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PROCEEDI NGS

CHAI RMOVAN MARTI N: Good nor ni ng,
everyone. Let's go on the record. W're
here this norning in Docket IR 2020-089,
which is a New Hanpshire Public Uilities
Conmm ssion investigation into the effects of
the COVID- 19 energency on utilities and
utility custoners. This norning we'll be
hearing fromelectric and gas utilities. |
need to make some findi ngs before we can
pr oceed because we're doing this hearing
renotely.

As Chai rwoman of the Public
Uilities Commssion, | find that due to the
state of energency declared by the Governor
as a result of the COVID 19 pandem c, and in
accordance with the Governor's Energency
Order No. 12, pursuant to Executive O der
2020-04, this public body is authorized to
neet electronically. Please note that there
is no physical location to observe and |isten
cont enpor aneously to this hearing which was
aut hori zed pursuant to the Governor's

Enmergency Order. However, in accordance with
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the Energency Order, | amconfirmng that we
are utilizing Webex for this electronic
hearing. All nenbers of the Conmm ssion have
the ability to communi cat e cont enporaneously
during this hearing through this platform
and the public has access to

cont enporaneously listen and, if necessary,
participate. W previously gave notice to

t he public of the necessary information for
accessing the hearing in the Order of Notice.
I f anyone has a problem during this hearing,
pl ease call (603)271-2431. 1In the event the

public is unable to access the hearing, the

hearing wll be adjourned and reschedul ed.
Ckay. | know M. Wnd went through
sone ground rules with you all, and many of

you have heard them before, so |I'mjust going
toreiterate the inportant ones. |If you need
a recess, please let ne know. Any party who
takes a recess should make sure to nute

t hensel ves and turn their video off. The
utilities will be maki ng Power Poi nt
presentations, as | understand it, or at

| east sone of themwl|. The Comm ssi on
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woul d appreciate it if you would submt those
to the Conmm ssion, and any other information
you rely on during your presentation, so it
can be posted and shared with the public.

So we have a | ot of people on the
screen as you all know. | wll do ny best to
keep track of everybody, as | know M.
Robidas will. But please be patient. |If
you're not recognized and sonme tine has
passed, please speak out, and that will help
nme to find you on the screen.

Let's start by taking roll call
att endance of the Conmm ssion, and then we'l|l
t ake appearances. Wen each Conm ssi oner
states their presence, please also state
where you are located. And if anyone else is
w th you, please identify them

My nane is Dianne Martin. | amthe
Chai rwoman of the Public Uilities
Comm ssion. | amlocated in ny hone in
Deerfield, New Hanpshire, and no one else is
w th ne.

Conmi ssi oner Bail ey.

COW SSI ONER BAI LEY: Comm ssi oner
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Kat hryn Bailey. |I'mlocated at ny hone in
Bow, New Hanpshire, and no one else is wth
nme.

COW SSI ONER G Al MO Good nor ni ng.
Mke Gainb. | amat the PUC offices in
Concord, and no one is wth ne.

CHAl RMOVAN MARTI N Ckay. Thank
you.

Now we' | | take appearances from
counsel, starting with M. Epler, please.

MR. EPLER. Thank you, and good
nor ni ng, Chai rwoman Martin, Comm ssioners,
and assenbl ed guests. M nane is Gary Epler.
I amthe chief regulatory counsel for Unitil
Service Corporation. And with ne this
nmorning is Patrick Tayl or, senior counsel
al so of Unitil Corporation, appearing this
norni ng on behalf of Unitil and Enerqgy
Systens and Northern Utilities. Thank you
very much. (connectivity issue)

CHAl RWMOVAN MARTIN: O f the record
for a nonent, please.

(D scussion off the record.)

CHAl RAMOVAN MARTI N: Ckay.  Now
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we'll go back on the record.

Were you all done, M. Epler?

MR EPLER Yes, | was, unless
t here was sonething that the court reporter
was not abl e to understand.

(Court Reporter interrupts.)

CHAl RWOVAN MARTI N: Ckay. M.
Sheehan.

MR. SHEEHAN. Good norning. M
nane's M ke Sheehan. | am counsel for the
two Liberty Utilities entities here in New
Hampshire, liberty UWilities (Ganite State
El ectric Corp.) and Liberty Utilities
(EnergyNorth Natural Gas Corp.) And we have,
as ot hers do, a nunber of people available to

answer questions as this goes along. Thank

you.

CHAl RMOVAN MARTI N Ckay. Thank
you.

M. Fossum

MR. FOSSUM  Good nor ni ng,
everyone. Matthew Fossum |'mhere this

nor ni ng on behal f of Public Service Conpany

of New Hanpshire, doing busi ness as
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Ever source Energy. And as you have

i ndi cated, we, like others, wll have a
presentati on of speakers and will introduce
those at the appropriate tine.

CHAIl RAMOVAN MARTI N: Ckay. Thank

you.

M . Dean.

MR. DEAN. Good norning. Testing
to see if I'"mcomng through here. |I'm

show ng up as nut ed.

CHAl RWOVAN MARTIN: | can hear you.

MR. DEAN. Okay. Then | think
we're okay. Thank you.

Good norning. Mark Dean, |awer
here in Concord, New Hanpshire. | represent
t he New Hanpshire El ectric Cooperative. Also
t oday, on behalf of the Co-Op, M chael
Li cata, the vice-president of Menber Services
and Public Affairs will be avail able; Drew
Duggan, who is the chief financial officer of
the Co-Op, will be avail able; and Janes
Backus, who is the vice-president of
Oper ations and Engi neering for the Co-Cp wll

be avail able. Thank you.
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CHAl RMOVAN MARTIN: Al right.

Thank you.

M. Kreis.

MR KREIl S: Good nor ni ng,
everybody. | am D. Maurice Kreis, the

consuner advocate, appearing here today on
behal f of the residential custoners of all of
these fine public utilities.

CHAI RAMOVAN MARTI N: Thank you.

And M. Dexter.

MR DEXTER: Good nor ni ng,
Chai rwoman and Conmm ssioners. |'m Pau
Dexter, Staff counsel, appearing on behal f of
Comm ssion Staff. And |I'mjoined by
co-counsel, Chris Tuomal a.

CHAIl RAMOVAN MARTIN: Al right.

Thank you.

So it's ny understanding we w ||
start with Unitil, and they will do a
presentation. |s that everyone's

under st andi ng?
[ No verbal response]
Ckay. Can we swear in the Unitil

W t nesses, please? And M. Epler, if you
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could identify all of your w tnesses, that
woul d hel p Ms. Robi das.

MR EPLER: Yes. First of all,
good norning, and thank you for the
opportunity to present such an inportant
subject. W have several w tnesses who w ||
be speaking: John C osson, vice-president,
Peopl e Shared Services and Organi zati onal
Ef fecti veness; and Mark Lanbert,

vi ce- president, Custoner COperations. Those
are the two assigned speaking roles. W have
several other individuals available to answer
questions. They are: Chris Goul ding,
director, Rates and Revenue Requirenent;
Dani el Hurstak, vice-president and
conptrol l er; Ray Letourneau, Vice-president,
El ectric Operations; Christopher LeBl anc,

vi ce-president, Gas Qperations; and Kevin
Sprague, vi ce-president, Engi neering.

And ny understanding is that
Chri stopher Goulding is not able to get
into -- being recognized as an attendee. He
says his e-mail won't allow himto attend as

a paneli st.

11
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CHAl RWOVAN MARTIN: Al right.
Let's go off the record for a mnute and see
if we can rectify that.

(Di scussion off the record.)

CHAl RAWMOVAN MARTI N: Ckay. Back on
t he record.

MR. EPLER: That conpletes the |ist
of attendees on behalf of Unitil and Northern
Uilities.

CHAI RWOVAN MARTI N Ckay. Ms.

Robi das, can you pl ease swear themin.

(Court Reporter interrupts.)

(VHEREUPQN, JOHN CLOSSON, MARK LAMBERT,
CHRI STOPHER GOULDI NG DANI EL HURSTAK,
RAYMOND LETOURNEAU, CHRI STOPHER
LEBLANC, KEVI N SPRAGUE were duly sworn
and cautioned by the Court Reporter.)

JOHN CLOSSON, SWORN

MARK LAMBERT, SWORN

CHRI STOPHER GOULDI NG, SWORN
DANI EL HURSTAK, SWORN
RAYMOND LETOURNEAU, SWORN
CHRI STOPHER LEBLANC, SWORN
KEVI N SPRAGUE, SWORN
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CHAl RWOVAN MARTI N: Ckay. M.
Epl er, you nay proceed.

MR EPLER: Thank you very much. |
will, now having introduced the w tnesses and
their titles, I will now hand the
presentati on over to John O osson, who w ||
begin the presentation. He wll then, when
he's conpleted, he will hand it over to Mark
Lanbert. Those are the two assi gned speakers
as indicated. The others are avail able
shoul d t he Comm ssion have nore detail ed
questions. Thank you very nuch.

M. d osson.

MR, CLOSSON: Thank you, Gary.

(Docunent shared on screen.)

MR CLOSSON: |Is everybody seeing
t he presentation?

CHAl RMOVAN MARTI N: Yes.

MR CLOSSON:  This is John O osson
fromUnitil. And as M. Epler nentioned, I
am t he vice-president of People Shared
Servi ces and Organi zati onal Effectiveness for
Unitil. 1In addition to that role, | amthe

i nci dent commander for Until's Pandem c

13
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Response.

Today we are going to provide a
brief presentation regarding Unitil's overall
crisis response, the neasures we've taken to
ensure the health and wel | -being of our
enpl oyees and our custoners. | wll talk a
little bit about the expenses that we are
accruing as a result of COVID-19. | wll
then turn it over to ny coll eague, M ke
Lanbert, vice-president of Custoner
Oper ations, to provide an overvi ew of our
operations and conmuni cations with respect to
custoners, our engagement, our accounts
recei vabl e experience, as well as the inpact
on sales, and then we will close the
presentation with sone | essons | earned. And
we wi Il be taking questions throughout. So
we encourage -- if there's any clarity
requi red, we're happy to answer those
questions. As M. Epler said, we have a
nunber folks on with us today to hel p support
t he presentation.

Regarding Unitil's crisis response,

our environnmental health and safety and
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busi ness continuity teans began receiving

i nformati on regardi ng a pneunonia epidemc in
China at the end of |last year. They
continued to work with various information
channels to keep an eye on that epidemc. As
It began to spread, they raised the issue
internally to our safety | eadership

comm ttee, which invoked a Pandem c Task
Force in accordance with our Crisis Response
Pl an, which was originally, in January,
charged with mai ntaining situational

awar eness about the spread of the virus, as
wel | as coordi nati ng preparedness activities
internally.

As we noved into February and we
saw t he virus nove across the gl obe, we began
to take neasures in ternms of making sure we
had the appropriate supply in place to
respond to a pandem c of this nature, as well
as instituting and devel opi ng i nternal
protocols for the organization and how to
respond.

When we noved into March, our

seni or nanagenent teamformally stood up our
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Strategi c Response Plan. So if you | ook at
the chart on the right of this screen, you'll
see that our overall crisis response is |ed
by our Strategic Response Conmittee, which is
conpri sed of all our senior managenent team
They have assigned ne as the incident
commander. W had a task force in place. W
expanded that task force to include other
folks fromthe organi zation, and then we
br ought together a group of essenti al
busi ness units to ensure communi cations
t hr oughout the organi zati on about what was
expected and about how we were going to
transition frompredom nantly a office-based
organi zation to one that was capabl e of
wor ki ng renotely.

As we noved into April and the
foll ow ng nonths, as the pandem c has cone
t hrough we' ve seam essly noved to a
predom nantly renote workforce, specifically
in our call center, as well as in our office
areas. W instituted a nunber of protocols
for social distancing to preserve the health

and wel | -bei ng of our enpl oyees, including
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staggering shift tinmes for field workers,
maki ng sure that we are using separate
vehicles reporting to job sites, and we are
reviewi ng which work orders we are going to
conpl ete and which ones we aren't and that
can be deferred in order to adhere to soci al
di st anci ng gui del i nes.

One of the main efforts of the
Pandem c¢ Task Force was to establish a
framewor k for how we would do our work, as
well as how we would re-enter the office.
The nature of the work that we do and
everyone on the call could not be interrupted
due to the pandem c. However, when we | ook
about -- when we tal k about opening up, we
refer to it as "re-entering the workpl ace."
What we' ve established is a four-phase
process, starting wth our current phase,
which is restricted, and reducing those
restrictions for enpl oyees as we nobve towards
a point at which we have either a vaccine, a
t herapeutic, sonme kind of herd i mmunity that
mtigates the risk of the virus on our

enpl oyees. Each of the phases of our

17
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framewor k provi de gui dance to enpl oyees
regar di ng hygi ene practices, soci al

di stanci ng expectations, you know, how we're
supposed to use conpany vehicles, what travel
is permtted and not permtted, visitor
access, as well as a nunber of other
requirenments for effectively operating
renotely in the way that we are.

As we transition from one phase to
the next, we're using a four-pillar approach
to eval uate those decisions. First and
forenost, we're evaluating the health and
status of our enployees at our |ocations to
make sure we do not have concern about an
out break or outstanding COVID 19 tests at any
given | ocation. W're also evaluating data
fromthe states in which we operate to ensure
that there are positive trends wth respect
to new cases, percentage of new cases, and
overall inpact of COVID 19. W' re nuking
sure that there's no state or federa
gui del i ne that would preclude us from
transitioning or reopening in a manner that

woul d prevent us from doing so, whether it's
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a stay-at-hone order or sone other kind of
mandate fromthe state that we want to adhere
to. And then finally, it's our internal

pr epar edness. W recogni ze that we want to
be neasured in how we return to the office.
So we are asking each of our departnents to
establish a specific plan for each of the
phases that we will transition through, to
ensure that we're not stepping on each
other's toes and that we can adhere to the
soci al distancing and ot her gui delines

est abl i shed.

W' ve al so been very active in
managi ng our custoner health and wel | - bei ng.
As ny coll eague Mark will note, we had a
nunber of different channels that we' ve
outreached to custoners since the start of
this pandemc. And we are focused on maki ng
sure that they are understandi ng our
response, what we're doing to nake sure that
they' re safe and our people are safe as well.
One of the areas that we're focusing on is
honme-entry protocols. So the nature of the

work we do, specifically in our gas
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operations, requires folks to enter hones to
either investigate odor calls or to re-Ilight
equi pnment based on a transition of an ol der
gas line to a newer gas |line? W've

est abl i shed specific protocols that we
believe wll help ensure the health and

wel | - bei ng of those individuals invol ved.

And we're tal king about everybody i nvol ved:
Qur enpl oyees, our custoners, the contractors
we work with, the municipal partners who are
out working with us as well. These neasures
I nclude daily attestations about peopl e,
checking themsel ves to nake sure that they
are not expressing any synptons of COVID 19.
We have provi ded specific guidelines on the
appropri ate personal protective equi pnent

i ndi vi dual s need to don and doff when
entering custoner hones, with the appropriate
way to renove and di spose of that materi al
once it's been used. Those materials include
face coverings, Tyvek tubes, nitrile gl oves,
eye protection, face shields and others.

We' ve al so outlined specific hygi ene

protocols that we expect from our technicians

20
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in order to manage their tools and equi pnent,
their work spaces. W' ve had conmuni cati on
W th custoners through our custoner service
and t hrough our technicians about what our
soci al distancing protocols and requirenments
are, to ensure that folks are working 6 feet
apart, giving us the space we need to do the
work and get out of there safely and quickly.
An additi onal neasure that we've
taken related to our hone entry is a routine
process for testing individuals that may be
asynptomatic carriers of COVID 19. W
recogni ze that sone individuals may carry the
virus and express no synptons of the virus.
As such, we've instituted a process whereby
every 14 days we are testing those
i ndi vi dual s who routinely enter custoner
homes for COVID-19. W use a third party to
hel p us adm ni ster those tests and provide
results within 24 to 36 hours. | would say
so far we are in a situation where we're very
bl essed at Unitil. W' ve only had two
i ndi vidual s in our operation test positive.

Both of those individuals are doing very
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well. One of those positive tests came out
of -- cane as a result of this asynptomatic
testing protocol.

Today we have incurred a nunber of
expenses that are specific to COvVID-19. W
have instituted a few accounti ng neasurenents
to make sure we're tracking those costs as we
nove along. At a high level, those costs
i nclude facility cleaning protocols,
addi ti onal |easing of vehicles to ensure we
can mai ntain social distancing. W are
buyi ng personal protective equipnent in
vol une that we haven't in the past as a
result of COVID 19. There are costs
associ ated wi th nanagi ng our renote
wor kf orce, including expandi ng the band w dth
of our internet capabilities, increasing our
VPN |icensing. And beyond these increnental
costs, the Conpany's al so facing expenses
related to bad debt and the | ost fees
associ ated with revenue. And both conpanies
are having to increase their cash working
capital requirenents due to a lag in

custonmers paying their bills.

22
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At this point I'Il turn it over to
ny col | eague, Mark Lanbert, our VP of
Cust oner Operations, who can talk a little
bit nore about the custoner experience with
COvl D- 19.

MR. LAMBERT: Thank you, John, and
t hank you Conmi ssioners. M/ nanme is Mark
Lanmbert. |1'mthe vice-president of Custoner
Operations. And | will nove through sonme of
t he custoner inpacts that John has spoken
about .

Looki ng at our custoner operations
and communi cati ons protocols, as John said,
here in Concord we have our office here
contai ning 72 enpl oyees that serve the
capacity for our custoners in the customer
service call center area, collections,
billing, making sure paynents get remtted
accurately and tinely, and then our quality
assurance and training. Al of that was
renote on March 19th as we quickly started to
understand the inpacts of this.

| don't know if anyone else is

having -- oh, there it is.
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But through all of this, we've been
intensely commtted to providing the
necessary assistance to all of our custoners
during this pandenm ¢ and econom ¢ downt urn.
Typically when we realized this area, about
April or May, we're dealing primarily with
our residential custoners as they cone out of
W nter protection periods. But we also are
realizing that our commercial custoners, as
all the utilities are realizing, are
certainly suffering during this tinme. So the
nmessaging that -- and I won't go through
everything here. But the nessaging that
we're focusing on is to really try to engage
our custoners. W' re focused on financi al
hardships. W're trying to provide the
assi stance to our custoners. So, even though
di sconnections are -- there's a noratorium on
di sconnecti ons or di sconnection dates that
usual | y engage custoners, we're trying to
engage themto help them understand or to
prevent an overwhel m ng hi gh bal ance when
this does expire. W're also educating

custonmers, and they're calling us on any scam
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pr epar edness since scanms have increased quite
a bit during this tine.

Next slide, John.

So sone of the custoner assistance
that we are -- | won't go through all of
these. But we've obviously disconnected --
our disconnection notices and di sconnecti ons
have ceased during this tine. W're not
charging late fees to any of our custoners.
Ret urned check fees are waived. W're not
chargi ng any deposits for custoners who are
impacted. And all of that is really on an
honor systembasis. It's an opportunity for
our custoners to speak with our -- for our
CSRs to speak with the custoners as to
whet her they're having -- whether they're
i npacted financially. And no collection
agencies are -- we're not referring to any
coll ection agencies. And of those custonmers
that were referred to a coll ection agency
prior to this occurring, we're not -- we've
asked themto halt their reporting to the
credi t bureau.

The paynent arrangenents that we'd

25
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| i ke to engage our custoners with, and we
have in sone cases, are very flexible, where
there's no paynent required as a down- paynent
to engage in a paynent arrangenent. W
certainly ook to spread these paynents out
up to 12 nonths. But in sone cases worKking
with the custoners, they have gone beyond
that. We've worked up to 18 nonths with sone
of our custoners. And very early on, in
early April, the Conpany stepped up quickly
to i npl enent our UCARE Grant for custoners
who have been financially inpacted by

COVI D-19. They have an opportunity to
qualify for a benefit at $150 per custoner,
per residential custoner, through this. And
it's those custonmers who just qualify just
above the LI HEAP fuel assistance funds.

Next slide, John.

Cust oner engagenent. This is one
of those slides you would like to say we're
all trying to engage our custoners and you
want to be successful in doing so. And we're
really working hard to try to engage them

But despite our best efforts to proactively
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comuni cate with them we are falling behind
I n our custoner engagenents. You'll see the
i npacts as we |l ook from March to May. Just
t hose three nonths, when we | ook at our
conpari sons fromthis year during those
three-nonth periods to | ast year, our phone
calls, and our collections-rel ated phone
calls as well, are down by roughly
40 percent. Custoners who have call ed us,
t hough, are talking a little bit longer. So
you see the average talk tinme increased about
a mnute per call since this pandem c has
hit. And it's really inquiring fromthose
custonmers about what their options may be,
are they getting di sconnected, and those
types of questions. And it nay be even nore
personal conversations, which is what started
in March and April, as customers were feeling
a bit isolated. Sone of the things we
experi enced.

Qur paynent arrangenents have
alarmngly declined with our inability to
provide nore active notifications to them

They' ve declined 44 percent since March of

27
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2020, and they're 75 percent | ess than what
they were this tinme |ast year. And the
percent age of our custoners who are not
payi ng has al so increased. Five percent of
our electric UES custoners are not paying;
that's an increase over 2019. And that
nunber correlates to 7 percent for our gas
custonmers since that sane period of tine.

Next slide, John.

So noving into sonme of the AR
I mpacts since March, taking a | ook at the
very first table that |1've provided here,
this is total arrearages, anything over 30
days past due. You'll see that overall the

nunber of custoners has increased by only

2 percent. It's a decline in residentials by

1 percent that have noved into an arrears

si tuati on. But our commercial custoners, a

nunber of them have increased by 28 percent.

And that's the | argest inpact that we' ve
seen. And for the commercial custoners,
| ooki ng at them specifically, the average
dol l ar anounts for those custonmers have

i ncreased from March to May by 34 percent.
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Simlarly | ooking at our ol dest arrearages,
over 90 days, it's a very simlar story on a
much | arger scale -- and that is, for
custoners in the 90-day categories, these
were bills issued in February, md to |ate
February, with a due date in md to |ate
March. And that's where we're seei ng sone of
our | argest increases in arrearages. And
that's the over-90-day category. | don't
have to read all the nunbers, but you'll see
t he i npacts that our commercial custoners are
realizing, 238 percent increase in the nunber
of commercial custoners and 139 percent

I ncrease in the average paynent anount that
has noved into the over-90-plus category.

And when | | ook at the accounts
recei vabl e agi ng chart down below, this |ine
graph --

John, if you can nove the cursor
around to March of 2019.

You'll see that that's typically a
peak period in arrearages, in total
arrearages. And by the way, this is

arrearages that we've conbined for both UES

29

- 089} [ STATUS CONF. - MORNI NG SESSI ON] { 06- 17- 20}




© 00 ~N oo o b~ w N P

NN NN R R R R R R R R R R
A W N P O © 0 ~N O O M W N B O

and Northern Utilities. It's a very simlar
story. So if you |ook at March 2019, that's
a peak period. And it nakes a | ot of sense
as custoners nove and the noratorium begins
to end. W engage our customers per the
rules. Custoners enter paynent arrangenents.
We're actively working with them And in
April and May those nunbers start to decline.
And they really kind of lull out all the way
t hrough Oct ober or Novenber, and then we nove
into a period where the noratoriumrul es nove
back in. WlIl, not only do you see in March
of 2020 that we reached a peak, but in April
of 2020 as well that nunber increased
significantly. And as we |look to "flatten
the curve" -- with COvVID 19 we' ve al ways
heard that -- we are |looking to "flatten the
curve" on our arrearages for our conpani es.

And May 2020 nay indicate that that curve has

flattened. |It's about the sane as it was in
April. But it certainly has not declined
like it has in prior periods. So we'll be

anxi ous to see what happens for June and

July.
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Next slide, John.

And |'ve got two nore slides, and
they're just sales inpacts for our electric
and natural gas conpanies. As you'll see
fromour UES sales inpacts, this is conparing
three nont hs, March through May 2019 versus
2020, obviously during the COVI D-19 peri od.
Qur sales for electric have increased in our
residential sector by 3 percent but have
declined by nore than 10 percent, or around
10 percent for our commercial sector, for an
overall inpact of reduced sales by 5 percent
during those three-nonth periods. |In the
charts you see below, going fromleft to
right, tell that really alarmng story on our
sal es, where our total billed kilowatt hours,
conparing 2018 in the blue and the orange
2019. And this year, in the gray line,
you'll see that those sal es have
significantly dropped. And the sane story
appl i es when we nove to the right chart on
total billed demand as well. You'll see the
bar chart in the gray has significantly

declined fromlast year and as well from
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2018.

And noving to the | ast slide,
| ooking at a very simlar slide for Northern
New Hanpshire, our gas sales and the inpacts
t here, we've seen declines in both those
residential and commercial sectors, nore so
on the commercial side, for an overall gas
reduction of 13 percent. And these are
typically, actually during shoul der nonths.
March you woul d say certainly has nore
heati ng degree days; it's a colder nonth. W
experience cold in April as well. But when
we | ooked at the sales we had over |ast year,
when we conpared our heating degree days, the
i npact was 7 percent |ess heating degree days
in 2020. So you woul d al nost expect a
7 percent decline in sales to correlate to
that; yet, we've seen a 13 percent decline in
sales. And the total billed therns chart
shows that story as well. And if we | ook at
May, May seens to be leveling off a bit when
we conpare to the prior years.

We appreciate the tine to work with

the Conm ssion. W | ook forward to worKking
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with all nmenbers on a strategy that we could
use together to ensure that we can provide
this assistance that we're working wth our
custoners day in and day out, and to al so
ensure that we can provide the safe and
reliable services that we are also diligently
conmmtted to during this.

And lastly, we've been tracking
t hese nunbers that represent the figures that
| ' ve proposed today or presented today, and
we have this in a detail ed Excel spreadsheet
that we'd be happy to provide the Conm ssion
during this proceedi ng, but then also on a
regul ar basis as well so that the Comm ssion
coul d further understand the inpacts that |
presented here today. So with that, I'l
turn this back over to John.

MR, CLOSSON: Thank you, Mark.
This is John Cl osson again. At a high |evel,
the | esson | earned that we've had so far, you
know, we're not out of this by any stretch.
I think everybody recognizes that. | don't
t hink originally anybody coul d have

anticipated how |l ong this was going to go on
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for. So we got an early start in our
response; however, you know, we did not
understand fully how long this would go on
for, and that caused us sone troubl e over
time that we had to get over. |In the early
stages of this, you know, we noved very
quickly. W were getting information froma
| ot of different sources, and in sone

i nstances the information, you know, proved
to be incorrect |ater down the road. So, you
know, we were encouraged to nove quickly but
t ake sone caution about all the information
that's comng in.

We devel oped a communi cati ons
strategy, you know, both internally and
externally, and we executed it. And if we
run into this again, this type of event, we
woul d execute the sane way. And then we al so
had to realize that, you know, we had to be
hunbl e enough to realize that good ideas cane
fromeverywhere. There was a | ot of
information that had been conmi ng in about
this virus, about the appropriate response to

it. And it's best to | ook in areas both
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Wi thin and outside of our industry to nake
sure we're doing everything we can to
preserve the health and well -being of our
custoners and our enpl oyees and all the

st akehol ders that we work w th.

So at this point we'd really just
like to open it up to any questions that
anyone has about our response, about our
cust oner experience, and about where Unitil
is directed at this point with respect to the
pandem c.

CHAl RWOVAN MARTIN: Al right.
Thank you very nuch for that.

Conmmi ssi oner Bailey, do you want to
start?

COW SSI ONER BAI LEY: Sure. Thank
you very nmuch for that excell ent
presentation. | have a couple of questions
about whet her you've quantified the expenses
yet. Do you have projections about the
amount of receivables that you think may be
uncol | ecti bl es?

MR, CLOSSON. Mark, you want ne to

handl e t hat ?
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MR. LAMBERT: W have actually --
yeah, and | can turn this back over to John
and Dan Hurstak as well.

Conmi ssi oner, we have nmade sone
attenpts right now at projecting based on the
information that we've seen from March
t hrough May, what the receivabl e bal ances may
|l ook I'ike in that chart that | had shown,
what that nmay grow to, and we're trying to
use all the data that we have right now to
i ndi cate that.

In addition, the realization that
our custoners wll not be getting into a
term nati on proceedi ng, where they perhaps as
di sconnecti ons noved forward they get
di sconnected, that would pronpt themto nove
into a non-active status, which unfortunately
may |lead ultimately to a charge-off or a
wite-off, which would be our bad debt
expense. And as we know fromthis period
during the state of enmergency, with the
nmoratorium custonmers are naturally not going
to nove into that phase. So we're trying to

anticipate grow ng arrears and | ess
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wite-offs which would be used to reduce

t hose bal ances. So we're in the process of
that, and I know we're nmoving in to try to
identify those bad debt costs.

But Dan or John, if you have
anyt hing nore specific, that's fine.

MR, CLOSSON: Dan, do you want to
respond?

MR, HURSTAK: Sure. 1'd just like
to say for the first quarter we had incl uded
addi ti onal bad debt reserve anmounts for UES
of approxi mately 20,000 and for Northern New
Hanmpshi re approxi mately 44,000. And then we
are considering all of the itens that John
and Mark covered as we nove through the
remai nder of the year for what bad debt costs
wi |l be, but we do not have anounts for
t hose.

COW SSI ONER BAI LEY: Gkay. Do you
know what the inmpact of the lag from paynents
is on your cash working capital? Do you have
a nunber for that?

MR, HURSTAK: No, we do not have a

nunber for that. W're assessing the inpacts
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had over the past two or three nonths as we
ki nd of noved out of March and into full
nmonths with the Emergency Order of the
pandem c. But no, we do not have a
quantifi ed anount yet.

COWM SSI ONER BAI LEY:  Ckay. | had
a followup for M. Lanbert about the
uncol | ecti bl e question. Wat you're saying
is that, because of the executive order and
t he fact that custoners can't be
di sconnected, the arrearages that are
i ncreasing wll becone uncollectible and bad

debt until after that Energency O der

expires?

MR, LAMBERT: Well, | think what |
was saying -- and certainly correct ne if |I'm
m ssi ng the question, Conm ssioner -- but

what | was saying was right now t hose
custonmers just continue to age, and we're
not -- they're not engaging to nake the
paynent. |If, and this nmay happen, this may
occur, if the noratoriumis lifted and the
Conmpany has opportunities to resune nor nal

busi ness through the rules -- disconnections
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t hrough the rules and that notification
process, we hope that that woul d engage
custoners. And our plan is to protect
custoners with paynent arrangenents. And
they'd be very flexible. They' d be |Iong
paynent arrangenments. So as the noratorium
iIs lifted, custonmers would still remain
protected from di sconnection for a |ong
period of time, well through even next year,
as they nake paynents towards their

out st andi ng bal ance. |If custoners, once this
Is lifted, choose not to pay because they
can't pay, it would probably then go final
and term nate the account, would then go

t hrough the normal process where they woul d
be prepared for wite-offs after we've had
anple tine to collect.

COW SSI ONER BAI LEY: So that's
years away because the Executive Order says
t hat you have to have a | ong paynent
arrangenent after the di sconnection --

di sconnection noratoriumis lifted.
MR LAMBERT: That's correct.

That's how we see it, Comm ssioner, yes.
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COW SSI ONER BAI LEY: Al right.
Thank you.

Can you -- can anybody give ne an
i ndi cati on of the increased expenses? | know
you nenti oned, you know, PPE, extra cleaning
costs, vehicle | eases and nore | T bandw dth
and |icenses for working renotely. Anybody
have an i dea about what that increase in
expenses is going to be?

MR CLOSSON: For UES right now,
t hose have achi eved 31, 000, and for Northern
Utilities 34,000. Am 1 saying that
correctly, Dan?

MR. HURSTAK: Yeah. Those nunbers,
John, mainly include additional PPE and
cl eani ng, as John described earlier in his
remarks. W are still trying to assess and
conpile the costs related to renote workforce
and any ot her pandem c costs that may have
cone in the past two nonths.

COW SSI ONER BAI LEY: Ckay. Has
t he pandem ¢ had any effect on your ability
to operate the system maintain the systenf

MR LETOQURNEAU: Comm ssi oner

40
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Bail ey, this is Ray Letourneau on the
electric side. As John has indicated in his
presentati on, you know, we had to get
creative with staggering shifts to try to
limt the nunmber of folks that were in the
office. W had to nmaintain a contractor
wor kforce that was job-site reporting, so
that we woul d assure ourselves also that if
we had any type of weather event, that we
coul d manage that, because nutual aid was
virtually very difficult to obtain during
this period of tine.

But to specifically answer to your

question on the electric side -- and |I'm sure
Chris LeBlanc can answer for the gas -- we
had -- essentially we were able to nanage

t hrough this with virtually no inpact in our
ability to operate the system

COW SSI ONER BAI LEY:  What about
public jobs and the construction that you do
during the sumrer period?

MR LETOURNEAU: Yeah, we were able
to -- we had to certainly amend | guess j ust

schedul es. A lot of the work that we were
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doi ng, especially when we start | ooking at
sone of the maj or upgrades that we're doing
to our system we do have to take outages to
do sone of that work. And so a lot of those
out ages were scheduled earlier in the year
in the March-April tinme frane. And because
everybody was working from hone, you know,
all the students were hone and people were
relying on their Internet router and
tel econmmuti ng, et cetera, we postponed a | ot
of that work until about a nonth ago. W
started notifying custoners. W started
taki ng those outages. W started working
wth different entities, if we got a call
from sonebody that couldn't withstand an
outage during a certain period of time. But
we were able to reschedul e those. And we' ve
done that successfully. And we've done that
virtually with no custoner feedback --
negati ve feedback | should say. So we're
still nmoving along with our constructi on.
COW SSI ONER BAI LEY: And how s the
| evel of requests for new service

installations? 1Is it normal or is it |ess
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t han nor mal ?

MR LETOURNEAU: Yeah, that's a
good question. On the electric side | would
have to say it's definitely dropped off. And
a lot of that is as a result of the
muni cipalities. [It's not because the
construction hasn't continued. It's the
muni ci palities have been basically stopping
any type of permtting for electric service.
You need an inspection done by an inspector,
and a lot of municipalities weren't allow ng
the i nspectors to go out into the field to do
that work. So a ot of it has been
backl ogged. But we're starting to see that
slowy start to turn around now. And | think
that if we have anot her couple nonths, we'l]l
be caught up to where we woul d expect to be
W th service work.

COW SSI ONER BAI LEY: G eat. How
about the spokesperson for Northern?

MR LEBLANC. Hi, Conm ssioner
Bailey. This is Chris LeBlanc. Mich |iKke
Ray said, we inplenented staggered shifts

fromrenote | ocati ons when the virus first
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hit. And we did put restrictions on all work
t hat was conpany-driven that required access
to custoners' honmes. That restriction was in
pl ace for April and May, and we've recently
lifted that. W have noved forward with our
construction program so we haven't seen the
di m nution of our construction. W have
recently, as | nentioned, |lifted those
restrictions for custoner entry, and we're
starting to catch up on that del ayed work at
this point in tine.

COW SSI ONER BAI LEY: So did you
have a sim |l ar delay of work for new
install ati on because of nunicipalities?

MR LEBLANC. Yes. But typically
this time of year when -- construction for
t he gas side pretty nuch starts around
April 15th. And initially when we first
start construction, our new installs are
contracts that were received towards the end
of last year. So new custoner requests are
slow this tinme of year. But we have seen a
di m ni shed anobunt of new custoner requests

for gas service.
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COWM SSI ONER BAI LEY:  Ckay. Can we
go back to the graph that showed the
reduced -- the accounts receivable? That
one. That one, yeah.

So it looks to ne like May of 2019
and May of 2020 are at about the sane | evel.
Am | reading that wong? And it even | ooks
li ke April mght be alittle bit -- April of
2020 mght be a little bit | ower.

MR LAMBERT: Yes, that's correct.
We actually were experiencing -- we had noved
into a new custoner information system back
in 2017, Comm ssioner. And one of those
exercises with that was we wanted to nake
sure we had a reliable systemin place. And
one thing that was -- we certainly did not
want to jeopardi ze any accuracy in terns of
col l ecti ons, whether we were notifying
customers incorrectly. So we really took our
time on the collection side because it is
such a sensitive issue for our custoners.

So, you know, our arrearages had grown during
that tine. So we saw that, you know, those

nunbers were starting to really cone down to
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normal levels. And we knew this was going to
take ti ne.

So we could al nbst use that as a
| esson for ourselves, too, as we nove into
this pandenmic, that arrears will probably
certainly grow to higher levels. But yes,
you're right. In April of 2020 versus Apri
of 2019, it's about the sane area. So we
started | think at a much hi gher point in
2018 as we were trying to cone out of that
system i nposed -- or self-inposed noratorium

COWM SSI ONER BAI LEY: So the
I ncrease in the amounts in the chart above,
are those increases fromthe | ow point, I|ike
i n October, Novenber?

MR. LAMBERT: No, those are inpacts
just since the pandem c began in March of
2020. That's what we've seen. And it would
be depicted on the right side of the chart
that you see below. So from March 2020, and
you | ook at April 2020, how much it
i ncreased, those are the depictions above in
t he residential and commercial cl asses.

COW SSI ONER BAI LEY: Ckay. So
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conparing that to | ast year -- well, the
graph is starting to go down beginning in
March, and this year the graph is going up in
March. So that really shows the difference.

MR LAMBERT: Yes, that's correct.
That was that "flattening the curve”
reference | made. It usually flattens in
March of each year, and as we head out of a
nor mal period where wi nter noratorium ends,
you'll see that decline, you know, very
consistently until we get to a tine where we
head back into the noratorium period. And
that's the alarmng trend, that we haven't
seen that. W nmay have flattened it from
April to May. May would indicate that it's
flattened. But | think June and July nay
tell, you know, an interesting story. So
that will be good information to continue to
provi de the Comm ssion, you know, even
t hrough this investigation.

COW SSI ONER BAI LEY: Al right.
Thank you very nuch. That's all the
questions | have. | really appreciate your

tine.
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MR. LAMBERT: Sure. Thank you.

CHAI RANOVAN MARTI N: Conmmi ssi oner
G ai no.

COW SSI ONER G Al MO Good nor ni ng.
I'"mgoing to see if people can shake their
heads to indicate that |I'm being heard. Al
right. Geat.

So ny first point is going to be
nore of a comrent than anything el se, and
it's actually for the other utilities to
consider as well. The utilities with -- that
are doing business in nultiple jurisdictions,
| guess I'd like to hear if there are any
differences. | imagine each utility needs to
handl e customers slightly differently because
each set of custoners has different needs.
I'd i magi ne Fitchburg woul d be different than
Concord, New Hanpshire, than Dartnouth,

Mai ne -- (connectivity issue).
(Court Reporter interrupts.)

COMW SSIONER GAIMO  So |I'm
wondering if there are any -- if Unitil has
any observations with respect to differences

or observations they have within the nultiple
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jurisdictions. And maybe you can say that
you t hi nk New Hanmpshire has done it right
W th respect to the Governor's Executive
Order or Conmi ssion activity such as this.

MR CLOSSON: | would say that
there are overall differences between the
three states we operate from you know, an
operational and crisis response perspective.
They have different criteria in each of the
states. You know, we've |earned from each of
them W' ve adopted best practices across
state lines when we felt it was in the best
I nterest of our enpl oyees and our custoners.
You know, some of the regions that we operate
in in Massachusetts is |less inpacted than the
G eater Boston area and sone of those areas.
So the consistency in terns of our experience
Is nore |ike what's happening i n New
Hampshire and Maine. 1'd |let Mark and/or
Chris or Ray respond to this question as
wel | .

MR. LAMBERT: Comm ssioner G ai no,

t hanks for the question. Speaking fromthe

custoner side and the coll ection side
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per haps, one of the differences -- and I

t hi nk New Hanpshire's done a great job, you
know, with this. One difference when we | ook
at the collection side and the docket that we
have open in New Hanpshire -- and
Massachusetts is entertai ni ng expanding their
arrears forgiveness program And New
Hanmpshi re does not have an arrears nanagenent
or arrears forgiveness program And for
those unfamliar with it, it's for those
custoners who are experiencing bad debt and
they neet certain qualifications, residential
custonmers right now. They have an
opportunity to enter into this arrangenent,
where as soon as they continue to nake their
paynents, the Conpany wll provide, you know,
arrears forgiveness up to a certain point per
nonth and a certain anmount per year where
they forgive the arrears fromthe bottom up
or the oldest up. And that's recovered

t hrough a nechanism And Massachusetts is
entertaining -- in fact, we actually are --
all the conpanies, | believe, and | know

Unitil specifically, has increased those
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anounts of arrears forgiveness. And in
Massachusetts, they're starting to understand
coul d that be used for, you know, certain
commercial custoners as well. | don't think
there's a determ nation on that just quite
yet. So Massachusetts has been active in
that arena to understand this. And they
under stand the chal | enges of custonmers not
engagi ng right now during this tinme as well.

| don't have any information on
Mai ne, Conmi ssioner. W haven't been in
t hose di scussions just quite yet wth Mine
on the custoner |evel.

COW SSI ONER 3 Al MO Thank you.
That was hel pful .

| have a coupl e other questions.
They' Il be pretty quick. People don't have
to feel the need to be too el aborate. |
t hi nk you can go through these quickly.

So if | heard you right, it sounds
li ke the call center, at least in early
March, did not have nmany people there, if at
all, and now you' ve noved to having sone at

soci al distance; is that correct?
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MR. LAMBERT: In the custoner
service center, we've only had three people
that rotate in the custonmer service center
f or busi ness reasons. Perhaps there's manual
paynents that get sent in here. They need to
I ntercept those and post them and for other
vari ous reasons regarding mail. But
everybody el se has been working renote.

COW SSI ONER G Al MO And the slide
t hat nenti oned the four phases -- which is
actually five because one phase of the phases
I's Phase Zero -- it |ooked Iike Phase 4 still
has an enphasis on stay-at-hone and renote
work. WIIl that becone the new normal ? Does
t he Conpany foresee a significant amount of
its workforce working from hone?

MR CLOSSON: | think that this has
really forced us to take a | ook at that.
Traditionally, Unitil has not been the type
of organi zation that has a |l ot of renote
wor k, al though we do have a fl exible work
environnent. Traditionally it's not been our
culture. This has certainly opened our eyes,

and | do anticipate we're going to see nore
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renote work as we nove forward. Certainly
there are departnents internally that are
thriving in this environment and are
advocating to continue to do so after the
pandem c.

COW SSIONER A AIMO. Wth respect
t o custoner engagenment and conmuni cati ons,
has a PR or communications firmbeen utilized
to hel p enhance conmmuni cations and to do
maybe soci al nedi a?

MR LAMBERT: Yes. CQur
conmmuni cati ons departnent utilizes a public
relations firmhere locally in Portsnouth,
New Hanpshire. And | know they've been
i nvol ved, Comm ssi oner, on both of those
aspects. On our outward conmmuni cations, all
communi cati ons are run through our
conmuni cati ons departnent, especially during
this sensitive time. And we try to replicate
t hose sane nessages online on our web as
well. And this firmthat we use plays an
active rol e there.

COWMWM SSI ONER G Al MO Have you

ranped up the utilization of the consultation
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of the consulting firnf

MR LAMBERT: | don't -- |'m not
sure the answer to that. | certainly could
get back to you.

COM SSIONER G AIMO | was j ust
wonderi ng.

One thing that cane across ny n nd
during the presentation was, is there any
nove by the utility to actually, in order to
saf eguard the enpl oyees as they go out in the
field and as they may have go to a custoner's
house, to ask the custoners to take a test?
Is that sonething that's even being
consi dered? And/or do you think the
custoners woul d react so poorly to that, that
it wouldn't be worth doi ng?

MR CLOSSON: We have not
considered that at this point.

COW SSI ONER A Al MO Ckay. There
was a di scussi on about the UCARE Program
How are custoners nmade -- the UCARE grants,
how are custoners nmade aware of that? |If a
cust oner cones and says they're having

trouble paying their bills, can a custoner
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representative on the spot provide a grant,
or do they provide paperwork? And who nakes
the final decision as to who gets those
grants?

MR. LAMBERT: That's a very good
question. The way we have initially set this
up, Conm ssioner, is we've established very
detailed relationships wth our CAP agencies
where custoners are referred to for LIHEAP
nmoney, because the LIHEAP noney is certainly
there and avail abl e for our nost needy
custonmers and chal |l enged custoners. So the
CAP agency wll be the one to determ ne, hey,
| i sten, we've got LIHEAP nponey here avail abl e
for you, and they'll qualify them Because
many custoners aren't sure if they do
qual i fy.

Qur custoner service
representatives, to answer your question,
will refer themto the CAP agencies who w |
make that ultinmate decision. But CAP
agenci es have the ability, |like they don't
have during nost of the years that they do

busi ness with our custoners, to provide
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sonething additional if they don't neet those

qualifications. So then they wll provide
the grant. It's not a staggered level. It's
not a tiered |level. Everybody gets $150.

And t hey communi cate that infornmation to
Unitil. Going forward, however, though,
Conmm ssioner, we are evaluating as this
continues and funds still remain avail abl e
for custoner service representatives to
provi de those funds directly as well.

COW SSI ONER d Al MO Ckay. That's
great.

| guess ny final question or
comment is on the slide that appears before
us. And so ny first reaction was residenti al
cust oner arrearages 30 days plus is down
1 percent. Ww, that's counterintuitive.
You' d never expect that to be the case. But
I think, and what | heard -- (connectivity
I ssue) that the anount of arrearages 90 plus
days are actually up al nost 30 percent. So
I|'"mjust trying to connect the dots.

Is it fair to say that the

residential custoners who had 30- or 60-day
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arrearages actually are now in the 90-day
arrearage bucket? So those who were
econom cally stressed are even nore
econom cal ly stressed?

MR LAMBERT: Yes, | think it's
fair to say that, Conm ssioner, because what
we're finding in all of this -- and it's hard
to get at these percentages or these inpacts
or these nunbers. Wat we're finding is the
custoners who are chall enged com ng out of
nmoratori um or do not pay their bills or enter
I nto paynent arrangenents and they're
qualifying for funds that they've al ways
qualified for or -- that they're still in the
sanme situation. So those custonmers that are
al ways chal | enged, there's even nore of them
at this point. But the custoners who
normally pay -- although we're seeing sone of
those custoners slip into arrearages that
have never been there before -- generally
speaki ng, those custonmers are paying their
bills.

COW SSI ONER G Al MO.  Gkay. Thank

you, M. Lanbert. Thank you, M. C osson.
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Very insightful.

questions

Thank you.

where you
enpl oyees
days, and
test come
enpl oyee.
devel oped

t hey have

nowis to

Madam Chair, those are all the
| have.

CHAIl RMOVAN MARTIN: Al right.

We heard a description of a program
are taking -- having tests done for
who are going into hones every 14
you i ndi cated you had one positive
out of that of an asynptonatic

Wiat is your practice, or have you
one, for letting custoners know
been exposed to an enpl oyee?

MR, CLOSSON:

So our protocol right

-- and we have done this in this

case -- is work with the Departnent of Health

and Human

are taking their guidance.

contact w

I ndi vi dual

testing to

positive.

Depart nent

Services on contact tracing. So we
We' ve been in
th them about this case. The

I's going back for subsequent
ensure this is not a fal se

And it is ny information that the

of Health and Human Services w ||

| ead the contact tracing effort through our
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custonmers. Sone criteria that they eval uate
I's has the individual been within 6 feet of
sonebody el se for | onger than a period of 10
m nut es, approximately 10 m nutes, and were
t hey enpl oying any PPE at the tine. |In both
of those cases our protocol is to naintain
6 feet of distance and to wear specific
per sonal protect equi pment when entering
hones.

CHAl RAMOVAN MARTI N: Ckay. Thank
you.

You nmentioned, and there was nore
di scussi on about the grant that's avail abl e,
and | think the termwas "custoners
i npacted.” And | was wondering how, if
you' ve given any gui dance to your
representatives as to how to detern ne
whet her they are a custoner who is nore
I mpacted, and if so, what that guidance is.

MR. LAMBERT: Yeah, thank you for
the question. |It's really | oose guidelines
we woul d say. They're subjective. And it's
just a series of questions and picking up

queues fromthe custoners that they're having
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difficulty paying their bill, their business
hasn't opened, they're unenpl oyed. And
usually those are sone of the key words as
they're talking with custoners on this. And
usual ly those have really readily conme out
and it hasn't been really difficult to obtain
that information. So those are the custoners
that our CRS, our custoner service reps, are
referring to CAP agenci es, explaining to them
that these funds may be available to them or
sonme funds would be available to them and
per haps even nore on fuel assistance or

LI HEAP f undi ng.

CHAl RWOVAN MARTIN: Al right.
Thank for that.

There was a slide that showed the
per cent age of custoners not paying for each,
for Unitil and Northern, conpared to 2019,
and it had a percent increase. Can you give
me the nunbers for 2019 so | can see the
overall inpact?

MR, LAMBERT: Yes. Yes, one
monent. So in terns of our -- | don't have

t hem conbi ned. | conmbined them for the
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pur poses of the slide. But for our UES
custoners in -- | don't have them conbi ned
for March, April and May. But as an exanpl e,
in May of 2019, the total custoners that were
not paying were 8,632; that increased to
13,115 in 2020. And then on the gas side,
t he total nunber of custoners who have not
paid in May of 2019 was 1,087, and that
nunber increased in 2020 to 3,471. And |
hope ny math works right there. But | think
my chart had depicted March, April and My
conparison in 2019 to the sane in 2020, and
the nunbers | gave you was just for May as an
exanpl e.

CHAl RAMOVAN MARTI N: Ckay. Got you.

| think all ny other questions have
been answered. So Conmi ssioners, do you have
any ot her questions you want to foll ow up
w th, or should we nove on to the next
presentation?

COW SSI ONER G Al MO No, thank
you, I'mall set. W can nove on to the next
present ati on.

CHAl RNOVAN MARTI N: Comm ssi oner
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Bai |l ey.

COW SSI ONER BAI LEY:  |' m wonderi ng
if we should take a five-m nute break naybe
just to give people a stretch.

CHAl RAMOVAN MARTI N Sure. Let's
take a brief recess until 10: 35.

COW SSI ONER BAI LEY:  Thank you.

CHAl RAMOVAN MARTIN: O f the record.

(Brief recess was taken at 10:30 a. m,
and the hearing resuned at 10:38 a.m)
CHAl RWOVAN MARTIN:  So let's go

back on the record, please. Before we

proceed with Liberty, I just want to thank
Unitil and Northern for their presentations.
That was very helpful. And | wanted to |et

you know that, to the extent you are done
your presentation, your wi tnesses are free to
| eave.

All right. Let's proceed wth
Li berty, please. M. Sheehan.

MR SHEEHAN. Thank you. Foll ow ng
the pattern set with Liberty [sic], | wll
i ntroduce the people that we will have

avai | abl e to speak, for themto be sworn in,
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and they are as follows: Main presenter this
norning will be Steve Mill en, who you know
well fromthe regul atory group. Also
present, and | asked themto turn their
screens on to be sworn in, Heather Tebbetts,
manager of Rates and Regul atory Affairs;
Kevin Spottiswood, who is the Regi onal

Enpl oyee Heal th and Safety Manager; Peter
Dawes, is the vice-president of Finance

Adm nistration for the Eastern Region -- and
of course the Eastern Regi on includes New
Hanmpshi re, Massachusetts, Georgia, and New
Brunswi ck Gas and St. Lawrence Gas.
Christine Downing is the manager of Custoner
Care here in New Hanpshire. Jessica Arnold
is a supervisor of Billing and Col | ections
here in New Hanpshire. Carnen Liron-Espana
I s manager of Energy Forecasting. Bil
Killeen is the director of Energy
Procurenent. Carnen and Bill are both
responsi bl e for forecasting and energy
procur enment throughout the country, so
they'Il be able to offer sone insight there.

So those are the people that are prepared to
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be sworn.
CHAl RWOVAN MARTIN: Al right. Ms.
Robi das.
( WHEREUPON, STEVEN MULLEN, HEATHER

TEBBETTS, KEVI N SPOTTI SWOOD, PETER

DAVEES, CHRI STI NE DOMANI NG, JESSI CA

ARNOLD, BILL KILLEEN, CARMEN

LI RON- ESPANA were duly sworn and

cauti oned by the Court Reporter.)

STEVEN MULLEN, SWORN

HEATHER TEBBETTS, SWORN

KEVI N SPOTTI SWOOD, SWORN

PETER DAVES, SWORN

CHRI STI NE DOANI NG SWORN

JESSI CA ARNOLD, SWORN

Bl LL KI LLEEN, SWORN

CARMEN LI RON- ESPANA, SWORN

MR SHEEHAN. So if Steve could

assune the screen again, and we're going to
have Steve wal k t hrough our presentation,
which is simlar to what you heard from
Unitil. There will be sone different
enphasi s as we devel oped our own presentation

her e. And then all the others wll be
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avai | abl e for questions. Steve.

MR. MJULLEN. Good norning, all.
Thanks for the opportunity to nake this
presentation. Let nme start out by just going
t hrough briefly sone of the custonmer and
enpl oyee safeguards we have in pl ace.

The Conpany instituted a policy
wher e enpl oyees who can work from hone nust
work from honme. Currently that has been
extended to at | east Labor Day. There wll
be sone further consideration after that.

Enpl oyees must wear nmasks i n conpany
bui l dings. We've kept the field crews
together and isolated fromothers. W do the
tenperature checks daily and the screening
questions. W' ve done extra cleaning of the
facilities and vehicles. Wen we go to
customer hones, they're asked scripted
questions before we go for visits. W're
usi ng addi tional personal protective

equi pment when entering the hones. W al so
only performessential work when we're in the
custoner hones to mnimze the exposure to

bot h enpl oyees and the custonmers. W had
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weekly crisis teans locally. |In addition,
the corporate organi zation initially had a
teamthat net daily; they now neet twi ce a
week. We closed the walk-in centers. And we
have provi ded enpl oyees with a significant
anount of PPE to performtheir duties, as
well as when they're going out either to
customer prem ses or visiting the conpany
facilities.

In terns of the sone of the
initiatives we've done on the custoner side,
we' ve done sone adjustnments to our paynent
arrangenents. W offer comrercial customers
up to six nonths, residential customers up to
12 nonths, and allow for zero down-paynents
i f necessary. W' ve done a series of
di fferent types of custoner outreach, whether
it's social nedia, PSAs on the radi o,
Information on the web site, on the IVR And
we' ve done out bound e-mails and calls to set
up paynent arrangenments and notifying
custoners of potential assistance. In
addi ti on, consistent with the order by the

Comm ssion and the Governor's order, we've
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di sconti nued the di sconnects for non-paynent,
and we' ve discontinued the assessnent of |ate
charges. | have sone information |ater on
that will quantify the late charge
information in terns of how nmuch for each
utility.

Al so, we have -- the Conmpany has
made sone donations to Nei ghbor Hel pi ng
Nei ghbor and to enpl oyee-chosen | ocal
charities to help custoners during this tine.
And we al so have an initiative where custoner
service reps can apply a good will credit of
up to $250, based on their discretion and the
customer's particular circunstance, to help
themw th being able to neet their bil
paynent requirenents.

In terns of the inpacts on sal es,
t he Conpany has done an anal ysis of the
whol esal e demand changes and excl udi ng t he
weat her inmpacts. Wat you see on the table
is for each nmonth of March, April and May
2020, a conparison of the actual sales to
what was expected prior to the panden c.

We're in the process of updating our
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| ong-term sal es forecast which wll go

t hrough 2026, and that's going to be

conpl eted July 30th. That's going to be done
at a nore granular level, and it's going to

| ook at the | onger-terminpact of COVID 19.

SO0 you can see when you | ook at
March, April and May there's been sone
significant drops in sales, again, excluding
weat her related to this. So it remains to be
seen how long this continues and what those
trends will continue to look like in the
upcomnm ng nont hs.

W' ve | ooked at the revenue inpacts
for both EnergyNorth and Granite State. So
next series of slides are going to go through
t hose. But you can get an idea of what's
been happening in terns of paynents.

So on this slide you see a
conpari son of the dollar amount that varies
when you conpare the simlar nonths of March,
April and May of 2019 and 2020. And then you
al so see the nunber of paynents received.
This is for EnergyNorth. So you can see that

t he dol | ar anbunt went down as nuch as
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29 percent in a nonth as conpared to a
simlar nonth in 2019. And the nunber of
nont hly payments was down al nbst 10 percent,
at least in the nonth of May, as conpared to
the simlar nmonth in 2019. So there has been
a significant decrease in the nunber of
paynents and in the revenue that's cone in.
In terns of | ooking at the accounts
recei vabl e, what you see on this graph is
| ooki ng at the accounts receivable that are
nore than 60 days past due. The first 4 bars
are the nonths of March, April, May and till
June 11th of 2020, and the next four are the
sane nonths of 2019. As you can see, the
pattern is the sanme, in terns of the nunber
of and the percentage of the accounts that
are nore than 60 days past due, in terns of
going up from March to April to May to June.
However, if you conpare 2020 to 2019, you
w il also see that for each nonth there's
been an increase as conpared to the nmonth in
t he prior year of the percentage of the
accounts that are nore than 60 days past due.

So we are certainly seeing an increase in our
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accounts receivabl e.

And as shown on this next graph,
this is conpared -- this is taking a | ook at
t he nunber of days sal es outstandi ng. Wat
that basically neans is if you | ook at
May 31st of 2020, you will see that that's
41. 04 days. That nmeans as of that tinme the
nunber of days average sal es out standi ng was
just over 41 days. Conparing to the sane
point in tinme in 2019, and even 2018, you can
see that that's gone up quite a bit.

Moving on to Granite State, here's
a simlar table to what you saw for
EnergyNort h, again, conparing the revenue
dol l ar anounts as well as the nunber of
paynents received. Simlar to what we just
saw for EnergyNorth, there is a decrease in
t he anount of dollar paynments that are com ng
in, as well as particularly in April and My
we wll see that the nunber of paynents we
received is down. Again, the percentages are
at the top of the slide. But, you know, it's
a simlar type of situation for both

EnergyNorth and Granite State.
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Also simlar is, again, the pattern
here -- this is again a graph just |ike the
one for EnergyNorth. Again the pattern is
t he sane when you conpare the nonths in 2020
to the nonths in 2019. There is a continued
I ncrease as conpared to the sim/lar nonths
for each year. So, you know, we're
experiencing the sanme things on the electric
side and on the gas side in terns of
I ncreased accounts receivabl e.

And again, if you look at a simlar
graph for the nunber of days sal es
outstanding, again it is increased to roughly
40 days at the end of May of 2020, and the
prior years were 38 and 39 days. So again,
simlar to EnergyNorth, you know, both of our
commodities are experiencing simlar results.

In terns of dollars, dollar inpacts
so far, this is where | quantify the | abor
non-1| abor, waived fees. The footnotes at the
bottom say what the labor is -- again, |abor
I's non-productive tinme for quarantined
enpl oyees. No. 2, Footnote 2 for non-|abor

iIs primarily PPE.  And No. 3, the waived

71

- 089} [ STATUS CONF. - MORNI NG SESSI ON] { 06- 17- 20}




© 00 ~N oo o b~ w N P

NN NN R R R R R R R R R R
A W N P O © 0 ~N O O M W N B O

fees, you will notice there's a |lot nore for
EnergyNorth than Granite State, and that's
particul arly because for Ganite State we
don't charge | ate paynment fees for
residential accounts, so that's why the
nunber is lower there. | know that these
anounts were all as of the end of May 2020.
|'ve seen nore recent information on waived
fees, and again, both the nunbers are up a
little bit fromthe nunbers that you see

t here.

So we're continuing to track all of
this in the accounti ng system where we track
these costs. (connectivity issue)

And then just noving on to the | ast
slide -- trying to go through this fairly
qui ckly so we can get into the questions.

One of the things as we went through this is
that we | earned that we need to establish and
rotate a pandem c i nventory of PPE to keep
enpl oyees safe. And that was particularly

W th supply chain issues, which were not

uni que to Liberty. | think that was

happeni ng even with the state, as well as
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other utilities. But that's one of the
things that we | earned, that we really
probably shoul d have that stuff on hand and
spread out throughout the organization.

As part of this, we updated our
busi ness continuity plans and pandem c pl ans
i n each departnment and update weekly in terns
of any changes in status; so that way,
cor porate-w de, we know exactly what's
happeni ng t hroughout the conpany and if any
changes need to be made or if we need to
shift personnel out to cover or make ot her
arrangenents.

We currently attend weekly and
monthly NGA calls to try to | earn best
practices. And, you know, best practices
al so go with the conmuni cati ons we have with
other Liberty Uilities conmpanies across the
country, as well as other utilities in the
region. W' re always | ooking for shared
i deas of tracking the inpact of custoner
outreach, and that's part of when we neet in
our corporate |evel, |ooking for best

practi ces across the Conpany.
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And, you know, as the last item
says, this is an ongoing situation. It's a
| ear ni ng experience for us, for the
regul ators, for the custoners, for al
involved. So it certainly has been
Interesting. And, you know, all the extended
time working at home and trying to operate
renotely has been an interesting experience.
It's actually worked out better than, | think
personally, than | woul d have expected. Once
you figure out the logistics and you get into
nore of a routine, it's actually worked out
fairly well.

That brings us to the end of the
presentation. W're certainly open for
questi ons, whether to nme or to any of ny
col | eagues.

CHAl RWOVAN MARTIN: Al right.
Thank you for that.

Conmmi ssi oner Bail ey.

COW SSI ONER BAI LEY: Thank you.

Can you talk a little bit about the
I npact to your operations, to the extent

t here has been any? How s your construction
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wor k goi ng, new installs?

MR. MJULLEN: Based on the
information that | have, in terns of on the
gas side, we are expected to still nmeet our
targets in ternms of new custoner connections
as conpared to what we expected before
COvVID-19. And I'mnot aware of any sl owdown
on the electric side. O course the gas side
I s expandi ng nore now than the el ectric side.

| do know anecdotally, in terms of
doi ng sone work, for instance, with the Gty
of Nashua, they're planning to do sone main
wor k downtown. And the pandem c provided a
good tine to do that with less traffic than
once sone of the restaurants began doi ng
out door seating and expanding into the road.
W were infornmed that that wasn't going to
happen. So there has been sone shifts |ike
that that we've experienced related to it.
But in terns of new connections, |'m not
aware that we've run into any issues.

COWM SSI ONER BAI LEY: So you didn't
have any nunicipalities that didn't want you

to be in custoner hones or they -- did you
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hear the Unitil presentation?

MR. MJULLEN. Maybe M. Spottiswood
may have a better take on this.

MR, SPOTTI SWADOD:  Yeah
absol utely, Steve.

We did run into sone concerns,
where initially when the pandem c hit, the
protocols that we put in place, we really
responded only to energency calls at that
point. In simlar |ocations, say Manchester,
sonme of the nunicipalities did not open up
the opportunity to dig and put mains in
service in the ground just based on pandem c
and sonme of the things that they had put in
pl ace.

But to get inside the hones, we
really, only to mitigate the risk, went in
for energency purposes. And sonme custoners
didn't want us to go in the hone, so we
respected that as well. But when we did go
in the honmes, we did go through a checkli st.
We did go through a scripting. Qur custoner
service group reached out to the custoners

when it was a schedul ed order, and they asked
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t he questions before our enpl oyees arrived,
is it safe or unsafe to go in the hone. |If
it was unsafe to go in the hone, we had a
prot ocol where enpl oyees wore specific PPE if
they had to go in, regardless of -- or if

6-f oot social distancing couldn't be obtained
and things |like that. Hopefully that answers
your questi on.

COW SSI ONER BAI LEY: Wat about
requests for new service to custonmers? Have
you had any -- do you have a backlog to be
satisfied now?

MR SPOTTI SWOOD: As far as what |
have for information, | think the random
servi ces have been slowed down a bit. Min
and service replacenent due to the CIBS
program and stuff have continued. But the
random servi ces has slowed down a bit at this
poi nt conpared to |ast year. And they're not
a hundred percent sure it's related to
COVI D-19, but that is the information that
was provi ded.

COWM SSI ONER BAI LEY: M. Millen,

do you have any testing protocols in place
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where your enployees who are working in
resi dences have to get tested for COVI D 19
every so often?

MR MJLLEN: M. Spottiswood woul d
be best to address that.

MR SPOTTI SWOOD:  Yeah, we have not
initiated tests for our enployees at this
point intine. W are follow ng the
Governor's order at this point which
conti nues. W do continuously take -- or
have the enpl oyees take their tenperatures
prior to arrival, answer the questions that
were part of the process. W have exerci sed
t he conmuni cation to the enpl oyees that, if
you're sick, we don't want you to participate
or cone to work. But we have not -- there's
been a |l ot of discussions about it. W just
are not a hundred percent sure in our mnds
that, you know, if testing is going to give
us the answers that we are, you know, hoping
to get wwth the uncertainty of the
asynptomatic piece of it. And there's still
sonme things that we have to work through to

be confident in testing.
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COW SSI ONER BAI LEY: To be -- so
that you're confident in the testing?

MR SPOTTI SWOOD: Yes. So we get
the results that we're confident the results
are what they are.

COWM SSI ONER BAI LEY:  Ckay. Have
any -- how many of your -- have any Liberty's
enpl oyees i n New Hanmpshire had COvVI D- 197

MR SPOTTI SWOOD: We had two
enpl oyees in the custoner service group that
contacted COVI D, but none in the operations
side at this point.

COWM SSI ONER BAI LEY: And do you
have protocols in place about keeping soci al
di stanci ng and weari ng masks when out in
public?

MR SPOTTI SWOOD:  Yeah. |f our
crews are out in public or our enployees who
are single, |lone workers are out in public,
I f they cannot maintain that social distance,
they're required to wear a mask. Visitors to
the job sites are required to wear a nask.

If you go into any of our facilities, if you

report there nornmally, or if you, you know,
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report in Londonderry and show up in
Manchester, which is very infrequent now
because peopl e are working from hone, but you
have to wear nask the whole tine you're in

t he buil di ng, unl ess when you get to your
office or so and you can isolate, you can
take the mask off at that point. But anytine
you go in conmbn areas or any tine in the
bui l ding, we ask that -- we require you to
put the mask on at this point in tine. And
we haven't relaxed that restriction.

COW SSI ONER BAI LEY: Ckay. On one
of your slides it said enpl oyees are
performng only essential services inside
hones. So can you tell ne what services are
not bei ng performed?

MR SPOTTI SWOOD: Essential service
woul d be sone mandat ed work, neter changes at
this point. Wen we do the CIBS program
sone of that work is now being done as wel|.
We consider that essential to tie over the
exi sting service to the new servi ce.

Ener gency orders, which woul d be gas | eaks,

CO | eaks, turn-ons, things like that we're
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doing at this point in time. But again, it
IS a scripting process prior to any entry to
a custoner's hone, whether it's a schedul ed
task or sonething that you're going and
you're neeting with the custoner to set up,
you know, an "in to out" so to say, or nobve
the nmeter to the outside.

COW SSI ONER BAI LEY: So what ki nd
of work that's not considered essential is
not bei ng done right now?

MR SPOTTI SWOOD: Wl l, we have a
wal ki ng survey where we're not -- we're doing
the exterior of the building. And if we
can't get inside, we go to the CA process
which we would get at a -- (connectivity
issue) we can't get in and we do at a l|ater
date. And any service that a custoner is not
confortable with us doing, we would not, you
know, participate in. W would reschedule it
when the custoner feels confortable, whether
it be, say, a high bill conplaint or a neter
exchange per custoner request or sonething
al ong that I|ine.

COW SSI ONER BAI LEY: Ckay. So

- 089} [ STATUS CONF. - MORNI NG SESSI ON] { 06- 17- 20}




© 00 ~N oo o b~ w N P

NN NN R R R R R R R R R R
A W N P O © 0 ~N O O M W N B O

understand if a customer asks you to not
cone, that you work with that custoner not to
do that kind of work. But the slide said
essential services -- enpl oyees performonly
essential work inside custoner hones,
m ni mze exposure. So |I'mjust asking you
for an exanple of what isn't essential work
that you're putting off.
MR SPOTTISWOOD: | work in the
health and safety field, so | don't have al
t he operational background of what the
enpl oyees do for that question. Maybe |I'm
not the right person to answer that question.
Maybe it's nore of an ops question. Just
fromwhat | know, that's the only answer to
t he question | can give you at this point.
COWM SSI ONER BAI LEY: | think I'd
| i ke to hear from sonebody from ops, pl ease.
MR SHEEHAN: Comm ssi oner, we
don't have soneone directly in operations on
the call right now. And if soneone knows,
t hey can pi pe up; otherwi se, we will provide
you a |list of those tasks that we aren't

performng as indicated on the sheet this
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af t er noon.

COWM SSI ONER BAI LEY:  Ckay. Coul d
t he operational personnel al so explain any
ot her inpacts to operations as a result of
t he pandemi c, or if that hasn't been done,
when you expect that will resume, that kind
of thing?

MR SHEEHAN. | will. | can convey
t hat the Conpany has participated in what was
weekly calls with the Safety D vision. And |
under st and t hey' ve been conducting with all
the utilities. So I've listened in on a
bunch of those. And other than occasionally
quar anti ni ng an enpl oyee who travel ed or
situations like that, the general report from
our operations fol ks has been business as
normal. And that's at a very high |evel.
But | wll get you detail of anything that is
counter to that.

COW SSI ONER BAI LEY: Is that for
both gas and el ectric or just gas?

MR, SHEEHAN. That's for both.
Weekly reports have indicated, like |I said,

li ke electric ops would say we have two
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peopl e at hone because they travel ed or
because their cousin travel ed, whatever the
case may be; otherw se, things are going
well. As Kevin nmentioned and Steve

nmenti oned, the three or four people on a crew
stay together and don't mx wth other crews.
So we've isolated themto prevent any
cross-pollination -- (connectivity issue).

So the basic nessage has been we're
wor ki ng hard to get PPE, and we're respecting
custoners' w shes and foll owi ng the orders.
And ot herwi se, business is still remarkably
normal at this tine.

COW SSI ONER BAI LEY: Ckay.

Thanks.

M. Millen, can you switch to the
slide that shows the revenue inpacts, please?
Yeah, that's the one. So this shows that
revenue is down. But | can't tell if the
revenue i s down because of decreased sal es or
because of non-paynent. And ny question is
it because of both, or is it -- do you have
any way to separate that out?

MS. ARNOLD: H, this is Jessica
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Arnold, the billing and coll ections
supervisor. So this chart specifically is
paynents. These nunbers are only indicative
of paynents received or, you know, in a |ot
of these cases not received for the three
nonths in question in 2019 and 2020.

COWM SSI ONER BAI LEY: So the
I nformation that shows the variance indicates
revenue that was billed but not paid, the
difference? O is it just -- in March of
2019 you had $13 mllion in revenue from
residential custonmers, and in March of 2020
you had $11 million without really any
I ndi cation of why that is.

MS. ARNOCLD: Right. So this chart
woul d only capture the nunber of paynents
that were received. So for March it would be
13 mllion in paynents. [In 2020, 11 mllion.
But to your point, it doesn't indicate what
the sales part of this would be.

COW SSI ONER BAI LEY: Ckay. And
t he sal es on another slide were down about
4 percent for Ganite State Electric?

MR KILLEEN: Slide 8, Steve.
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MS. LI RON- ESPANA: Can you hear ne?
This is Carnen fromLi berty. Can you hear
me?

COW SSI ONER BAI LEY: Yes, we can
hear you.

MS. LI RON- ESPANA: Exactly.
Granite State, in the nonth of May, we are
down by 3.9 percent.

COW SSI ONER BAI LEY: And
3.9 percent conpared to | ast May?

MS. LI RON- ESPANA:  Yes, exactly.
So paraneters -- (connectivity issues)

(Court Reporter interrupts.)

MS. LI RON- ESPANA:  Yes. So the
nmet hodol ogy we use was sane across the board,
and we just took the paraneters for the
previous | ast year paid the sane nonth as --
(connectivity issue)

(Court Reporter interrupts.)

MS. LI RON-ESPANA:  So | was sayi ng
to the Conmm ssioner that we have been using
t he sane net hodol ogy across the board for
every single nonth, and this percentage is

t he conpari son between expected sales in My
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2020 with COVI D versus May 2019, no COvVI D 19.

COW SSI ONER BAI LEY: Ckay. And
can we go back to the revenue slide? What
was t he percentage decrease between May -- so
about 879,000 -- (connectivity issue) |ower
than 10 percent?

M5. LI RON- ESPANA:  Yup.

COWM SSI ONER BAI LEY:  Ckay.

MR, KILLEEN: Comm ssi oner Bail ey,
this is Bill Killeen speaking. Just wanted
to point out, you know, we got a little of
appl es and oranges here because the
particular slide that's up here now, No. 9,
Is reflective of the revenue received by the
Conpany. So the revenue received in March
coul d have been billed in, you know, Decenber
and January period. And if we all recall,
January -- or sorry -- the nonth of January
was quite cold, or warm or whatever it was.
| can't even renenber now, it was so | ong
ago. Apologies. Wereas the inpact that we
showed on Slide 8 was an attenpt to estimate
what the nonthly inpact is based on whol esal e

| evel s that were seen -- in other words, what
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we're seeing flow ng through the neters from
a supply perspective. So there's a bit of a
timng difference when we're | ooki ng and
conparing different percentages. So | just
wanted to caution that.

| also wanted to share that, in
general, both the electric and gas conpani es
i n New Hanmpshire seem denand i npact ed by
around 5 percent likely due to COVI D 19.
What we've tried to do in our nethodology is
t ake out the weather inpact -- in other
words, nornalize the consunption that we
woul d have expected. And then those
percent ages that you're seeing here are the
demand bel ow what woul d have been expected at
t hose weat her levels. And these particul ar
| evel s in New Hanpshire are sonewhat simlar,
iIf not slightly lower than I would say gas
and electric utility is. W have electric
conpanies in three different states, and on
average they're down kind of in the 7-ish
percent range. So, again, Ganite State's
reduction is a little bit below that. And

| i kew se, an average for our gas conpani es
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that are in eight different states and
provi nces are down kind of in the 7-1/2
percent range. So once again, New Hanpshire
seens to be inpacted a little bit I ess by
COVID-19. So just a little few other points
that | just wanted to share with you.

COW SSI ONER BAI LEY:  Thank you. I
think -- (connectivity issue)

(Court Reporter interrupts.)

MS. ARNOLD: No, I'msorry. | just
wanted to reiterate again that Slides 6 and 9
are just indicative of cash revenue. Those
are paynents only.

CHAI RAWOVAN MARTI N: Conmmi ssi oner
Bai l ey, did you say sonething? | didn't hear
it.

COWM SSI ONER BAI LEY: | said I
t hi nk Comm ssioner G aino has a foll ow up
questi on.

CHAl RAOVAN MARTI N:  Ckay.
Comm ssi oner G ai nb, go ahead.

COMWM SSIONER G AIMO | do. | want
to make sure | understand Slide 5 right,

because | thought | heard M. Millen say that
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t he nunbers were not weat her-normalized. And
then I'mnot sure what | think M. Killeen
had said. It sounded |ike he was suggesting
t hat they nmay be weather-nornmalized. | just
want to clarify.

MS. LI RON- ESPANA:  Yeah, this is
Carnen again with Liberty Uilities. You're
correct. The nunbers have no weat her
normal i ze, but we are conparing two
nunbers -- or two sales subject to the sane
weat her, put it this way. So this nunber is
take the difference between what the Conpany
sales -- what the Conpany woul d have expected
for May 2020 to sales given the |evel of
weat her that we have w thout COVID- 19. And
t hen we conpare that nunber with the actual
weat her -- actual sales, I'"'msorry, that we
see in May 2020. So that's was the
confusion. Wen we say there's no weat her
I mpact, it neans that we are conparing two
nunbers, two sal es, subject to the sane
weat her. Does that nake sense?

COMWM SSIONER G AIMO  No. | don't

understand. It mght just be ne, but it
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sounds |i ke what you descri bed was basically
weat her-nornmal i zed. But we don't have to
bel abor it. Thank you.

M5. LI RON- ESPANA:  Yup.

CHAI RAWMOVAN MARTI N: Conmi ssi oner
Bai |l ey, do you have nore questions?

COW SSI ONER BAI LEY: I was | ooki ng
at nmy questions, and | don't think so. |
think I'll turn the mc over to Comm ssi oner
G ainp at this point. Thank you.

CHAIl RMOVAN MARTI N: Ckay. Thank

you.
Conmmi ssi oner @G ai no.
COMWM SSIONER G AIMO G eat. |
have just a few So the slide -- is Slide 9

t he one that indicates the nonthly
devi ati ons, the nonthly deviations slide? It
has a -- no. Yes, that one. And so that's
for Ganite State. That's the electric. |
want to make sure | understand this right.

So over the past three nonths, each
nont h t he Conmpany has received, on average,
about maybe $1.1 to $1.2 million |l ess than

they received for the sanme tine in 2019; is
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t hat correct?

MS. ARNCLD: That's correct.

COW SSI ONER G Al MO.  Gkay. Thank
you, Ms. Arnold. And it looks, simlarly for
EnergyNorth, it's almost 5 mllion a nonth.
I's that correct?

M5. ARNOLD: Jessica Arnold again.
And yes, that's about correct.

COW SSI ONER G Al MO.  Gkay. Thank
you. That's hel pful.

| guess these questions are maybe
for M. Miullen. |Is there a control center --
does the Conpany have a control center, I|ike
an operations roonf

MR MJLLEN: Yes. 1It's in
Londonderry.

COWMWM SSI ONER G Al MO Ckay. Has
t hat been continually manned -- or |I'm
sorry -- continually staffed over the
Covl D- 19 pandem c?

MR, MJLLEN: Yes, that's been
manned. The control center covers not just
New Hanpshire. It covers across the country.

| think M. Killeen m ght have sonething to
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add to that.

MR KILLEEN: Yes, Steve's correct.
Qur control center for both gas and electric
is based in the office in Londonderry. But
t hey do al so have a backup site in New
Hampshire as well in case of situations just
li ke this. So the business continuity plan
that was created by the Conpany nany years
ago made sure that that control roomis
flexible and durable in situations just |ike
this. And they have been nmaki ng sure that
that control room-- you know, where they
happen to have it in the office 24/7, 365,
there's not quite as many people in there
every day because they are nmintaining the
soci al distancing. And they've put in nany,
if not nore, protocols than what Kevin
descri bed earlier and what was presented by
Steve earlier, in terns of the various
t enperature checks, social distancing, hand
sanitizing practices, et cetera. So they
continue to operate 24/7 and with no issues
and no ill nesses and are keeping the gas and

el ectrons fl ow ng.
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COW SSI ONER G Al MO Thank you for
that. |Is it conpatible? |If there's like a
bi g screen that shows the system that shows
all the systens in the control roomin
Londonderry and in the control room el sewhere
I n New Hanpshire, can they | ook at the sane
thing? Can they work concurrently, and did
you do that? O do you need to have -- are
you just working one operation? The backup
control center is truly just a backup control
center and doesn't run concurrent with the

primary control center?

MR, KILLEEN. | believe I'd have to
check. But nmy understanding is -- the short
answer woul d be yes, | believe they have both

| ocations. But we can certainly doubl echeck
on that.

COW SSI ONER d Al MO Ckay. Thank
you.

Slide 2 talked a little bit --
there was a bullet about vehicles. And it
al nost suggested |i ke the Conpany does extra
vehicle cleaning. Wat's the protocol for

vehicles? Are there nultiple people in the
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sane vehicle? [1'll pause there and wait to
hear that answer.

MR SPOTTI SWOOD:  Yeah, this is
Kevin Spottiswood. W have tried to reduce
that possibility the best we could. But if
there is a possibility that sonmebody has to
drive or nore than one have to drive, then
people in the vehicle wear face coverings or
masks as they are in the vehicle.

COWM SSI ONER G Al MO Ckay. And ny
| ast question is a followup to sone of the
questi ons Comm ssioner Bailey was having.
And if these fall wthin the basket of being
answers best for operations and no one here
can answer, that's fine. But it sounds like
I heard the CI BS work has conti nued
unaffected. |Is that right?

MR, SHEEHAN: Comm ssi oner @ ai no,
you w |l hear nore about this. | think we
have our CI BS hearing tonorrow.

COWM SSI ONER G Al MO Yeah. Okay.

MR. SHEEHAN:. The hi gh-1 evel
nmessage is Steve nmentioned a particul ar

situation in Nashua where a particular Cl BS
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proj ect was cancelled for this year because
of COVID-19. Cenerally speaking, it is going
as pl anned.

COWM SSI ONER d Al MO Ckay.

Thanks. And vegetati on managenent and
reliability enhancenents, sanme answer?

MR, SHEEHAN. Correct. As we know,
nost of those people have trucks in the
woods.

COM SSIONER G AIMO  Geat. Ckay.
And | think you already answered the new
connections i nfornmation.

So with that, thanks to Liberty and
all its experts. | appreciate it.

CHAl RWOVAN MARTIN: Al right.
had a question about the outbound calls
regardi ng paynent arrangenents. Are you
seeing an increase in outreach? 1Is it
effective in getting folks to enter into
paynment arrangenents, or are you seeing a
decrease i n paynent arrangenents |i ke we have
with Unitil?

MS. ARNCLD: This is Jessica

Ar nol d. So with the 1 ncreased outreach
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we' ve seen a good anpunt of custoners who are
renegotiating current paynent arrangenents

t hat they have to take advantage of the

| onger periods that we're offering at this
point. In general, though, the anount of
paynent arrangenments has dropped not
significantly. And unfortunately, | don't
have those nunbers in front of ne. But they
have dropped marginally over the | ast few
nmont hs.

CHAl RAMOVAN MARTIN: Do you have any
nunbers that would show those that are
exi sting and just renegoti ated versus act ual
new paynent arrangenents?

MS. ARNCOLD: | do not have those
nunbers in front of nme, but it is sonething I
coul d provi de.

CHAl RMOVAN MARTI N Ckay. Thank
you. | would appreciate that.

The sal es projections slide that
you had showi ng that the sales were down as
conpared to the projections, do you have a
br eakdown between residential and commrerci al

for that? It looks like it was a
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conpi | ati on.

MS. LI RON- ESPANA: Not at this
tinme, but we would be able to provide you
with that.

CHAl RWOVAN MVARTI N: Il think it
woul d be hel pful if you could provide a
br eakdown for residential and commercial, to
the extent you didn't in the slides. Thank
you.

Looks li ke the rest of ny questions
were answered. So unl ess the Conmi ssioners
have foll owup questions -- | can't see you
both -- all right. Now |l can see you.

All right. Qbviously, thank you,
everybody, for the presentation and for all
your people being here. This was very
hel pful. And your w tnesses are excused, and
we wll nove on to the next presentation.

MR. SHEEHAN. Thank you.

CHAI RMOVAN MARTI N Thank you.

M. Fossum

MR FOSSUM |'m here.

CHAl RAMOVAN MARTIN: | can't see

you. There you are. Ckay. Are you prepared
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to go?

MR FOSSUM |'mjust scanning the
screens to make sure everybody from our team
is on and available. Mne's refreshing, but
it looks like everybody is here. So | think
we are ready to go.

So, |like sone of the others, | wll
just sort of read off the names of those who
wi |l be presenting today. And we have a
presentation, and I'll turn it over to them

So, primarily running our
di scussion today is going to be Joe
Purrington, president and chief operating
of ficer of PSNH, and Jessica Cain,

vi ce- presi dent of Custoner COperations for
Eversource. Additionally on the line for
answeri ng questions or providing details we
have Erica Menard, manager of Revenue

Requi renents for New Hanmpshire; Dan Ludw g,
manager of Sal es and Revenue Forecasting; Dan
Traynor, senior analyst in the Custoner

G oup; and TimMGath, director of the
Contact Center. So those are the people that

we have online and prepared to answer and
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respond to questions today.

CHAl RWOVAN MARTIN: Al right.
Thank you.

Ms. Robi das, can you swear the
W t nesses, pl ease.

(VWHEREUPQN, JOE PURRI NGTQN, JESSI CA
CAIN, ERI CA MENARD, DANIEL LUDW G TIM
MCGRATH were duly sworn and cauti oned
by the Court Reporter.)

JOE PURRI NGTQN, SWORN
JESSI CA CAIN, SWORN
ERI CA MENARD, SWORN
DANI EL LUDW G SWORN
TI M MCGRATH, SWORN
MR FOSSUM  Conmi ssi oners, |
apol ogi ze. Just one correction. | was just
infornmed that M. Traynor has had to drop off
t he conversation, so he will not -- he's not
avai | abl e. But we have adequate people
hopefully to answer the questions.
CHAI RA\MOVAN MARTI N: Ckay. Thank
you.
MR FOSSUM So with that, | wll

share the presentation that we have, and I
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Wil turn it over to M. Purrington.

MR PURRI NGTON: All right. Good
nmor ni ng, everyone. Can you hear ne okay?
Ckay. Thanks. And | do want to say thanks
for the opportunity to present this norning
to all of you.

So Matt, if you can go to the next
slide, please.

So, you know, at the onset of the
pandem c, you know, we treated this as a
| ar ge- scal e enmergency response event and
f ocused on our business continuity plans. 1In
early March we activated the Eversource
Enmer gency Coordi nati on Teamto provide
oversight of this |arge-scal e event and
i mpl enented various daily calls on the
pandem c, and continue to do that, as well as
participate in EEl and AEl Safety Comm ttees
on this effort. Qur top priorities were
enpl oyee and public safety. You know, the
strategy for the event has been focused on
transparent and frequent conmunications to
relieve enpl oyee anxi ety and concerns. And

we wanted to ensure a consi stent approach
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across the enterprise of the three states we
operate in. So we stood up an HR conmand
center to field enpl oyee and supervi sor
questions. Qur focus on social distancing
was establi shed through renote work
opportunities. And where we don't have those
and we have fol ks worki ng, we have
face-covering requirenents. And right nowin
New Hanpshire at PSNH, we have nore than
50 percent of our workforce working renotely.

For our field crews, you know,
we' ve established social distancing by
separating crews with one person in the
vehicle. W have job-site reporting. And we
al so have elim nated crew nenber rotations so
t hat we have consistent crews together
t hrough the duration of the pandem c.

You know, as many of you know, PSNH
Is the local control center for | SO New
England in the state of New Hanpshire. W
have three control center |ocations: W have
our primary control center here at Energy
Park; we have a backup at Derry, and we have

an area at Elm Street that al so can serve as
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a control center if needed. So those
enpl oyees in the system operati ons,
transm ssion and distribution and control
centers have a unique set of skills that
aren't easily replicated or replaceable. So
we treated these enpl oyees, you know, very
carefully. W separated the day shift, and
we have the day shift working here at Energy
Park. W have the night shift working at
Derry, at our backup control center. W have
an open-bridge conference |ine between the
two control centers when we do shift
turnover. And in the event that we have a
storm we have operated out of both control
centers with that bridge |ine being open.
Those facilities go through
ri gorous cleaning in between shifts,
i ncluding electrostatic cleaning. For the
enpl oyees al so that cone and work in the
control center, they cone through and do
their tenp screening. They ask the
questions. And we actually have separation
protocols for both the transm ssion and

di stribution control centers. So what we're
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trying to do is elimnate co-mngling.

And al so in our business continuity
pl ans we have devel oped a sequestrati on pl an
i f needed. W have not inplenented that
sequestration plan at this point, but we are
prepared to do so and feel like wthin 24
hours' notice that we would be able to get up
and runni ng and do that.

To this day, you know, we're
conti nuously nodi fying our safety plans based
on updated information and gui delines. W
have two primary docunments: The field
operation safety plans and renpte on-site
wor ker safety pl ans.

So through all of these efforts,
you know, here in New Hanpshire we've had
m ni mal i npact to the PSNH wor kforce. W
only had one positive case, and that was a
person that was working renotely. And it is
evi dent that our cautious approach has served
us very well. As we speak, you know, we're
devel opi ng our re-entry into the workpl ace
guidelines. They're being finalized. 1t'l]I

be a nmulti-phase approach. But we envi sion
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that we'll stay in this current state of the
maj ority of our workforce working from hone
while we nonitor the inpact of the virus to
the state and the i npacts of reopening the
state for business. And it also gives, you
know, our enployees -- we feel it reduces
their anxiety through the summer as they're
chal | enged wi th enough goi ng on outside the
pandem c. So we envision that for the
remai nder of the summrer. And, you know,
we'll continue to evolve into our re-entry
into the workpl ace gui delines as we go

t hrough the sumer based on updated

I nfor mati on.

So Matt, if you could go to Slide
2, please -- or Slide 3. Excuse ne. Thank
you.

So neeting our custoners' needs is
obviously our top priority. You know, having
a safe and reliable electric system you
know, is nore critical than ever. So we've
est abl i shed safety guidelines for working on
cust oner prem ses, including scripted

questions through our custoner service
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center, including asking the custoner to wear
a nask while we are there if we have to go
I nsi de.

We' ve expanded our critica
facilities list to include surge sites as
t hey were devel oped and put online. And we
perforned additional inspections on those
circuits feeding those hospital and surge
sites.

We' ve al so focused a | ot on our
comrmuni cation to our conmunities, to ensure
themthat we were up to date with how we were
adjusting to this pandem c and al so
reassuring themthat we are focused on system
reliability.

As far as our ability to execute
our work plan, you know, we've been able to
continue to execute our work plan. The only
caveat |'d say is that during the
stay-at-hone order fromthe Governor, we
del ayed pl anned system out ages, those out ages
t hat would be, you know, nultiple custoners
for, say, conversion work, where we were

converting a circuit and upgrading the
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voltage. Now that the Governor's
stay-at-hone order has expired, we're
starting to focus on doing that work as well .
Al t hough we changed how we' ve gotten sone of
our work done, we still are able to execute
all of our capital work and mai nt enance wor K.
And | woul d say that based on year-over-year
conpari sons, our new customer service work is
very simlar to what we've seen in past
years, so we haven't seen the drop-off there
i n the panden c environnent.

So, you know, we're always
preparing, you know, for energencies. W've
now entered into the hurricane season. And,
you know, one of the unique chall enges that
we have in the pandemc is, you know, if you
had a devastating hurri cane cone through, how
woul d you operate. So our energency
coordi nati on team and our energency response
fol ks are devel oping the protocols and
processes that we'd inplenent in the event
that we were hit with w despread outages. W
have had a few m nor outage -- mnor storns

in March and April. Qur depl oynent of
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technology in the field with our |ine

wor kers, our new OV5 and 3 S have served us
very well. W' ve been able to manage m nor
storm events, you know, w th people working
renotely. Like our danage assessnent

coordi nators, for exanple, can run danmage
assessnment crews fromtheir houses, and we've
been able to restore power very quickly.

On the comunity front, you know,
earlier this year we did nake a corporate
donati on of $100,000 to the Granite United
Way to help wth the pandem ¢, and al so
$10, 000 to the New Hanpshire Food Bank,
denonstrating, you know, our commtnent to
our custoners. You know, we will continue to
focus on systemreliability and ensuring
t hat, you know, when people need their
service, that we're there for them

So I'mgoing to go to the next
slide, Matt, and turn it over to Jessica.

(Pause due to connectivity issue)

M5. CAIN: Can peopl e hear ne okay?

Ckay.

Good norning. |'mJessica Cain, |
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am vi ce- presi dent of Custoner Qperations
across Eversource's three states. So |'ve
got the contact centers, the neter reading,
field collection, billing and credit and
collections. So I'll wal k through today from
the start of the pandem c what we're seeing
for inpact on custoner behavi or and custoners
overall since the pandem c and then our next
steps. W have been working with Anmanda
Noonan and Rorie Patterson and our peer
utilities over the last nonth and a half or
so about how we can col | aborate best as an
i ndustry and then w thin New Hanpshire and
across our states so that we can | everage
| essons |l earned fromthis unprecedented tine.
So starting off in March, we did --
simlar to the other utilities, we suspended
basically all collections, shut-offs for
non- paynents, all security deposits, late
fees, and then all delinquent bal ance
notifications. So that would nean across --
typically we would notice customers with
letters. It would be on a bill via e-nail

text if they're signed up for those
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notifications. So we put a halt to all of
that, and we reconnected those custonmers who
had been -- any who had been di sconnected

t hat needed to be reconnected prior to
COvVID-19. W also started offering those
ext ended paynment plans. Specifically for
busi nesses, we opened up to a 12-nonth
paynent arrangenment with no down-paynent and
on past due anpunts, because we saw, |ike

ot hers did, that businesses were hit very
har d.

Next page. So noving straight into
the inpacts, | could hear fromthe questions
earlier like a |ot of what happens in
collections and with revenue is seasonal. So
this is our No. 1 netric that we neasure al
the tinme in credit and collections. And we
do nornalize it because otherwi se it doesn't
give us a good indicator of the performance
and the health of credit. So what you're
| ooki ng at here is our accounts receivable
that's greater than 60 days old as a
percent age of the revenue billed two nonths

prior -- so, neaning the full anount of the
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revenue that was billed in March that -- and
you' d have the accounts receivable, the noney
that still hasn't conme in over that. And
that's the -- that anount has increased from
19.6 percent May |l ast year to 28.5 percent
this year, which is a 45 percent i ncrease
year over year. Conpared to our other

states, this is about in line with the other
st at es.

We al so participate very actively
in two foruns, but the nost val uable we found
Is an every-other-week EEI forumw th about
40 utilities that we presented at and gat her
| essons |l earned and insights. So the results
we' ve shared are not out of the normwthin
our three states, nor are they out of the
normwth peer utilities at this point. [I'l]
translate this to dollars in the next slide.
Actually, | pulled that out. So pull back
one slide.

And the translation of dollars in
this case, it's about a $5 mllion nom nal
increase for AR at this point. Then |'I

pull forward to the next slide.
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So anot her new i ndi cator that we've
been | ooking at during this unprecedented
time is how many custoners -- as an indicator
of custoner health, financial health, how
many custoners would be eligible for a
di sconnect notice if we were doing notices
and if we had collection activities going on.
And again we conpare the sane nonth | ast year
because we're so seasonal and that we know in
wi nter there's always -- you know, custoners
don't have the sane incentives to pay as they
do once the wnter noratoriumis over. So
there are 9 percent nore custoners total who
are eligible for a disconnect notice this May
conpared to last May. But what was positive
is there was an inprovenent fromApril to
May .

So the total nunber of custoners
with the green bars are the 2020 and the
turquoi se is the 2019. But you can see the
total nunber of custoners who woul d have been
eligible for a disconnect went down from over
36,000 to 32,000. So I think that -- you

know, a | ot of questions about the why. But
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I think in New Hanpshire, | know you opened a
| ot of businesses in May. So those who m ght
have been furl oughed or shuttered conpletely,
that's what we're thinking that woul d be
attributed to in that case.

The ot her piece of data behind this
that we have is how does that split from
residential and busi nesses? |It's about a
9 percent increase in residential custoners
who are eligible to be -- for a di sconnect
notice this May versus |last year. But really
the i npact is businesses. And that, for
busi nesses simlar to markets at Unitil, it's
about a 263 percent increase in comerci al
custonmers who are eligible for a di sconnect
notice this year versus last year. That's
not surprising given the states of noratorium
right now. But what's positive in New
Hanmpshire is you have the | owest percentage
overall of custoners who are eligible f