
All customers of United Illuminating (UI), Southern Connecticut Gas (SCG) and
Connecticut Natural Gas (CNG) have certain rights and responsibilities. This 
notice explains how these apply to you, the customer, and provides contact 
information for our companies.

PAYING YOUR BILL
We are thankful for the opportunity to do business with you. You may pay your 
bill by mail or in person at any of our authorized walk-in payment agents. You 
may also pay online by visiting the UI, SCG or CNG websites. 

It is important to pay your bill on time. This bill is payable on receipt. If your 
payment is received after the Payment Due Date shown at the top of the bill, you
may be subject to a late payment charge and additional collection activities.

THIRD-PARTY NOTIFICATION
With proper authorization, we can send billing information and notices to 
another individual whom you designate. This person will not be responsible for
payment of the bill. Call your utility for more information.

PAYMENT ARRANGEMENTS
A Payment Arrangement can help some customers manage payments and pay 
down overdue balances. If you are unable to pay your bill, it is important that 
you speak with one of our customer representatives. If you enter into a Payment 
Arrangement and make payments as specified, it will prevent shut-o�. Current
payment arrangements may be renegotiated due to a change in financial
circumstances Per Conn. Agencies Reg. § 16-3-100(b)(3)(A). 

DISPUTING A PAYMENT ARRANGEMENT
If you are unable to reach a satisfactory Payment Arrangement with our customer
representative, you may ask to speak with a company Review Officer. If you 
disagree with a Review Officer’s decision concerning a Payment Arrangement, 
you may appeal within five days to the Connecticut Public Utilities Regulatory 
Authority (PURA). If you disagree with PURA’s decision, you may request a hearing 
before PURA. During your appeal, your service will not be shut o�, as long as you 
continue to pay your current and undisputed bill amounts during this period.

BILL COMPLAINTS
If you have a question or complaint about your bill, call us and speak to a customer
representative. If you are not satisfied, you have seven days to request that a 
company Review Officer review your dispute. The Review Officer will issue a de-
cision within 10 days. If you disagree with the Review Officer’s decision, you may 
request, in writing to PURA, within 10 days, that PURA further investigate your
dispute. If you disagree with the PURA report, you may request, within 10 days, 
a hearing by PURA to look into your billing dispute. We will not shut o� your ser-
vice for the reasons being disputed for as long as these dispute procedures are 
followed, provided you continue to pay current and undisputed bill amounts.

SHUT-OFFS
In some cases, failure to pay an overdue bill may result in disconnection of
service. Customers with delinquent payments will receive a separate Shut-O� 
Notice following the monthly invoice if the account remains unpaid more than 
33 days after the Statement Date. This notice will show the past due balance
and the due date for payment to avoid disconnection of service, which generally
must be at least 13 days from the date of the notice. If you receive a Shut-O� 
Notice, you should immediately make payment or contact us to establish a 
Payment Arrangement. Our representatives will work with customers to avoid 
disconnection, and we accept multiple forms of payment. 

If you have received a Shut-O� Notice and have not paid the amount you owe 
or established a Payment Arrangement as of the due date shown, you may be
disconnected at any time. However, to facilitate timely restoration of service, no
shut-o�s are carried out for electric and residential natural gas heating customers
on Fridays, weekends, state or federal holidays, the day before a state or federal
holiday, or any other day when the company’s Customer Care Center is not 
available. We also will not shut o� service while you are disputing your bill and
engaged in the dispute process, or if you have an active Payment Arrangement 
with the company, provided that current payments are being made (see “Bill 
Complaints” and “Payment Arrangements”).

If your service is shut o�, full payment of the past-due amount, plus a 
reconnection fee, may be required before service can be restored. We work to
reconnect service with the first available appointment.

WINTER PROTECTION (NOVEMBER 1 TO MAY 1)
Winter Protection prevents shut-o� between November 1 and May 1 for 
residential electric and gas heating customers who qualify for hardship status
(see “Hardship Defined”). To determine your eligibility for hardship status, 
speak with one of our customer representatives. You will be required to provide 
proof of hardship status within 13 days of your claim. To continue to receive 
service after May 1, you must arrange for payments on past-due amounts and 
make sure that your arrangements are up to date as of May 1 (see “Payment
Arrangements”).

Winter Protection does not release you from your financial obligation to pay 
the balance due on your account, nor does it protect your account from normal
collection activities (see “Paying Your Bill”).

HARDSHIP DEFINED
Connecticut law defines hardship as a customer who lacks the financial resources 
to pay for the entire electricity or natural gas bill, including (but not limited to):

• Those receiving local, state or federal public assistance, including: Aid to the 
Blind, Aid to Families with Dependent Children, Old Age Assistance, Aid to 
the Disabled, Medicaid, Food Stamps, Supplemental Security Income, General
Assistance and those whose major source offinancial support is derived from
Social Security, Veterans Administration or Unemployment Compensation
benefits.

• Those who are heads of households and unemployed, and where household
income is less than 300% of the poverty level.

• Those whose incomes fall below 125% of the poverty level as determined by
the federal government.

• Those whose circumstances threaten a deprivation of the necessities of life 
for themselves or dependent members of their households if payment of a 
delinquent utility bill is required. Necessities of life include (but are not limited 
to) food, clothing, shelter, medical expenses and heat.

MEDICAL PROTECTION
You may be eligible for medical protection status if anyone in your home is seriously
ill or has a life-threatening situation, and you are facing having your natural gas or
electrical service shut o�. To establish this, have your physician/APRN or representative
call us before the due date shown on the bill that accompanied your Shut-O�
Notice. We will fax or mail a medical certification form to your physician/APRN,
which must be completed and returned to the utility within seven days. You
must continue to pay current bills and arrange for payment of past-due amounts
while service is continued.

If a physician/APRN certifies that someone in your home has a serious illness, your
electrical or natural gas service will be protected from shut-o� during the period
of serious illness, as certified by your physician/APRN, between November 1 and May 
1 (see “Winter Protection”). In addition, if the physician/APRN certifies that the medical 
condition is life-threatening, your service will not be shut o� at any time during
the period certified by your physician/APRN. You will only be protected from shut-o�
during the period certified by your physician/APRN. At the end of this period, we will
send you a new certification form that you must have completed by the physician/APRN 
to continue to be protected from a shut-o�. Please note that state regulations
allow UI, SCG and CNG to contest a physician/APRN’s certification.

Medical protection status does not release you from yourfinancial obligation to
pay the balance due on your account or from normal collection activities (see
“Paying Your Bill”).

TENANTS
If you are a tenant and have an individual meter for your premises, but your
landlord pays the gas or electric bill, you may establish service in your own name
if your service becomes subject to termination. You are not liable for the amount
owed by the landlord, and you are legally entitled to deduct your gas or electric 
bill payments from your rent. If, on the other hand, the building has a master
meter serving more than one tenant and a landlord’s account becomes subject 
to termination for non-payment, the utility will not terminate service. Instead, it
will petition the court to establish a receiver of rents who will pay the bill.

YOUR RIGHTS: Important Information About Your Service

Phone: 800.722.5584
(800.7.CALL.UI)

Customer Service Hours: 
7 a.m.-7 p.m. Mon.-Fri;
Automated Phone Lines: 24/7
uinet.com

Phone: 800.659.8299
Emergency: 800.513.8898
Customer Service Hours: 
7:30 a.m.-6:30 p.m., Mon.-Fri. 
Automated Phone Lines: 24/7
soconngas.com

Phone: 860.524.8361 (Hartford) 
203.869.6900 (Greenwich)

Emergency: 866.924.5325
Customer Service Hours: 
8 a.m.-6 p.m. Mon.-Fri.
Automated Phone Lines: 24/7
cngcorp.com

CONTACT US:

PUBLIC UTILITIES 
REGULATORY AUTHORITY 
(PURA)
You can write to PURA at
10 Franklin Square
New Britain, CT 06051,
or call toll-free: 800.382.4586
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