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SERVICE AREA

The territory authorized to be served by this Company and to which this tariff applies is as follows:

A

B.

City of Nashua, N.H.

Limited area in Merrimack, N.H., bounded on the south by the Nashua-Merrimack line, on
the east by the Merrimack River, on the north by the northerly property line of Anheuser-
Busch, extended from the Merrimack River to the F. E. Everett Highway and on the west
by the F. E. Everett Highway (See Commission Order #9679 in DE5551).

Limited area in Hollis, N.H., bounded on the east by the City/Town line of Nashua and
Hollis and on the west, north and south by the easterly shore of the Nashua River (See
Commission Order #18,998 in DE 88-001).

Limited area in Bedford, N.H. consisting of the northwest quadrant (See Commission Order
#20,913 in DE 92-185), area formerly served by the Bedford Water Company (See
Commission Order #20,043 in DE 90-116), a large portion of the remaining unfranchised
portion of the Town of Bedford (See Commission Order #22,054 in DR 95-361), limited area
in Bedford, NH formerly served by Manchester Water Works (See Commission Order
#25,300 in DW 11-198).

The entire Town of Amherst including the Souhegan Woods Area. See Commission Orders
#20,670 and #20,764 in DR 92-177 and Commission Order #23,171 in DR 98-186.

Limited areas in Derry, N.H. including Richardson Estates {See Commission Order #18,685
in DE 86-300), Hi and Lo Estates (See Commission Order #18,952 in DE 87-122), Drew
Woods/Bliss Farms (See Commission Order #18,955 in DE 87-27), Hubbard Hill/Bellebrook
Estates (See Commission Order #19,135 in DE 87-132), Birchfields/BBI et al. (See
Commission Order #19,350 in DE 88-104), Glen Ridge Estates (See Commission Order
#19,503 in DE 89-028), Flintlocke Forest (See Commission Order #19,556 in DE 89-088),
Redfield Estates (See Commission Order #20,610 in DE 91-083), Maple Haven (See
Commission Order #20,808 in DR 91-220), Harvest Estates (See Commission Order
#25,297 in DW 11-191).

Limited area in Plaistow, N.H. including Twin Ridge (See Commission Order

#18,953 in DE 87-23), Sweet Hill (See Commission Order #23,100 in DR 97-218),
Northland Condominiums, the Valleyfield Townhouse Apartments, the Northland Mall and
the Beede franchise (See Commission Order #25,393 in DW12-109); and a limited

area in Newton, NH known as Victory Fuel, Inc. (See Commission Order #23,752 in

DW 01-001).

Limited areas in Milford, N.H. known as Great Brook Condominium (See
Commission Order #20,610 in DE 91-026), Ashley Commons (See
Commission Orders #19,885 and 20,202 in DE 89-239) and Badger Hill (See
Commission Order #23,670 in DV 00-285).
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SERVICE AREA, cont.
I.  Limited area in Epping, N.H. known as Glen Woodlands (See Commission

Order #20,808 in DR 91-068).

J. Limited area in Salem, N.H. known as Autumn Woods (See Commission Order
#22 532 in DE 97-021).

K. Limited area in Newmarket, N.H. known as Great Bay Water Company, Inc. (See
Commission Order #23,044 in DE 98-131).
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DEFINITIONS
Arrearage means any amount due to the Company for basic utility service which remains
unpaid after the due date printed on the original bill.

Basic Utility Service means any tariffed fee or rate that has been filed with and approved by the

“Commission”.
Commission means the New Hampshire Public Utilities Commission.
Company means Pennichuck Water Works, Inc., (the Company) a water utility

under New Hampshire statutes.

Complaint means an expression of dissatisfaction by a customer which the Company failed
to resolve to the customer's satisfaction after the intervention of a supervisory
employee of the Company.

Current Bill means the amount of money due to the Company for basic utility service,
including all applicable state and federal taxes, rendered in the most recent
billing period.

Customer means any person, firm, partnership, corporation, cooperative marketing

association, tenant, governmental unit, or a subdivision of a municipality, or the
State of New Hampsbhire.

Customer Service Pipe means that section of service pipe from the customer’s property line or
the curbstop to the meter.

Deactivated Account  means an account that has no usage and no payments for a period of
six months and the water is shut off at the street. The property is then
considered vacant, will be inactivated and will no longer billed until service
is re-established.

Disconnection means a technological function which occurs when a customer is physically
or effectively separated or “shut off’ from the Company service.

Due Date means the date no less than 25 days from the bill date when the bill is sent
electronically or via first class mail.

Financial Hardship means a residential customer has provided the utility with evidence of
current enrollment of the customer or the customer’s household in the
Low Income Home Energy Assistance Program, the Electric Assistance
Program, the Neighbor Helping Neighbor Program, the Link-Up and
Lifeline Telephone Assistance Program, their successor programs or
any other federal, state or local government program or government
funded program of any social service agency which provides financial
assistance or subsidy assistance for low income households based
upon written determination of household financial eligibility.
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Franchise

Late Payment

Main Pipe

Medical Emergency

Meter

Prime rate

Service Connection

Service Pipe

Tariff

Termination

Undue delay

DEFINITIONS cont.

means the right to conduct business as a public utility pursuant to RSA 374:22
and RSA 374:26.

means any payment made to the Company or its authorized agent after the due
date printed on the bill.

means the supply pipe from which service connections are made to
supply water to customer.

means a situation where the customer or member of the customer's
household has a physical or mental health condition. The condition is
such that the absence of utility service would become a danger to that
customer or household member. A certification must be issued to the
Company by a licensed physician, advanced practice registered
nurse, physician’s assistant or mental health practitioner as defined in
RSA 330-A:2, VII.

means a device installed by the Company to measure the amount of water
quantities to be used as a basis for determining charges for water service.

means the rate reported in the Wall Street Journal on the first business day of
month preceding the beginning of each calendar quarter, or the average of the
rates so reported on that day.

means the point of connection between the customer’s service line and
the utility’s service line.

means the pipe running from the main pipe to inside the cellar wall
of the customer's building or point of property entrance.

means the current schedule of rates, charges, terms and conditions filed by the
Company and either approved by the “Commission” or effective by operation of
law.

means a bookkeeping function which occurs when a customer’s account is
closed permanently.

means more than 3 business days from the date for which service was requested,
except during severe storms, heavy seasonal activity, and other similar
unforeseeable circumstances.
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TERMS AND CONDITIONS

SERVICE PROVISIONS (PUC 1203)

1. INITIATION OF UTILITY SERVICE (PUC 1203.01)

A. All applicants for service under the Company’s filed tariff may be required to make application to
the Company in writing, in accordance with the forms prescribed by the Company.

B. An applicant for service may initially make application to the Company orally. Written confirmation
of the oral application may be required by the Company to be made within 10 days.

C. The location to which an applicant requests service shall be:

1.

2,

Within the Company’s authorized franchise area; and
Equipped with existing utility facilities in compliance with local occupancy requirements.
The Company may charge for connection of service as specified in its tariff.

Upon compliance by an applicant with the application requirements, the Company shall
complete the service connection, where facilities exist, without undue delay.

Connection of service for which there is no tariffed rate of general application may be
rendered after review by and authorization from the commission of a special contract between
the Company and the applicant.

The Company shall not deny service to any otherwise qualified applicant based upon any of
the following characteristics: (a) Income; (b) Home Ownership; (c) Race; (d) Color; (e) Creed,
(f) Gender; (g) Marital status; (h) Age, with the exception of unemancipated minors;

(i) National origin; or (j) Disability.

D. The applicant shall be required to sign a Low Pressure or High Pressure agreement as a
condition of service when the following conditions exist:

1.

Low Pressure Agreement — A low pressure agreement is required when the average pressure
at the meter entrance under no flow conditions is less than 40 psig or the pressure variations
exceed 33% above or below the average operating pressure. When low pressure conditions
exist, the applicant shall install a water booster pump as a condition of receiving service.

High Pressure Agreement — A high pressure agreement is required when the average
pressure at the meter entrance under no flow conditions exceeds 80 psig. When high
pressure conditions exist, the applicant shall install a pressure reducing valve as a condition
of receiving service.
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TERMS AND CONDITIONS

2. INFORMATION TO CUSTOMER (PUC 1203.02)

A

Upon a customer's request, the Company shall provide information as to what might be the most
advantageous tariffed rate or rates available to that customer.

Upon a customer’s request, the Company shall provide a written description of the Company’s
method of reading meters and deriving billing therefrom.

The Company shall send to each of its customers a clear and concise statement of the rate
schedules applied for and indicate which schedules are applicable to that customer.

. The information required to be distributed to customers under (C) above shall be distributed

no later than 30 calendar days from the date of filing:

Upon application for service and not less than once each year, each customer shall be
provided with or notified of how to obtain a clear and concise statement of the existing
rate schedules:

The statements required by (C) and (E) above shall include the toll-free number of the
commission's consumer assistance department 1-800-852-3793.

All information required under PUC 1203.02 shall be provided in a particular foreign language
when 25% or more of the population within the Company’s service area speaks that particular
foreign language as its primary language. The determination of the percentage shall be made by
the commission based upon data obtained from the New Hampshire office of state planning.

At the time a customer contracts for private property construction involving installation or
maodification of utility services, the Company shall give written notice to the customer that if the
customer requests additional service from another utility additional charges to the customer from
the other utility might be charged.

3. DEPOSITS (PUC 1203.03)

A

As a condition of new residential service, the Company may require a deposit, direct debit
account, or a written guarantee as provided for in (B) below, in the following circumstances:

1. When the customer has an undisputed overdue balance, incurred within the last 3 years, on a
prior account with a water utility;

2. When the Company has successfully obtained a judgment against the customer during the
past 2 years for non-payment of a delinquent account for water utility service;

3. When the Company has disconnected the customer's service within the last 3 years because
the customer interfered with, or diverted, the service of the Company situated on or about the
customer's premises; or
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TERMS AND CONDITIONS, cont.

When the customer is unable to provide satisfactory evidence to the Company that he or she
intends to remain at the location for which service is being requested for a period of 12
consecutive months, as described in (a) below, unless he or she provides satisfactory
evidence that he or she has not been delinquent in his or her similar water utility service
accounts for a period of 6 months, in which case no deposit shall be required.

For purposes of paragraph (4) above, the following shall apply:

a. Satisfactory evidence of intent shall consist of a copy of the customer's deed, lease or
letter from a landlord; and

b. Satisfactory evidence of non-delinquency shall consist of oral or written statements by a
representative of the similar water utility service.

B. As a condition of existing residential service, the Company may require a deposit or a written
guarantee as provided for in (D) below, in the following circumstances:

1.

When the customer has received the following number of disconnect notices for non-payment
within a 12 month period:

a. For customers billed monthly: 4 disconnect notices for water service,
b. For customers billed every 2 months: 3 disconnect notices, and;
c. For customers billed quarterly: 2 disconnect notices for water service;

When the customer’s service has been disconnected for non-payment of a delinquent
account;

When the Company has disconnected the customer’s service because the customer
interfered with, or diverted, the service of the Company situated on, or delivered on or about,
the customer's premises; or

When the customer has filed for bankruptcy, including the Company as a creditor under the
filing, and the filing has been accepted, in which case the deposit requirement shall be in
accordance with 11 U.S.C. 366.

C. As a condition of non-residential service, the Company may require a deposit.

D. As part of any deposit request, the Company shall inform the customer, orally and in writing, of the
option to provide a third-party guarantee in lieu of deposit pursuant to (E) below or establish a
direct debit account pursuant to (F) below in lieu of a deposit.
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TERMS AND CONDITIONS, cont.
E. Inlieu of a deposit, the Company shall accept the irrevocable written guarantee of a responsible
party such as a social service organization, a municipal welfare agency, a bank, or a customer in

good standing of the Company as a surety for a customer service account, provided that any such
guarantee shall:

1. Be in writing;
2. Include the maximum amount guaranteed; and

3. Specify that the Company shall not hold the guarantor liable for the sums in excess of the
maximum amount guaranteed unless agreed to in a separate written agreement.

F. With agreement of both Company and the customer, establish a direct debit account whereby the
customer’'s payment shall be automatically debited from his/her bank account each month.

G. The responsible party assuring the guarantee referenced in (E) above shall be released from
liability and no further deposit shall be required from the customer at the point in time when all bills
have been paid without delinquency for 12 consecutive months for a residential customer and 24
consecutive months for a non-residential customer.

H. When a direct debit account is established in lieu of a deposit in accordance with (F) above. The
utility shall have the right to go back to the customer and request a deposit if the automatic
withdrawal from the customer's account fails for 2 successive months as a result of insufficient
funds in the customer’'s bank account.

I.  Any deposit required pursuant to PUC 1203.03 shall be subject to the following terms and
conditions:

1. The amount of deposit shall be:
a. No less than $10; and

b. No more than the charge for utility service for a period of 2 high-use months, calculated
as described below, exclusive of the highest-use month:

1. For new utility customers, high-use billing months shall be determined by estimation
based on the following:

() Customer information about the prior customer at that service address;
(i) Customer specific characteristics;

2. For current utility customers, high-use months shall be determined by either:
(I) Actual past bills from the prior 12 months, or
(i) If current use customers have less than 12 months of actual service, high-use
months shall be determined pursuant to (1) above;

2. All deposits shall accrue simple annual interest from the date of deposit to the date of
termination;

3. Interest shall accrue at a rate equal to the prime rate;

4. When a deposit has been held longer than 12 months, interest shall be paid to the customer
or credited to the customer's current bill not less than annually;
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10.

1.

TERMS AND CONDITIONS, cont.

The entire deposit plus interest accrued shall be refunded when all bills have been paid
without arrearage for 12 consecutive months for a residential customer and 24 consecutive
months for a non-residential customer;

With the agreement of the customer, deposits plus the interest accrued thereon may be
applied against the current bills until the balance of the deposit is exhausted,;

Upon termination of service, the deposit plus interest accrued less any amount due the
Company shall be refunded within 60 days of the date of termination;

The Company shall maintain a detailed record of all deposits received from customers
showing: (a) the customer's name; (b) the location of the service; (c) the date the deposit was
made; (d) the amount of the deposit; (e) the amount of interest accrued; (f) the date refunded
to the customer; and (g) any amount credited to the customer's account;

The record required by (8) above shall be maintained by the Company for a period of
3 years subsequent to refunding the customer's deposit;

Either by mail or in person, the Company shall provide each customer with a receipt
for any deposit containing, at a minimum: (a) the customer's name; (b) the location of
the service; (c) the date and amount of the deposit payment; (d) and a statement of
the terms and conditions governing the receipt, retention, refund, and payment of
interest, and the payment and refund of deposits, pursuant to PUC 1203.03;

The Company shall offer the customer the opportunity to pay the deposit in installments as
follows:

A. Except as otherwise negotiated pursuant to (B.) and (C.) below, payment shall be
in 3 monthly installments with the first payment due immediately, the second
payment due within 30 days, and the final payment due within 60 days, provided
that:

1. The first payment shall be for no more than the charge for one month's utility
service calculated as provided in PUC 1203.03 (L) (1) (b) ; and

2. The second and third payments shall be in equal installments of the remainder
due.

B. Nothing shall prohibit the Company from negotiating payment of the deposit over
a period longer than 3 months;

C. Nothing shall prohibit the customer from negotiating payment of the deposit over
a period shorter than 3 months; and

D. Payment of the deposit in installments shall not relieve the customer of the
obligation to pay the current bill in a timely manner.

E. The Company shall not require a residential customer to make a deposit or
furnish a guarantee as a condition of new or continued service based upon
income, home ownership, residential location, race, color, creed, gender, marital
status, age, or national origin or disability and shall make such requirement only
in accordance with PUC 1203.03.
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TERMS AND CONDITIONS, cont.

F. A customer may request a conference with the commission staff if he/she is dissatisfied
with the Company’s request for deposit, within 7 days from receipt of the Company's
request for deposit if he/she is dissatisfied with the Company’s request for deposit.

G. Service disconnection’s resulting from the enforcement of PUC 1203.03 shall be delayed
pending commission resolution of the customer's request for a conference pursuant to (F)
above.

H. As part of any deposit request, the Company shall inform the customer, orally and in
writing, of his/her rights and responsibilities as described in (F) above.

4. METER READING (PUC 1203.04)

A. The Company which uses meters shall read all service meters at regular intervals and on
the corresponding day of each meter reading period insofar as practicable within regularly
scheduled work days.

B. Estimated readings will be based on the customer’s historical available data.
1. When a meter reading is obtained and an actual quantity of water is determined, the
estimated quantity previously billed will be deducted from the total quantity used
during the period and a bill rendered for the remaining quantity.

2. Ifthe estimated consumption is greater than the actual meter reading a credit will be
issued to the customer’s account.

3. Bills rendered for service on an estimated basis shall have the same force and effect
as those based upon actual meter readings.
C. Specific rules regarding meter readings for these Utilities shall be found in PUC 600 for water
utilities.
5. IMPLEMENTATION OF RATE CHANGES (PUC 1203.05)
A. Unless the Company petitions the commission for a waiver, all rate changes, with the
exception described in (B) below, shall be implemented on the basis of service rendered

on or after the effective date of the approved rate change.

B. In the event of unbilled revenues as defined in (C) below, the Company may collect the
unbilled, unpaid balance only after:

1. Providing the commission with the information listed in (D) below; and
2. Petitioning in writing for and obtaining commission approval.

C. For purposes of this section, "unbilled revenues" means under collection of approved
rates due to failure on the part of the Company to implement the rate on its effective date.
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TERMS AND CONDITIONS, cont.

D. The Company seeking approval to collect unbilled revenues shall provide the commission
in writing, the following:

1.

2.

A description of the failure to bill;
An explanation of why the failure occurred;

The proposed time period over which the Company proposes to recover the unbilled,
unpaid balance and the Company’s rationale for same;

The impact on the monthly bills of customers; and

The number and percentage of customers included in the approved rate change who
are affected by the error.

E. The commission shall not approve collection of unbilled revenues unless the commission
determines that:

1.

2.

3.

The Company’s error was inadvertent;

The time period for collection of the unbilled revenues does not impose undue
hardship on ratepayers; and

The proposed collection meets the standards contained in RSA 378:7.

6. BILL FORMS (PUC 1203.06)

A. This section shall apply to water utilities.

B. Bills shall be rendered at regular intervals.

C. Bills shall indicate at a minimum:

1.

The date of the current meter reading;

The current meter reading;

The prior meter reading;

Any applicable penalty date;

The approximate date of the next meter reading;
All factors necessary to compute the charges;

The charges;
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8. The Company's customer service phone number;
9. A statement that customers should call the Company regarding billing questions; and

10. A statement that customers may call the commission for further assistance after first
attempting to resolve disputes with the Company.

D. Bills for residential and non-residential service customers shall include one of the
following:

1. Summary of the current applicable rate; or

2. Notice that a printed copy of the current applicable rate shall be furnished upon
request.

E. Bills shall be delivered via first class mail or via an electronic billing system when elected
by the customer.

F. The Company shall keep an accurate account of all charges for service billed to each
customer and shall maintain records showing information from which each bill rendered
may be readily computed.

G. Upon request of a customer, the Company shall provide the customer with a clear and
concise statement of the actual consumption of service by the customer for each bitling
period during the prior year.

7. PAYMENT ARRANGEMENTS (PUC 1203.07)

A. With the exception stated in (B) below, when a residential customer is unable to pay the
total arrearage due, the Company shall continue to provide service to the customer if the
customer agrees to a payment arrangement wherein the customer shall:

1. Pay a reasonable portion of the arrearage as agreed by the customer and the
Company;

2. Pay the balance of the arrearage in reasonable installments as agreed to by the
customer and the Company; and

3. Pay the current bill and all future bills by the due date printed on the bill.

B. When a residential customer is unable to pay the total arrearage due and the Company
has been notified that a medical emergency exists pursuant to PUC 1205, the Company
shall continue to provide service to the customer if the customer agrees to a payment
arrangement wherein additional flexibility is built into the payment arrangement, including
but not limited to negotiating a flat monthly payment, for application to both the arrearage
and the customer's current bill.
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C. In deciding upon the reasonableness of a payment arrangement, the customer and the
Company shall consider the:

1. Size of the arrearage;

2. Estimated size of the customer's future monthly bills;

3. Customer's payment history;

4. Amount of time that the arrearage has been outstanding;

5. Reasons why the arrearage is outstanding and whether those reasons will or will not
continue during the course of payment; and

6. Customer's ability to pay.

D. For an arrearage resulting from a non-registering meter, inaccurate meter, meter reading
error, or a reconciliation between estimated billings and actual usage, the payment
arrangement shall extend for a minimum period of time equal to the period of time for
which the error is being re-billed.

E. For billing adjustments due to specific meter inaccuracies PUC 605.05(b) shall apply.

F. The Company may require payment at shorter than monthly intervals if the payment
arrangements are made in lieu of disconnection or upon reconnection without a deposit.

G. The Company shall confirm ail payment arrangements in writing and issue a copy to the
customer by mail or by hand within 5 business days of the date the arrangement is made.

H. Written confirmation, pursuant to (G) above shall include a statement that:

1. Failure to comply with the payment arrangement can result in disconnection without
further notice; and

2. The customer can contact the commission's consumer assistance department if the
customer disagrees with the confirmation.

I.  The purpose of written confirmation as required by (G) above shall be to assure the
customer of an opportunity to review and verify the terms of the payment arrangement.

J.  The Company shall not disconnect any customer for failure to comply with a payment
arrangement which has not been timely confirmed in writing and received by the
customer. For purposes of this section, receipt by the customer of a mailed confirmation
shall be presumed 3 calendar days subsequent to mailing, or the actual date of delivery
when known.
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TERMS AND CONDITIONS, cont.

K. The Company may disconnect without additional notice any customer for failure to comply

with a properly confirmed payment arrangement, except as provided for in PUC 1204 and
PUC 1205.

A customer may make payments pursuant to a properly confirmed payment arrangement
to an authorized agent of the Company.

At the conclusion of every payment agreement negotiation, the Company representative
shall advise the customer that he/she may contact a member of the commission's
consumer assistance department for review of the reasonableness of the arrangement
offered by the Company.

The commission's consumer assistance department shall waive the requirement of PUC
1203.07(A)(1) and (A)(3) if it considers that requirement overly burdensome in the
circumstances.

8. PENALTIES AND CHARGES (PUC 1203.08)

A

Subject to the following requirements, the Company may charge and collect a late
payment charge for overdue bills of all non-financial hardship customers:

1. The late payment charge on any overdue bill issued in accordance with the
Company's tariff shall not exceed the monthly rate set forth therein,

2. A late payment charge may be imposed only after the due date printed on the bill; and

3. The date of payment to the Company’s authorized agent shall be considered the
payment date for purposes of this section.

The Company may impose a charge on a customer account whenever a check or draft
presented for payment of service is not accepted by the institution on which it is written.

The amount of the charge permitted by (B), above, shall be the greater of $5 or the actual
administrative cost of recovery.

A customer claiming financial hardship under this section shall provide evidence of
financial hardship to the Company on an annual basis.

9. COMPLAINTS BY CUSTOMERS (PUC 1203.09)

A

The Company shall make a full and prompt investigation of customer complaints made
either directly to the company or through the commission.

A record of complaints received shall be kept by the Company for at least 2 years.
The record of each complaint shall show:

1. The name, address, and telephone number, if known and available, of the
complainant;
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2. The date and character of the complaint; and
3. The resolution of the complaint, if any.

D. Pursuant to RSA 365:2, the commission shall send to the Company a copy of written
complaints it receives.

10. TERMINATION OF SERVICE (PUC 1203.10)

A. The Company may require a customer to provide reasonable notice of intent to terminate
service as follows:

1. The period of the notice required by the Company pursuant to (A) above shall not
exceed 4 business days; and

2. Until expiration of the notice period, the customer shall be responsible for all charges
incurred for service.

11. DISCONNECTION OF SERVICE (PUC 1203.11)

A. Except in the circumstances described in PUC 1203.07(k) or listed under (3) below, the
Company shall give proper notice of disconnection as follows:

1. For purposes of this section, proper notice of disconnection to a residential or non-
residential customer shall consist of written notice setting forth the information listed
in (2) below, postmarked 14 days prior to the proposed date of disconnection;

2. Proper notice of disconnection shall set forth in clear, concise, and conspicuously
printed words the following information:

a. The name and mailing address of the customer;

b. The service address, if different from the mailing address,

c. The account number;

d. The proposed date of disconnection of service,

e. A conspicuous statement that the notice of disconnection may be disregarded if
t’]hzeogfjos;c;)mer has negotiated a current payment arrangement pursuant to PUC

f. The reason for the disconnection of service;

g. The possible consequences of disconnection, such as deposit requirement,
reconnection fee, and/or any other similar consequences;
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h. The address and telephone number at which the customer may contact the
Company;

i. The toll-free telephone number of the commission's Consumer Assistance
Department, which is: 1-800-852-3793,;

j.  The method by which the customer may question or contest the disconnection
notice, preceded in conspicuous type by the words "Important Notice--Your
Rights"; and

k. The statement or a statement of substantively consistent with the statement:
“MEDICAL EMERGENCY" — if you believe that a medical emergency exists in
your home or would exist if your service were to be disconnected, you may be
protected from disconnection. Please call the Company at 1-800-553-5191 for
more information; and

I.  Any additional data which the Company deems pertinent;

3. Proper notice to a residential or non-residential customer shall not be required if the
Company both notifies the commission of the disconnection within 48 hours of the
disconnection and one of the following conditions exists:

a. The customer has obtained utility service in an unauthorized manner or used
utility service fraudulently;

b. The customer has clearly abandoned the property as demonstrated by the fact
that the service address premises have been unoccupied and vacant for a period
of 60 days;

c. A condition dangerous to the health, safety, or utility service of others exists; or
d. Clear and present danger to life, health, or physical property exists;

4. The requirements of (3) above shall not impose a duty on utilities to know of any
dangerous condition, nor to insure against any such condition; and

5. The notification to the commission required in (3) above shall not apply where the
disconnection has occurred at the request of municipal officials such as fire, police, or
other public safety departments.

B. Except as limited by (C) below and PUC 1204 and 1205, the Company may disconnect
service to a residential customer after proper notice if any one of the following
circumstances exists:

1. When the customer has failed to pay an arrearage after proper demand therefor;

2. When the customer has failed to pay a deposit request, establish a direct debit
account, or to provide an acceptable third-party guarantee in lieu of the deposit
pursuant to PUC 1203.03;

3. When the customer has failed to pay the bill or to enter into a payment arrangement
for payment of the bill on or before the due date printed on the bill; or

4. When the customer refuses access to the residential premises for a necessary
inspection of utility property, including but not limited to the reading of meters.
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C. The Company shall not disconnect a residential customer's service and a notice of
disconnection shall not be sent to a residential customer if any of the following conditions
exist:

1.

2.

The customer's arrearage is less than 60 calendar days outstanding and is less than
$50.00; or

The unpaid bill results from other than basic utility service, such as merchandise,
appliance sales, or repairs;

A municipal welfare office has guaranteed payment of current bills on behalf of the
customer, pursuant to the town's public welfare obligations under RSA 165 and the
customer agrees to enter into a reasonable arrangement for repayment of the amount
in arrears pursuant to PUC 1203.07; or

The arrearage is for prior residential service furnished in the name of someone other
than the customer of record unless:

a. The customer of record and the above mentioned person other than the customer
of record resided together at the address where the arrearage was incurred,

b. Both that person and the customer of record received the benefit of the Company
service;

c. Both that person and the customer of record reside together at the current service
address and receive the benefit of the current utility service; and

d. The person other than the customer of record refuses to enter into a payment
arrangement subject to all the provisions of PUC 1203.07.

D. The Company may disconnect service to a non-residential customer after proper notice if any
of the following conditions exist:

1.

The customer has failed to pay any arrearage remaining unpaid after proper demand
therefor;

The customer has violated any tariff provision;

The customer has failed to pay a properly requested deposit, establish a direct debit
account, or to provide an acceptable third party guarantee; or

The customer refuses access to the premises for a necessary inspection of utility
property, including but not limited to the reading of meters.
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E. Upon receipt of the notice of disconnection, a customer may request and the Company
shall grant a conference with the Company prior to the proposed date of disconnection
specified on the notice, as follows:

1. The Company shall not be required to grant a conference with a customer whose
request for a conference is made on the proposed disconnect date, although the
Company may grant one;

2. A customer whose request for a conference is made either one or 2 days prior to the
proposed disconnect date shall be entitled to a conference no later than 3 business
days after the request; and

3. Service shall not be disconnected prior to the latest of the following:
a. 5 business days after the conference; or

b. 5 business days after the postmarked date of the Company’s written decision
relating to the conference; or

c. The proposed date of disconnection specified in the disconnect notice.
F. The conference requested pursuant to (E) above shall consist of:

1. A meeting between the customer and the Company conducted either in person or by
telephone in accordance with the customer's preference;

2. Discussions between the customer and the Company relating to the disconnect
notice; and

3. An agreement that the Company shall notify the customer of a resolution to the
dispute by a date certain.

G. The Company shall make a memorandum regarding the outcome of each conference.
Should a conference with the commission staff be requested, pursuant to (J) below, the
Company shall forward a copy of the conference memorandum to the commission and to
the customer.

H. During the conference, the Company shall inform the customer of the customer's right to
request a conference with the commission staff if the customer is dissatisfied with the
outcome of the conference, pursuant to () below.

[.  Arequest for a conference with the commission staff shall be made as follows:

1. The customer's request for a conference with the commission staff shall be made
before the date of the proposed disconnection or within 5 business days after
issuance of the Company’s notification to the customer of a resolution to the dispute
as described in (F), whichever is later; and

2. The customer's request shall be made to the commission in writing, in person, or by
telephone.
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J. Failure to request a conference with the commission staff within 5 business days after
issuance of the Company’s notification of resolution shall result in implementation of the
Company's decision pursuant to the conference with the Company.

K. The commission shall notify the Company of the customer's timely filed request.

L. If a customer requests a conference with the commission staff, the Company shall
continue service to the customer until such time as the commission staff determines

whether the disconnection is justified pursuant to these rules.

M. During the conference with the commission staff, the commission staff shall inform the
customer and the Company of the following:

1. The customer or the Company may request a hearing before the commission, if
dissatisfied with the outcome of the conference; and

2. The staff shall request a hearing before the commission when it determines that
issues remain which require resolution by the commission.

N. Unless special arrangements are made with the customer, the Company shall only
disconnect service to its residential customers from 8:00 am to 3:30 pm, Monday through
Thursday.

0. The Company shall not disconnect service to its residential customers during the time
specified by (N) above if the proposed disconnection would occur on:

1. A state or federal holiday;
2. The day preceding a state or federal holiday;
3. A day the commission is closed to the public; or
4. The day preceding a day the commission is closed to the public.
P. Unless special arrangements are made with the customer, the Company shall only
disconnect service to its non-residential customers from 8:00 am to 3:30 pm Monday

through Friday.

Q. The Company shall not disconnect service to its non-residential customers during the
time specified by (P) above if the proposed disconnection would occur on:

1. A state or federal holiday; or
2. A day the commission is closed to the public.

R. The Company shall have 8 business days from date of proposed disconnect in which to
implement the disconnection.
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S. Before disconnection of residential service, the Company employee disconnecting the service
shall notify an adult occupant of the premises or leave a written notice if no adult is at the
premises. The notice shall include information as to how the customer may be reconnected;
the address and telephone number at which the customer may contact the utility; and the
toll-free telephone number of the Commission’s Consumer Affairs Division.

T. When the Company sends an employee to a residential customer's premises for the purpose
of disconnecting service and the customer tenders payment of the past due amount in full to
prevent disconnection, the employee shall act as follows:

1. The Company’s employee shall accept the payment, provide the customer with a
receipt, and leave the service intact as long as the following is true:

a. The employee shall know the full past due amount to be paid to bring the
customer's account current;

b. The employee shall not be required to make change; and
c. The employee shall not be required to negotiate payment arrangements; or

2.  Without disconnecting the customer's service, the Company’s employee shall direct
the customer to go immediately to the Company’s nearest office or payment agency

and tender payment there; or

The Company may charge for collection of payment at the customer's premises in
accordance with the Company’s tariffs on file with the commission.

The Company shall not be required to follow the procedures described in (T) above more
than 2 times in a 12 month period.

The commission shall impose a moratorium on disconnection of service when there
exists an imminent peril to the public's health, safety or welfare.

The Company shall maintain records showing the:
1. Number of disconnection notices sent out annually; and

2. Annual number of and reasons for actual disconnections.

12. DISCONNECTION OF SERVICE IN RESIDENTIAL TENANT/LANDLORD SITUATIONS.
(PUC 1203.12)

A.

This section shall apply to water utilities:
1. Situations where the landlord is the Company’s customer of record.

"Tenant", for purposes of this section, means a person who rents and occupies a room in
a rooming house or a person who rents and occupies a dwelling unit, in a building or
mobile home park owned by another, consisting of contiguous living, sleeping, kitchen
and bathroom facilities for the exclusive use of that person and his or her immediate
family. Tenant specifically excludes a person who rents a unit for short-term, vacation, or
recreation purposes.
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C. Except in the circumstances listed under (E) below, no utility shall disconnect service to a
customer if any part of the service provided accrues to the benefit of one or more parties
known by the Company to be residential tenant(s) as defined in (B) above, unless the
Company gives written notice to those tenants pursuant to (D) below.

D. Written notice of disconnection shall set forth:

1. The date on or after which the Company proposes to disconnect service;

2. A statement that the reason for disconnection is a dispute between the Company and
the landlord;

3. A statement that the tenant should contact the fandlord for more information
regarding the dispute;

4. A statement that the tenant has a right to put service in his or her own name and
thereby become the customer of record pursuant to (H) below;

5. An address and telephone number at which the tenant may contact the Company;
and

6. The toll-free telephone number of the commission's Consumer Affairs Division.

E. The Company may disconnect service without giving notice to tenants in the following
circumstances:

1. When necessary to avoid danger to life, health or property; and

2. Upon the order of a duly constituted public authority such as police, firefighters, public
health officers, and building inspectors.

F. Immediately upon learning that a tenant has been erroneously disconnected without
notice, the Company shall reconnect service at no cost to the tenant and shall proceed
with proper notice pursuant to this section.

G. Delivery of written notice shall be made on the tenants at least 10 days in advance of the
proposed disconnection in the following manner:

1. By posting a conspicuously lettered notice at least 10 days prior to the proposed date
of disconnection in a common area or such other place within the building or mobile
home park as is likely to receive the attention of the tenants; and

2, In addition to (1) above, the Company shall choose to deliver written notice by one of
the following methods:

a. Posting or hanging the notice on the front or back door of each tenant's dwelling
unit;

b. Sliding the notice under the front or back door of each tenant's dwelling unit; or
c. By mail which is postmarked not less than 14 days prior to the proposed date of

disconnection and addressed to each tenant by name or to the "occupant” of
each affected dwelling unit.
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H. The Company shall provide service to a tenant in the tenant's own name as customer of
record if so requested, subject to the terms and requirements of the Company'’s tariff and
this chapter, without requiring the tenant to pay any part of the landlord's past due balance
as a condition of receiving service.

13. CONFERENCE TO MEDIATE COMPLAINTS OTHER THAN DISCONNECTION
COMPLAINTS (PUC 1203.17)

A. A conference may be held between and among the customer, the Company and the
Commission’s Consumer Affairs Division when prior discussion between and among the
aforementioned parties have failed to yield a satisfactory resolution to the complaint.

B. A conference may be held at the request of the customer, Company or Commission Staff
provided that no violations of commission rules or the Company’s tariff exist or if efforts to
otherwise mediate the complaint are not appropriate, the commission shall deny the
request for a conference.

C. The Company shall inform the customer of his/her right to request a conference with the
Commission Staff.

D. A conference shall be scheduled at the convenience of the customer during normal
business hours but shall be held no more than 15 business days from the date of the
request.

E. A report of the outcome of the conference shall be prepared by the Commission Staff and
provided to all parties within 10 business days of the conference.

F. If the Company or the customer does not agree with the outcome of the conference, the
party not in agreement may request a hearing before the Commission.

G. The Company shall disconnect service for non-payment of any disputed amounts until
final resolution of the conference or hearing.

14. MEDICAL EMERGENCY RULES (PUC 1205)

A. A medical emergency certification, in conjunction with a payment arrangement for any
past due balances in accordance with PUC 203.07, shall be sufficient to protect a
customer’s account from disconnection of service so long as the customer complies with
the terms of the payment arrangement and follows the requirements for renewal of the
certification upon its expiration, as indicated in (F) below.

B. A medical emergency certification shall be valid for the period of time designated by the
licensed physician, licensed advanced practice registered nurse or licensed physician’s
assistant or mental health practitioner as defined in RSA 330-A:2, VII, provided the
certification is for no less than 90 days and no more than one year.

C. There is no limit on the number of times a medical emergency certification may be
renewed consistent with (B) above.
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D. Oral notification of the existence of a physical or mental health condition which would
become a danger to the physical or mental health of the customer or household member
may be provided to the Company by the customer and shall be sufficient to protect a
customer's account from disconnection of service provided:

(1) Certification as described in (E) below from a physician, advanced practice
registered nurse, physician’s assistant or mental heaith practitioner is received
within 15 calendar days; and

(2) Any prior oral notification made within the past 6 months has been verified
through certification as described in (E) below.

E. Certification of a medical emergency by a physician, advanced practice registered nurse,
physician’s assistant or mental health practitioner shall:

(1) Contain a statement to the effect that the customer or identified member of the
customer’s household has a physical or mental health condition which would
become a danger to the customer’s or household member’s physical or mental
health should the water service be disconnected;

(2) Be in writing, which includes any electronic communication, or be made by
telephone with written or electronic confirmation, received by the Company within
15 calendar days of the telephoned certification;

(3) Contain licensing information for the physician, advanced practice registered
nurse, physician’s assistant or mental health practitioner; and

(4) Indicate the use of any life support equipment by the customer of identified
member of the customer’s household.

F. Allrenewals of medical emergency certifications shall comply with (B) and (E) above.

G. The medical emergency certification may be made through the completion of a form
provided by the Company or another written or electronic format provided such other
format complies with the provisions of (E) above.

H. Upon being notified of the existence of a medical emergency in accordance with (D) and
(E) above, the Company shall inform the customer in writing of the following:

(1) The customer’s continuing obligation to pay for service;

(2) The requirement to enter into and comply with a payment arrangement consistent
with PUC 1203.07 as a condition of the medical emergency certification;

(3) That failure to comply with any payment arrangement entered into with the
Company will result in disconnection of service:

(4) The option to designate a third party contact for communications with the
Company regarding billing and other matters related to the customer’s account;
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(5) The customer’s responsibility to renew any medical emergency certification on a
timely basis to ensure continued service; and

(6) The need for the customer to plan for power outages that might occur.

I. If certification of a medical emergency has not been provided within 15 days of receipt of
oral notice from a customer or the physician, advanced practice registered nurse,
physician’s assistant or mental health practitioner that a medical emergency would exist if
water service were disconnected, the Company shall send a reminder notice to the
customer advising that such certification must be received within 15 days of the date of
the reminder or disconnection will occur on a specified date at least 16 days from the date
of the reminder notice.

J. Provided the reminder notice described in (I} above contains the information required in
PUC 1203.11(b)(2), the Company shall not be required to send a separate notice of
disconnection.

K. If the Company does not receive written or electronic certification of the medical
emergency with the time period in (l) above, the Company may disconnect service in
accordance with PUC 1203.11.

L. The Company shall not disconnect service to a customer who has provided current
verification of a medical emergency and is complying with a payment arrangement.

M. If a customer does not enter into a payment arrangement or does not comply with the
terms of a payment arrangement negotiated in accordance with PUC 1203.07, the
Company may seek permission to disconnect service to the customer.

N. When requesting permission from the Commission to disconnect service, the Company
shall provide the Commission with the following information: the customer name, the
service address, the customer’s account number, the requested date of disconnection,
the history of the medical emergency certifications on the account, the amount of the
arrearage, the amounts and dates of the last 3 payments received by the utility, the
amount and date of the next anticipated payment, if known, the last 12 months of billing
and payment history, a summary of collection activities on the account, the number of
children in the household under the age of 5, if known, the number of household
members over the age of 65, if known, the existence of any financial hardship, if known,
as documented on an annual basis by the customer claiming financial hardship, and any
other information the Company deems pertinent.

0. When the Company seeks commission authorization to disconnect service pursuant to
this section, it shall notify the customer in writing of its request and provide a copy of the
request for autharization at the same time.

P. Notwithstanding any other rule to the contrary, the Commission shall not approve
disconnection of service to customers with a current medical emergency certification
when the customer has made a good faith effort to make payments towards the Company
bill.

Q. The Commission shall provide an opportunity for the customer to respond to the
Company's request for disconnection under this section.

R. The Commission's decision on the Company’s request to disconnect under this rule shall
be in writing and sent to the Company and the customer.
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Upon approval by the Commission of disconnection, the Company shall provide notice to
the customers as required in PUC 1203.11 prior to disconnection service.

Thirty days prior to the expiration of the medical emergency certification, the Company
shall send a reminder notice to the customer advising that, if a medical emergency still
exists, the certification of a medical emergency must be renewed. The notice shall include
the date by which the certification must be renewed.

Upon the expiration of a medical emergency certification, the Company shall notify the
customer that the medical emergency certification has expired and the customer’s
account will no longer be medically protected. Such notice shall also indicate the balance
due, if any.

Notice provided in (U) above shall include a statement directing the customer to contact
the Company immediately if the previously certified medical condition continues to exist.

The Company is required to follow the steps set forth in this section one time within the 9
months period following the expiration of the medical emergency certification.

The issuance of any notice of disconnection shall be done in accordance with PUC
1203.11(g) and content of the notice shall comply with the provisions of PUC 1203.11(b).

The notice of disconnection shall provide contact information for both the Company and
the Commission’'s Consumer Affairs Division.

15. RECONNECTION OF SERVICE (PUC 1203.13)

A

B.

C.

D.

When the cause for a disconnection has been removed, the Company shall reconnect
service upon the customer's request.

When the cause of the disconnection is failure to pay an arrearage, the Company shall
reconnect service when:

1. All the arrearages have been paid; or

2. The customer has provided evidence of an agreement with a municipal welfare
official, pursuant to RSA 165, or with another social service agency, in accordance
with PUC 1203.14, to pay the current bill; and

3. The customer has agreed to enter into a payment arrangement for the unpaid
arrearage in accordance with PUC 1203.07.

The Company shall endeavor to reconnect service during business hours on the day of
the request. When the customer requests that service be reconnected at other than
regular business hours, the Company shall attempt to make the reconnection, provided,
however, that the Company shall be under no obligation to do so unless a medical
emergency exists.

The commission shall order the Company to reconnect service during other than regular
business hours when it determines that:

1. A medical emergency exists;

2. Property damage would occur; or
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3. Other similar unusual circumstances exist which involve significant risk to health,
safety or property and which require immediate reconnection.

A charge shall be made for reconnection of service in accordance with tariffs on file.
However, no charge shall be made when the cause for disconnection was not in
compliance with PUC 1203.11, PUC 1203.12, and PUC 1205.

16. SOCIAL SERVICE ASSISTANCE (PUC 1203.14)

A

The Company shall provide the names and addresses of those social organizations in
their franchise area, known to the Company as providing possible assistance with the
payment of utility bills, to its customers who are experiencing difficulty in paying utility bills.

The Company shall make arrangements with social organizations that might provide
assistance so that the Company will receive notice by telephone or in writing that the
social organization will agree to pay the current bill of the customer within 4 business days
of a customer's application for assistance.

The Company shall continue to provide utility service to the customer during the 4
business days before confirmation by telephone or in writing is received.

Upon receipt of the social organization's notification of its agreement to pay the current
bills of the customer, the Company shall treat the social organization as the party
responsible for payment of bills.

The Company shall provide the customer with a monthly accounting of his or her billing
and payment history during the period when the social organization is making payments.

Notice of disconnection shall not be sent to any customer receiving assistance with the
payment of his or her utility bill from a social organization unless the Company has
determined that the customer's assistance from the organization has been exhausted or
that the organization has failed to make payments as agreed.

17. DENIAL OF SERVICE (PUC 1203.15)

A

If the relevant statute of limitations has not yet run, the Company may deny new service to
any applicant due to an outstanding arrearage with that particular utility for prior service.

If the relevant statute of limitations has run, the Company may deny new service to any
applicant due to an outstanding arrearage with that particular utility for prior service if the
Company has pursued recovery of the debt through the court system.
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If the relevant statute of limitations has run, the Company may, for a period of 3 years
after the expiration of the Statute of Limitations, deny new service to any applicant due to
an outstanding arrearage with that particular utility for prior service if the Company has
made reasonable, verifiable, documented collection efforts during the running of the
statute of limitations.

The Company shall not deny new residential utility service to any applicant with whom
either:

1. A reasonable payment arrangement can be made under PUC 1203.07; or

2. The Company has a current payment arrangement under PUC 1203.07.

In order to prevent the practice of name-swapping, the Company may deny new utility

service to any applicant due to an outstanding arrearage with that particular utility for prior

service furnished in the name of a person other than the applicant as follows:

1. For residential service, the Company may deny new utility service when the following
statements are true about the applicant and the above-mentioned person other than
the applicant in whose name prior service was furnished:

a. They resided together at the address where the arrearage was incurred,
b. They both received the benefit of the utility service,

c. They both will benefit from the applied for utility service; and

d. The applicant refuses to enter into a reasonable payment arrangement pursuant to
PUC 1203.07;

2. For non-residential service, the Company may deny new utility service when the
following statements are true about the applicant and the above-mentioned person
other than the applicant in whose name prior service was furnished:

a. They were principals of a business at the address where the arrearage was
incurred;

b. They both received the benefit of the utility service; and
c. They both will benefit from the applied for utility service.

The Company shall maintain records showing the annual number of and reasons for
denials of applications for service.
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18. TRANSFER OF SERVICE (PUC 1203.18)

A. Whenever the Company receives a request to change an account for service from one

customer to another or to add another name to an account, the following shall apply:

1. The Company shali give timely notice of such change to the new customer; and

2. The Company may require written confirmation of the request from the new customer.
For the purposes of this section, timely notice means notice made to the new customer
within 5 business days of the Company’s receipt of the request to change an account for
service from one customer to another.

Until timely notice is given pursuant to (A)(1) above, or until the new customer has given

confirmation pursuant to (A)(2) above, the original customer of record shall remain liable
for charges on the account.

19. INTERRUPTION OF SERVICE (PUC 1203.19)

A

In the event of interruption of service, utilities shall re-establish service within the shortest
time practicable consistent with safety.

When service is interrupted because the Company must perform work on mains, lines, or
equipment, the Company shall perform the work at a time causing minimum
inconvenience to customers consistent with the circumstances.

Whenever practicable with reference to the planned work, contemplated by (B) above, the
Company shall notify the following customers, where known, in advance:

1. Alarm services;

2. Medical alert services;

3. Emergency services; and

4. Medical Emergency customers: and

5. Other similarly situated customers who will be seriously affected by the service
interruption.

The Company may interrupt or curtail service and/or vary the characteristics thereof in the
following circumstances:

1. When necessary to prevent injury to persons or property; and

2. When necessary to effect a temporary load reduction or temporary rationing of
product for the common good of the Company’s system.
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20. APPLICATION FOR SERVICE

A. Application for water service may be made by the owner or his agent. Whether or not a
signed application for service is made by the Customer and accepted by the Company,
the rendering of service by the Company and its use by the Customer shall be deemed a
contract between the parties and subject to all provisions of the tariff applicable to the
service. The Company may refuse to render service:

1. Where the applicant fails to make any deposit or to execute any agreement as is
required by the provisions of Section 33 of this Tariff.

2. In any other case where the estimated revenue from the applicant is expected to be
insufficient to warrant the Company making the investment necessary to supply the
desired service under the applicable rate and the applicant refuses to negotiate an
equitable agreement for the desired service, which agreement would usually require a
contribution from the applicant for the capital cost of construction to render the
desired service.

21. SERVICE PIPE
A. Location

1. Service pipe connections normally will be made only from the street which is the legal
address of the premises served.

B. Installation, Ownership and Maintenance of Residential and Commercial Services Less
Than or Equal to 2 Inch Size Meters

1. Main-to-Stop:

a. For Single-Family Residential Owners - All service pipes within the limits of the
highway including the service from the main to the curb stop (the "Main-to-Stop"),
shall be installed, owned and maintained by the utility.

b. For Developers — Main-to-Stop services requested to provide service to a
prospective housing development or for other purposes of a speculative nature,
as determined by the Company, will be treated as a “developer” main-to-stop.
All service pipes within the limits of the highway including the service from the
main to the curb stop (the “Main-to-Stop”), shall be installed by the customer or
the Company at the customer’s expense. Thereafter, the main-to-stop shall be
owned and maintained by the utility.
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2. Stop-to-End

a. The Stop-to-End is from the limits of the highway to the premises served. The
property owner is responsible for the ownership of the stop-to-end portion of the
service pipe. The ownership includes all underground pipe, the portion of the pipe
before the meter, service valve and copperhorn.

b. The service pipe may be installed by the Company at the Customer's expense or,
at the Customer's option, this portion of the service pipe may be installed by the
Customer subject to the Company's "Pennichuck Water Works, Inc., Technical
Specifications for Main, Hydrant and Service Installations (Nashua, Merrimack,
N.H.)". For services installed by the Company, at the time application for service
is made a deposit will be required based upon the estimated cost of construction.
For services installed by the Customer at the time of application, a service
connection fee will be charged by the Company, as set forth in this tariff's rate
schedules, to recover the costs of engineering, administration and inspection.

3. The utility reserves the right to refuse water service to any location until such time as
the utility shall decide that there is sufficient progress to show that the building will be
completed and occupied.

4. On future installations, or re-installations, of service lines, only one customer will be
supplied through one service pipe. Where more than one customer is now
supplied through one service pipe and under control of one curb-cock, any
violation of the rules of the Company by either or any of the customers so supplied
shall be deemed a violation by all. The Company may take such action as could be
taken against a single customer, except that such action shall not be taken until
the innocent customer who is not in violation of the Company's rules has been
given a reasonable opportunity to attach his pipe to a separately controlled service
connection.

C. Installation, Ownership and Maintenance Commercial/Industrial Services Larger Than 3 Inch
Size Meters

1. Main-to-Stop:

a. The service pipe from the main to the shut off valve (the “Main-to-Stop”), shall
be installed by the customer or the Company at the customer’s expense.
Thereafter, the main-to-stop shall be owned and maintained by the utility.

2. Stop-to-End:

a. From the shut off valve to the premises served (the "Stop-to-End"): The
service pipe may be installed by the Company at the Customer's expense or,
at the Customer's option, this portion of the service pipe may be installed by
the Customer subject to the Company's "Pennichuck Water Works, Inc.,
Technical Specifications for Main, Hydrant and Service Installations (Nashua,
Merrimack, N.H.)". For services installed by the Company, at the time
application for service is made a deposit will be required based upon the
estimated cost of construction. For services installed by the Customer at the
time of application, a service connection fee will be charged by the Company,
as set forth in this tariff's rate schedules to recover the costs of engineering,
administration and inspection.
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3. The utility reserves the right to refuse water service to any location until such time as
the utility shall decide that there is sufficient progress to show that the building will be
completed and occupied.

4. On future installations, or re-installations, of service lines, only one customer will be
supplied through one service pipe. Where more than one customer is now
supplied through one service pipe and under control of one curb-cock, any
violation of the rules of the Company by either or any of the customers so supplied
shall be deemed a violation by all. The Company may take such action as could be
taken against a single customer, except that such action shail not be taken until
the innocent customer who is not in violation of the Company's rules has been
given a reasonable opportunity to attach his pipe to a separately controlled service
connection.

D. Joint Use of Service Pipe Trench

1. No service pipes shall be laid in the same trench with gas pipe, sewer pipe or any
other facility of a public utility, nor within three (3) feet of any open excavation or vault.

E. Temporary Service Connection

1. Temporary service is one installed to any building or trailer not placed on a permanent
foundation, or to a garden or for other temporary use.

2. The whole cost of installation from the nearest available main, and maintenance, shall
be at the customer's expense.

3. If, within five (5) years, a temporary service becomes permanent, the Company will
reimburse the customer for its share of the service pipe expense.

F. Stop Cock

1. Every service must be provided with a stop cock or valve easily accessible and
located inside the building near the service entrance.

2. All piping shall be below frost level or otherwise protected from freezing and shall be
so arranged as to permit drainage whenever necessary.

G. Thawing
1. When it becomes necessary to thaw a frozen service pipe and it cannot be
determined where it is frozen, and the Company at the customer's request
undertakes to thaw the same, one-half of the cost thereof shall be paid by the
customer.
22. WINTER CONSTRUCTION

A. Ordinarily no new service pipes or extensions of mains will be installed during winter
conditions (when frost is in the ground) unless the customer shall:

1. Present evidence satisfactory to the Company that no governmental law, ordinance or
regulation will be violated thereby, and
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2. Defray all extra expense incurred by such installation.
23. MAINTENANCE OF PLUMBING

A. Customers shall maintain the plumbing and fixtures within their own premises in good
repair, free from leaks and protected from freezing, at their own expense; and for failure
to do so service may be disconnected.

B. Any relocation of the service pipe on customer's premises due to change in grade,
relocation of grade or otherwise shall be at the customer's expense, and in no event shall
the Company be responsible for any damage done by water escaping therefrom.

24. METERS

A. Use of Meters. All water service will be metered except the following:

1. Service used only for fire protection as covered by service classifications "FP-M" and
"FP-NM".

B. Size of Meter
1. The size of the meter will be determined by the Company.
C. Meter Setting
1. The customer shall provide a clean, dry, warm and accessible place for the
installation of the meter, as nearly as possible at the point of entrance of the service
pipe to the building.
2. The original cost of the meter and radio reader, and instaliation shall be borne by the
customer; however, the meter and radio reader will be owned, maintained, and
replaced by the Company.

a. A meter, once set, will be relocated only at the customer's expense.

b. A service charge, as enumerated in the rate schedules, will be assessed for
removing or resetting meters at the customer's request.
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D. Meter Pit
1. When the customer fails or neglects to furnish a suitable location for a meter inside
his building or where for other reasons it is necessary or expedient to locate the meter
in a meter pit, the customer shall bear the expense of same.
a. Any relocation of such meter pit shall be at the customer's expense.
2. In the event the Company acquires a water system with existing homes where meters
have not been installed and it is determined that the only acceptable location for a
meter is a meter pit, the Company will install the meter pit at its own expense.

E. Repairs

1. Meter repairs or replacements necessitated by ordinary wear will be paid for by the
Company;

2. Those caused by freezing, hot water, or by other fault of the customer will be charged
to the customer.

F. Auxiliary Meters

1. If additional or auxiliary meters are desired by the customer for subdivision of the
supply, they shall be furnished, installed and maintained at the customer's expense.

G. Non-Registering Meters
1. If a meter is found which does not register, the bill for the period of non-registration
will be based upon information recorded prior to or subsequent to the period of non-
registration, and;
2. Any other pertinent information supplied by the customer or known to the Company.
H. Testing

1. Meters will be tested before installation.

a. Thereafter all meters will be tested in accordance with the requirements of the
meter testing rules and regulation of the Public Utilities Commission.

.  Tampering

1. If a meter, including the remote register and interconnecting cable or wire or other
connections or equipment of the Company are found to have been interfered with,
diverted, damaged or tampered with, the customer shall be assessed a charge not to
exceed the actual cost of repair, or replacement if necessary, to such meter
installation, and service may be terminated without notice.
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2. Furthermore, the seal on a meter shall be broken only by authorized Company
personnel.

a. An unauthorized broken seal shall constitute tampering.
25. HOT WATER TANKS

A. All customers having direct pressure hot water tanks or appliances must place proper
automatic vacuum relief valves in the pipe system to prevent any damage to such tanks
or appliances should it become necessary to shut off the water on the street mains or
service pipe.

1. Service will be provided to such direct pressure installations only at the customer's
risk and in no case will the Company be liable for any damage occasioned thereby.

26. USE OF WATER

A. Restricted Use. When necessary to conserve supply or to maintain pressure the
Company may restrict or prohibit the use of hand hoses, lawn sprinklers and air-
conditioning equipment.

27. CROSS-CONNECTIONS

A. Cross-connection of any water supply with that of a public water supply shall be only as
provided by New Hampshire Statute RSA 148.

28. TAMPERING

A. All gates, valves, shut-offs and standpipes which are the property of the Company shall
not be opened or closed or tampered with in any way by any person other than an
authorized employee of the Company.

29. COMPANY LIABILITY

A. The Company will not be responsible for any damage caused by shut-offs in the mains or
service pipes, because of shortage of supply, setting or removing meters, repairs,
construction, or for other reasons beyond the control of the Company. Notice of shut-off
will be given when practicable; however, nothing in this rule shall be construed as
requiring the giving of such notice.

B. The Company will not be responsible for damage caused by dirty water which may be
occasioned by periodic cleaning of pipes, reservoirs, or standpipes, or the opening or
closing of any gates, valves, or hydrants, or any other cause due to no lack of reasonable
care on the part of the Company.
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30. PUBLIC HYDRANTS

A

Hydrants may not be used for any purpose other than the extinguishment of fires and for
such other purposes as may be mutually agreed to by the Company and the municipality.

In no case shall hydrants be opened by any person other than an agent of the Company
or a duly authorized representative of the municipality.

31. PRIVATE FIRE PROTECTION

A

An application for private fire service must be accompanied by a plan of the proposed
piping system, together with a statement telling for what other purpose the system might
be used.

All water supplied through fire service pipes may, at the option of the Company, be
metered and special measuring or detecting devices may be installed, and all such
meters and devices shall be approved, furnished and set by the Company at the
customer's expense.

Where a standpipe, reservoir, tank or cistern is used it shall be constructed so as to
shield and protect the water from all possible contamination in a manner satisfactory to
the Company.

In the construction of standpipes, reservoirs, tanks and cisterns, provision shall be made
for means of easy access to their interiors by agents of the Company for the purpose of
inspection and to permit cleaning as required by the Company; also, a draw-off pipe shall
be fitted for the purpose of drawing off all water periodically for inspection and such draw-
off pipe shall not be connected with a sewer or drain in any way that would permit
pollution of the water.

32. OTHER CHARGES

A.

Service Connection and Disconnection Charge

1. There will be a service charge for turning off or turning on water at customer's
request. The service charge will be equivalent to the sum of the cost of one hour of
labor time and one hour of equipment use time and will vary depending upon whether
the connection or disconnection is made during regular hours or during non-regular
hours.

a. Effective until further notice, the service charge will be as set forth in the rate
schedules. This service charge will apply to other sections of this tariff as
specified.
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B. Collection Charge

1. Whenever the Company sends an employee to the customer's premises for the
purposes of disconnecting service for non-payment and the customer tenders
payment in full of the bill to prevent disconnection, a service charge shall be imposed
as stated under paragraph (A) above, Service Connection and Disconnection Charge.

a. The Company may require that full payment plus the charge be paid in cash.
C. Penalty for Bad Checks

1. Whenever a check or draft presented for payment is not accepted by the institution on
which it is written, or is returned for insufficient funds, the Company will impose a
charge as set forth in the rate schedules.

D. Initiation of Service

1. When a customer seeks to establish a new water account or transfer an existing
water account with the Company, there shall be a charge to cover the Company's
costs associated with opening and transferring water accounts as set forth in the rate
schedules.

33. RIGHT OF ACCESS

A. Any authorized company representative shall have the right and be permitted access to
customer's premises at any time to inspect the plumbing, fixtures, or appliances supplied
with water: set, read, remove, replace or repair meters; enforce these Terms and
Conditions.

34. AIR CONDITIONING

A. All air conditioning equipment using water to cool the compressor or refrigerant installed
or replaced after May 15, 1966, where the total installed capacity, in one or more units, is
in excess of 3 tons, shall include a water conserving device, thereby limiting the use of
water to that lost by evaporation.

B. The water conserving device may be a cooling tower, spray pond, evaporating condenser,
or other equipment by which water is cooled and recirculated.

C. If a customer collects the water discharged from the air conditioning equipment and uses
the entire amount so discharged in other normal manufacturing uses, the above
paragraph (A) will not apply.
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35. MAIN PIPE EXTENSIONS

A. General Terms: Main pipe extensions will be made upon petition of prospective
Customers, subject to the following general terms and conditions:

1.

Generally, main pipe extensions shall be located within highways or streets which
have been laid out, with lines and grades established, at least rough-graded, and
approved for acceptance by, or previously accepted by, the municipality. In addition,
an extension may be made on private property at the discretion of the Company if:

a. Access along a public highway or street is not feasible or cost effective or
consistent with further development of the Company's water system as reflected
in the Company's long range transmission and distribution system plans, and;

b. The prospective Customer provides, without expense or cost to the Company, the
necessary permits, consents, and easements providing suitable legal rights for
the construction, maintenance, repair, replacement and operation of pipelines,
and equipment including the right to excavate whenever necessary.

Main pipe extensions shall typically be installed by the Company or its authorized
representative in accordance with the specifications in (6) below and under the
inspection of the Company or its authorized representative. The main extension shall
become the property of the Company upon completion of the main extension in
accordance with the Company specifications. The customer shall pay the Company a
fee in accordance the schedule of Miscellaneous Utility Service Fees in this tariff to
cover the cost of the Company completing the engineering, inspection and as-builts of
the main pipe extension. The customer is responsible for providing a
topographic/physical evidence survey to the Company, at no cost to the Company,
over the area where the main extension line will be installed. The survey shall be
completed by a land surveyor licensed by the State of New Hampshire. The survey
shall be transmitted to the Company in an electronic format acceptable to the
Company.

In all cases, the size and material of the pipe shall be determined by the Company in
accordance with conditions surrounding the extension, including the possibility of
future expansion and fire protection. Normally, main pipe extensions shall be made
with ductile iron pipe of 8" inside diameter. If in the sole discretion of the Company a
pipe larger or smaller than 8" in diameter and/or of different material than ductile iron
is required or sufficient, the Company may require the installation of such larger or
smaller pipe and/or different material pipe provided that if a larger size is required by
the Company for reasons other than the sufficiency of service to the Customer (i.e. in
anticipation of future development), the Company shall pay the costs in excess of the
costs of 8" pipe.
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4. Unless expressly otherwise provided below, if the Company is installing the main pipe
extension, the Customer shall pay in advance ("Initial Customer Advance") the
estimated construction cost which shall be based on the average cost of similar pipe
(generally 8" ductile iron) installed during the previous year plus 10%. Additionally,
the customer shall pay the Company a fee in accordance the schedule of
Miscellaneous Utility Service Fees in this tariff to cover the cost of the Company
completing the engineering, inspection and as-builts of the main pipe extension.
Where it is anticipated that abnormal costs will be encountered, the Initial Customer
Advance will be based on 150% of the previous yearly average. The Initial Customer
Advance will be adjusted to the actual cost, when the actual costs are known
("Customer Advance"). The construction cost referred to above shall include mains,
and related appurtenances, and such fire hydrants as may be required by the
municipality or the Company. Where applicable, construction cost will also include
permits, ledge removal, disinfection, pressure testing, corrections, insurance, bonds
and paving.

5. Special contracts will be negotiated whenever in the opinion of the Company this
regular extension tariff should not be used or is not feasible or economical. Each
special contract shall be submitted to the Commission for approval.

6. All main pipe extensions will comply with the specifications and standards set forth in
the Company's "Pennichuck Water Works, Inc., Pittsfield Aqueduct Company, Inc.
and Pennichuck East Utility, Inc., Technical Specifications for Main, Hydrant and
Service Installations,”" and with the specifications and standards of PUC 606.01-.02.
The referenced technical specifications can be found on the Company’s website,
www.pennichuck.com under the engineering tab or can be obtained by contacting the
Company's Engineering Department at 603-882-5191.

7. No interest shall be paid by the Company on any amount credited or refunded
pursuant to the General Terms set forth above and the Specific Terms set forth
below.
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B. System Upgrade Fees

1. The Company may assess a system upgrade fee to customer(s) taking
service if;

a. The demand created by the customer(s) connecting to the main
extension(s) results in a diminution of service (pressure or volume) to the
Company's existing customers; or

b. The demand created by the customer(s) connecting to the main
extension(s) results in the need to construct new water facilities in order
to provide adequate service (pressure or volume) to the new customers;
or

c. The customer(s) requesting service could not have received service but
for their ability to connect to Pennichuck's system where service was
improved as described in (B)(2)(b) below via a main extension that was
made by the Company in the past ten years.

2. The system upgrade fee shall be calculated as follows:

a. The cost of the required water system improvement as described in
(B)(1) above shall be divided by the total number of customers who will
benefit from the water system improvement. The Company shall
determine the customer's pro rata share of the Fee based on the
equivalent meter size as defined in the American Water Works
Association Manual M-6.

b. If the water system improvement results in enhanced service to existing
customers, the cost of the water system improvement shall be prorated
between the existing customers and the new customers who will benefit
from the water system improvement. The water system improvement will
be considered to enhance service to existing customers when:

i The fire protection to existing customers is increased from below the
Insurance Services Organization (ISO) required standards to above
the ISO standards.

i. The pressure to existing customers is increased from below 40
psi to over 40 psi.

iii. When the water supply to existing customers is enhanced such that
the water quality is improved for either regulatory or aesthetic
purposes (taste, odor or color) in response to documented
problems.

iv. The domestic water quantity available for irrigation is improved such
that the increased quantity results in a lessening or elimination of
irrigation restrictions to existing customers.
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3. For the purpose of this section of the Tariff, the term "customer” shall mean
the person who signs the service application requesting water service for a
particular property.

4. Notwithstanding the provisions of (B)(1) above, no system upgrade fee shall
be assessed to the owner of an existing single family residential home that
elects to connect to a water main extension for which a system upgrade fee
exists.

36. WATER RESTRICTIONS

A

The Company retains the right to establish restrictions on outside water use as
required to maintain an adequate supply of potable water for domestic use. When
the Company determines that restrictions on outside water use are required it will
notify the affected customers through at least one of the following media:

Mail, e-mail or on-site notice
Newspaper of local circulation
Radio

Television

Automated Telephone Message

oM =

37. COMMUNITY WATER SYSTEMS

A. General Terms: Community Water System developments will be made upon petition of
prospective Customers, subject to the following general terms and conditions:

1.

Community Water Systems Wells, Pump Houses and Water Storage tanks are to be
constructed in accordance with the construction standards of the Company and will
comply with the specifications and standards set forth in the Company's "Pennichuck
Water Works, Pittsfield Aqueduct Company and Pennichuck East Utility, Inc.,
Technical Specifications for Community Water System Construction” and in
accordance with the New Hampshire Department of Environmental Services rules
and regulations as defined in Env.-WS 370 through 397. The referenced Company
specifications can be found on the Company’s Web site at www.pennichuck.com
under the engineering tab or can obtained by contacting the Company’s Engineering
Department at 603-882-5191.

Community Water System Main pipe extensions shall be installed in accordance with
the Company's main pipe extension policy as defined by in this Tariff.

Special contracts for the Construction of Community Water Systems may be
negotiated whenever in the opinion of the Company this regular Community Water
System tariff should not be used or is not feasible. Each special contract shall be
submitted to the Commission for approval.
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RATE SCHEDULE
GENERAL SERVICE - METERED
SCHEDULE G-M

Availability:
The rate is available for metered water service in the franchised area subject to the terms and
conditions of this tariff.

Character of Service:
Nashua Core System: Water is fully treated, filtered, and purified and is transmitted by gravity
and pumps to the individual service pipes.

Community Water Systems: Water is ground water from a well size. Water quality meets or
exceeds all federal and state standards for drinking water. Outdoor use of water may be
restricted during dry summer periods.

Rate:
A minimum customer charge shall be made for each customer to whom service is rendered
under this tariff, based on the meter size shown below:

Monthly
Meter Customer
Size Charge
5/8" $ 20.34
3/4" 29.28
1" 47.16
11/2" 91.91
2" 150.47
3" 275.93
4" 455.09
6" 903.02
8" 1,440.68
10" 2,067.77

Volumetric Rate:
In addition to the standard customer charge, the monthly volumetric charge based on usage
will be as follows:

Volumetric Charge: $ 3.30 per 100 cu. ft.
Terms of Payment:

Bills under this rate are net; will be rendered monthly, and are due and payable at the office of
the Company on the due date as stated on water bill.
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RATE SCHEDULES
MUNICIPAL FIRE PROTECTION SERVICE
SCHEDULE FP-M

Availability:
This rate is applicable to municipal fire protection.

Character of Service:

The Company will make every effort to maintain normal pressures at all times on the
distribution system, but shall not be held liable for the failure of either the supply or distribution
division of its system to adequately furnish its normal quantity of water when such failure is due to
the elements, natural causes, breaks, leaks, unusual or concurrent droughts, or the waste or
unlawful use of water.

Rate:
The charge shall be made up of two parts as follows:

1) Hydrant charge
For each hydrant connected to the distribution system

$19.10 per month

2) Inch-Foot charge
The number of "inch-foot" units in the distribution system is to be obtained by multiplying
the number of linear feet of pipe of each diameter (6" and larger) by the diameter in
inches. The total number of "inch-foot' units in the distribution system will be
determined as of January 1st each year, and will be the basis for computing the "inch-
foot" charge for the entire year with one-twelfth to be billed each month.

Charge for each "inch-foot" unit to be
$0.13179 per year
Terms of Payment:

Bills under this rate are net; will be rendered monthly and are due and payable at the office of
the Company on the due date as stated on water bill.
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RATE SCHEDULES
PRIVATE FIRE PROTECTION SERVICE
SCHEDULE FP-NM

Availability: .
This rate is available for private fire protection and sprinkler service subject to the Private
Fire Protection Regulations of paragraph 13 of this tariff.

Character of Service:

The Company will make every effort to maintain normal pressures at all times on the
distribution system, but shall not be held liable for the failure of either the supply or distribution
division of its system to adequately furnish its normal quantity of water when such failure is due to
the elements, natural causes, breaks, leaks, unusual or concurrent droughts, or waste or unlawful
use of water.

Rate:
The charge shall be determined by the size of the pipe entering the property as follows:

Monthly Customer Charge

4" connections 3 55.88
6" connections 93.77
8" or larger connections 138.06

Terms of Payment:
Bills under this rate are net; will be rendered monthly and are due and payable at the
office of the Company on the due date as stated on water bill.
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RATE SCHEDULES

MISCELLANEOUS UTILITY SERVICE FEES
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The following fees are associated with miscellaneous services that the Company may provide

from time to time:

Type of Service

A.
B.

o

m

Initiation of Service
Service Pipe Connection
Service Connection and Disconnection
of water service; Collection Charge
During Regular Hours
Non-Regular Hours
Returned check fee - Administrative Cost

Inspection Fee of Main Pipe Extensions

Amount
$20.00
$160.00

$46.00
$63.00

$15.00

$3.00 per foot
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RATE SCHEDULE

GENERAL SERVICE — NON-METERED

Pennichuck Water Works, Inc. (PWW) will charge current unmetered customers an annual rate of
$549.84 or $45.82 per month based on the average single family residential rate of 9.53 CCF per
month until such time as meters are installed as calculated below.

Commercial, Industrial and Private Fire Protection customers will be charged an average Rate as
calculated for a similar customer in PWW.

PWW will make every effort to install meters in a timely manner and in no such case should these
rates remain in force for more than a twelve month period.

Customer Charge

5/8" Meter Charge $20.34 per month
Volumetric Charge $2.90
Average Single Family Residential Usage 7.88 CCF
Monthly Usage $26.00
Total Month Charge $46.34

Total Annual Charge $556.08



NHPUC NO. 6 - WATER

PENNICHUCK WATER WORKS, INC.

SUPPLEMENT NO. 11

TARIFF
for
WATER SERVICE
In
THE STATE OF NEW HAMPSHIRE



NHPUC NO. 6 WATER Supplement No. 11
PENNICHUCK WATER WORKS, INC. Page 1
PERMANENT RATE RECOUPMENT

General Metered Customers and Contract Customers:

General Metered Customers (GM) will be surcharged individually based on customer charge,
actual usage, and contract rates. The Company will recoup from General Metered customers for
service rendered from June 16, 2010 through bills rendered June 8, 2011 for the incremental

difference of Temporary and Permanent Rates. The surcharge will be billed in twelve equal
monthly installments as follows:

Customer Class Total Recoupment
General Metered $ 1,087,888.14
Anheuser Busch $ 7723124
Town of Milford $ 16,659.86
Town of Hudson $ 31,899.70

Total: $1,213,678.94

Average recoupment for Residential Customers is $35.56 per year ($858,517.58 divided by 24,144
customers) or $2.96 per month

Private Fire Protection Customers:

Private Fire Protection (PFP) customers will be surcharged based on pipe size. The Company will
recoup to PFP customers a refund in twelve equal installments for service rendered from June 16,
2010 through bills rendered June 9, 2011 as follows:

Customer Class Total Recoupment Credit

Private FP $(70,802.82)

Public Fire Hydrant Customers:

The company will provide a calculation for each municipality based on an amount billed at
Temporary rates and the adjusted bill amount at Permanent rates resulting in a surcharge. Public
Fire Hydrant Customers will receive a surcharge in twelve equal installments for service rendered
from June 16, 2010 through bills rendered June 9, 2011 as follows:

Customer Class Total Recoupment

Public Fire Hydrant

City of Nashua $ 73,58242
Town of Bedford $ 5127.86
Town of Merrimack $ 2,806.32
Town of Amherst $ 10,467.84
Town of Derry $ 1,12469
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Recovery of Rate Case Expenses

Pennichuck Water Works, Inc. will recoup by surcharge its rate case expense from its customers
in the amount of $114,066.08 to be recovered from 26,438 customer accounts or $0.36 per
customer over 12 months as shown below:
Rates:

No. Customers Surcharge

Pennichuck Water Works, Inc. 26,438 $0.36 per month for 12 months



