Welcome to Ul's Neighborhood

Your Rights, Your Responsibilities

IMPORTANT INFORMATION ABOUT YOUR ELECTRIC SERVICE

As a Ul customer, there are certain rights and responsibilities you
have for the electric service we provide. This pamphlet explains
procedures and your rights relating to Ul service.

WHEN TO PAY YOUR Ul BILL

Your Ul bill is due and payable when you receive it. If you are
unable to pay your bill, please call our Collections Department at
1-800-442-5004.

PAYMENT ARRANGEMENTS

We will make every effort to help you pay your Ul bill. But
your electricity may be shut off if you do not pay the Balance
Forward (BF) part of your bill in full or if you do not make
payment arrangements with us.

If you are not able to meet your payment arrangement, the
best step you can take is to contact our Credit and Collection
Department and we'll take your special circumstances into
account. Ul employees that may be assigned to disconnect your
service are not permitted to accept bill payments.

If your service is off for non-payment, full payment of the past-
due amount plus a reconnection fee may be required before
service can be restored. Service is normally restored within 24
hours.
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Residential electric bills are subject to a Late Payment Charge
(LPC) of 1.25% per month if payment is not received in full by
the due date on Ul's monthly statement. The purpose of the LPC
is to encourage the prompt payment of electric bills to keep
costs down and prevent late payments from becoming a burden
on Ul's customers who pay on time.

RESIDENTIAL LATE PAYMENT CHARGE

BILL COMPLAINTS

If you have a question or complaint about your bill, call a Ul
Customer Service Representative.

After discussing your billing problem with us, if you are not
satisfied, you have 7 days to request that a Company Review
Officer review your problem. The Review Officer will give you a
decision within 10 days.

If you do not agree with the Review Officer’s decision, you may
request in writing, within 10 days, that the Department of Public
Utility Control (DPUC) investigate your problem further. You

can write the DPUC Consumer Assistance Division, 10 Franklin
Square, New Britain, CT 06051, or call toll-free, 1-800-382-4586.

If you do not agree with the DPUC report, you may then reqguest,
within 10 days, a hearing by the DPUC into your billing matter.

Ul will not shut off your electricity while you are in the process
of appealing. You must, however, continue to pay current and
undisputed bill amounts.

REVIEW OFFICER

A delinguent account is often brought up to current status
using a special payment arrangement. If you are a residential
customer and you are not able to reach a satisfactory payment
arrangement with us, you may request to speak to a Company
Review Officer. If you do not agree with the Review Officer’s
decision, you may appeal. Please see Appeal Process.



MEDICAL HARDSHIP

If anyone in your home is seriously ill, has a chronic medical
condition, or uses life support equipment, Ul can help when you
are in danger of having your electricity shut off. Simply have
your doctor or representative call us before the date shown
on the bill which accompanies a shut off notice. Your doctor
must also send Ul a written notice within 7 days, telling us
the nature and length of the illness. If the length of the illness
is not specified, you are required to renew a serious illness
report every 15 days. You must continue to pay current bills
and arrange for payment of past due amounts while service
is continued. State regulations provide that Ul can contest the
seriousness of the illness.

SHUT OFF WARNING

Your service may be disconnected at any time if your last bill
carried an overdue balance, was accompanied by a shut off
notice due date and you didn't make payment arrangements. If
you dispute your bill you may appeal. We will not shut off your
electricity while you are in the process of appealing. You must,
however, continue to pay current and undisputed bill amounts.
Please see Appeal Process.
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Cold Weather Protection

Heat-related service is vital to maintaining your safety and
comfort during winter months. We will not turn off your
electricity between November 1 and May 1 if you qualify for our

winter protection program.

To be sure of qualifying for protection status, please call a
Ul Customer Service Representative. You will be required to

provide proof of hardship within 13 days of your claim.

To continue receiving service after May 1, you should arrange
for payments on past due amounts and make sure that your
arrangements are up-to-date on May 1. If you are a residential
customer and you are not able to reach a satisfactory payment
arrangement with us, you may request to speak to a Company
Review Officer. If you do not agree with the Review Officer’s

decision, you may appeal. Please see Appeal Process.

Appeal Process

If you disagree with a Review Officer’s written report concerning
a payment arrangement, you may appeal within 5 days to the
DPUC’s Consumer Assistance Division. If you disagree with the
Division’s decision, you may ask for a hearing. During the time
you are appealing a payment arrangement, your service will not
be shut off. You must, however, continue to pay your current bill

during this period.



