASHLEY JEWETT / 4605 IRONWOOD DR I HAMBURG NY 1 ... 

lncom. Pmnt Meth: ACH Recuning Bank • ran 

Use as Default: C 
Reference Number: 

Class: Utility Consumption Accounts 

Marketer Data Release: Marketer Data Update: 

N4N Opt-Out· 0 Employee Residence· [j 

Account class· RESIDENT NY 

Outgoing Payments 

Payment Method: ACH Recuning Bank Oran Payment Method: 

Bank Details: FIRST NIAGARA BANK, US (222370440) I uuu3525 ASH LE ,.. Bank Details: 

Alternative Payer Payment Recipient: 

Relationships 

Bill-To Party· 

Terms of Payment: NY 23 Calendar Days 

1::1 Back · Li · 

<!l. ~ 0 
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Note: When a valid address comes back with a character like an accent (see Montreal), you are 
to “Use the Original Address”.   The character errors out the bill print causing manual 
intervention.  
  
 

 
 

The only place to see the actual mailing address for a specific account is on the 
Business Agreement Overview 
 
If you want to switch the mailing address to a different address that is already on file (i.e. 
already listed in Business Partner Overview) for the customer: 

i. Go to the Business Agreement Overview of the account that you want to use 
that address for 

ii. Click the “Edit” button at the top left of the screen 
iii. Click the drop down next to “Address” and select the Alternate Mailing 

Address that you had designated in step 3 
 
 
 
Premise Overview 

• View Premise address 

• View contract start/end dates 

• View Device details 

• View status of service (gas on/off) 

• Installation (heating 0001 or non-heating 0002) 
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• Previous and current tenants 

 
 
 
Data Environment Overview 

• View detailed marketer information (history) 

• View landlord information  

• Premise – Regional Structure Grouping/Schedule location for calling dispatch 
 

 
 
 
 

Premise 

l:5isave I )( cancel I Gl'Edrt 

g;j Back· U • 

cl, ~ 

Environment ~ • Premise 

Add 1J • • More,.. 

Object Additional Information ID 

'v ~ 4605 IRONWOOD DR / HA ... 1 Premise; 1 Point of ... 40227890 

House No.I Streeu Supp· 4605 

City! Region! Postal Code HAMBURG 

Premise Type: 

IRONWOOD DR 

NY 14075 

" 4605 IRONWOOD DR I Occupied 0060330749 Premise· 60330749 
,;:1 ~ Gas PoD , : SC01 0000000000009 ... 

~ CJ Contracts 1 Open 

~ 0 Clarification Cases 0Open 
• Installations 

Installation Division Installation Type Current Business... Current Contract Status 

70368048 Gas 

• Business Partners 

Business Partner 

ASHLEY JEWETT 

0001 

View All 

Account ID 

10689711 

• Business Agreements View All 

Account ID 

10689711 

• Contracts 

contract 

40506644 

• Devices 

Business Partner 

ASHLEY JEWETT 

View All 

Status Start Date 

~ . Replicalio ... 04/28/2015 

ASHLEY JEWETT 40506644 Installation not di ... 

Move In 

04/28/2015 

Business Agreement 

693781010 

Description 

Move Out 

12/3119999 

Lock 

liill ® cl, .. 

End Date 

12131/9999 

Business Agr... Point of Delivery Business Part .. 

693781010 00000000000 ... ASHLEY JEW .. . 

liill ® cl, .. 

Device lnfonnat ion Serial Numt>e_, __ De_ vk_e Categ __ o_cry __ D_e_vi_ce Category .. Disconnection St. . Point of Delivery 

AC250- TC ALU... 909635 

• Activity Graph 

• Note 

Account Overview 

Data Environment 

Profile : Data Environment (Business view) ,.. : I Refresh I 

Object ECC Links 

" 8 ASHLEY JEWETT I 4605 IRONWOOD DR I HAMBURG NY... Partners 10689711 

"' ce 4605 IRONWOOD DR, HAMBURG 

"' Ill 01: ASHLEY JEWETT 

'7 • GasActiv 

"' CJ Gas, HAMBURG, 4605 IRONWOOD DR DIST 

0 Marketer Supply Gas 

i Point of Delivery 

Premise 603307 49 

Contract Account 693781010 

Contract 40506644 

Installation 70368048 

Billing-Free Service 41167128 

90337765 

T22040 AC250- TC Device Is Not Cur... 0CXXJ0000000090 .. 

Desc ription 

NFGS (National Fuel Gas Supply) 

.. 

.. 

!:i Back· lJ • 

~ o 
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Billing 
 
Billing Overview 
The billing overview screen shows the billed periods broken into multiple lines because 
of price changes. If the bill number is the same for multiple lines, the lines belong to the 
same billing period.  

• View bill images, degree days, bill period, consumption, due dates and amount 
due 

 

 
 
Bill Correction 

• Perform an adjustment on a customer’s bill 
 

 

 

 

 

 

 

 

Billing View 

• Invoices 

Bill Number 

6297029835 

6297029835 

Due Date 

06/2612016 

06/26/2016 

Bill Correction 

contract/ Di.. . Sales Tax A... Net Bill Rate Cate.. . Bill Days 

40458197- 3.06 51 .57 SC01 0002 

40458197-.. 3.06 51 .57 SC01 0031 

Degree Days Billing Period 

33.00 04/29/2016 - 04/3012016 

237.00 05/01/2016 - 05'31/2016 

Menu ... Back Exit Cancel System ,, Navigation Application 

Fd,Nlrl,I,, ;,;+ 
lfil i'll l1c11 
Object Description 

• ,i HERBERT ZIMMER 1319 HARTFOR Partners 10092251 

'1f Data Environment is Filtered 

• M 01: HERBERT ZIMMER Contract Account~ 

" 
+~m•MM Original Bill 

KeepBBP DunningRev 

ln.CalcRev 

List of Reversals 

,m • J:l ~ 

Pstng Date 

Doc. Date 

I-:: El 
Doc.R FR Print Doc. T AR Bil.doc.no. 

0 6265338612 

Reversal Reason 

06/ 09/ 2016 Reconcil Key 

~ 
Status PostingDate/BillPerd 

Unchanged 05123/2016 

g:j sack• t.;j • 

<!!. o. O 

Bm Trans. consumption Reversal Re ... 

Periodic Billin 3.000000000 

Periodic Billin.. . 47.00000000 ... 

CMP Bil l I nvesti gat i on v 

R9-1 60609 - 00 

CreatnReasn/BillT ran 

" 

• ~ 319 HARTFORD AVE, TONAW, Premise6048131 1 

D Gas, TONAWANDA, 319 HAf Installation 704509 

• • 1 Invoices 

0 6265338612 · 1759396803 Unchanged 04116/2016-05119/2016 

Print Consumption Bill ing (01) 

Periodic Billing (01}'Gas 

D Bill 6265338612 05123/2016 55.36 USO 

> ..., I(' 
< 

D Create I• Release Estimate Reset 
> 
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Create Budget Billing Plan 

• Used to enroll a customer in the Budget Billing Plan 
 

 
 

 
Change Budget Billing Plan 

• Displays all pertinent information regarding the Budget Billing Plan 

• Used to change a customer’s Budget Billing Plan amount 
 

 
 
 
Cancel Budget Billing Plan 

• Used to remove a customer from the Budget Billing Plan 
 

Create Payment Plans for Business Agreement 678314501 

contracts tor Business Ag reement 678314501 

Contract Division Move-In Date Premise 

a No result found 

Payment Plan Type: 12MO - 12 Month Budget Billing Plan 

Start Year I Month: July 2016 

Change Payment Plans for Business Agreement 678314501 

Ch3nge Payment Schedule Amount 

New Cumulated Amount: 0.00 Reason: Proposed Amount 

Division 

Gas 

contract 

40458197 

New Amount Reason prop. Amount 

0.00 Q 0.00 USO 

[ Copy Amount j \ Reset j I Simulate j 
Pa ment Schedule 05/01 /2016 • 02128/2017 

Montn from Month to Status DivisiOn contract 

June 2016 January 2017 oa:, Gas 40458197 

May 2016 May 2016 :ape Gas 40458197 

February 2011 February 2017 :ape Gas 40458197 

0.00 USO 

Change from 

June 2016 

Amount 

..- 51 .00 USO 

Cumul. Amount 

51 .00 USO 

56.00 USO 

000 USO 

Change from: June 2016 

Balance Foiward 

1.15USD-

New Cum. Amount 

0.00 USO 

0.00 USO 

000 USO 

..- Cumulat. . 

Premise 

1:1 Back· U • 
. G) (1) 

ll:il sack· CI · 

. G) (1) 

51 .00 USO 

WEST SENECA, 31 CENTURY DR 

Amount New Amount 

51 .00 USO 0.00 USO 

56.00 USO 0.00 USO 

000 USO 000 USO 



 25 11/27/2019 

 
 

 
Meter Reading Entry 

• Enter a meter reading 
 

 
 

 
BP Meter Reading History 

• View a Business Partner's meter readings (may show readings from multiple premises) 
 

Change contract: 40458197 

I Menu,. I • I Save 11 Back 11 Exit 11 Cancel 11 System ~ I Display<->Change 11 Other contract 11 Global check I 

Contract 

Division 

Company Code 

404~8lY/ 

02 

1 000 

Gas 

NATIONAL FUEL GAS 

Gen Contract Info Billing Data Move In / Out Data 

General contract data 

Text contract 

Contract Acct 

Leg.syst.contr. 

Personnel No. 

PlanUcompany 

Proc. Status 

Reg. Sir. Grp. 

6 78314501 

Data relevant to BB 

B Ovdg. BB cycle 

cat. BB Extrap. 

MID fr. legSys. 

AuthorizGroup 

Stats group 

ln1roiced 

Payment Plan 

Pymt plan type 

Starting month 

BFamt receiv. 

12 Month Budget Bolling Plan 

Execute Single Entry 

Alt. start month 

BF amount credit 

Uelete 

No BB amt adj . 

Menu .. Back Exit Cancel System ..i 

Object List 

Bus. partner 

Contract 

• Installation 

Device 

Material 

70228908 

-

Entry Without Meter Reading Order 

~ 
Scheduled MRD 

MR reason 

MRalloc. date 

All. date billg 

J 

Default Data 

MR date 

MR type 

Meter reader 
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Premise Meter Reading History 

• View the meter readings for the confirmed premise 

 
Security Deposit Overview 

• View Security Deposit status, requested amount, due date, and type (cash/non-cash) 
 

 
 

Meter Reading Data for TIMOTiiY WILSON (Account ID: 10670671) 

• Historical M•ter Reading Data 

snow:@AJ1 

Contract 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

0 Unbilled Meter Readings 

0 Billed Meter Readings 
0 Meter Reading Orders 

Status Device Register Type 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

MR Reason 

01 

01 

01 

01 

01 

01 

01 

01 

From Date 

To Date 

MR Date 

05/31/2016 

04/28/2016 

03/28/2016 

02/25/2016 

01/27/2016 

12/28/2015 

11 /20/2015 

10/22/2015 

MR Result 

5,015 

4,975 

4,925 

4,829 

4,715 

4,589 

4,486 

4,430 

•Bac k 1 l 

Meter Reading Data for 131 CRANBURNE LN / AMHERST NY 14221 (Premise: 0060165596) 

• Historical Meter Reading Data 

SMW@AJI 

contract 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

40610606 

0 Unbilled Meter Readings 

0 Billed Meter Readings 
0 Meter Reading Orders 

Status Device Register Type 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

occ 658351 

MR Reason 

01 

01 

01 

01 

01 

01 

01 

01 

From Date 

To Date 

MR Date 

05/31/2016 

04/28/2016 

03/28/2016 

02/25/2016 

01/27/2016 

12/28/2015 

11 /20/2015 

10/22/2015 

MR Result 

5,015 

4,975 

4,925 

4,829 

4,715 

4,589 

4,486 

4,430 

•Back 1 l 

Forward • 

Forward • 

06/10/2015 

12/31/9999 

MR Unit 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

06/10/2015 

12/31/9999 

MR Un it 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

CCF 

MR Type 

Automatic estimation - SAP 

Meter reading by utility - S ... 

Automatic estimation - SAP 

Automatic estimation - SAP 

Automatie estimauon - SAP 

Automatic estimation - SAP 

Automatic estimation - SAP 

AutomatiC estimation - SAP 

MR Type 

Automatic estimation SAP 

Meter reading by utility - S 

AutomatiC estimation - SAP 

AutomatiC estimatiOn - SAP 

Automatic estimation - SAP 

Automatic estimation - SAP 

AutomatiC estimation - SAP 

AutomatiC estimation - SAP 

MR Note 

MR Note 

~ Back· lJ • 

e\5 

@'I "' 
Consumption 

40.000000000 

50.000000000 

96.000000000 

114.000000000 

126.000000000 

103.000000000 

56.000000000 

40.000000000 

Cl Back • WI • 

"'a 

@'I "' 
consumption 

40.000000000 

50 000000000 
96.000000000 

114.000000000 

126.000000000 

103.000000000 

56.000000000 

40.000000000 

~ l I • [}iac k J [ ExiQ [ cancel I [ s ystem J [jirst Colu~ @ olumn @ [ column Rig~ [i.ast Column 11 Ch001i,e Detail I [ 
'(/ -
!Choose Dela 

BPartner Name a nd Addr e s s of Bus i ness Pa rtner secu r i t y NCa s h s t art 

10695234 MARK STAVI SH / 651 E STATE ST , LW / OLEAN y 14 760 900000418D 01 / 03 

• __JI 11 IL_J L_J 
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Security Deposit Request 

• Used to request a Security Deposit from a customer 
 

 
 

 
 
 
 

~o l umn corntents 

Business Partner 10695234 
Name and Address of B s i ness Partner MARK STAVISH I 651 E STATE 
~ontract Account 7016 54607 
security Depos i t 9000004180 
Reason for Request MI GR 
st:art Date 01/ 03 / 2012 
Ret:ur n date 03/ 01 / 2019 

t urrency IUSD 
Request Amount 74 0 .00 
cash deposi t paym ent 740.00 
status of cash/ Non-cash secur i t y 04 
Descri pt.ion of secur i ty Depos i t status Paid 
I nterest key NN 

I':,. 

Create Security Deposit: 

Menu .. • [§,~ I Back I~ Cancel System ,, 

Security Deposit Status Created 

Business Partner 

Contract Account 

Contract 

Authorization 

General Data 

Type of sec. deposit 

Reason for Request 

Request Amount 

Interest key 

Request documents 

10467 535 

611446507 I 

[T J 

• Cash 

t:: Status Document Num .. Amount 

Usage period 

Start Date §110/ 2016 J 

KENNETH PERRY / 6 CHISHOLM TRL/ ORCHARD PARK NY . . 

Ext. Ref. 

Noncash 

Curre ... Reas. Start Date Return date PosBil 

Return date L J 

ST , LW / OLEA 
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Create Statistical Posting 

• Used to manually post a past debt to a new account, where a customer wants gas 
service and is eligible for an installment plan 

 
 
Consolidated View 
 

• View account identifiers and statuses 

• Collection Agency information and phone number 
 

 

 
Interaction Record 
 
IR & BPEM View/Create 

• View and Create remarks or BPEM cases 
 

Statistical Posting for Contract Account 
[Menu J ~-------~ • [ save as Varian£] L~ [ Exit I [ Cancer] [ Syste~ 

V KO NT 

Amount 

Account Status 

Account Status 

Budget Billing Plan: X 

Transportation Participant: 

Account Balance Hold· 

Employee Account: 

EmplOyee Residence Account· 

No Personal Check: 

Shared Meter: 

Pending Shared Meter Investigation: 

Special Program I Pledge: X 

Account Notification 

Message 

Ac count is EBO, re-verification required by 03/11/2016 

[6 7 8314501 

EBPP: 

UCB: 

MCB· 

Dual Billing: 

Bill Off· 

RTO Bill• 

WLSVL: 

Replevin: 

[ Exec~ 

Back · W • 
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This work center only shows the last 10 IRs.  If you are looking for previous IRs, you can view a 
longer list in the Correspondence work center (example at the end of this mod) 
 
 

Contract Management 
• Start service (Move In) 

• End service (Move Out) 

• Transfer service (customer wants to stop service at one address and start service at 
another address) 

• Cancel or change a contract (product or date) 

 

NFG IR* 

Overv iew I Partnei Notes 

Change History: Transaction History Type: Note 

Reason/Priority: ~,2735~-B~l~LL~l~NG~E~X~PLA=N/~l~N~F<rE]~ Medium 

Descnplion: BILLI NG EXPLAN~NFO 

Direction: lnbOund 

Category: Telephone 

Clarification Case 

Case Category/Pnority: 

Main ObjecUKey: 

~□~ 
Notes History I Last Interactions I Clarification Cases History 

Return to Current Interaction Record 

Date Time Category 

06/0212016 10:10 Telephone 

0511112016 11 :52 Telephone 

0511112016 10:53 Telephone 

05/1012016 11 :04 Telephone 

Page 1 

Contract Management 

Search Criteria 

snow: contracts for account and premise 

I Contrac ts for account P Contracts for premise l Contracts for business ag reement 

Premise 

Account 10 

Result list 

1 Contract found 

• is 

...- is 

... 160551862 

.., 10395070 

Maximum Number of Resutts· 100 

•Back 1 2 ~ 4 

I import Scratch Pad I 

Activity Clipboard 

Object 

PATRICIA MILLARD 

BILLING EXPLA~NFO 

Premise 

Description 

BILLI NG EXPLAN/INFO 

BILLING EXPLAN/INFO 

BILLI NG EXPLAN/INFO 

BILLING EXPLANIINFO 

~ ~ I § ~ 1Q Forward • 

Risk Class~ 

~ Contrac t ID ..- Product Description Status Start Date End Dale Transfer C... Bus. Agre. . . Address 

~ 

Desc ription 

10395070 

... English 

19 KRUPP ST I BUFFALO NY .. 

Details 

NFG IR 

Back · U • 

. (Il(1) 0 

Interaction History 

Transaction ID 

6603841304 

6603665683 

6603664702 

6603654624 

Cl Back · W • 

0 

Hide Search Fields 

Cus. .. MO.. Item e re.. C .. 

40638548 SC01 NY Reside.. . '/Si Replk:al. .. 04/08/2015 12/31/9999 722627503 19 KRUPP ST, LWFT / BUFFALO 14212 1 000... 051.. . C ... 

-

I New Contracts II Move To Other Premise II End Contracts II Change Contracts j 
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Account Balance 
 
Account Balance Overview 

• View various amounts due (To Date Balance, Past Due, Current Amount Due, Dunning 
amount, Installment Plan amounts, etc.) 

• Additional Information tab: Can be used to view the most recent payment date and 
amount on the account, when a payment is returned, and the reason the payment 
was returned.  

• Refund Late Payment Charges using credit memo tab 
 

 
 
Account History 

• View invoice amounts/posting date/due date, payments, refunds, and late payment 
charges 
 

 
 
 
 
 
 
 
 
 
 

Account Overview: 104550951573002607, All Items and Business Locks 

Account Overview 

Generate Account Information Refresh 

Description 

Fitter by Balance Group 

Text 

To Date Balance 

Past Due 

Amount Due 

Dunning 

Installment Plan current amount 

Installment Plan catch up amount 

Installment Plan status 

Bus. Agr. ID 

573002607 

Standard (3) 

Account History: 10536154, Open Amount 1.15 USO, Amount Due 0.00 USO 

Account Histo 

Refresh 

Document Nu. .. Posting oa_te __ N_e_t o_ue oa_te __ o_ng~;_n Text 

9145005692 06/03/2016 06/03/2016 Payment Lot 

6023576811 05/31/2016 06/26/2016 IS-U Invoicing 

6126725341 05107/2016 04/28/2016 Migration 

05/03/2016 RATEPAYER PYMT 

Contract 

Amount 

Amount 

183.10 

121.51 

0.00 

0.00 

0.00 

0.00 

Ac tive 

56.00-

51.57 

558 

56.00-

Still Open 

Lock 

0.00 

1.15 

000 

Current Total 

Change Search Criteria 

Installment Plan 

I:! Back· U • 

~ o 

liill ~ 
___ c_re_at_ed By - Text Status 

1.1 5 Batch ID FICA B . .. 

57.15 Batch id BTCHBLL 

5.58 Bali, Dharam co 
56.00-
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CHARGE BACK PROCEDURES 

 
 

➢ A message of “Returns” on Account History indicates a returned or failed customer 
payment (Checks, NFG website). 

 
 

➢ If a payment is returned, the reason can be found by going to Account Balance 
Overview and clicking the “Additional Information” button. 
 

 
 

➢ Payments (Checks, NFG website) are charged back to the customers’ accounts      
when the bank returns them to National Fuel. 
 

➢ Payments (Checks, NFG website) are returned for a number of reasons including 
insufficient funds, a closed account, unable to locate account, etc. 
 

➢ Normally the bank will notify the customer of the returned payment before we are 
notified. 

 
➢ If the amount does not appear on Account History as “Returns”, we do not have the 

check yet.  
 

➢ We have all of our large Depository banks (HSBC, M&T, Bank of America, etc.) process 
payments returned for insufficient funds a second time. Advise customer to check with 
the bank before issuing another check for the same payment. 

 
 
 
 
 

Account Historv 

Refresh ljill <!!, 

Document. . Posting Date Net Due Date Origin Text Amount Still Open Current Total Created By - Text St.. 

3953178651 08/15/2016 08/15/2016 Returns 84.34 i 16.00 119.50 JASON CROWE 4,) 

9891480010 08/01/2016 08/01/2016 Payment Lot 68.34- 000 35.16 Batch ID FICA BTCHFICA 

1647176873 07/31/2016 08/25/2016 IS-U Invoic ing 35.16 35. 16 103.50 Batch id BTCHBLL ~ 
6137580923 06/30/2016 07127/2016 IS-U Invoic ing 20.32 20.32 68.34 Batch id BTCHBLL ~ 

Account Overview Change Search Criteria 

Generate Account Information Refresh ljill <!!, 

Description Bus. Agr. 10 Contract Lock Insta llment Plan 

I r: 335860603 

l 
I Balance Overview 1t? dd1tional lnrormat1on I Credit Memo I 
Additional lnformalran - rlusmess ! greement 335860603 

Fi lter by lnfotype: All Items T 

ljill <!!, 

Text lnfotype 

Last Collection Activity from 08116116 - Reset Coll Path. (NY Res)- Total Amount 68.34 USO Dunning Notice 

Last Payment of 05/26/16 for 70.00 USO - 70.00 USO Assigned Payment 

I Last Return from 08/15116 for 68.34- USO - No Account/Unable to Locatel Returns 

Bil l 006309758957 Bill 
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➢ The banks send all returned payments to Remittance. They process the payment as 
follows: 

• The payment amount is charged back to the customer's account and a $10.00 
charge will be assessed for each customer payment returned unpaid by the 
bank. 

• Any fee charged to National Fuel by the financial institution is also charged to the 
customer’s account. 

• A returned check letter is sent to notify the customer that the bank returned 
his/her payment to National Fuel. If there is a second occurrence where a 
payment is charged back to the customer’s account, a “No Check” letter for two 
or more returned payments is sent to the customer. 

• After processing, Remittance sends the payments to the appropriate CAC. 
 

➢ If a returned check letter was sent out manually, the person who sent the letter should 
leave notes stating the reason for the letter in the Interaction Record.  
 

`Representatives at our CAC’s make calls to customers who present bad payments to prevent 
disconnection or for a reconnect order. These calls will be made prior to issuing a collection shut 
off order. 
 
If you get a call back from one of these customers, check the Interaction Record for instructions 
on what is needed. The Interaction Record entry will have wording similar to “Shut Off order 
issued due to bad payment, customer must pay $___.__”.  
 
The Interaction Record will list what type of payment will be accepted to maintain or restore 
service.  

 
➢ Payments for Security Deposits on non-residential accounts that are charged back can 

be disconnected with no further notification.   
 
 
        
 
 
Open Item List 

• View open items on the customer’s account (unpaid invoices or un-applied payments) 

 
 

Item Display: 1.15 USO Debit, Open (Receivables+ Credits) 

Document Display I ltem Display 

Refresh 

Status 

< 
I Details / 
Item Detail: 

Document Nu.. Bus. Agr. ID 

6023576811 678314501 

6023576811 678314501 

6023576811 678314501 

Document Type: Invoice Document 

Main Trans. - ID: 1150 

Sub Trans. - 10 · 0010 

Item Text 

Dunn. Procedure - Text: 

Statistical Key - Long Text 

Sub Transactio .. Document Type Amount Deferral To Net Due Date 

06/26/2016 

06/26/2016 

06/26/2016 

Lock 

Balance Forwar. .. Invoice Docum.. . 3.24-

Balance Forwar ... lnvoiceOocum.. . 1.19-

Balance Forwar... Invoice Oocum... 5.58 

Balance Forward {AMB/1 

Balance Forward Amour 

Payment Method: 

Clearing Date: 

Created By· Batch id BTCHBLL 

Clearing Reason 

Replaced By: 

Posting Date 

05/31/2016 

05/31/2016 

05/31/2016 

tl Back · !;;I · 

& 

Account o verview 

Cale .Period 

05/31/2016 

05/31/2016 

More Fields 
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Payment Options 

• Provides information on all payment options for a customer (mail, pay by phone, CAC, 
etc. – see Miscellaneous Book for comprehensive list) 

 

 
 

Dunning History 
 

• View all Collection Steps, disconnection amount, and termination date 
 

 
 
Disconnections 
 

• View Disconnection Document (details reason for disconnection) 
 

 

Payment Options 

Mai l (Please allow 5-7 Clays for processing) 
1. Payment methods accepted: 

a. Checks (not accepted if account is coctect NOC HECK) 
b. Money Orders 

2. Mail Aelelress: National Fuel, PO Box 371 835, Pittsburgh, PA 15250-7835 

Customer Assistance Center 
Payments maele by Cash, Checks or Money Orders are accepted at our Customer Assistance Centers 
See Resource Center for listing anel aelelresses of CAC's or Cl irect customer to the company website: www.nationalfuelgas.com 
Select "Contac t u s~ 
Select "Loc ations" 

Authorized Payment Agent 
A list of authorizecl payment agents is available on National Fuel's website: http:/lwww.nationatfuelgas.com/forhome/PaymentAgenllist. asp 
Agents can be viewed by Zip Cocte, City, or Store Name. 
Payment methocts accepted may vary by Agent 
Advise the customer to check with the Agent for the form of payment they accept. Agents Will accept one or more of the folloWing: 

a. cash 
b. Checks 
c. Money Orders 

Pay by PhOne 
1. PhOne Numbers: 
a. Transactions uneler $1000 

-ACH (Checking or Savings) - 1-866-999-3277 
- CrectiVDebit Carel - 1-866-999-7668 

Available Hours· 
24 hOurs a Clay, 7 Clays a week, 365 days a year. 

b. Transactions over $1000 

Display A ll Dunning Notices: 

Link to NFG IR Reverse 

Status Business Agre .. Date of Issue 

• 357754106 10/12/2015 

• 357754106 10/10/2015 

• 357754106 1010912015 

• 357754106 10104/2015 

Details 

Termination Date: 10/15/2015 

Termination Notice Date: 10112/2015 

Search Criteria 

Disconnections/Reconnections of last: 

Disconnection.. Collection Step 

667.32 72 Hr. Fiel Vis it (NY Non-Res.) 

667.32 Outbound Phone Call 2 (NY Non-Res) 

667.32 Outbound Phone Call 1 (NY Non-Res.) 

667 .32 Termination Notice (NY Non-Res.) 

Disconnection Amount: 

Original Disconnection Amount· 

P Disconnections for premise P Disconnections for account~ Disconnections for business agreement 

Premise 

Account 

Business Agreement 

...- is 

..- is 

Result List: 1 Disconnect ion Document Found 

Disconnection Reason 

T 60009598 

T 10013669 

T 780541107 

0 C, 

Cl O Cl 

Cl o Cl 

Maximum Number of Results 100 

Status Reference object Last activity 

Change Search Criteria 

667 .32 

667 .32 

5000000487 Customer request Disconnection carried out Utility lnstallation,0070019044.Ga. . Disconnection entry 02/03/2015 
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             View if the meter is inside or outside 
                

 
 
 
 
Request Disconnection 

• Create a customer requested disconnection 

 
 
 
 
Request Reconnection 

• Request to restore service for customers who have been shut off for non-payment, off 
due to construction (Relights), or off at the customer’s request (remodeling, etc.)  

 
 
 

Search disconnection documents 

Search Criteria 

Disconnections/Reconnections of last 

17 Disconnections for premise I Disconnections for account I Disconnections for business agreement 

Premise 

Account 

Business Agreement 

Result list 

Disconnection 

0 No result found 

,.. is 

"' is 

..- is 

Reason 

T 160460882 x IO Q 

i'.! 0 Q 

i'.! 0 Q 

Maximum Number of Resuhs 100 

Status 

Request disconnection (Disconnection Document 5000042901 , Activity 0001) 

DisconnectiOn Doc 5000042901 

Reference Object Utility lnstallation ,0070057052,Gas /ELMA, 2185 BULLI S RD L. .. 

Disconnection date I time I06/10J20161 x I ~I 11:37 

Reference object 

Relevant for Bill ing P 
Status OisconnectiOn started 

K:! Back · C · 
, [D (I) 

I] Device has been located Outside al the Premise 

Last activity 

li:i Back ~ U • 

Phone Numbers 

Notes 

Request reconnection (Disconnection Document 5000000515, Activity 0000) 

Disconnection Doc.: 5000000515 

can Ahead Number: (716) 652--0411 

Alt. can Ahead Number 

Relevant for Billing: ~ 

Reference Object: Contract Account ,000348740711/0010140629,01: THOMAS GUSTAF .. Status: Disconnection carried out 

Disconnection date I time: IP4127/2015 ll!li l 00:00 

Phone Numbers 

Notes: Ca ll Ahead Number: (716) 483-3923 

Alt. Ca ll Ahead Number: 

~ ~ I Save and Reconnect Immediately I 
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Service Order 
 
Svc Order Create with Device 

• Used to create the majority of Service Orders (non-emergency) 
 

 
 
Svc Order Create w/out Device 

• Used to create an order for situations where a Device may not be present (Potential 
Safety Hazard, Supervisory Orders, Misc Premise/Device Orders) 

 
Svc Order Change/Display 

• View details of a Service Order (status, call ahead number, scheduled date, type) 

• Update a Service Order 
 

 
 
Svc Order Search 

• Search for an account's current or past Service Orders 
 

15-U Service Order: 50003329 

Display in ERP 

Overview 

Order No. / Priority • 50003329 5 Next Day or Later ...-

Status: Initial, Released, Object created, Mat.availat>flity not checked , No 1 

Order: ZPRM 

Sold-To Party · TIMOTHY WILSON 

Desc ription : Gel Information 

Order Remarks: 

Basic Start 06/1012016 

Basic End: 06/1012016 

1S-U Service Order: 40039379 

Display in ERP 

Premise - Misc . Service 

It:) 13:42 

~ 13:52 

References 

Functional LocatiOn: 90219 

Equipment Number· 

Serial No.: 

10116485 

689693 

Planning Plant / Work Center: 1000 

ORO Number: 

Phone Numbers 

Call Ahead Number· (716) 297-7979 

All. Call Ahead Number: 

Overview References 

Order No. I Priority 40039379 3 Respond ASAP Functional Location 176133 

Status Initial, Cancel, Released, Object created , Mat. availability not checl Equipment Number 10727708 

Order: ZMRI Meter Orders - Misc . serviee Serial No 568739 

FSR 

Ci Back .. U .. 

. IT] (1) 0 

SOid-To Party: ELMTOWN LLC Planning Plant I Work Center 1000 FSR 

Related Orders 

Description Unlock Read 

Order RemarkS· 

Basie Start 06/10/2016 

Basic End: 06/10/2016 

For Account For Functional Location I All Open 

Order No 

40039854 

Description 

Unlock 

07:30 

07:36 

Priority 

3 Respond ASAP 

ORO Number 

Phone Numbers 

Call Ahead Number (716) 444-7368 

Alt. Call Ahead Number 

Type 

ZMRI 

Basie Start 

06/10/2016 

..- Status 

On Mobile Device, Released, 

Back .. U • 

. IT] (1) 0 
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Notification Change/Display 

• View/update a Damage Repair Order (DRO) , Restoration Investigation (RIO), or 
Receipt of Advice (ROA) 

• View serviceperson’s remarks 
 
 
 

 
 

Display Service Order: Selection of Orders 

Menu , 

Order status 

../ Outstanding V In process 

Order select ion 

°""" 
Order Type 

Functional Location 

Equipment 

Material 

Serial Number 

Addit de'IICe data 

Notification 

Main work center 

Plant for WorkCenter 

Period 

Currency 

IS-U Service Notification : 10029235 

Display in ERP 

overview 

Notification No./ Priority: 10029235 

Status: Closed per est Ack, Notification completed 

Notification Type: ZR Receipt of Advice 

Customer I Follow-Up Serv. Order: KORINE HALUSKA 

Description: 

• Save as Variant.. Back Exit Cancel System 4 Execute Get Variant... 

Completed 

USO 

Historical 

lo 

References 

Sel.profile 

12/ 31/ 9999 

e 

e 
e 
e 
e 
e 
e 

Functional Location 176135 

Equipment Number: 10622961 

Serial No.: 000000000000659704 

Planning Plant I Work Center: 1000 

REMARKS:LEFT FCE OFF AT CONTROL PER CUST 
Text Log: 

New Text Log Entry: 

Related Notifications 

For Account For Functional Location I All Open 

Notification 

100066277 

100066821 

Description 

Unlock Read 

Unlock 

Priority Type 

Z4 

Z4 

Notificatn Date 

06/09/2016 

06/09/2016 

" Status 

!:! Back· t.1 • 

0 

NotmcatiOn in process, Order a .. . 

NotificatiOn in process, Order a .. . 
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Notification Search 

• Search for an account's current or past notifications (ex: DRO, RIO, and ROA) 
 

 

 
 
 
 
 

Display in ERP 

Overview 

Notification No. I Priority: lll\!fM,7 

Status: REPAIRED, Notification completed 

Notification Type: ZD ORO · Single 

Customer I Follow-Up Serv.. AUDREY CAULDER 

Descriplion: ORO-Landscape 

Text Log: 

Refere nces 

Functional Location: 40025197 

Equipment Number: 

Serial No.: 

Planning Plant I Work Center: 122 

ORO Number: 

Quote Information 

Name· AUDREY 

Telephone: 

Type Of Repair: Calcu lated Amount: 
New Text Log Entry: 

Related Notifications 

For Account For Functional Location I All Open 

Notification 

888457 

1006168 

Desc ri ption 

ORO-Landscape 

Restoration Investigation 

Priority Type 

zo 
ZB 

Display Service Notifications: Selection of Notifications 

Notifi catn Date 

06/23/2017 

06/08/2017 

Status 

REPAIRED, Notification .. 

ON BASE, Notification c .. 

• @ ave as Variant... J Qiac~ [ ExE_j [jancel I [jystem , 1 [ Exec~ @ et Varia~ 

Notification status 

,/ Outstanding Postponed 

Notification selection 

Notification 

Notification type 

Functional Location 

Equipment 

Material 

Serial Number 

Addit. device data 

Order 

Notification date 

Partners 

,/ In process Completed 

to 

to 

to 

to 

Sel.profil 

_J_ 

12/ 31/ 9999 1 

Addr. Ix 

-
I e -e 

e 
e 
e 
e 
e 

I e -

Selection with Objects of Utilities ln~d_u_s_try-=----------------~ 

Connection Obj. Ll4_0_1_0_24_2_s _______________ ~ 
V Conn. Obj. as Ref. 

,/ Connections as Ref 

,/ Dev. Lacs as RefObj . 
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Correspondence 
 
Generate Letter 

• Create correspondence to customer (Denial of Service, Transcripts, etc.) 

• Sends information to OnBase 
 

 
 
 
Complete Unfinished Letters 

• Complete a letter that has been started for a customer 

 
 
 
 

 
Usage Comparison  
 
To view a side by side comparison of usage and billed amounts 

 

Open Text Live Letters 

~-----B--------- 3--- 4-- • 
Select Contact Select 

Person Document 
Definit ion 

Select 
Channel 

Manage 
Document 

Select a document definitiOn to create the document. 

Select Document Definition 

Letter Name 

Adjusted Bill Decrease 

Bill Comparison 

Denial of Service 

Letter of Good Credit -
Letter of Incompletion 

Finer: CSR:NY 

Open Text Unfinished Letters 

Search Crite ria 

Document Type 

Status 

Creation Date 

Result list 

E:J Open ti Delete 

Document Name 

• ;s 

• 0 .. 

• 0 .. 

· '"1=====1~=-i-10 .. 
Maximum Number of Resu lts: 100 

Document Type 

Genericletter 

Genericletter 

Genericletter 

Creation Date 

0311712015 

0311812015 

0311812015 

CreationTrrne 

16:08 

09:05 

09:15 

Status 

Waiting 

Waiting 

Waiting 

g:j sac• · W· 
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Contract Account Information- Customer  
 

• Account information for when the customer requests proof of active service, proof of 
payments, or inquiring about their balance 
 

 
 
 
 

U Cor~I, - 1 

CONTRACT ACC0IJNT lNF0R.MATI0N 

DATE: April 21, 2017 
CANIJMBER: 436353511 
NAME: TH OMAS BEYER 
PREMISE ADDRESS: 80 ASHWOOD LN ORCHARD PAR K NY 14127 
MAILING ADDRESS: 80ASHWOOD LN ORCHARD PAR K NY 1,4 127 
CA STATIJS: Active 
PREVIOUS BALANCE: $0,00 
TO DATE BALANCE: $60 .00-

,n-••~. ,n-n~. t>I L L UC~ , H~u 
DATE TYPE DAYS DAYS TYPE 

09/141201 6 R-evet"Sed Paym ent 
09/1412016 Re-,,,ersed Paym ent 
09/1 412016 R·etVl!!!!l"Sl!!d Paym !!>nl 

09/1412016- RevefSed Pa,ym ent 
09/141201 6 T otal Charges Billed 29 42 EST 
u= ~ -.,, ..::. u 10 , ota1 11...,;narg ~ 15rnea .>4 4u, = ' 
08/2312016 Total Charg ... Bllh•d 
08109/2016 Pa)'ment 

07125/2016 T otal Charges BIiied 
07112/2016 Pa)'m e nt 
0612412016 T otal Charges Billed 
0611412016 Paym e nt 

05125/2016 T otal Charges Billed I' ... 
D5/1CY2D16 Paym e nt 

,nm ~~"~ 

REAO 

7047 49 

= = ,,, 

l~ 
.... ~ 
""J ~ -,.. ::1, .. ,~ T -

l -.,;_ 
U .:YUfl 4 U l tJ T otal C h a rg ~ B.ilh!!!d 

___L_ - ".'! 

D lt: DH 11r 18, 201 

•• c ~ .-L l=.S _,.,~~" ' uuc 

BI L L TAX DATE 

s $ 553.6 1- $60.00-

s $ $54.35- $60.00-

s $ 5 102.27- $60.00-

s $ S51,37- seo-:-o~ 
S0.00 $0.00 $60.00 $60.0Q. 
:> U .'UU .. U .UJ ..puu1_UU .. l L U .u~ 

s $ $60•.00 $180.0Q. .. $ $ 560.~ $180,0Q. 

s $ $60.00 S120.0Q. 
s $ 560.~ $120.0Q. 

s s $60.00 $60.0Q. 

s $ 560.~ $60.0Q. 

s $ $601.00 $•0 ,00 

s s 560.~ $•0.00 
$ :s ~auL•• :i;u.uu 
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Truth in Heating  
 
Shows usage of premise by CCF, Net Bill and Bill date 
 
The transcript will always show the net bill amount as what it would be if gas was supplied by 
NFG. In scenarios where customer is with a marketer but billed by NFG, DUAL, or MCB 
the transcript will show bill amounts as gas supplied by NFG (at NFG rates). This is the 
same information we currently display on the web under Historical Bill Comparison.  

 

 
 
 

 

NATIONAL FUEL GAS DISTRIBUTION CORPORATION 
TRUTH IN HEATING 

PREMISES ADDRESS: 80 ASHWOOD LN ORCHARD PARK, NY 14127 

BILL DATE CONSCCF NET BILL 
2016-06-22 49 48.09 
2016-05-24 57 50.45 
2016-04-20 126 77.31 
2016-03-18 153 87.45 I 

2016-02-18 
I 151 86.35 

2016-01-20 170 95.24 
· 2015--12-17 133 84.56 

I 2015-1 1-12 35 39.89 
2015-10-15 49 51 .25 
2015-09-16 85 64.76 
2015-06-17 I 24 1 33.29 
2015-07-17 114 81.29 
2015-06-17 39 44.89 
2015-05-18 58 57.64 
2015-04-17 118 87.81 
201 5--03-20 171 120.80 
2015-02-18 225 151 .56 
2015-01-21 196 154.51 · 
2014-12-17 

I 178 150.72 
2014-1 1-14 ' 33 46.56 
2014-1 0-16 66 . 73.44 
2014-09-17 0 17-.76 
2014-08-18 45 56.85 
2014-07-22 73 -87.51 
2014-06-1 8 57 75,51 

a 

2014-05-19 76 92.61 

·.• . 
BILL HISTORY ASSOCIATED WITH PREVIOUS RATEPAYER 

; 

BILL DATE CONSCCF NET BILL 

26 MONTHS HISTORY PRINTED 
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• The customer of record may request Truth-in-Heating prints by phone.  

• The landlord/owner may request Truth-in-Heating prints by phone, only if we have their name 
in our system as being the landlord/owner. They must request Truth-in-Heating prints in 
writing if the account is not in the owner/landlords name or if they are not in our system as 
the landlord/owner. 

• Real estate agents are required to make this request in writing on company letterhead, either 
faxed or mailed to the CRC 

 
 
 
Bill Correction Details 

• Shows original bill and adjusted amount for the customer to see the amount of the 
correction 

 
 

BILL CORRECTION DETAILS 

DATE: April 21 , 2017 
CA NUMBER : 7001 16201 
NAME: DARWIN PACE 
PREMISE ADDRESS: 2185 STOUT RD WI LLING, NY 14895 
MAILING ADDRESS: 2197 ST OUT RD WELLSVILLE, NY 14895 
CA STATUS: Active 
PREVIOUS BALANCE: $0.00 
TO DATE BALANCE: $0.00 
DUE DATE: April 12, 2017 

BILL BILL PROCESS DATE 
DATE TYPE 

June 07. 2016 01 June 07, 2016 

September 30 , 2016 01 September 30, 2016 

February 02, 2017 01 February 02 , 2017 

July 07, 2016 01 July 07, 2016 

May 04, 2016 01 May 04, 2016 

September 05, 2016 01 September 05, 2016 

January OS , 2017 01 Januar y 05, 2017 

November 02, 2016 01 Novem ber 0 2, 2016 

August 03, 2016 01 August 03, 2016 

December 05, 2016 01 December 05, 2016 

March 31, 2017 01 April 18, 2017 

March 06, 2017 01 April 18, 2017 

Bill Tme DescriE!tion: 
01 - Periodic Billi ng 
02 - Interim Billing 
03 - Final Billing 
06 - Manual Blltina 

ACTUAL ACTUAL ORIGINAL ORIGINAL AMOUNT 
CCF NET BILL CCF NET BILL OF BILL 

CORRECTION 
(+/-) 

10 S23.17 $ s 
4 :, 16.31 $ s 

124 $95.96 $ s 
4 $19.03 $ s 
0 S17.71 $ s 
3 $18.62 s s 

163 $102.26 $ s 
3 $18.6 s s 
0 S17.71 $ s 

66 $54.21 $ s 
35 $41 .5 66 S59.15 $17.65-

43 $50.07 115 S88.09 $38.02-
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Interaction Records Log 
 NOTE:  This is used to see more than the 10 most recent interaction records (for internal 
use only).   
You would not send this to the customer.    

700116201 000000000000000000000000000004 

03-JA DARWIN PACE 
2197 STOUT RD 
WELLSVILLE NY 14895-9661 

View Current Bill Inserts 

l1l1ll1•1•11l••11ll,lllo1l1l•l,l1lo1lll,ll l l11h1l11l11lh1•1l1I• View Your Rights & Responsibilities 

X 
~~e ~;~R:~12~~~1~r~1~~g~11f~nu~r ~~~ :aal.~~ t~~~~~~r~~n~~~~-m~~~enu,~e II 

_______ p~1§,_1~~:i~P~_a_L!_~~~~l!Y_<1~~u_c!~fr~~- ~.!J!~~unt. It's tha t simele. _ _ _ _ _ 

~ I FOR EMERGENCIES CALL: 1-800-444-3130 I 
\QI' national FUer For questi ons or serv ice call National Fuel : 1-800-365-3234 7 :00am to 6: 00pm Mon-Fri 

A crount Number: 7001162 01 
Service Address: 2185 STOUT RD 
Name: DARWIN PACE Account Summary as of April 18, 2017 
Service C lassifi cation: 01-NY RESIDENTIAL (Complete detail o f Current Month C harges on reverse side) 

General Information 
Your Natura l Gas De live ry Company is: 
NAT IONAL FUEL GAS DISTR IBUTION CORPORAT ION 
1384 PECK SETTLEMENT 
JAMESTOWN NY 14701 
Office Hours: Monday-Friday 8:15am to 4 :30pm 
WWW. NA TIONALFUELGAS.COM 

Your Natura l Gas Supp lier is : 
NAT IO NAL FUEL GA S DISTR IBUTIO N CORPORAT ION 
1384 PECK SETTLEMENT 
JAMESTOWN NY 14701 
WWW.NA TIONALFUELGAS.COM 

Budget Plan 
Have you considered the B udget Plan? 
H you enrol I in the Budget P lan, having leve l and pred ictable 
month ly gas b ills can help w ith b udgeting your expenses. 
Please go to ou r webs ite to enro ll or call us. 

I asl ~aib's E• di• g Bala• c:e I Billi n Ad 'ustment 
Customer Payments Rece ived 
Balance Rema ini ng 
I current Month Cha~ es 
T ota l Account Balance 

Usage History 
<<d) 

175 

l 
150 

n~nnn 
125 

100 

75 

50 

25 

0 = ,_, A M J J A s 0 N 0 J F M A 

Oaiy A W!f898 T errperature this period. Thi9 year 34 last year 4 1 

Messages 

59 :JS 
-97.17 I 
-59.15 
-97.1 7 
4 1.50 I 
-,55.67 

L EGEN O 

• ACl\JAL 

• ESTI MAT E 
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Note: This displays chronologically by month, not day/month/year.  Because of this, the 
IRs do not actually show in order.    

Select Document Definition 

Filter: Transcripts:NY 

Lener Name 

Additional Medical! Request to Doctor 

Billi Corred iion Detaills 

Contract Account Information - Back Office 

Contract Account Information - Customer 

Insta llment Plan T enns nio l&E 

Installment Plan T enns with l&E 

Installment Plan am:l llncome !Information 

lnt,eraction Records Log ----SH Agreement 

Truth in Heating 
t-

j Open Text Live Letters 

• Back 1 2 Forward • 

-----------------------------------
INTERACTION RECORDS LOG 

DATE: October 23, 2019 
CA NUMBER: 757228807 
NAME: BOBBY J'S ITALIAN AMERICAN GRILLE 
PREMISE ADDRESS: 204 COMO PA RK BLVD CHEEKTOWAGA, NY 14227 
MAILING ADDRESS : 204 COMO PA RK BLVD CHEEKTOWAGA, NY 1•227 
CA STATUS: Active 

CREATE CREATE CONTACT DIRECTION IR NUMBER 
DATE TIME 

I'-. 
01/04 15:10:50 Wa 1k•ln lnbaund L"J" 6005948615 
/2017 

01/04 15:13:27 other Inbound 6005948690 
/2017 

01/04 14:53:17 Telephone Inbound 6005948275 
/2017 

01131 05:05:27 Letter O!Abwnd 66 10904193 
/2018 

02106 16;31:53 TelephOne IOOound 66 10 992231 
/2018 

02106 16;16;45 Telephone IOOound 66 10992009 
/2018 

02122 12:15:00 Telephone Inbound 66 11212127 
/2018 

IR TYPE 

CA2IP 
CREATE 

BILLING 
EXPLAN/ 

INFO 

999-AUTO 
CORRESP 
ONDENCE 

BILLING 
EXPLAN/ 

INFO 

235-
BILLING 
EXPLAN/ 

INFO 

CREATED BY NOTES 

MULLERL Note O 1/04/2017 15:10:50 MULLERL 
instalmenl: plan0064000972·19,tolal 
instalment plan amount:933.07 ,oomber 
of lnstallments:002monthly installment 
amount:500.00 

MULLERL Note O 1104/2017 15:13:27 MULLERL 
BOBBY JS ITALIAN I 7572'2R,807 PD 
$4000.TODAY AND KEYED IN NEGOT FOR 
BAL 

HANSEND 

BTCH FJCA Note 01 /31/2018 05:05:27 BTCHFICA 
NNRM-NY NON-RESIDENTIAL COLLECTION 
NOTICES 

GALASSI$ Note 02/06/2016 16:31 :53 GALASSI$ 
BOBBY JS ITALIAN I 7572'2R,807 CUST IN 
TO ? AMT LEFT ON ACCT ADV IS ON AGREE 
<(>&<)> ALMOST PD OFF ADV CUST TO PAY 
NEXT INSTALL AMT DUE 2121 <(>&<)> l',1--IEN 
PD OFF COME BK IN CFC TO see REP TO 
MAKE SURE AGREE IS CANCELLED 

GALASSIS 

SARGENTS Note 02/22/2018 12:15:00 SARGENTS 
Mr. Oe'Siderio in. Oils is off~e to lec1k order from 
0212112018. ArJv. houseline leak must be fixed 
before NFG wll tum back on ga~. He is coming 
back later to resend ordet" out lo restore seivice. 

Back • I . ., 
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Special Programs 
 
Customer Options 

• View/Create locks 

• View, update, and refer to assistance programs 

• Create an Installment Plan 
 

 
 
 
 
 
Installment Plan History 

• View history of Installment Plans 
 

 
 

Emergency 
• Create an Emergency Order 

 
 

 

Special Program & Pledge 

Active S ec ial Pro ram/Pied e: 

SP1 

EBO 

Inactive Special Program/Pledge: 

SP1 

HEAP 

create: 

Special Program/Pledge Type 

Installment Plan History 

Deactivate Pending IP 

Document# 

16400029948 

~00024329 

Active 

X 

Paid 

Emergency Order 

SP2 

LICAAP 

SP2 

Pending Deactivated 

X 

#of lnstlmt. 

006 

004 

SP3 

Income & Expense 

SP3 

Start Date 

06/08/2016 

0610112016 

l!I May I have your name a nd phone number beg inning with your area code? 

Person Re porting: 
Calle r Type:'-F"-------------L--~ 

Phone : ( c==] ) c==J -1==::J 

Emergency Type: 

0 Carbon Monoxide 
0 High Pressure 
0 No isy Meter 

No Hit : 

1 N0 Hit 

O c ross Bo re 
O Gas Leak 
O W ork ing Fire/Explosion 

0 De layed Ign it ion 
0 O ver Heating 

End Date 

11 /08/2016 

08/01/2016 

IP Type 

1023 

1000 

c:! Bac•• W· 

Back· U • 
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BUDGET BILLING PLAN  

 

 

BUDGET BILLING PLAN           
For many customers, having level and predictable monthly gas payments can make budgeting 
easier. The Budget Plan lets the customer stabilize their entire monthly bill for up to one year 
(12 months) or 10 months (summer break). The plan divides the customer’s estimated annual 
bill by the number of months the customer wants their budget plan to be in effect.  
 
Budget Plan participant’s average bill amounts are based on a combination of the cost of gas 
and weather conditions, plus historic and current gas usage. Since these factors can change, 
we may adjust the customer’s Budget Plan amount periodically to ensure that it remains 
accurate. Budget Plan payments are reviewed based on these factors.  

 
BUDGET BILLING PLAN REVIEWS - Requested by Customer: 
⚫ When a customer calls and insists their BBP is too high and wants it lowered, what should 

be done? 
A. Check to be sure a recent meter reading has been done. Check amount owing in 

BBP and advise customer on the quarterly review. 
B. Advise the customer that the purpose of BBP is to level off their monthly 

payments by spreading their heating cost over twelve months, or by the number 
of months they choose. 

⚫ If customer still insists on lowering the amount, USE GOOD JUDGMENT when deciding the 
amount. 

⚫ Advise the customer when the plan balances out, they will be required to pay the full amount 
owing, by the due date on the bill. 

⚫ Create an Interaction Record with all information given 

 
Freeze 
There may be a time when a customer calls to request a freeze on their Budget Billing Plan. 
This is not encouraged due to the fact the customer will have to make that amount up after the 
freeze period. Create a BPEM with Case Category “Freeze BBP” and document the reason for 
the freeze and the amount. 

 
 
MCB Accounts Requesting the Budget Plan 
If a customer calls and requests to go on the Budget Plan, make sure to first check 
Consolidated View. If there is an “X” next to “MCB”, that means the customer is with a 
Marketer and the Marketer does the billing. Advise the customer to contact their Marketer to 
make the request.   

 
DO NOT enroll the account on the Budget Plan. If an MCB account is enrolled on the Budget 
Plan, it will cause errors in the system and the Marketer will not receive their payments properly.  
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INTERPRETING A BUDGET BILLING PLAN   

 
The details of an active/inactive Budget Billing Plan can be viewed in the Change Budget Billing 
Plan work center.  You will need to click on the link under Payment Plan. 

 
Definitions: 
 
STATUS   The status of the budget plan (green=active, red=inactive) 
 

MONTH FROM  The date that the status of the budget plan became active 
 
MONTH TO   The date that the budget plan balances out 
 
CUMUL. AMOUNT  The amount of the monthly payment amount   
 
BALANCE FORWARD The difference between the total actual charges and the total 

payments received in the current budget year (budget billed year to 
date) 

 

Example:  

 
STATUS   Active 
 

MONTH FROM  Budget Plan became active in March 2017 
 
MONTH TO   Budget Plan balances out in February 2018 
 
CUMUL. AMOUNT  Currently monthly amount is $67.00 (can change upon quarterly 

review)   
 

BALANCE FORWARD This is also known as the BBP differential.  NOTE: if there is a “–”, 
the money is owed into the plan, if there is no “–”, the amount is a 
credit in the plan. This customer has paid $19.39 less on the Budget 
Billing Plan than their Net Bill amounts, resulting in a debit (i.e. an 
amount owed into the plan or budget differential) 

Change Payment Plans for Business Agreement 678314501 

Change Payment Schedu le Am ount 

New Cumulated ... 0.00 Reason: [JI Proposed Amount: 

New Amount Reason prop. Amount 

0.00 USO Change from: April 2017 

Amount 

..- Cumul. .. 

Premise 

Back • ~ 

. ITJ(1) 

67.00 USO 

Division 

Gas 

Contract 

40458197 [ 0.00 I iJI 1 0.00 USO 

Change from 

G pril 2017 ..- I 67.00 USO 

Balance Forward 

19.39 USO- WEST SENECA, 31 CENTURY DR 

[fipy Amount 1 1 Reset I I Simulate I 

Payment Schedule (03/01/2017 -02/28/2018) 

Month from Month to Status 

~ pri l 2017 January 2018 cca 
March 2017 March 2017 .co 
February 2018 February 2018 .co 

I Save 11 Cancel I 

Division 

Gas 

Gas 

Gas 

Contract 

40458197 

40458197 

40458197 

Cumul. Amount 

67.00 USO 

67.00 USO 

0.00 USO 

New Cum. Amount Amount 

0 00 USO 67.00 USO 

0.00 USO 67.00 USO 

0.00 USO 0.00 USO 

New Amount 

0 00 USO 

0 00 USO 

0 00 USO 
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CREATE A BUDGET BILLING PLAN–NEXT BILL    

 
1. Go to Billing work center > Create Budget Billing Plan 
2. Select the end cap for the Contract  
3. Choose the “Payment Plan Type” and the next month from the “Start Year/Month” drop 

down should already be defaulted, however, if the account has not yet been billed in the 
current month, switch the drop down to the current month 

4. Click “Create” 

 

 
 
 

Note: 
Creating the 10 month plan with the next bill 

• If requested between May and August: 
o The start month of September should be selected 

• If requested in July or August: 
o An error message will display stating the 10 month plan needs to start in 

September              
                 

 

II 

Create Payment Plans for Business Agreement 780690303 

Contracts for Business AQreement 780690303 

'<la Contrac t 

300020981 

Division 

Gas 

Payment Plan Type: l12MO - 12 Month Budget Billing Plan • ... ·I 
Start Year I Month: !April 2015 ·I ._ _______________ .. 

Creation of Payment Plans for Business Agreement 780690303 

Payment Schedule (04/01/2015 . 03/31/2016) 

Monlhfrom 

April 2015 

March 2016 

Monlh lo 

February 2016 

March 2016 

Stalus 

I Save i I Cancel I I Change Amounl I I Display Bill ing Hislory I 

Creation of Payment Plans for Business Agreement 780690303 

Division 

Gas 

Gas 

Move-In Date 

05/28/2013 

Contracl 

300020981 

300020981 

II 

Premise 

AURORA, 3113 BUFFALO RD 

Cumul. Amounl 

485.00 USO 

000 USO 

Amount 

485.00 USO 

0.00 USO 

Ci Back • 

. ... (1) 

_P_••~'m_e_n_l _Sc_h_e_du_l•_ ~IO_O_IO_OI_O_OO_O_-_O_OI_OO_IO_O_O_O~ I ________________________ I .., Payment plan for contract 300020981 was saved automabcally l 
Month from Month to Status Division Contract I , 

April 2015 February 2016 CXD Gas 

CXD Gas 

[save) i Cancel j j Chang<> Amount j I Display Billing History j 

300020981 

300020981 

485.00 USO 485.00 USO 

485.00 USO 
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  CREATE A BUDGET BILLING PLAN–CURRENT BILL    
1. First, you have to reverse the current invoice, then proceed as usual 

• Go to Billing work center > Bill Correction  
2. To find the Print Document Number, click the search box at the end of the field 
3. Click the “Non-Reversed Documents” tab and then enter the Business Agreement number in 

the “Contract Account” field and press “Enter” 
4. From the list, select the most recent invoice by double clicking anywhere on the line for that 

document number 
5. Once the “Print Document No.” field is populated, click “Execute” 
6. Enter today’s date in the “Pstng Date” field and leave the “Doc. Date” set to whatever it 

defaults to 
7. Select the reversal reason from the drop down menu (Budget Billing Enrollment Current Bill) 
8. To reverse the current invoice, click either check box under “FR” (Full Reversal) and the 

other box will be checked automatically 
9. Then click the “Reverse” button with the red “x”  

 
10. Once the documents show as reversed, exit out of the Back Office  

 
11. Go to Billing work center > Create Budget Billing Plan  
12. Select the end cap for the Contract  
13. Choose the “Payment Plan Type”, then choose the current month from “Start Year/Month” 

drop down, and click “Create” 
14. Quote the amount and if the customer accepts, click “Save” 
15. Message displays confirming created plan 
16. Overnight batch processing will re-invoice the customer with their current bill on the Budget 

Billing Plan 
Be sure to record an Interaction Record that you enrolled the customer on the Budget Plan with 
the current bill. 

Bill Correction Original Bill 

K BBr Dunning Rev 

ln.CalcRev Doc. Date 

List of Reversals 

Doc.R FR Print docu ... T 

D 1716000006266 

0 l:J6000006266 

Bill Correction 

A .. Bil.doc.no 

10000101 27 

Orig inal Bill 

03 / 0 5 / 2015 Reconcil. Key 

D ~ 
Status PostingDate/BillPerd 

Unchanged 02/23/2015 

Unchanged 01/22/2015-02/1 9/2015 

Ke BBP Dunning Rev 

tn.CalcRev 

Pstng Date 03 / 0 5 / 201S oJ ersal Reason 

Doc. Date 0 3/ 0 5 / 201S Reconcil. Key 

List of Reversals 

.. r~ 

Doc.R FR Print docu ... T A ... Bil.doc.no. Status PoslingDate/BillPerd 

r:J 
,/ 6000006266 Reversed 02/23/2015 

./ 6000006266 1000010127 Reversed 01 /22/2015-02/19/2015 
' 

CMP Bill Investigation 

CMP Meter Reader 

CMP Service Order 

CMP Verify Order 
CUST Read by Internet 

CUST Read by Smartphone 

CUST Read entered by CSR 

ISUAssess Wor1cflow Reversal 

Budget Bill i ng Enr c V 

R9- 150305- 0 C 

CreatnReasn/BillTran 

Print Consumption Billing (01 ) 

Period ic Billing (01)/Gas 

Total Amt TrCurr 

942.75 USO 

Total Amt TrCu 

942.75 USO 
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  CHANGE A BUDGET BILLING PLAN  

 
To change the amount of an active Budget Billing Plan: 
1. Go to Billing work center > Change Budget Billing Plan 
2. Click the Payment Plan number hyperlink 

 
 
3. Enter the new Budget Billing Plan amount in the “New Cumulated Amount” field  
4. Next to that, select a “Reason” of “1A” 
5. Click the “Copy Amount” button in the middle of the screen 
6. Click “Save” at the bottom of the screen 

 

 
 

7. A confirmation message will appear at the top-right of the screen saying that the payment 
plan was saved 

 
 
 

II 

Payment Plans for Business Agreement 780616404 

Active Payment Plans for Business Agreement 780616404 

Payment Plan 

I 6000002439 I 
Period Start 

03/01/2015 

Period End 

12/31/2015 

Division 

Gas 

Inactive Payment Plans for Business Agreement 780616404 

Payment Plan Period Start Period End Division 

B No result found 

Change Payment Plans for Business Agreement 780616404 

Chanqe Payment Schedule Amount 

New Cumulated A l 100.00 ! Reason: Em Proposed Amount: 

Amount 

626.00 USO 

Amount 

Balance Forward 

0.00 USO 

Balance Forward 

II 

Contract 

300016402 

Contract 

Change from: March 2015 

!Cl Back 

Cumul. 100.00 

Division 

Gas 

Contract 

300016402 

New Amount 

0.00 

Reason prop. Amount 

0.00 USO 

0.00 USO 

Change from Amount Balance Forward Premise 

I Copy Amount I ! Reset I I Simulate I 
Payment Schedule (03/01 /2015 - 12/31/2015) 

Month from Month to Status Division 

March 2015 November 2015 OCCJ Gas 

December 2015 December 2015 ~ Gas 

I Save 11 Cancel j 

Change Payment Plans for Business Agreement 780616404 

March 2015 100.00 USO 0.00 USO 

Contract 

300016402 

300016402 

Cumul. Amount 

100.00 USD 

0.00 USD 

New Cum. Amount 

0.00 USD 

0.00 USD 

AURORA, 3111 BUFFALO RD 

Amount 

100.00 USD 

0.00 USD 

New Amount 

0.00 USD 

0.00 USD 

ti Back • 

• ., (1) 

_C_h_a_n_g_e_P_a~y_m_e_n_t _S_c_he_d_u_l_e_A_m_o_u_n_t ______________________________ I .,, Payment plan fo r contract 300016402 was saved au tomaticaltyl 

New Cumulated A 100.00 Reason: ~ Proposed Amount 0.00 USO ChangE:::ll-. ______________________ _. 

Division 

Gas 

Contract 

300016402 

New Amount 

0.00 

(cow Amyuiii] I Reset I ! Simulate I 
Payment Schedule (03/01 /2015 - 12/31/2015) 

Month from 

March 2015 

December 2015 

Month to 

November 2015 

December 2015 

Status 

oco 
-.:::0 

Reason prop. Amount 

0.00 USD 

Change from 

March 2015 

Amount 

100.00 USO 

Balance Forward 

0.00 USO 

Division 

Gas 

Gas 

Contract 

300016402 

300016402 

Cumul. Amount 

100.00 USD 

0.00 USD 

New Cum. Amount 

0.00 USO 

0.00 USO 

Premise 

AURORA, 3111 BUFFALO RD 

Amount 

100.00 USD 

0.00 USD 

New Amount 

0.00 USD 

0.00 USD 
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CANCEL A BUDGET BILLING PLAN–NEXT BILL    

 
1. Go to Billing work center > Cancel Budget Billing Plan 
2. On the “Change Contract: Initial Screen”, hit “Enter” 
3. On the next screen, scroll down and under “Payment Plan”, delete the Starting Month 

(and Alt.start.month if there is one) 

 
 

4. Click “Save” at the top of the screen and a confirmation message appears 

 
 

5. Do not click the “delete” check box at the top right of the screen. It will cause errors with 
the contract. 

 
 

6. Be sure to record an Interaction Record that you canceled the customer from the Budget 
Plan with the next bill 

 
 

Note: The Consolidated View will still show an “X” next to “Budget Billing Plan” and the 
Business Agreement will still show that the Budget Billing Plan is active until the next invoice 
is sent. Be sure to record an Interaction Record stating that the Budget Billing Plan was 
canceled with the next bill, so the next representative will know if they pull the Business 
Agreement up before the next invoice is sent. 
 

When a customer cancels the Budget Billing Plan online effective with their next bill and there is 
a credit or debit in the plan, the following statement will appear during the cancellation process: 

• “If you choose to cancel the Budget Billing Plan with your next bill, please pay the total amount 

due as billed. Your Budget Billing will be cancelled with your next bill and the Budget Billing 

Plan credit/debit of $xx.xx will be applied to your next bill. Are you sure you want to cancel your 

National Fuel Budget Billing Plan?” 

After reading this, the customer can either click the “Cancel Budget Billing” button to complete 
the cancellation process or “Return to Budget Billing Plan Menu” button to return to the menu. 

 

 
 
 
 

Payment. Plan 

Pymt plan ·pe 

Starting month 

BFamt receiv. 

Contract 

DiYision 

Conq,any Code 

12 10 12 lonth Budget Billing Plan 

lstart month 

BFamount credit 

«, Contract 300016402 has been changed 

40 71>735 

0 2 

1000 

Gas 

NATIONAl RIEL GAS 

I Delete • II 
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  CANCEL A BUDGET BILLING PLAN–CURRENT BILL    
1. First you must perform a Bill Correction to reverse the current invoice that had been billed on 

the Budget Billing Plan. Overnight batch processing will re-invoice the current bill for the 
actual usage after the Budget Billing Plan in canceled. 

• Go to Billing work center > Bill Correction 
2. To find the Print Document Number, click the search box at the end of the field 
3. Click the “Non-Reversed Documents” tab and then enter the Business Agreement number in 

the “Contract Account” field and press “Enter” 
4. From the list, select the most recent invoice by double clicking anywhere on the line for that 

document number 
5. Once the “Print Document No.” field is populated, click “Execute” 
6. Enter today’s date in the “Pstng Date” field and leave the “Doc. Date” set to whatever it 

defaults to 
7. Select the reversal reason from the drop down menu (in this case, use “Budget Billing 

Enrollment Current Bill” as there is no “Budget Billing Cancelation Current Bill” option) 
8. To reverse the current invoice, click either check box under “FR” (Full Reversal) and the 

other box will be checked automatically 
9. Then click the “Reverse” button with the red “x”  

 
10.  Once the documents show as reversed, exit out of the Back Office  

 
11. Go to Billing work center > Cancel Budget Billing Plan 
12. On the “Change Contract: Initial Screen”, hit “Enter” 
13. On the next screen, scroll down and under “Payment Plan”, delete the Starting Month (and 

Alt.start.month if there is one) 
14. Click “Save” at the top of the screen and a confirmation message appears. Overnight batch 

processing will re-invoice the customer for their actual usage for the current bill. 
15. Be sure to record an Interaction Record that you canceled the customer from the Budget 

Plan with the next bill 
 

I 

Boll Correction Original Bill 

Ke ., BBP Dunning Rev 

ln.CalcRev 

List of Reversals 

.. 

Pstng Date 

Doc. Date 

Ooc.R FR Print docu ... .. A ... Bil.doc.no 

D 1716000006266 

D ~ 6000006266 1000010121 

M=m;+,,l§i:j.,,M Orig inal Bill 

Ke ~ BBP Dunning Rev 

ln .CalcRev 

List of Reversals 

Pstng Date 

Doc. Date 

Doc.R FR Print docu ... ,. A ... Bil.doc.no. 

°7 6000006266 

,/ 6000006266 1000010127 

03 / 0 5 / 2015 Reversal Reason 

03 / 0 5 / 2015 Reconcil. Key 

Status PostingDate/BillPerd 

Unchanged 02/23/2015 

Unchanged 01/22/2015-02/19/2015 

03 / 0 5 / 2015 cjl ersal Reason 

0 3 / 0 5 / 2015 Reconcil. Key 

Status 

!Reversed I 
Reversed 

PostingDate/BillPerd 

02/23/2015 

01/22/2015-02/19/2015 

~~P Bill I nv es, i gat v 

M=@ffi•=ti #i#M\ii@•%14d =bite 
CLERK Estimate I"\ 

CMP Bill Investigation 

CMP Meler Reader 

CMP Service Order 
CMP Verify Order 
CUST Read by Internet 

CUST Read by Smartphone 
CUST Read entered by CSR 

ISUAssess Worldlow Reversal 

Budge, Bill i ng enrc v 

R9-150305-0C 

CreatnReasn/BillTran 

Print Consumption Billing (01 ) 

PeriO<lic Billing (01 )/Gas 

II 

Total Ami TrCurr 

942.75 USO 

Total Amt TrCun 

942.75 USO 
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When a customer cancels the Budget Billing Plan online effective with their current bill and there 
is a credit or debit in the plan, the following statement will appear during the cancellation 
process: 

• “If you choose to cancel the Budget Billing Plan with your current bill, the Budget Billing Plan 

credit/debit amount of $xx.xx will be added/deducted to/from the current amount due. Are you 

sure you want to cancel your National Fuel Budget Billing Plan?” 

 

 

 

 

BUDGET BILLING PLAN NOTES  
 
 
 
 

Budget Billing Plan Scripting          
The Budget Plan at this address is $______ per month. Would you be interested in signing up? 
 
If the customer asks for more information about the Budget Plan is, read the following: 
 
The Budget Plan eases the strain of wintertime bills by allowing you to pay about the same 
amount each month, rather than paying high bills in the winter and low bills in the summer. 

 
Your Budget Plan amount is based on a combination of: (1) cost of gas, (2) weather conditions, 
and (3) historic and current gas usage.  
 
Since these factors can change, we review the Budget Plan amount periodically to ensure that it 
remains accurate. 
 
The Budget Plan at this address is about $_____ per month. Are you interested in signing up? 
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DIRECT PAY GENERAL INFORMATION  

 
Direct Pay 
If a customer on Direct Pay requests to go on the Budget Billing Plan with their current bill, they 
will be able to do so up to the day before the late payment date. Enroll the customer in the 
Budget Billing Plan with their current bill after doing a bill reversal. Overnight batch processing 
will re-invoice the customer on the Budget Billing Plan and the Direct Pay will come out for that 
amount the next day. 

 
Direct Payment Plan methods of enrollment:       
There are only two methods to sign up for direct payment: 
 
1. NFG WEB:  www.nationalfuelgas.com OR 
2. BY MAIL:  Customers can sign the top portion of their bill (payment stub). However, if an 
account is not eligible for the direct pay program it will not contain this bill message. By signing 
their name next to the “X” on the top portion of the bill, they are authorizing National Fuel to 
save their checking account information (using the information from the check they submitted) 
and enroll them in the direct pay program. The customer must send their payment through the 
mail (National Fuel’s PO Box) for the automatic direct pay to go into effect.  

 
 

The direct pay enrollment line will not be displayed on the customer’s bill if: 
➢ They are currently on Direct Pay 
➢ They are coded “No Personal Check” 
➢ They have a past due balance  
➢ It is a “return to office” bill 
➢ They are non-residential. (Commercial Customer’s bill statements will not have the option to 

sign up for direct pay. If a commercial Customer requests direct pay you should advise they 
can enroll through our online services). Make sure the Customer checks with their bank first 
to make sure their bank allows Direct Pay or can have security hold removed (non-ACH get 
charged per trans). Otherwise, if unable to get Direct Pay, can offer the option of setting up 
auto pay. 

➢ They are on DSS, Direct Voucher 

 
• The Direct Pay enrollment process may take up to six weeks (it will take the bank 10 to 15 

days to process the application). 
o A Direct Payment Lock (type D) will be placed on the account once the Customer is 

enrolled in direct pay to prevent any outstanding invoices from being automatically 
deducted. The lock will remain in place until the next periodic invoice is sent. 

• Remind customers, as always, they must continue paying their bills until the “Amount Due” 
field on their bill shows the words “Direct Pay” 

• While enrolled in direct pay, customers are not eligible to have an Installment Plan 
 

• Direct Payment Plan screens: 
o Business Agreement Overview: used for viewing and cancelling Direct Pay 
o Special Programs > Customer Options:  locks will be used to suspend Direct Pay 

for one month 

 

http://www.nationalfuelgas.com/
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• The CRC and all CAC's will handle inquiries, requests for one-month suspensions, and 
requests for cancellation. 

o Suspensions or cancellations can be made up to the day before the due date. 
Otherwise, the Direct Pay Plan cannot be suspended or cancelled until the next 
billing date. 

• Payments will be collected from the customer’s bank account on the due date of their 
current bill.  

• Only the To Date Balance (TDB) on the due date will be deducted from the Direct Pay 
account. If a payment (Customer payment, HEAP, etc.) or a refund is posted after the bill is 
issued, that new total will be taken out of Direct Pay on the LPC date (not the original 
amount due). 

o Example: A customer is billed $150.00 due 8/23. If they pay $50.00 by another 
method manually and it posts to their account on 8/15, Direct Pay will only take out 
the remaining $100.00 that is due on 8/23, rather than taking out the original amount 
of $150.00.  

 
• Customers can still contribute to Neighbor-for-Neighbor with a pledge. 

• Payment can be taken from a Third Party’s bank account as long as the Third Party 
completes the authorization and provides the required bank documents. 

• Customers will be sent letters confirming activity on the plan. 

• Customers will be sent a monthly bill with a message stating that they are on Direct 
Payment, the payment amount, and the payment date. 

• The Direct Payment Plan will pay final bills. 

• Final Bill Installment Plans cannot be made on Direct Pay accounts. You must cancel Direct 
Pay. 

• Participation in Direct Payment is intended for residential accounts. Small businesses may 
join if their bank allows Electronic Debit transactions. 

• DO NOT take any bank account information over the phone. 

• The bank account information will be masked on the Business Partner Overview and the 
Business Agreement Overview screens. This only affects viewing the routing number and 
bank account number. This will not affect your ability to cancel or suspend a Customer’s 
Direct Pay. If you have a business need to view all the bank information, please see a 
manager. 

• The direct pay will automatically cancel for customers who have two returned payments 
within a 12 month period. A new original bill will be sent out and the account code will be set 
to “No Personal Check” as well. 

 
DIRECT PAY - ONLINE  
A customer must sign up for online services before setting up direct pay. After they are logged 
in (using user name and password) they can sign up for Direct Pay. Once logged in, click on 
“Direct Pay” from the options on the left side of the page. There it will ask for a routing number 
and bank account number. After they enter this information they hit “Enroll”. 
 
If a Customer is enrolled in the Direct Payment Plan and wants to make “Direct Pay” changes 
on the NFG web, they can do so up to the day before the LPC date. If they attempt to make 
modifications that do not fall within this time frame, the following message will appear: 

 

DIRECT PAYMENT OPTIONS: 

Y our accoun t i s not c urre ntly a v a lla b .le tor cfl a n ges untll a tte r t fl e p a ym e nt tor yollr c u,--,--e nt b ill i s 
processed. A 'ease r e turn t o this ~v e b p age a tte r your b ill d u e date h as p assed. 

It y o u r e quire irnrn edi a t e assi s t a nce , please contact u s . 

http://www.natfuel.com/locations.aspx
http://infonet/apps/resource_crc/visitCntr.asp?id=587&url=documents/Forms/THIRD%20PARTY%20NOTIFICATION-NY%20ADDRESS%20version%201.doc
http://infonet/apps/resource_crc/visitCntr.asp?id=587&url=documents/Forms/THIRD%20PARTY%20NOTIFICATION-NY%20ADDRESS%20version%201.doc
http://infonet/apps/resource_crc/visitCntr.asp?id=661&url=documents/Sample%20Letters/Final%20Bill%20Agreement%20Monthly%20Bill-COLM.pdf
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The customer can only make Direct Pay modifications by clicking on the “Direct Pay” link. Any 
modifications a customer makes to their checking and/or savings account(s) under the “Change 
Payment Account Information” (found by clicking on “Manage Profile” and then “Payment 
Accounts”) will not change the checking or savings account information under the “Direct Pay” 
program. 
 
If the Customer needs to cancel their enrollment before their next bill mails, the phone 
representative may do so by going to the Business Agreement Overview screen. 
Suspensions or cancellations can be done up to the day before the due date. Otherwise, the 
Direct Pay Plan cannot be suspended or cancelled until the next billing date. 
 
CHANGE OF BANK ACCOUNT        
When changing bank accounts on the Direct Payment Plan, the following is required: 

• If the Customer wants to change their bank account information, you must first 
cancel their current direct pay and advise them to sign their next bill stub. 

OR 

• If a Customer is enrolled in the Direct Payment Plan and wants to make “Direct Pay” 
changes on the NFG web, they can do so up to the day before the LPC date. If they 
attempt to make modifications that do not fall within this time frame, the following 
message will appear: 

 
Note:  The original authorization did advise the Customer that this would be required if there 
was a change of bank or account number. 

 
 
CANADIAN BANKS          
Customers CANNOT participate in the Direct Payment Plan using a Canadian bank. Canadian 
banks are not associated with ACH. We do not accept online payments (NFG Website) from 
Canadian banks. 
 
CANCELLING DIRECT PAY 
To cancel Direct Pay: 
1. Go to Overviews > Business Agreement Overview, the Direct Pay Bank details will be 

displayed in the “General Data” and “Payment Data” sections  
2. Click the “Edit” button at the top of the screen 
3. In the “Payment Data” section:  

a. Click the “Payment Method” drop down and choose the “blank” line 
b. Click the “Bank Details” drop down and choose the “blank” line 

4. Click “Save”  
a. The “Incom. Pmnt Meth” should then automatically switch to the “blank” line in the 

“General Data” section; if not, click “Edit” again, manually choose the blank line, then 
click “Save” again  

5. Advise the customer to make manual payments, or sign up for Direct Pay with their new 
bank account information by either of the two normal methods (online or by mail) 

• (Note: The “Bank Details” on Business Partner Overview do not have to be removed 
for Direct Pay to be canceled) 

DIRECT PAYMENT OPTIONS: 

Your accountisnotcurrently available for changes until after th e p ayment for y our curren t b ill is processed. 
Please return to this web p age a ffer your bill due date h as p assed. 

/(you require immediate assis tan ce, please contact us. 
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• You do not need to issue a new bill after canceling direct pay.  Once direct pay is 
cancelled it will not take out any money from the account even if the last bill says it 
would be taken from direct pay.  

• Direct Pay can be cancelled up to the day before the Direct Pay withdrawal date 

• Scenario: 
o customer wants their Direct Pay cancelled as of today (4/4) 
o The Direct Pay withdrawal date is 4/5  
o Direct Pay will be cancelled 
o Any cancel request 4/5 or later cannot be processed 

 
NOTE: Once you have canceled Direct Pay and clicked “Save”, the customer would have to re-
enroll in either of the two normal ways if they wanted to go back on Direct Pay 
 

 
 
 

SUSPENDING DIRECT PAY 

• To suspend the Direct Pay for the current month, create a lock using Special Programs > 
Customer Options and use lock type “M – Direct Pay Extension” 
o This lock will suspend the Direct Pay until the expiration date of the lock 
o Anything still due on the Business Agreement will be taken out of Direct Pay the day 

after the lock expires 
o General rule is to NOT extend the due date past the next bill mailed date 
 

✓ Suspending Direct Pay would be done for the following scenario: customer calls in and 
does not want their direct payment to come out of their bank account for this month’s 
current bill and will pay by cash, credit card or other bank account instead. Example: 
o Current bill due date: 11/15 
o Customer will pay on 11/16 
o Place direct pay lock until at least 11/17 (make sure the payment has time to post 

depending on how and where they make the payment) 
NOTE: If the customer is able to pay by any other method BEFORE the original due date that 
the Direct Pay is set to come out, no lock will need to be placed. If the balance is $0.00 on the 
Direct Pay date, then the system will not pull anything from the Direct Pay account since nothing 
will be due. 

usiness Agreement ~20!169906 

Save I X [ID 

General Data 

101 Doing Bu>iness As: 520569906 

Poymen1D010 

[LBank Oeiaiis] 

Account JOHN KIFER ERIE PA 16505 

N4N Opt-Out 

Atcoun1 da~$. • 

JOHN KIFER 1738 HARMONY OR I ERIE PA 16505 • 

ACH Re< urmg Bank Oran 

ACI-I Recumng Bank Draft 

RESIDENT PA 

lncomln Pa ment 

P;tymenl Metho& ACI-I Recurring S.,nk Draft 

anl< Details· AMERICO FEDERAL CREDIT UNION. US (24338083: • 

AlteroolJVe Payer. 0 

lnvoic@ Rela'liOns:htps 

81I1--To Party: O 

Terms or Payment ' PA 20 Calendar Cays 



 57 11/27/2019 

 
 
DIRECT PAY REMINDERS 
When a Customer is on Direct Pay, you may alter the amount being deducted when a Bill 
Correction is processed or with Budget Billing Plan enrollment up to the day before the late 
payment date. Also, you can suspend or cancel Direct Pay up to the day before the late 
payment date. 
 
 
 
 
 
EPAY BILL  
A customer can enroll in “Automatic Payments” and allow payments to be made similar to that 
of the “Direct Payment Plan”. 
            
Allows customers to enter their banking information, have it stored on their online service 
account and lets them manage the way they want to pay their total balance each month. 
Customers can set up an automatic payment schedule, make a single payment, or continue to 
pay their bills the way they do now. 
 

 
 
 
 
 
 
BANK ROUTING NUMBER CHANGE (EBPP customers who are enrolled for automatic 
payments)    
When the customer’s bank routing number changes from the one that’s used on Epaybill, we 
will automatically make the change when the funding institution’s information is bounced off our 
Financial Database. When a customer makes a payment through Epaybill using the originally 
stored bank account information, they will receive an onscreen “Payment Information” 
confirmation. This confirmation screen will display the bank’s updated routing number and not 
the one that was originally stored by the customer.  
To avoid confusion, advise the customer: 

• It’s best they verify this information with their bank 

• Update (modify) their bank information on our Website 
 
 
 

M:mffllm11·iiUUUit 

Service Add ress 

2269 MAIN ST LOWR 

Enrollment Date: 
01/04/20 13 

Amount Due: $161.61 

Accoun t Number 

6636901- 11 

Customer Name:MELISSA BALBUZOSKI 

Due Date: 0 1/03/2019 

View Statements Make a Single Payment N-) Payme~ View Notes 

Payment Mode 

Manual 

Add A~mat ic I 

Stat us 

Enrolled 

Deact iv~ 

Paper Bill: On Turn Paper Bi ll Off 
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REFUNDS  
                                                                                 

 
CREDIT REFUNDS ON ACTIVE ACCOUNTS  
 BPEM Cases will be used for all credit refunds: 

• Choose “Customer Refund Request” from the “Case Category/Priority:” drop down  

• If a customer is calling to have a duplicate payment refunded, the customer either needs 
to:  

o Provide us proof that both payments have cleared by faxing a copy of their bank 
statement to Jamestown at 716-661-1999 

o Mailing a copy of the statement to the Jamestown CAC 
o If the customer doesn't want to or can't provide proof of their 

overpayment/duplicate payment, then after 30 days of the BPEM request coming 
to Jamestown, the representative will process it.  

• Credits resulting from HEAP, DSS, or Rental Assistance payments are not refunded to 
the customer. 

• Belmont payments are refunded to the customer (only one refund per year) 

• Most active credits are refunded at the customer’s request 

• Verify correct mailing address and phone number 

• Check to make sure the customer does not owe money on another account 

• Update the Interaction Record with the reason for refund request and who requested the 
refund 

• Refunds: 
o Under $500 – automatically receives a check from accounts payable. 

▪ Refunds will take up to 5 business days to process. 
o $500-$999 – Refund requests are reviewed via SAP Inbox before being 

generated. 
o Over $999 - General Manager reviews refund request via SAP Inbox before 

refund is processed. 

• Once a check is issued, amount, date and check number will appear on the Interaction 
Record. 

 

 
REFUND CHECK  

• The “invoice number” listed on a credit refund check is the Business Agreement for the gas 
account with the credit being refunded. 

• If the credit refund is for a restoration order, the invoice number is the DRO number. 

• National Fuel’s check number is on the Interaction Record (see below). 

 
• The date the refund check has been approved will be noted in the Interaction Record as 

well. The actual check is not issued to the Customer until the following Monday, Wednesday 
or Friday. 

• Refund Checks may only be issued to the account holder’s name. 

6607900860 730-BAL TRANSFERJREFUND 
Note 
05/2512017 02:23:38 BTCHFICA 

Check Number: 0000196038 & Amount 238.79 & Check. Date: 05/24/2017 
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UNCLAIMED REFUND CHECKS & ESCHEATMENT  

  
When a credit or Security Deposit refund check on a final billed account is determined to be 
undeliverable by the post office the check is returned to National Fuel and: 

• Attempts are made to send the check to the correct mailing address 

• An Interaction Record is added when the check is returned and is being held due to an 
invalid mailing address 

• These checks are held until further action is required. Control Group holds the checks 

• If we are notified of the correct mailing address while the check is in the held status, the 
check can be mailed to the correct address or if necessary reissued.  

 
Escheatment is the process of turning over unclaimed or abandoned property to a state 
authority, such as if a person dies without a will. 
Accounts Payable identifies checks that are not cashed within six months of their original issue 
dates. These checks may or may not have been returned by the post office but the fact that they 
were not cashed gives them the distinction of “unclaimed”. Unclaimed checks are subject to the 
escheatment process. When a refund check is determined to be unclaimed the original check is 
voided and a replacement check is issued payable to the escheatment fund.  Until we send the 
escheatment check to the state, which is generally about a year after the original check was 
escheated, the customer is able to request the refund from National Fuel. You will need to 
check with Accounts Payable to learn the status of the unclaimed check. Once the payment has 
been made to the state, the Customer will need to petition the state for the refund. 

 
 
CREDIT REFUNDS ON FINAL BILLED ACCOUNTS  
     
Credits refunds on final billed accounts will automatically be sent after the final bill due date, 
unless the balance transfers to another account before then. 
 
BPEM Cases will be used for all credit refunds when necessary: 

• Credits on final bills are to be transferred or refunded to the Customer of record. 

• Credit balances: 
Less than $1.00 is refunded only when specifically requested by the BP. 
Final bills between $0.01 and $0.99 will be automatically transferred to the Neighbor 
for Neighbor Fund. 

• Refunds of credits on an inactive account: 
Less than $250.00 is automatic if no accounts are located to transfer final credit 
balance. It is not necessary to initiate the request of any final credit refund less than 
$250 as the billing system monitors these credits. 
Greater than $250 may be issued provided care is taken to verify that the amount of 
the credit refund is correct. 

• Do the following before issuing refund request: 
Check the Interaction Record to determine if there is a pending refund request 
Check the Interaction Record and the “Display Locks” Screen for pending 
adjustment, billing issues or disputes such as: 
▪ Switched meters 
▪ Switched person (A person being billed at an incorrect meter location) 
▪ Non-registering meter                                                                                                                             
▪ Do not issue the refund request until the billing corrections, if any, have been 

completed or the dispute has been answered and closed 
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o Verify: 
▪ That there are no payment processing errors 
▪ That there are no double payment postings 
▪ That there are no unusual payment amounts 
▪ Suspected payment-processing errors, if any, with Remittance Processing. 

o Check to see that there has been a recent company or Customer meter reading and 
that the usage looks in line with the Account History. If the consumption associated 
with the final bill does not look in line with Account History, and there has not been a 
company or customer Read within the past six months, ask the customer to provide 
a meter reading to verify the final reading. If the customer is unwilling or unable to 
provide the reading: 
▪ Schedule a Verify Read order. 
▪ Wait for the results of the Verify Read Order before issuing the final credit. 

o If the Customer has a new active account and prefers to have the credit refunded 
rather than applied to bills at the new account, wait until the final credit has been 
transferred to the active account before creating a refund request on the active 
account.  
 

LOST OR DESTROYED REFUND CHECKS 
If a customer calls and they lost or destroyed a refund check, the following procedures should 
be followed: 

• Verify the person you are speaking to. 

• Verify the phone number, spelling of name and mailing address. 

• Fill out “Check Refund Action Form” (found in the CRC & CAC Resource Center). 
Using “Requested Action” – “Void check with no re-issue”. 

• The check number is found on the Interaction Record. Accounts Payable department 
(extension 6907) will then complete the requested check fund action (void, verify, re-
issue, etc.)   
 

REPLACEMENT CHECK (WRONG PAYEE OR RATEPAYER OF RECORD DECEASED) 
Advise the customer to send the check back to us regardless of the condition of the check. This 
will save on time and expense of issuing a stop payment on the check. Advise the caller: 
 
1. The replacement check can be made payable to the estate of the person whose name was 

on the account. Documentation of the estate is required from the requesting party – OR –   
2. If the estate has been settled, the replacement check will be reissued, provided we receive 

proof of death and requested party’s responsibility for the account. 
 

Advise the caller to send documentation and original check to: 
National Fuel 
Attention: Correspondence Department 
409 Main St. 
Buffalo, NY 14203 
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BALANCE TRANSFERS   

 
Customers may request a balance to be transferred from one account to another (whether 
active or inactive). Balance transfers will be handled by BPEM Cases (Choose “Transfer 
Account Balance” as the Case Category). 

 
 
TRANSFERS SHOULD ONLY BE MADE IF THE FOLLOWING CONDITIONS EXIST: 
• Accounts must have the EXACT name and social security number to correct payment 

posting errors. 

• If it’s a credit balance transfer (DO NOT transfer a credit due to HEAP benefits or any other 
type of benefit) 

• If a Neighbor for Neighbor contribution credited in error, see a Floor Supervisor or your 
monitoring coach to have it reversed (transferred back to a Customer’s original account). 

 
HEAP CREDITS TRANSFERRED FROM ONE ACCOUNT TO ANOTHER   
If a customer needs their HEAP credit transferred from an old account to their current account 
(ie. Customer moves, or HEAP grant posts to old account in error), a BPEM must be issued to 
the Special Assistance Group, with the “priority” changed to “Very High”.  The BPEM Case 
Category “Transfer Account Balance” will not work in this scenario.  

 
 
FINAL BILL BALANCE TRANSFERS 
When a Customer calls regarding final bill amounts being transferred from one of their accounts 
to another account, advise them the balances are only transferred when the bills are not paid by 
the late payment charge date. 
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EXTRA SECURITY PLAN - ESP  

Extra Security Plan extends due date for qualifying customers. 
Qualifications: 

➢ Must receive social security or permanent disability benefits 

➢ Must be a residential account 

➢ Must have good credit history (interpreted as being no more than one month in arrears) 

➢ Account cannot be on an Installment Plan 

➢ All low income customers are eligible for enrollment, regardless of their current due date  

 
Benefit: 

➢ ESP will prevent late payment charges from being assessed after the normal 23 day LPC 
date. This plan will essentially put a LPC lock on the account so that each bill will be due 
right before the next bill is mailed. 

➢ Customers enrolling in ESP will have a due date of the day before their next bill is sent out. 
 
Enrollment: 
After determining a customer is eligible for ESP: 

1. Go to Special Programs > Customer Options 
2. Select “ESP” from the “Special Program/Pledge Type” dropdown then “Continue” 

 
3. Select the radio button next to “Enroll”  
4. Select “Save” and the system will validate 

               

II 

Special Program & Pledge 

Active Special Program/Pledge: 

SP1 

D No result found 

Inactive specia l Program/Pledge: 

SP1 

D No result found 

Create: 

SP2 

SP2 

Special Program/Pledge Type: ~-----~ 

Bankruptcy 
EAF / EM 

~ HEAP 
Income & Expense 

Create Extra Security Plan 

Menu .. 4 ~ ~ ~ Cancel System .. 

Contract Account 

Name 

Service Address 

City/Statel.Zip 

'----._ ~ SP 

722238407 

SWYGERT 

80 WILSON LOWR 

LACKAWANNA 

• Enrol! Cancel 

last Status Date 

PaymentT enns· NY2 3 

ANTONIA 

II 

Cl Back· 

SP3 

SP3 

Customer Type Residential New Yor k 

NY 14218 
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Examples of Customer Bills 
Bill on BBP: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

r------~-.---.. - _;," 

1809 
LISAN SHARP 
242 ASHWOOD LN 
ORCHARD PARK NY 14127-4852 

We will automatically deduct $200.00 from your 
checking account on October 17, 2018. 

Account Number 5395075 05 

539507505 000000000000000000000020000009 
A-3 1-EKH-AM-04392-15 

15-A T LISA N SHARP 
242 ASHWOOD LN 
ORCHARD PARK NY 14127-4852 

,11,1 11ll1ll1l11ll,l11•l11ll1 l 1ll1•11l11l 11l,ln1ll111l1 lllll 1III 
View Current Bill Inserts 

View Your Rights & Responsibilities 

~ I FOR EMERGENCIES CALL: 1-800-444-3130 I 
\Q) national Fuer For questions or service call National Fuel: (716) 686-6123 7:00am to 6:00pm Mon-Fri 

Acrount Number: 5395075 05 We w ill automatical ly deduct $200.00 from your checking account on October 17, 2018. 
Service Address: 242 ASHWOOD LN Account Summary as of September 21, 2018 

enera n orma I0n 
You r Natura l Gas Delivery Company is: 
NATIONAL FUEL GAS DISTR IBUTION CORP ORATION 
2875 UNION RD 
SUITE 44 
CHEEKTOWAGA NY 14227 
Office Hrurs: Monday-Friday 8:1 5am to 4:30pm 
WWW.NA TIONALFUELGAS.COM 

You r Natura l Gas Supplier is: 
NATIO NAL FUE L GAS DISTRIBUTION CORP ORATION 
2875 UNION RD 
SUITE 44 
CHEEKTOWAGA NY 14227 
WWW NA TIONALFUELGAS COM 

Budget Plan Summary 
Nationa l Fuel 

(a.I) 

900 

750 

600 

450 

JOO 

150 

0 
(mf>) s 0 N 0 M A M Plan year ends : Aug 2019 

Current Month Charges: 392 .55 
-1 92 .55 

Daly Aw.rage T eRl)erature tlli9 period:: 1hi9 year 72" last year 65" 
Budget Plan Deduct: 
Monthly Budget Plan Amrunt 
Actua l Charges Year to Date: 

200 .00 

Budget Bil led Yea r to Date: 
Plan DWference Year 10 Date: 

Meter No. Present Read Date Present Read 
41898144 09/18/2018 2433 

Tota l Consumption (ccf) for 29 days 
12 Month Total Usage 3594 ccf 

392.55 
200.00 
192.55 

Gas Usage 
Present Read Type Prev. Read Date Prev. Read 

COMPANY 08/20/2018 1833 

12 Monl h Average 299 ccf 

Prev. Read Type Add itional CCF Total Meter CCF 
ESTIMATED O 600 

600 
Next Meter Read on or about 11/16/2018 

LEliElW. 

• 
ACnJAL 

• ESTIMATE 
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Final Bill: 
 

 
 
 
 
 
 
 
 
 
 
 
 
 

MAR E'l'DUNN 
SJ:2W1NSLOWAV 
£l.U ALO Y 1~211-1362 

Account Number 4023091 11 

07~MA AR OU 
532 WINSLOW AV£ 

.--F:-,INA- .-L-, . ALO NY 14211-136'2 

BILL , l,l nhlll1 11ll11ll1l 1llh11l, l, ,lllill•ll1l1ll,dl11l 1l 11l mil 

1607 

Please make checlk 1payable to Nat ional Fuel or pay 
onr ne at www.nationalfuelgas.com . · 

Amount D1111 
$591 .22 

Please pay by August 3, 2016 to avoid a 1.5% late 
payiment charge . 
Please donate to the Neighbor~For-Neighbor Heat 
Rimel by ackling $1, $2 , or $5 to ;our payment. 

Vi,ew Current Bill l'nse rts 

Vlf¥W Your Rights & Responsibilit ies 

----;-i ..:;_,------------------------------------1 FOR EMERGENCIES CAI.IL: -800-444-.3130 , ----------------------------------

1\ ~ ) ll;itlana/ FLJ e-r F,o r quesUons ,o r service call Natlonall Fuell: ,(716) 16,86°61123 7i00am t o, 16:00pm Mon-Fr 
Aooount Numbet: 40230.91 11 f"I NA L 18 1 LL 
SeMoe Ptldtess: 532 WINSL!O.WAVE 
l'latne: ,MARGARET DUNN 
Setw0e Olass.ifiicatim : 70-1.JIGAA!i' 

·Genera l l'nfo rmatto11 
Yout Natu ral Gas Dewety CoJT\Pany is: 
t-lATIONA!L FUEi.. GAS OISTRIB ITTION CO RPORATION 
4119 :V..IN ST 
IEIU Al0NY 1'1203 

.H.,..,. . looday-Fnday iMSmn to 4,30jm 
WWW .NA'11'10.NAU'lJll:l.GAS.OOM 

Your Natu ral Gas Supj:iier is: 
t-lAT iO NA!L FUEil GAS • IS RIB UflON CO RPO RATION 
4119 .V..IN S'f 
1'1.1 Al.ONY 1'1203 
WWW .NA'11'10.NAU'lJELGAS.OOM 

Account Summary as of July 8, 2016 
,(Compl.efe detai l of ,Ourrenl Monlh ,Qha r,IJEI& on reverse s ide) 

Last Mafllh"s En ding 1Balanoe 597.24 
P:ayments ReOllMld s ·nce l..ast IBim o.oo 
Bala.noe Remaining 597.24 
Oum!nt Montli Oiar-ges 22.70 
Na1iional Fuel l:ludget Plan Cancelled -36.42 
National Fuel Late Payment Oia.rge 7.70 
Total Account Balance !i!U ,22 

Usage Hil&tory 
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Adjusted Bill:  
 

 

 

J6FmEY P TWICHEU. 
2000 EA.S'IWOOD RD 
EAST AURORA Y 14052-9676 

Ac-count Number4748090 04 

4H-Oll6-N,I~ 

02><AT FREY P CHELL 
2000 IEA:S'lWOOO RD 
EAST AURORA 14052--9676 

1612 

Please make ~ payat:lie to National Fue'I or pay 
onl1ne at www.n atiortalfuelgas.com . 

Amount D118 
$67.98 

Please pay by January 5, 2017 to awid a 1 .S% late 
payment charge. 
Alease donate to the Neigtroo r~For-Negtmor Heat 
Fund by addillQ $1, $2, or $5 to ;ourIpayIT1ent. 

View Ourrent Bill l llSerts 

I ii• 'I 111 lh I• 111111 I• M Ill I" •1 11• ,II ,I nl Iii I, Ill lh I, Ill •I• II View Your Rights & Respcrnsibiltties 

---(i~~-~:;l~~-~l-~~I~---~~: ~-~~=:~~-~:~1rv:R ~~====~~~: ~~~~) !::!-:::;3iJ:! ~:~~:~~~::-:-~;:I----- ----------
AcoolJi'lt Number. 47 4a090 04, Aea3e pay by .l'arma:ry 5, 2017 m avo!ld a 1.5"1. te pay; 
Service Addmss: 2•000 IEA.STWOOO IRO 
Name: JE'F:FREY P TWIOHE LL 
Service Olass.ifie.atiaii : 01 -NY IRESI OE NTIAL 

Genera l'nftrnmatton 
Your Nat1Jral Gas Delivety Coiflpany is:: 
fllAT K)NA.L FUEL GAS • IST RIB LJTION CORPORATION 
2875 l!JN ION RID 
ru 44 
CHEEIKTOWAGA NY 14227 

·, <US'. Mooday-Aiday 8:15am to 4:3opn 
WWW JNA110NA.l..fllJELGAS.CO.i.i 

Your Nal.1Jral Gas Supj'.lliet is: 
fllAT IONA.L FUEL GAS IJIS RIB LJTION CORPORATION 
2875 lN ION RID 
SJ ITE 44 

"EEiKTOWAGA - Y 14227 
WWW JNA110NA.l..fllJELGAS.CO.i.i 

Budg,et. Plan 
Have you oansideted 1M Budget Plan? 
~ you ento11 in lihe Budget Plan. -ving · vel and prnald\a'ble 
ITIOl'iU'dy gas ll'lls c an he · Y1i 11i b.Jdge1iing yout e}IJIE!il5iBs. 
Please go to, out wells.ile to, enroll or call us. 

~ "01!=:l.ftm = = '-""=--..Q:!l"'-
799571 121020016 
T Con!um 

Account Summary as of December 12, 21018 
tCornpl.ete detai l of,Ourtent Mont'h Onar,ges on reverse s'lde) 

Last Mornih"s En aing IBallanoe 94'.99· 
Payments R-:ived ~nice ILast IBiD o.oo 
Ba!anoe Remaining 9-'1.99· 

I ~!~!D~!:mt 1.Ui· ! 
Usa,ge Hlliitory 

12 · TomW 12 ,loolh A~ 118 oof 
105 

Next Meli Read on or sbou1 01'°4.0017 

Messages 
N 0TI F CATION •OF B IJ. CO RRECTt0 N --1lhis bill iis for gas us.eel through December 2,. 2016. T1he reading shows we have bi loo 
you i1ocorredly for montih. Please disn~gard the prior bill for the same 1periiod . We are smry for any inoonvenience that this may 
ihaWI caused ;cu. 
If ;ou c:umot pay this billl in full by January .s, 2017 , ;ou miay pay this oonroot.ed bi lll in regular rnontltly illSta1 ments. RI ease Viisil 

-ur local offioe if a 1 ;ment reement is needed . 
Ther J:s a prov fous ba!an,oo on ymJJ aooou11t . ¥ ou r pay1rnont wm ll apprec!at,gd'. 
HEAP can llelIp lk.eep your heat ori. Don't wail until :,cu can't ImaInq ;our home heating costs . Ass1istance with pa)iing your winter 
b ills iis availal:lle to i,ocome eligillle custo.rnars . or ·ocome guidelines and ihow to a,pp1y, visit www.HEAPhel,ps .oom orcaU Nlational 
Foolrs HEAP hotline a t 11-877-443-27 43. Alli rustorners may a Ipply by mail. You miay also aAply in Iperson at your local Department 
o f Sooia1 Semres. 
Your utillity ill includes dharges for the sale and deliivery of ;oiur natural gas supply,, as well as variious state and local t ru«IS , fees,. 

surcharges and assessnlBnts. 
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Bill with Marketer: 
 

 
 
 
 
 
 

PO l'l!lx 371835 
~ PA 15250-TalS 

national Fuer 

GARY J D 
123 A&HWOOD LN 
ORCHARD PARK INY 14127--134,11 

Aocount Number 5340429 07 

1703 

Please make meek 1payallle to National Fuel or 1pay 
onl1ioo at www.naoonalfuelgas.com . 

AmountDll8 
$407.77 

Please pay by April 15 , 2017 to avoid a 1.5% late 
payment charge . 
Please donate to the Neighbor-For-Neighbor Heat 
R.md by add"ng $1, $2 , or $5 to your 1payment. 

!! .,. paying In person. To pay lrille go ID WNW 1ionalilelglrg.oom . 

534042~07 DD DDDDD DDDODD 33 435 DDD D33435DD3 
A.S/1-P.'.l~AM-GS1M6 

1i~AT GARY JO: 
123 ASHWOOD 
ORCHARD PARK NY 14127--1848 

View Gurrent Bill lrn;e rts 

1•11hnl•l• 11 •11111••·••1h'nhlll 111ll11l111lllll 111l111lh'11 View Your Rights & Responsibilit ies 

------::.,: -------------------------------------1 ---------------------------------r~:-..... FOR EMERGEN,CIES CALL: 1~BOD--444-31l0 I 
I I 
\ ~y· n ;,t1o.nal l'l:Jel Fo r ,qucstl.ons ,orsc rvl.oo calll Natlona Fuell: {7116) 6B'6-6 23 1:i0,oam to 16:00pm Mon.f,r l 

h:lOount Number. 5340429 07 PIE>a9e pay by P,p rll 1S, 2017 m a.roll! a 1.5% . pay; t ~ -­
Sei'Wce .Addtess: 123 ASliWOOD LN 

n ra I n mma on 
Your NatiUral Gas Ile · ety Co.rnpany · · : 
NATIONAL FUBL GAS, • ISTRIB UTION CO RPO RA 10 N 
2875 UN ION RID 
SJ ITE 44 
Cl-iEEiKTOWAGA NY 14227 

oo-s: Moo!lay-fliday 8:15am to 4:JOpn 
WWW JNA'IIO.W..I.JFUB.GAS.COM 

Budg,et. Plan _ 
Have you oons:ideted 1M IB1Jdget Plan? 
~ you enmll ·n 1ihe Budget Plan , having level and pmdicta1lle 
monthly gas bills can he -, Wllh budgeting yout expe~s . 
Rlea!;e go, to, o ut website to, eJid'd l ot calll us . 

Account Summary as of March 22, 2017 
(•Gom pl.ete de!ai l of Our.rent Mont;h Oha rQ8$ on ,reverse s 'lcle;I 

Last Mo.nl!h"s Ending Balance 152.39· 
ff ng .Adjustment 112.42 
Paym ents Received Since Last IBi l l 0.00 
iBala nee Remainir\g 264.8 1 
AMB rr E ERGY Suw Charges 79,_74 
NatiOnal Fuel llelivety Charges 5g,_25, 
NatiOnal Fuel Late P:ayment Oha19e 3.97 
Total Ac,count Balance 407.77 

' Immediate payinertl d tl'is amount iii neoess;a;y to p118vt'l'lt diliooirtnecticl1 
P1Mse see mass.age o; 1M baek d 1M Sfub_ 

-21.'i'.l 

Usa 

• 
225 
200 
1115 
15'.l 
125 
100 

75 

el . lE 

&) 

25 
0 

Do.I; A 

·Gas Usage 

. " 
~ -Prese 1 Beml Qele Pweru Bead Pwem Beml ~ !"rev Bead De Prev Bead I""'1 1Mete< CQF 

212 -4.17757 03/20!2017 654-l CO.I; AiNY 02/17'2017 6l31 
T Con!lm1 (oo1) for31 d8)<9 
12 ti · Tomi Usage 1382 oof 12 A :age 115 oof NextMet~Readooor 

212 
05/18/2017 
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Direct Pay: 
 

 

 
 
 
 
 

@ PO I'm 371335 
PitMMigh PA 15250-7335 

national Fuer 

PAULA J RES. AA 
45A.54-IWOOCI LN 
OACJ:-IARD AAK 14127-4323 

Aocount Number 5015007 03 

A.S:1-PCIR-N.il-0!273;.18 

3-AT PAULA.i RESaE'fAA 
45 A:SI-IWOOCI 
O.RO-tl<AD PAAl{NY' 14127-4823 

111111111l11 111i1•11 111h•1• 1ll 11 l•11llh•h•11•1•1••11il 11111111 

1703 

Amount Due 
DIRECT PAY 

We wiill autoraaticafly deduct $97 .1 7 from your 
med<i119 account on Aprfl 15 , 2017. 

501500703 oaaaoooooaaaooaoooooaaa~7t7003 

View Ourrent Bill Inse rts 

Vif!:w Your Rights & Responsi bilit ies 

---~:i5-~:;l~~-~I-~~;---~~: ~-~=:~:-~:~1rv:R!~:::!~c~: ~~L~) ,s::.~~:~:! ~~-~:~~~:~ -~~-~;:I--------- -- ----
Accotllit Nurnbet: 50 150,07 ,03 We aunma dedoot$97.17fmm ~ m!!ddngaccoonton Apri 15, 3:117. 
SetviOe Atld tess: 4.SAS'HW•OOO LIN 
l'Gne: IPA:ULA J !RESETAR 
Setvice Olassmicatian : I02~ QHOIOE IRESHJ.E:NTIAI!. 

Gcncrall lnfo rmaffon 
Your Na!Jural Gas Delivery Coft\Pany is: 
NA.TIONAIL RUE GAS DISTRIBUTION CORPO RATION 
a37'5UN ION RO 
SJITiE44 

EEiKTOWAGA Y 14227 
, HOISB, Mooiley-Fnday 8:15am to 4 ,JOjm 

WWWJNA110" 1 El..GAS. 

Your Natural Gas SupJllier is: 
NOCO Gi CO.RIP. 
3440 S,tt IDAN ll SU 202 
TONAW.AiNOA,NY 14-1~ 
~ 
VrN-IW . OCO. 

Budget. Plan 
Have you OOOS.idered llie !Budget Pilati? 
~ you enroll in the Budget Plan, having level and piedmllle 
milli1lhly gas biDs can · eljl, willi b.Jdgeting you eJCJjl8tises. 
Plea,.;e go to out web,s;ile to, enu'dl er calll us .. 

Account Summary as of March 22, 21017 
tGomple te dela l of/Our.rem ,Monf l'I Onarges o.n ,r'E!Y8nie s ide) 

Last Mo.rilih's Ending IBailatice 87.117 
rntect Debit Payment Received -'87.47 
!Bala.nee Remaining 0.00 
NOCO NAT GAS, Supj:ty OM.tges 118.9·1 
National Fiue Delivery Cliatges 48.26 
Tota Account Balance 97. 17 

usa,ge H l&for)" 
l.mE 

• AC1UU. 

• EBruMTE 

F M 

~ <:J-a=oa:llU=._..,.= • = =ut=111. ~-~~--- ~=~-- c,=:...u=... ~~='="'""'=-
791875 o:i-l20f.!017 

018I Con,um (oo1)for 31 day!I 137 
12 Total l!Jsage ' 7 rof 12 Ill A _ age Q' rof ext · Reed oo or shoot 05/Ulf2017 

Thank 1;0u far ;our pai,rne:nt. 
We willl automatically doouct $97. 117 from your dhedkii1119 ocmunt on Aµnil 115, 20117. 
Cortij)are your ESCO/Marketer t:11I11 to what :,uu would have lbeen billoo i f you pur-cllhased your gas. from Nlationa1 Ftiel at 
'WWW .natfuel.comlihisfbilllca1c. 

gas s~py, as 
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Shut Off Notice: 
 

 

("it~~ PO BOX J71SlS I I J ATT~PA 1~ 7!!.!~ 

\,!_ ~ national Fuel' 
GARY J 0 
123 A.S,HWOOO LN 

1704 
ORCJ-IA.RO PARK 14127--.4848 

Acoount Number. 534042907 

FINAL NOTICE OF SHUT OFF 

Amount Due To 
Awicl Shut Off: 
$264.8 1 

TiHIS IS A lf"INAL DISCONNECTI ON ,NO,TIOE. f'LIEA-S E IREl'leR TO THl5 NOTIOE WHE'N IPAYil NG THIS IBILL 

~- 11 534Cl42~C!l 7 [][][][][][][][][][][] [] [][][][][] [!] [][][][]2 6 481[][]4 

G JOEAEN 
123 ASHWOO!O lN 
ORCl-tARO PA.RI< 14 127-4848 

1,1,1111•1l1l11•ll•1l•lll1lll,llll,lll,llll11lllllll11ll••l•11II, 

Account INum'be r: .534,0429,07 Thl s s a IF'lnal DJ&conriectionlre rml nattonlS~eos·1on (Shut Off) ,Notice 
Na.li1ie : GARY • EREN 
SeNiee Address: 123 A SHWOO• LN ORCHA.R[) PARK., llfY 

AT 

lq>ri l 0 11,, 20117 

You t gas s«viOe may Ile s'hut off at a time legally a,utnonzed M ot after A:1n'I 16, lD 17 because as of Apil 0 1, 2017 we ave not 
reOiiived paytnefll 1ot the oveidue amouttt d $264 .. 81 . NatiMal Fuel will discus.t; a.ii aoooutrt Mly wroh tlie cusioiiiet of ttiooid ot a perro, 
v.'10, has pa.-."et of atilmey. 
What you &hoU:l cl d ofo llu!~ your gas on; 
Yo u ca.ii avoxt tlie s'hut off by paying $264 .81 . Otliet OptiO.iiS may M avail~le . Pilease call us at: 71 •15--686"6123 ot iM:il us at: 287 5 
UNION RD S UrTIE 44 CHEEKTOWAGA. N'f 14227 O.t any of o ut Olhlt O s . 

What woU:I cl 11\a.~p,eri llf we shut off your gas ; 
If setviiOe is S:hut df i t ca.ii Ile tu med on by payment ifl 1uU of $264 .81 o.t · y0 u ara e 19ible, lly making a satis1actoty paytnefll agreement 
at Me of O'Ut custom et assistaiiOe oenters .. Even i f y0u am uralble to, pay tlie fu W atn0unt, v."e s'ltMgly utge you to, oo.ntact us .. Etneigency 
he - may Ile avai - · · . CMtact your local De,jiartrnetrt d Social Setvices to, apj:ty. 

lfy01Jt seNi0e is s'hut off,~. have it tumed lladk o:n you v.iU Ile ttiquited to, pay: Afteara: $26<11.8 1. 
After ttiCMneci!ioii, you v.ill M diatged a Reca;nectiio.n Fee: $73 .92 ,( Plus App ie:aHe ax). 

NOTE.: n,· is a 1iinal di&:o.nnedliM/termmatio.nl'suspe.nsm noliOI! fot shut dfof gas s«viOe fot no:n-paymern: of gas delivetyaiid 
commodity Chatges.. is ·ndudes Ma.17keleteharges Miat have ·en putdlased by NatiMal Fuel. You ·w not tti0e'ive ~arate noti0es 
fot disco.nneci!io.n , tem'liratiM, ot suspe.iiSiOii . 

lfy0u ara not atie ~ . · pyO ut ~reementdue to,a s~nmoant ohaiige in firlaiiOial a roumstan0es ·ey0iid y0 ut oofillr0, please oorn:act us 
immediately at 1-800-3.65-3234 because a new agreement m ay Ile available . If ii is determ"ned you are not elig"ble 1ot a new ttipayme:nt 
~ieement v.ftli NatiOral Rue , assi stance may lbe avai lable through Social Services. You may Ile raq uiied to,provide pr-oof d inoome 
and expe.nses to Nati Mal Fuell berlote Social Setw0es w· I provide assiStaiiOe . Yo u may oo ntact Social Services by caWif19 716-858-8000. 

If yo u am m OVing 11'.J, a diffemnt ttisidenee , please lbe awam Miat your diaiige in tt1sxten0e · I not delay NatiO.iial Fuel's light to, s:'hut off 
your gas setviiOe . All ooDectiio.n aclivily will 1raiiS.fet overtoy0ur new acoourn and se · ·oe at y0 ut new re:sxte.nce may Ile shut off as ea.lly 
as lne date specified M lhe s'hut off nOIJioe 1ot yOut piiot reside.nee . 

Account Ourtent Bal.ar'lci! : $407 •. 77 You have imJ:)ottant rightsaiid l't!Spoiisibil" iesuooet !lie I-la.me Einetgy Fait Practioes Act ,(HEFPA). 
A summary aJ:)llears on 1tle back of lhis notioe. 
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Summary ,o,f You r R fghts and Rospons[b[([tf.os 

D fsoonnecttng Se1V !oe: Your service w il llDt loo disconnected, tenminated, or su~nded ,(shut o ff) l:lefore the s!hut off 
date . We also canllDt s!hut off on Fridays, Satun:iays , Sundays , holiidays , the day oofom a holliday, during evening hours , 
o r a two--w.eek 1period that iooudes Christmas allld N:e-w Year's . 

Dlishoncxed Payments: If p~ent in res:ponse to a notice o f d isconnectiion ,(shut off), tenmination , or su!\l)ens!il>n is 
subsequent!ly d ishanoied, gas serv.ioe w ill be shut off wi thout any additional notice. 

RillStol'in,g Sel'Vloo: If ;our seiv;ioe is s!hut off, w e w i ll tum iit back on if ;ou pay the overdue llillls o r · e ligible , siign a 
defe111red paJfflent agreement and make a down 1payment, if required. You may late r have to 1pay a deposit orreconned:ion 
fee, or both .. H'o wev,n, ;ou would loo entitled t o a 1pa}\ffient pl an fo r these also. 

Payment Pl1ans : If :,ou can"! 1pay the amount you o we in fu'II , p lease oontac:t us so we can try to wor1k out an installlment 
1payment agreement ;ou can a ffo rd . Proof o f a ll income a 1nd expenses is needed t o negotnate a fa 'ir and equila l>le 1pa,nient 
agreement. You may also wish to cons!il:ler ou~ levelizoo payment p lan ""1hidh evens out monthly p~ents throughout the 
~ar. If you wish, ;ou can go on the 1p1an w hen you s ign the 1paJITT!}ent agmement . 

Spec a l Arofectlons: Contact us iimrnediate,\y a t 1-'800-365-3234 iif any of the fo llowing a:p11Jlly: 

Med lea Emel"g8 nc f.os: If a medical docto r certifies that a medical emergency exists o r that you require life su;pport 
equ·pment , we must oontin ,ue sernce f or a t lleast 30 <fays . 

Eldel"ly, lbllnd, dlsabl d : If e.oeryone in your household is 62 or dlde1r, 118 o r ;ouoger , or bll ind o r disal>lecl and we 
a re unal>le to worik o ut a payment plan , we w ill oontac:t the Department o f S ocial Seivices and continue service fo 1r 

5 !business days w hile ;ou s lituation is reviewed. 

Hcat-:ro a · d service In wlm:cr : If lbetw,e,en Novemoo:r and Jl,p1ri l 15 the lloss o f heat-related serv1ioe us l'kely to 
cause a senious lleallth o r safe ty pmblem , we will refe r ;our case to Social Services and oon tinue se1Mioe du1ring 
thei~ review. 

Pu'b[lc Assllstanoo and SSII: li f ,ou receive p blicassistance o r SS ll loo:nefils , you may loo able to pievent a shut off 
by oontacting both us aoo S ocial Serv.ioes. 

If ;ou believe your m ill is wrong, 1p1ease contact ,us . N1ational Fuel has p rocedures for llandlWog oom1p1aints . Your seMioe 
wiill not be shut off ""1hile we in vestigate your b ill as llong as you 1pay the amount not in dispute and continue to 1pay a I M ure 
ll>ills . 

Bmcr g .ency Iii otll i'ne : If your sernoe has been, o r iis about to loo, s lhut o ff _}OU can call the PSC at the to ll-f ree Ho tli1ne, 
11~00-342~355, fo~help . The H:otliine is staffed fmm 7 ::30 am to 7 :30 pm on !business <fays. 

nattonaJ .fuei gas d'ts trlbutto.n -co,pomtto.n 


