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The Attorney General’s Office is an advocate and resource for ALL residents of Massachusetts.

The Attorney General’s Office (AGO)

• protecting consumers

• combating fraud and corruption

• investigating and prosecuting crime

• protecting the environment, 

workers, and civil rights

© 2026 Massachusetts Attorney General’s Office

Attorney General Andrea Joy Campbell



Where is the AGO located?

Boston

New Bedford

Springfield

Worcester
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Disclaimer 

• All information, content, and materials provided are for general informational purposes only.  Though attorneys 
from the Attorney General’s Office can inform people generally about their rights and obligations, the Attorney 
General’s Office cannot represent individuals. Nor can attorneys from the Attorney General’s Office provide legal 
advice to individuals; thus, the information provided during this training does not, and is not intended to, 
constitute legal advice. You should contact your own legal counsel to obtain advice with respect to any particular 
legal matter and you should not act or refrain from acting on the basis of information obtained during this training 
without first seeking legal advice from counsel. Only your individual legal counsel can provide assurances that 
the information contained herein – and your interpretation of it – is applicable or appropriate to your particular 
situation.  

• These training materials may contain links to other third-party websites. Such links are for the convenience of the 
attendees; the Attorney General’s Office does not recommend or endorse the contents of any third-party sites. The 
Attorney General’s Office exercises no control over the organizations, views, accuracy, copyright or trademark, 
compliance or legality of the materials contained  there and does not sponsor, endorse, or approve the 
information, content, proceeds, materials, opinions or services contained on such external sites. 
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Introduction
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• Avoid overpaying

• Common billing charges

• Spot errors or scams

• Make informed choices
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Why Understanding Your Bill is Important



Supply VS. Delivery

• Supply: the energy itself
– Deregulated, based on market 

prices
• Delivery: the wires, pipes, and 

labor that bring energy to you + 
utility revenue
– Regulated by the state
– Delivery section of your bill 

includes additional charges
• Total Bill = Supply + Delivery
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• Basic Service: An electric utility buys electric supply on behalf of its customers
– Rates change every 6 months based on market prices, passed along to customers 

without profit

• Community Choice Electricity/Municipal Aggregation: A city/town buys 
electric supply on behalf of its residents
– Rates typically change less frequently
– May offer lower supply rates
– May offer electric supply with higher proportions of green energy

• Competitive Electric Supply/Third-Party Electric Supply: An alternative 
supplier buys electric supply to sell at a retail rate
– Rates change based on contract type (fixed or variable)
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Electric Supply Options



Rule of thumb: odds = non-low-income rates, evens = low-income rates

Electric Service Rates
• R1: Regular Residential
• R2: Low-Income Residential
Gas Service Rates
• R1: Residential Non-Heating
• R2: Residential Assistance (Low-Income) Non-Heating
• R3: Residential Heating
• R4: Residential Assistance (Low-Income) Heating
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Rate Classes



Which utility service 
territories do your clients 

live in? 
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Poll



Reading Your 
Electric Bill
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National Grid Sample Electric Bill – Page 1

Page 1:
• Account number
• Billing Period
• Amount Due
• Due Date
• Delivery Services
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Understanding Delivery Charges Listed on Your 
Electric Bill

• Customer Charge: Recovers the cost of providing customer, metering, and 
billing services

• Distribution (Dist) Charge: Recovers the cost of storing and delivering 
electricity throughout the utility’s distribution system (delivering electricity 
from your utility to your home); maintaining a safe and reliable distribution 
system; and paying employees that maintain poles and wires

• Transmission Charge: Recovers the cost of delivering electricity from where 
it is generated to your utility

• Transition Charge: Recovers the costs from utility restructuring in 
accordance with the 1997 Restructuring Act. Utilities transitioned from 
vertically integrated entities that generated, transmitted, and distributed 
electricity  solely distribution companies
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Understanding Delivery Charges Listed on Your 
Electric Bill

• Energy Efficiency Charge: Recovers the cost of energy efficiency 
program services offered through Mass Save

• Renewable Energy Charge: Recovers the cost of renewable 
energy technologies and initiatives to meet state-mandated 
climate goals

• Distributed Solar Charge: Recovers cost of MA solar programs

• Electric Vehicle Charge: Recovers cost of Electric Vehicle programs
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National Grid Sample Electric Bill – Page 2

PAGE 2:
• Supply Services
• Other Charges/Adjustments



Reading Your Gas 
Bill

© 2026 Massachusetts Attorney General’s Office



© 2026 Massachusetts Attorney General’s Office

Eversource Sample Gas Bill – Page 1
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Eversource Sample Gas Bill – Page 2
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Breakdown of Maintenance and Infrastructure 
Investment Charges on Eversource Gas Bill:

• Customer Charge: Fixed customer charge that covers the cost of providing customer services, meter 
reading, equipment, and maintenance

• Distribution Charge: Recovers costs of storing and transporting natural gas throughout the utility’s 
distribution system (operations, maintenance, investments)
– Peak (Winter Rate) = time of year when gas demand is highest (Nov. 1 – April 30)
– Off-peak (Summer Rate) = time of year when gas demand is lowest (May 1 – October 31)

• Revenue Decoupling Charge: Balances how much revenue was collected with how much regulators 
allow the company to make, to remove a disincentive to implement energy efficiency and demand 
reduction programs that encourage customers to lower energy usage and demand

• Distribution Adjustment Charge: Recovers various operating and maintenance costs not included in 
the distribution charge, including environmental remediation, residential assistance

• Gas System Enhancement Program: This charge is part of the Distribution Adjustment Charge but 
broken down as a separate line item. It recovers costs of repairing or replacing natural gas 
distribution infrastructure
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Breakdown of Public Benefits Charges on 
Eversource Gas Bill:

• Energy Efficiency Charge: Recovers the cost of the 
Mass Save program

• Residential Assistance Charge: Recovers the cost of 
residential assistance programs, such as discount rates 
and arrearage management programs

• Geothermal: Recovers the cost of Eversource’s 
approved Framingham Geothermal Pilot Project



Utility Assistance
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• Electric
– Eversource: 42%
– Unitil: 40%
– National Grid:

• Tier 1: 32%
• Tier 2: 43%
• Tier 3: 57%
• Tier 4: 64%
• Tier 5: 71%
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Income-Eligible Discount Rates

• Gas = 25%
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Bill with Discount Rate

National GridEversourceUnitilLiberty



With an Arrearage Management Program, every on-time monthly 
payment results in 1/12th of a customer’s past-due balance 
forgiven each month (up to a maximum of $12,000 per year).
• Example:

– Past due balance = $1,200 
– Monthly payment budget = $150 per month (determined based on 

average energy usage in past 12 months)
– For every month that a $150 payment is made towards the current 

bill, the original past-due balance is reduced by by $100 
• $1,200 ÷ 12 = $100
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Arrearage Management Plans (AMP)
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Bill with Arrearage Management Plan

National Grid



Payment plans allow customers to 
spread out past-due payment amounts 
over manageable monthly installments. 

Unlike AMP plans, payment plans do 
not require income eligibility nor result 

in debt forgiveness. 
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Payment Plans
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Payment Plans

Liberty



Budget bills flatten highs and lows from 
month-to-month by leveling out a customer’s 

payments over a 12-month period. 
Customers make 12 equal monthly 

payments, based on their past 12-month 
energy usage. A utility may adjust monthly 
budget payments can up or down every 6 

months, depending on actual energy usage.
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Budget Billing
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Bill with Budget Billing

National Grid (Overpayment)
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Bill with Budget Billing

National Grid (Underpayment)
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Bill with Budget Billing

Liberty



Learn More
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Sample Bills by Utility

• National Grid - Gas Bill
• National Grid - Electric Bill
• Eversource - Gas Bill
• Eversource - Electric Bill
• Understanding Your Bill | Unitil
• Berkshire Gas
• Liberty Gas

https://www.nationalgridus.com/MA-Gas-Business/Help-Read-Your-Bill/How-to-Read-Your-Bill
https://www.nationalgridus.com/MA-Gas-Business/Help-Read-Your-Bill/How-to-Read-Your-Bill
https://www.nationalgridus.com/MA-Gas-Business/Help-Read-Your-Bill/How-to-Read-Your-Bill
https://www.nationalgridus.com/MA-Gas-Business/Help-Read-Your-Bill/How-to-Read-Your-Bill
https://www.nationalgridus.com/MA-Home/Help-Read-Your-Bill/Basic-Bill
https://www.nationalgridus.com/MA-Home/Help-Read-Your-Bill/Basic-Bill
https://www.nationalgridus.com/MA-Home/Help-Read-Your-Bill/Basic-Bill
https://www.nationalgridus.com/MA-Home/Help-Read-Your-Bill/Basic-Bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/sample-gas-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/sample-gas-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/sample-gas-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/sample-gas-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/understanding-your-bill/sample-electric-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/understanding-your-bill/sample-electric-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/understanding-your-bill/sample-electric-bill
https://www.eversource.com/residential/account-billing/manage-bill/about-your-bill/understanding-your-bill/sample-electric-bill
https://unitil.com/account-billing/billing-payment-options/understanding-your-bill#definitions
https://unitil.com/account-billing/billing-payment-options/understanding-your-bill#definitions
https://www.berkshiregas.com/account/understandyourbill/samplebill
https://www.berkshiregas.com/account/understandyourbill/samplebill
https://massachusetts.libertyutilities.com/fall-river/residential/my-account/my-bill/my-bill-ng.html
https://massachusetts.libertyutilities.com/fall-river/residential/my-account/my-bill/my-bill-ng.html


• Understanding your electric bill | Mass.gov
• Understanding your gas bill | Mass.gov
• Basic service information and rates | Mass.gov
• Information on Gas Supply and Delivery Charges | Mass.gov
• Help paying your utility bill | Mass.gov
• Information on Gas Supply and Delivery Charges | Mass.gov
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Mass.Gov Websites

https://www.mass.gov/info-details/understanding-your-electric-bill
https://www.mass.gov/info-details/understanding-your-electric-bill
https://www.mass.gov/info-details/understanding-your-gas-bill
https://www.mass.gov/info-details/understanding-your-gas-bill
https://www.mass.gov/info-details/basic-service-information-and-rates
https://www.mass.gov/info-details/basic-service-information-and-rates
https://www.mass.gov/info-details/information-on-gas-supply-and-delivery-charges
https://www.mass.gov/info-details/information-on-gas-supply-and-delivery-charges
https://www.mass.gov/info-details/help-paying-your-utility-bill
https://www.mass.gov/info-details/help-paying-your-utility-bill
https://www.mass.gov/info-details/information-on-gas-supply-and-delivery-charges#gas-delivery-charges
https://www.mass.gov/info-details/information-on-gas-supply-and-delivery-charges#gas-delivery-charges


• Subscribe to the ERA Newsletter and /or weekly updates
• Consumer services at the Attorney General's Office | Mass.gov

– File a Consumer Complaint 
– Consumer Hotline: (617) 727-8400
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Stay in Touch

https://forms.office.com/Pages/ResponsePage.aspx?id=Fh2GPrdIDkqYBowE2Bt7KmRwdm9ctlVMviluUfJOFctUOVVUUlozRzdOWVMyWkk2VzdQRFNMUldJWi4u
https://forms.office.com/Pages/ResponsePage.aspx?id=Fh2GPrdIDkqYBowE2Bt7KmRwdm9ctlVMviluUfJOFctUOVVUUlozRzdOWVMyWkk2VzdQRFNMUldJWi4u
https://www.mass.gov/info-details/consumer-services-at-the-attorney-generals-office
https://www.mass.gov/info-details/consumer-services-at-the-attorney-generals-office
https://www.mass.gov/how-to/file-a-consumer-complaint
https://www.mass.gov/how-to/file-a-consumer-complaint


APPENDIX
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Sample Electric 
Bills for All Utilities
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Eversource Sample Electric Bill – Page 1
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Eversource Sample Electric Bill – Page 2
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Additional Breakdown of Charges on 
Eversource Electric Bill

• Net Meter Recovery Surcharge: Recovers net metering credits 
applied to the bills of customers with solar systems who 
generate excess electricity

• Revenue Decoupling Charge: Reconciles an electric company’s 
actual distribution revenue with the approved distribution 
target revenue. The purpose of this charge is to remove a 
disincentive in implementing energy efficiency and demand 
reduction programs (which encourage customers to lower 
energy usage and demand)



Unitil Sample Electric Bill – Page 1
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Unitil Sample Electric Bill – Page 2
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Delivery Supply



Sample Gas Bills 
for All Utilities
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National Grid Sample Gas Bill – Page 1

• Account number
• Billing Period

• Total Amount Due

PAGE 1:
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National Grid Sample Gas Bill – Page 2

• Usage Therms

PAGE 2:

• Delivery vs Supply Charges

• Assistance Program Charges
• Low-income discounts
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Understanding Delivery Charges Listed on 
Your Gas Bill

• Minimum Charge:  Fixed customer charge that covers the cost of providing 
customer services, meter reading, equipment, and maintenance

• Delivery: The costs of storing and transporting natural gas throughout the 
utility’s distribution system (operations, maintenance, investments)
– Peak (Winter Rate) = time of year when gas demand is highest (Nov. 1 – April 30)
– Off-peak (Summer Rate) = time of year when gas demand is lowest (May 1 – October 31)
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Understanding Delivery Charges Listed on Your 
Gas Bill

• Distribution Adjustment – Other (Local Distribution Adjustment Factor (LDAF) ) This charge recovers various 
operating and maintenance costs not included in the Delivery charges:
– environmental remediation
– residential payment assistance programs
– Gas System Enhancement Program 
– Weather related factors

• Distribution Adjustment – Energy Efficiency: This charge recovers the costs associated with the state’s energy 
efficiency program Mass Save. It is collected through the LDAF but appears as a separate line item on customer bills.
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Berkshire Gas Sample Bill – Page 1
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Berkshire Gas Sample Bill – Page 2
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Liberty Gas Sample Bill – Page 1



• Definition of Charges
• Shut-off Protection Information
• Assistance Programs
• Payment Options
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Liberty Gas Sample Bill – Page 2
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Liberty Gas Sample Bill – Page 3
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