














Thank you for contacting Unitil Customer Service. We can 

schedule an appointment to have your meter tested and re-

read again. Please advise what day of the week works best 

with your schedule. We can make arrangements for you to 

witness the test while the tech is performing it. The 

metering operations hours are Monday thru Friday between 

7:30am-4:00pm.  Feel free to reply back to my email 

directly with your appointment preferences and I can make 

the arrangements with our metering supervisor. 
  

As far as the FCC complaint, you have all the right to reach 

them as a consumer.  Our IVR always states that the calls 

are being recorded before customers reach a live 

representative. If the customer still moves to connect with a 

representative that would be considered consent. If you 

would like a copy of our call recordings, we would only 

release them via a subpoena.  
  

Best regards, Benjamin Beato 
Bilingual Process Lead, Customer Service 
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This email and any files transmitted with it are confidential and intended solely for the use of the 
individual or entity to whom they are addressed. If you have received this email in error, please notify 
the sender immediately by reply e-mail and delete this e-mail from your system. Please note that any 
views or opinions expressed in this email are not necessarily those of Unitil Corporation or any of its 
subsidiaries. E-mail transmission cannot be guaranteed to be errorfree or secure or free from viruses, 
and Unitil disclaims all liability for any resul ing damage, errors, or omissions. 
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Dr. Valentino, 

  

My supervisor, Amanda Noonan, and I listened to the initial call you had with Unitil. (Please note 
that we are not in possession of the call, we only listened to it.) 

You noted early in the call that you were calling in to verify that Unitil had received your online 
application. The Unitil representative asked you to verify your address, whether you were 
connecting electric or gas service, and when you would be moving in. You provided a move-in date 
of 2/4/2023. As February 4 was a Saturday, the representative asked if you wanted the service to 
be started on Friday, February 3 or Monday February 6.  After verifying that you did not need to be 
present, you asked for service to be started as of February 3, 2023.The Unitil representative 
located your online application, verifying the last 4 digits of your Social Security number (you 
acknowledged your reluctance to provide this information due to prior identity theft issues), your 
date of birth, and your contact phone number. The Unitil representative then asked how you wanted 
to receive your bills – paper bills mailed to you, or electronic bills emailed to you.  The 
representative also asked if you wanted to receive text messages in the event of a power outage to 
which you responded affirmatively.  The representative asked if you were to be to the only person 
authorized to discuss the account with Unitil, and you stated that you were the only contact. The 
Unitil representative verified the meter number that was provided to you when you purchased the 
property, provided you with your new account number, and reiterated that while the service was 
already, there would be a connection and meter read fee of up to $45.  In response to your 
comment that $45 was a significant charge, the representative explained that the fee ranged from 
$5 to $45 with $5 being the fee if Unitil was able to obtain a remote meter reading and $45 being 
the fee if a field visit was required to obtain the meter read,   The representative offered you the 
option of setting up automatic payments for your account to which you responded you preferred to 
wait until you received your first bill.  The representative verified that the mailing address for the 
account was your  address, and you said that was correct. The representative then asked 
if you had any other questions or concerns regarding your service, and you replied that you did not. 

At no time during this call did you request information about rates for electric service or competitive 
suppliers and their rates. As we’ve discussed previously, there is no requirement that a regulated 
utility proactively provide information about third party energy supply; however, had you made such 
a 

request, you would have been provided with direction on how and where to learn more.  

Commencement of service with a competitive energy supplier occurs with the meter read following 
the utility’s receipt of an enrollment request from the supplier.  As such, new customers receive 
energy supply service from the utility, whether a new customer of Unitil or another regulated utility 
in New Hampshire, and any change to a competitive energy supplier occurs with the following 
billing cycle.  

I have called Unitil and listened to the upfront message.  The message states clearly that the call 
will be recorded.  New Hampshire is a two-party consent state for the recording of phone calls, and 
we are discussing with Unitil how a customer could exercise his or her right to not consent and still 
speak with the company.  

 A meter test was conducted on March 30 (?), 2023 at your home.  The meter was found to be 
measuring usage accurately.  A copy of the test results was sent to you by Unitil, and a copy is also 
attached here. Customer requested meter tests are notated on the Unitil work order as a complaint 
test.  When you spoke with the meter technician prior to the meter test that was conducted, I 
suspect there was a miscommunication when the technician stated he was there for a complaint 
test.  

Unitil has waived the charge for the meter test, which was the $20 you referred to as being an 
overcharge on your bill. If other residents in the building are concerned about high usage, as 
opposed to a high rate, they should reach out to Unitil directly to discuss their situation further. 

From : Sisto,  Michael Michael.J.Sisto@energy.nh.gov 
Subject : Unitil 

Date : April 6, 2023 at 11:59 AM 
To :  
Cc : Noonan,  Amanda Amanda.O.Noonan@energy.nh.gov , Beato,  Benjamin beatob@unitil.com 



If you wish to file a formal complaint with the NH Public Utilities Commission, as mentioned in your 
email, the procedures for making such a filing with the Commission is contained in the 
Commission’s email, the procedures for making such a filing with the Commission is contained in 
the Commission’s administrative rules, Puc 200 rules.  I have attached a copy to this email for your 
convenience. Thank you, 

Mike 

Michael Sisto  

Utility Analyst, Consumer Services 

New Hampshire Department of Energy 

21 S. Fruit St. Suite 10  

Concord, NH  03301-2429  

(800) 852-3793 (603) 
271-3670 

michael.j.sisto@energy.nh.gov 

  

 





I listened to the call when   signed up for new service on 1/24/23. During the service 
activation call our rep was able to verify the customer identity and the service address. We also 
confirmed that it was electric service only for this condo. The rep disclosed the activation charge and 
monthly customer charge in our domestic rate. There was not inquiry or concerns expressed by the 
customer regarding the usage at this location or interest in other third party supply options during this 
call. We provided the new account number, discussed her communication preferences for billing, 
outage notification and she declined to set automatic payments. The service activation was scheduled 
effective 2/3/23 as requested.  It is not part of our process to engage in third party supply discussions 

during a new service application, unless the customer specifically express concerns or ask for 
information about external suppliers. We could have easily directed her to our concerns or ask for 
information about external suppliers. We could have easily directed her to our webpage or the 
PUC website to learn more and make an informed decision based on her needs. Third Party 
Supply is a self-serve option. 
  

We did not hear back from   until 3/16/23 when she asked to review her  usage and 
billing charges for her initial bill. She has spoken with three different reps on the same matter 
since. I reviewed all calls and confirmed that we adequately explained the charges on her 
statement, the difference between delivery and supply charges and the usage patterns at this 
condo during the winter months. We explained the supply portion of our bills is a passed-through 
cost to all customers as utilities in New England do not generate their own electricity and place 
bids in the market for the lowest rate that they could find. We discussed different factors as to why 
the rates are so much higher compared to other years in the past. We shared information on the 
third party supply process and advised to visit our webpage and PUC website to learn about those 
options. The usage at this condo is unfortunately  high in the winter and part of that is due to 
running electric heating. From the beginning of service on 2/3 thru the end of the cycle on 3/8, the 
meter recorded 1762KWH for the usage. We looked at the meter diagnostics and could not find 
anything wrong with the read. 
  

Her request to adjust the billing is not warranted when there is no error or negligence in our part. If 
she would like the meter tested, that would be another option and we can set up an appointment 
for it. The meter was  installed in 2021 and we haven’t had any estimate reads since. If you still 
need copies of the call recordings, it would be a lengthy process that requires the audio files to be 
scrubbed first to remove all sensitive and private PII information. 
  

I’ll remind you again that the electric companies here in New Hampshire are not required by rules 

to provide competitive supplier information; as Benjamin indicates a customer would be referred to 

their website or ours for further details. If this is different than how it works in New York, I can only 

apologize and say our rules are almost certainly different than theirs, because it’s two different 

states. 
  

Regarding your issue with the call being recorded, Unitil’s system clearly states before you get 

transferred to a live rep that your call may be recorded. If you feel that the call was illegally 

recorded in spite of that message that would be a matter to take up with law enforcement. 
  

Based on the information provided to us by Unitil I have no reason to believe that any rules were 

broken. We have not requested the call from Unitil but can and will do so and I would be happy to 

review it. 
  

Thanks, 
Mike 
  

Michael Sisto  

Utility Analyst, Consumer Services 

New Hampshire Department of Energy 



21 S. Fruit St. Suite 10  

Concord, NH  03301-2429  

(800) 852-3793 (603) 
271-3670 

michael.j.sisto@energy.nh.gov 









 






