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ABOUT US
NorthWestern Energy’s mission is to deliver safe, reliable and 
innovative energy service for our 726,400 customers across 
Montana, South Dakota, Nebraska and Yellowstone National 
Park in Wyoming. We are proud to be a valued member of 
the 318 communities in Montana and South Dakota we supply 
with electrical service, along with Yellowstone National Park in 
Wyoming, as well as the 180 communities in Montana, South 
Dakota and Nebraska we supply with gas service.

Our vision: Enriching lives through a safe and sustainable energy 
future.

Our mission: Working together to provide safe, reliable and 

affordable energy solutions that create value for customers,

communities, employees and investors.

CONTACT INFORMATION 

Report Gas Leaks
800-245-6977

Payment Address
11 E. Park St.
Butte, MT 59701-1711

Customer Service
Call us at 800-245-6977, Monday through Friday, from 7 a.m. to 6 
p.m. or visit one of our walk-in offices listed on the next page.

24/7 Emergency Service
800-245-6977

Grand Island

612 S Webb Rd

Grand Island, NE 68803

Open Mon - Fri

8 a.m. - 5 p.m. 

Kearney

1023 E 25th St

Kearney, NE 68847

Open Mon - Fri 

8 a.m. - 11:30 a.m.  
and 12:30 p.m. - 5 p.m. 

North Platte

215 E Fifth

North Platte, NE 69101 

Open Mon - Fri 

8 a.m. - 11:30 a.m.  
and 12:30 p.m. - 5 p.m.

WALK-IN LOCATIONS  
AND ADDRESSES
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MY ENERGY ACCOUNT
NorthWestern Energy makes it easy to 
manage your energy account right from our 
website. You can track your energy use, 
sign up for paperless billing, register for 
Auto Pay, and make a one-time payment. 
You can even start, stop or transfer service if needed.

Register for your My Energy Account today:

1. Go to NorthWesternEnergy.com.

2. �Click on Register for My Energy Account.

3. �Fill out the registration form and submit. You will need your 
account number and one piece of personal identification 
information currently on your NorthWestern Energy account, such 
as your date of birth, Social Security number, federal tax ID or 
state ID, or Driver’s License number of the main account holder.

4. �Once you have chosen your username and password, you will be 
able to log in to the portal dashboard anytime, from anywhere!

ENERGY CONNECTIONS
Every month in your bill, you will find our newsletter, Energy 
Connections. This will give you important safety information, 
company updates and a monthly recipe. Visit  
NorthWesternEnergy.com/newsletter to read past issues of Energy 
Connections.

BRIGHT MAGAZINE
Bright magazine showcases our sustainability efforts and the exciting 
work going on at NorthWestern Energy. Visit  
NorthWesternEnergy.com/Bright to subscribe for free or read a 
digital version of the magazine. 

PAYMENT AND BILLING OPTIONS
You have several payment options available to you:

•	 Sign up online, through your My Energy Account, for Auto Pay, 
which automatically deducts your monthly payment from your 
checking or savings account.

•	 Paymentus lets you make a payment online using your 
checking or savings account or using a credit or debit card.  A 
processing fee  may apply.

•	 You can call one of our toll-free numbers to pay over the 
phone. 833-970-2262 for English or 833-970-2263 for 
Spanish.  

•	 Send us a check in the mail.  
NorthWestern Energy, 11 E Park St, Butte, MT 59701-1711

•	 Stop by one of our convenient walk-in offices (cash, checks and 
money orders accepted).

•	 Pay by text (learn more at My Energy Account).

Budget Billing
NorthWestern Energy offers Budget Billing, a program where you 
pay the same amount each month to level out seasonal highs 
and lows. Budget amounts are calculated based upon your past 
12 months usage and current rates.  We’ll review your account 
quarterly to prevent a large overpayment or underpayment from 
accumulating. Changes may be necessary in your budget amount 
due to an increase or decrease in your usage patterns and/or the 
rates currently in effect. This program works well in conjunction 
with the E-bill Paperless billing and Auto Pay.

To learn more, visit NorthWesternEnergy.com/budgetbilling or call 
800-245-6977.

E-bill Paperless Billing
Simplify your life by signing up for our free paperless billing 
service. With E-bill, you’ll receive an email every month letting 
you know that your new bill is available to review online. 
It’s fast, convenient and completely secure.  Learn more at 
NorthWesternEnergy.com/ebill.
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For a more detailed explanation of your bill, visit our website at  
NorthWesternEnergy.com/ReadYourBill. 

HOW TO READ YOUR BILL

ENERGY BILL TERMS
Avg. Daily temp (F): the average daily temperature for the billing cycle
Therm: unit of measurement used to bill gas usage. Your gas meter measures in 
cubic feet. We use a multiplier to convert cubic feet into therms. The multiplier 
varies depending on the altitude of where you live as well as the energy value of 
the gas used during the billing period. A therm of natural gas is equal to 100,000 
BTU.

City Approved Economic Development Surcharge: This surcharge is an economic 
development fee that has been in place for certain NorthWestern Energy 
customers since 1999. Surcharges are collected and returned to the city.
State Regulatory Assessment: A fee assessed to customers to fund the 
Regulatory Commission. This fee is collected through utility billing and is 
returned to the State of Nebraska.
Occupation Tax: A tax assessed to utility companies (passed on to customers) by 
the city for the right to do business in the community. Occupation or Franchise 
Taxes, if they exist, vary by city.

Besides giving you the amount you owe every month, your 
NorthWestern Energy bill contains information about your energy 
use that can help you manage it. This sample bill shows you what 
each section means.
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Service Address: 123 MAIN, GRAND ISLAND NE 68801
NorthWestern Energy: 1-800-245-6997

Customer Service: (M-F 7 am - 6 pm)

and Emergencies 24 hours a day

From To Previous
08/02/20 09/02/20 31 8898.00 6.00 1.044642 6.00

Rate:
HOUSE METER

Natural Gas Services Total

Service Charge 8.00$                

0.2528300$     

0.0951300$     

0.0025400$     
0.2598600$     

0.1200000$     

1234567-8

Customer Name:

UTILITY SERVICES

JOHN SMITH

Account Number:

Billed 
Therms

8.00$                                         
Energy Charge

Read Dates

Days

Meter Readings Average 
BTU FactorCurrent

Customer Charge

8904.00

91-Residential Natural Gas

When you provide a check as a payment, you authorize us to either use the information from your check to make a one-time electronic funds transfer from your 
account or to process the payment as a check transaction.

TAXES
CITY SALES TAX - GRAND ISLAND 0.23$                                         

Gas Residential  30@

                 9999999@

City Approv Econ Dev Surcharge
Purch Gas Commodity SD 91

STATE TAX - NEBRASKA-GRI 0.64$                                         
OCCUPATION - GRAND ISLAND

TOTAL TAXES

PAY BY PHONE OPTIONS:

Checking, Savings, Credit or Debit Card: 0.953857

Conversion 
Pressure

Read 
Code

Actual

Meter 
Volume

TOTAL UTILITY  SERVICES 11.22$                                   

Meter Number: 2012354English: 833-970-2262

Spanish: 833-970-2263

 1.52$                                         
Purchase Gas Commodity  1.56$                                         

 0.02$                                         

NATURAL GAS SERVICES

1.21$                                     
0.34$                                         

Current Rates Effective 09/01/2020 11.22$                                       

State Regulatory Assessment

City Approv Econ Dev Surcharge
State Regulatory Assessment 0.12$                                         

Customers with unresolved questions or concerns may 
contact the Nebraska Public Service Commission at 1-
800-526-0017 or   write the PSC at 1200 N Street, Suite 
300, Lincoln,NE 68508.
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ACCOUNT NUMBER: 1234567-9
ACCOUNT DESCRIPTION: 
BILLING DATE:

Service Address: 

         ACCOUNT SUMMARY

Sep Aug Sep

2019 2020 2019

31 35 31
Therms Used 5.00 7.00 6.00

Avg. Therms per day 0.2 0.2 0.2           SUMMARY OF CURRENT CHARGES
Avg. cost per day $0.37 $0.34 $0.40 Utility 

71 76 71 Service
11.22$     

-$            11.22$     

$11.22 will be deducted from your bank account on September 30,2020.

#ARTP PVSP X8 17655
#BWNKJDL

A late fee of $2.00 plus 1% of the unpaid utility balance will be assessed if not paid by due date.

Avg. daily temp (`F)

Gas Service

Total Current Charges

For questions about your bill or service, call  NorthWestern Energy at 800-245-6977 (Monday through Friday, 7 a.m to 6 p.m.) For 
information or to make payment, visit us at northwesternenergy.com.

BUDGET BILLING - PAY THE SAME AMOUNT EACH MONTH
If you were to go on budget billing next month, your approximate monthly budget billing 
amount would be $30.00. Your account must be current and in good standing to qualify for 
budget billing.

0000000000000  0000000011996 0000000011996

TOTAL

12.43$                                  

1.21$                                    

Total Amount Due

09/02/20
12.98$                                  

Thank you

September 10, 2020

September 30, 2020

11 E Park St | Butte, MT 59701-1711| NorthWesternEnergy.com

Customer Service: 1-800-245-6977

Days of Service

CUSTOMER:

Current Charges

Previous Balance

DUE DATE

JOHN SMITH

123 MAIN ST, GRAND ISLAND NE 68801

Bank Draft Scheduled on 
September 30,2020

TOTAL AMOUNT DUE

12.43$                                                            

         0000 00000000 12345678 0000011996

MESSAGE BOARD

Please return this portion of your bill with your payment.

GRAND ISLAND NE 68803-5515
123 MAIN ST 

DUE DATE

September 30, 2020

JOHN SMITH

TOTAL AMOUNT DUE

12.43$                                   1234567-8

AMOUNT ENCLOSED Bank Draft Scheduled on 
September 30,2020

ACCOUNT NUMBER

(12.98)$                                 
11.22$                                  

           IMPORTANT ACCOUNT INFORMATION

11.22$                                  
            BUDGET BILLING INFORMATION

Payments Received     

11.22$                                  

Tax
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1.	 Use this graph to see and 
compare the energy you’ve 
used over the past 13 months.

2.	 Compare your days of 
service, energy usage, 
average per-day costs and 
daily temperatures during 
the same period last year, the 
prior month and the current 
month.

3.	 A snapshot of your account since your 
last bill. It includes the balance from any 
previous bills, payments, current charges 
and any other adjustments processed on 
your account, as well as your total amount 
due for the month. Payments received 
after the billing date are not included.

Note that payments and bill credits are shown 
inside parentheses, for example (12.98).

Miscellaneous Services listed here can include 
turn on fees, reconnect fees, deposits, transfers 
and refunds. 

4.	 For customers enrolled in budget billing, 
a summary of your actual account 
information is provided. For customers not 
currently participating in the budget billing 
program, we will provide an approximate 
budget billing amount for eligible accounts 
if you were to sign up for the program.

5.	 Tear off this portion of your statement if 
you would like to send a check (payable 
to NorthWestern Energy) to pay your 
bill. Please make sure the NorthWestern 
Energy address shows through the return 
envelope window and don’t forget to allow 
3-5 days for your payment to mail and 
process. You can also pay electronically 
through My Energy Account at  
NorthWesternEnergy.com.

6.	 The number of days in the 
bill cycle, which may fluctuate 
between billing cycles. 

7.	 The Read Code indicates if 
the meter read was actual or 
estimated. If estimated, we 
calculate your bill based on 
the past usage at the address. 
Any adjustments will occur 
with the next actual meter 
reading. 

8.	 A summary of your monthly 
usage, including: 

•	 Customer Charge covers a portion of 
the costs needed to get customers 
set up to receive service such as the 
costs of our customer care system, 
including our contact center, walk-in 
offices, online bill pay, website and 
other services we offer to customers.

•	 Energy charges can be thought 
of as costs for the use of the 
highways (pipes) that deliver the 
energy from the generation source 
to the user. These charges are 
subject to regulation by State Utility 
Commissions and where appropriate, 
the Federal Regulatory Commission.

•	 The Purchase Gas Commodity is the 
market cost of the natural gas used 
during the billing period.

9.	 This section contains a summary of 
the state and local taxes based on 
your usage. NorthWestern Energy 
pays taxes to the state of Nebraska, 
and those taxes are passed on to our 
customers, so we are collecting taxes 
on behalf of the state for the services 
needed by Nebraskans. 
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Flow-through costs
These are charges that NorthWestern Energy does not control. In this category, 
our cost is passed on directly to our customer. There is no mark-up, and 
NorthWestern Energy does not make profit from these costs. This includes: 

•	 Electricity and natural gas supply – This is the cost of the 
energy you use. 

•	 Taxes - NorthWestern Energy pays taxes to the state 
of Nebraska, and those taxes are passed on to our 
customers, so we are collecting taxes on behalf of the 
state for the services needed by Nebraskans. These taxes 
include:

	� City Approved Economic Development Surcharge: an 
economic development fee that has been in place for 
certain NorthWestern Energy customers since 1999. 
Surcharges are collected and returned to the city.

	� State Regulatory Assessment: a fee assessed to 
customers to fund the Regulatory Commission. This 
fee is collected through utility billing and is returned to 
the State of Nebraska.

Base costs
These are the costs that NorthWestern Energy controls (with approval from 
the South Dakota Public Utilities Commission or the Nebraska Public Service 
Commission). This includes:

•	 Delivery charges – This is the cost of the wires, poles, 
substations, compressor stations and pipelines that deliver 
natural gas and electricity to your home. We invest heavily 
in our electric grid and natural gas system. Without that 
investment, we would not be able to consistently deliver 
reliable energy. 

•	 Monthly service fees – These fees cover our customer 
care system, including our contact center, walk-in offices, 
online bill pay, website and other services we offer to 
customers.

•	 Electric generation resources - NorthWestern Energy 
owns a balanced and diverse mix of electric generation 
resources, in order to provide our customers reliable 
energy at the lowest long-term cost.

YOUR ENERGY DOLLAR

Take control of your energy dollar 
We offer various programs and energy efficiency tips to help you save energy 
and money. We can also help you determine if you qualify for energy assistance 
programs - see page 27 for more information about these programs. 
Learn more at NorthWesternEnergy.com/waystosave or give us a call at  
800-245-6977.

25
%

75
%

Natural Gas

Based on a monthly natural gas bill for a residential customer using 100 therms per 
month, based on July 2023 rates.
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ENERGY-SAVING TIPS

Visit northwesternenergy.com/eplus for more tips.

The first step to improving efficiency of your 
home is performing a “do-it-yourself” home 
energy assessment or hiring a professional.  
When walking through your home, keep a 
checklist of areas you have inspected and 
problems you found. This list will help you 
prioritize your energy efficiency upgrades.

Evaluate your roof, walls and foundation  
insulation levels to determine if you need to 
add insulation.

Install a smart and programmable 
thermostat. Being aware of how you control 
your temperature settings will help you save 
money and stay comfortable in your home.  
In the fall and winter turn it down, and turn it 
up in the spring and summer.

Cut your water heating bills: use less 
hot water by installing low-flow faucet 
aerators and shower heads. Set the water 
heater temperature to 120°F, and when 
applicable insulate your water heater and 
the first 10 feet of hot water pipes.

Replace furnace filters as recommended 
and have a professional inspect and 
clean your heating system annually.

Air leaks are among the greatest sources 
of energy loss in a home. 

One of the quickest energy-saving 
tasks you can do is caulk, seal, and 
weatherstrip all seams, cracks, and 
openings to the outside.

Design landscaping that will deliver 
effective shade, act as a windbreak, and 
reduce your heating and cooling bills.

12 13CONTACT US AND BILLING CONTACT US AND BILLING



NATURAL GAS SAFETY
A gas leak is often recognized by smell, sight, or sound:

Smell — A distinctive sulfur-like or rotten-egg odor is added to 
natural gas, so you’ll recognize it quickly. This odor may fade or 
be difficult to distinguish, and not all natural gas transmission lines 
are odorized. Do not rely on your sense of smell alone to detect a 
natural gas leak.

Look — You may see dirt blowing into the air from a hole in the 
ground; continuous bubbling in water; dead or dying vegetation 
(in an otherwise lush area) over or near a pipeline; a damaged 
connection to a gas appliance; or an exposed pipeline after an 
earthquake, fire, flood or other disaster.

Listen — You may hear a hissing, whistling or roaring sound as 
natural gas escapes from a pipe.

If you suspect a natural gas leak, warn others and immediately 
leave the area. From a safe location at least 300 feet from the 
suspected leak, call 911 and NorthWestern Energy at 800-245-6977, 
any time, day or night.

Pipeline purpose and reliability

Pipelines are the safest way to transport energy products, including 
natural gas, crude oil and other fuels. The U.S. Department 
of Transportation’s Pipeline & Hazardous Materials Safety 
Administration (PHMSA) regulates pipelines with the help of state 
partners. According to government and industry statistics, the most 
common cause of pipeline incidents is improper or unauthorized 
digging near a pipeline, which is why it’s important to call 811 before 
you dig. Pipeline operators carefully build, maintain and monitor the 
integrity and security of their lines.

CARBON MONOXIDE SAFETY
Carbon monoxide poisoning can be deadly. Carbon monoxide is 
a colorless, odorless, poisonous gas that may be present when a 
fuel is not burned completely. Any fuel — wood, coal, oil, propane, 
kerosene — can produce carbon monoxide. It is also produced by 
the internal combustion engines in vehicles. 

What are the symptoms of carbon monoxide poisoning? 
•	 headache 
•	 nausea 
•	 vomiting 
•	 fatigue 

•	  unusual yawning 
•	 confusion 
•	 irritation of nose, 

mouth, eyes

•	 tightening of the 
chest

Such flu-like symptoms may affect an entire family. They may 
disappear when you are away from home, then return after you’re 
back home. 

What if you suspect carbon monoxide poisoning? 

If you suspect you have a carbon monoxide problem, call 
NorthWestern Energy. If symptoms of carbon monoxide are 
present, get the victim to fresh air immediately and call 911. If a 
victim is not breathing, begin CPR.

Protect your family from dangerous carbon monoxide

Install and maintain carbon monoxide alarms inside your home, in 
a central location outside sleeping areas and on every level of your 
home, to provide early warning of carbon monoxide.

CHILDREN’S SAFETY
Sniffy the Sniffasaurus

Visit Sniffy the Sniffasaurus’s Energy Underground at 
NorthWesternEnergy.com/kids for resources to teach your 
children important electric and natural gas safety tips.

We also offer 3rd to 5th grade gas education materials to 
teachers and schools.
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CONSTRUCTION
If you're building a new home or business, or performing any 
construction that requires a change to your existing electric or gas 
service, it's important that you keep us in the loop.

•	 Always call 811 before you dig.

•	 Know which tariffs and rate schedules apply to your project by 
visiting: NorthWesternEnergy.com/tariffandrates

•	 Access the South Dakota/Nebraska New Service Guide for 
construction guidelines by visiting: 
NorthWesternEnergy.com/construction

•	 If you need new service in Nebraska, apply online by visiting:  
NorthWesternEnergy.com/construction

•	 If you need assistance with a construction project, call 
1‑83‑FOR‑BUILD (1-833-672-8453) 
Our staff will work with you to initiate any construction project 
and answer your questions.

CALL BEFORE YOU DIG
Every digging project requires a call to 811 - even small projects 
like planting trees or shrubs. Hitting a buried utility line can be 
dangerous and costly.

Immediately contact NorthWestern Energy if you hit, touch, scrape, 
or damage a natural gas pipe.  Even a small gouge, dent, crease or 
scrape may cause future safety problems.

If you detect a natural gas leak, leave the area immediately, leave 
equipment in place and don’t do anything that may cause a spark. 
Once you are in a safe area, at least 300 feet away, call 911.

Before any digging project, be sure to:

•	 Call 811 or visit Call811.com at least two working days before 
you plan to start digging.

•	 Wait for the site to be marked.

•	 Respect the marks.

•	 Dig with care.

•	 Familiarize yourself with your state’s call-before-you-dig-law.

Call before you dig is free, but repair costs are not.  

IT’S FREE. IT’S EASY.

IT’S THE LAW.
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EXCESS GAS FLOW VALVE NOTICE
If a gas service is installed to your home, you have the option 
to purchase an Excess Flow Valve (EFV) to be installed by 
NorthWestern Energy. An EFV is intended to reduce the flow of gas 
if the service line is severed. The valve is placed in the service line 
where it leaves the gas main.

An EFV will reduce the flow of gas only if the service line is 
severely damaged. It is important to note that an EFV will not 
protect you from a leak or broken line inside your home, or a small 
leak on the line in your yard.

An example of when the valve provides protection is in the event 
the gas service is damaged from digging or extreme ground 
movement. As required by the U.S. Department of Transportation 
(DOT), we are notifying you that an EFV that meets the minimum 
prescribed DOT performance standards, is available for installation 
on your natural gas service line. The cost of installing the EFV will 
need to be evaluated by an engineer. If you are interested, please 
contact your local NorthWestern office to set up an appointment.

Payment is required prior to installation of the EFV.

Drilling and 
Processing

Compressor 
Station

Gate 
Station

Distribution LineTransmission LineStorage

1

2 3

4 5

6
7

OUR NATURAL GAS SYSTEM
1.	 Drilling and processing – After natural gas is removed from the earth, it is sent 

to a processing plant where impurities are removed. Natural gas is odorless, 
which is why we add an odorant to make it easy to detect. NorthWestern Energy 
owns some natural gas reserves and processing plants in Northern Montana. We 
also buy natural gas on the market.

2.	 Storage – Demand for natural gas varies depending on the season. NorthWestern 
Energy purchases a significant amount of natural gas in the summer months, 
when prices are lower, and stores it for use during the winter heating season. 
Natural gas is stored in underground facilities.

3.	 Transmission system – The transmission system moves large quantities of gas 
over long distances at high pressure.

4.	 Compressor station – Compressor stations are located every 50 to 60 miles 
along pipelines to boost the pressure that is lost through the friction of the 
natural gas moving through the steel pipe.

5.	 Gate stations – A gate station is the intersection between the transmission 
system and the distribution system. At the gate station, pressure is reduced and 
the gas enters smaller distribution pipes.

6.	 Distribution system – Distribution pipes snake through cities and towns, bringing 
natural gas into neighborhoods and business areas. Regulators throughout the 
distribution system control the pressure in the pipes.

7.	 Service lines – From the distribution pipes, natural gas enters service lines and 
flows into homes and businesses, where a regulator reduces pressure even 
further for safe use in appliances. A meter on each home or business measures 
how much natural gas is used.

Service 
Line
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ESTABLISHING SERVICE
NorthWestern Energy might request a security deposit on an 
account if:

•	 �A customer or former customer has had service disconnected 
for non-payment in the past 12 months.

•	 �NorthWestern Energy has issued a customer three or more 
disconnection notices in the past 12 months.

•	 �A customer has an unpaid NorthWestern Energy account that is  
not in dispute.

•	 A new customer has unknown credit history.

NorthWestern Energy offers the following options for securing an 
account*:

(Nebraska Natural Gas and Pipeline Rules and Regulations Chapter 
9 § 017.08)

Deposit: After 12 months of prompt payment,  NorthWestern Energy 
will refund the deposit and any accrued interest to the customer’s 
account. If service is disconnected, the deposit and any accrued 
interest will be applied to the final bill.

Reference Letter: A letter from a previous energy provider 
confirming customer’s satisfactory credit history for services 
provided within the 12 months preceding the request for service.

Guarantor: An active NorthWestern Energy customer in good 
standing for the preceding 24 months with satisfactory credit history 
can agree to guarantee an account for an amount not to exceed an 
estimated one years billing. 
*Upon evidence of unsatisfactory credit, the method of securing an account 
becomes the choice of the company.

CONDITIONS OF SERVICE
NorthWestern Energy may refuse service(s) under the following 
instances where the Applicant/Customer:

•	 �Has an outstanding debt for NorthWestern Energy service at a 
previous location for the same class of service and has not paid 

CLEAN AND CLEAR AFTER EVERY 
SNOWSTORM
Allowing snow and ice to build up on your natural gas meter, or fall 
from the roof above your meter, can lead to dangerous damages.

Just like scraping off your car or shoveling your sidewalks, it’s 
important to take care of your natural gas meter after it snows. 

•	 Make sure your gas meter’s regulator vent is clear of snow and 
ice so the flow of natural gas into the home can be regulated 
properly. If this vent becomes plugged, the pressure of gas 
flowing into the home could either increase to a dangerous 
level, resulting in a fire, explosion or the buildup of deadly 
carbon monoxide, or decrease, preventing natural gas from 
flowing to your gas appliances.

•	 Clear snow from the meter and associated piping. Allowing a 
winter’s worth of snow to pile up on a meter or pipes can lead 
to pipes breaking, causing dangerous gas leaks.

•	 Clear off your gas meter gently using your hands or a broom.

•	 Never use a shovel on the meter.

•	 Snow should also be cleared from the roof above the meter 
to prevent falling snow or ice from damaging the meter or 
associated piping.

•	 Be sure all appliance exhaust vents are clear from blowing and 
drifting snow. Blocked appliance vents could result in a loss of 
heat or a buildup of deadly carbon monoxide in the structure.

•	 If you rely on a snow removal company to clear your property, 
be sure they are also clearing snow and ice from your meter, 
and a path to your meter. If you have a seasonal property or 
are away on vacation, ask someone to check your natural gas 
meter and vents, especially after a significant storm.
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or made arrangements for payment of that debt.

•	 �Fails to furnish information necessary to establish an account.

•	 �Attempts to restore service to an existing household where a 
delinquent bill remains, and no resolution of that balance has 
been acknowledged and agreed to by NorthWestern Energy.

•	 �Fails to meet requirements of appropriate security required to  
establish service.

•	 �Violates state statutes, regulations or Northwestern Energy 
tariffs on file with the NE Public Service Commission.

•	 �Has had service disconnected for non-payment and has not 
resolved the matter, including required payment and established 
security.

LATE PAYMENT FEES
Payment of bills not paid by the due date are subject to a late 
payment fee. A fee of $2 plus one percent of the unpaid balance 
will be assessed.

RETURNED CHECK FEES
Any payment returned to NorthWestern Energy by a financial 
institution will result in a $15 fee being charged to the customer’s 
utility account.

NOTICE OF DISCONNECTION
NorthWestern Energy will provide notice of intent to disconnect 
service under the following:

•	 Bills are due 20 days after the billing date. If not paid by the 
date due, accounts are subject to a late payment fee and a 
notice of intent to disconnect service.

•	 NorthWestern Energy will attempt to notify the customer 
in person or by first class mail to advise of the proposed 
disconnection and provide information about a customer’s right 

to appeal to the NE Public Service Commission.

•	 Disconnection of service may occur if an account is not 
resolved within 10 days of the issuance of the notice. During 
the period of November 1 to March 31, residential customers 
will receive an additional 30-day period in which to resolve the 
account before service is disconnected.

•	 If it is known that a service is in a landlord’s name, 
NorthWestern Energy will not disconnect service without first 
having provided the tenant an opportunity to place service into 
their name. 

MULTILINGUAL SERVICE
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kyanawt hoet koe kwa lsaw luum hu aa sineaawine aatwat 

matuu kwa lpyarrm hu gunyuu kya sai . hcapein n haint karain: 

po kaungg kyawantawt hoetrae hpoutsai ta h kya hoet eat 

loaaut h kyetmyarr ko hpya eet waatpyu hp hoet kyanawt hoet 

aarayy kyee saw hpoutsai satainnaa h kyetaa laat n hait h ku 

b har sar hca karr myarrs hoet b har sarpyanso

Estamos orgullosos de la diversidad en las comunidades 
que servimos. Para satisfacer mejor las necesidades de 
algunos de nuestros clientes, traducimos información 
importante del cliente a dos idiomas: español y karen.

We are proud of the diversity in the communities we serve. 
To better serve the needs of some of our customers, 
we translate important customer information into two 
languages: Spanish and Karen.EN
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DISCONNECTION OF SERVICE  
(NON-PAYMENT)
NorthWestern Energy considers the following conditions before 
disconnecting service for non-payment*:
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•	 Failure to pay/provide a required security.

•	 �Failure to pay for services provided or enter into an acceptable 
agreement.

•	 �No disconnection of service will occur if a just dispute concerning 
the bill has been made. A just dispute is defined as payment of 
any amount not in dispute and contacting NorthWestern Energy 
to resolve the disputed amount. If resolution of the dispute 
cannot be agreed upon by the customer and the utility, the 
customer may appeal the matter to the Nebraska Public Service 
Commission. 

•	 �Residential disconnection may be postponed for one 30-
day period upon NorthWestern Energy’s receipt from a 
customer’s physician certifying that disconnection of service 
would aggravate an existing medical condition. The customer 
must either work out an acceptable payment agreement with 
NorthWestern Energy or be subject to disconnection of service at 
the end of the 30-day period.

•	 �Residential service will not be disconnected on a Saturday, 
Sunday or Nebraska legal holiday, or any day when 
NorthWestern Energy’s business offices are not open to the 
public. Service will not be disconnected from November 1 to 
March 31 if a customer has been certified as eligible for low 
income energy assistance and acceptable documentation has 
been provided to NorthWestern Energy within a reasonable time.

*Service may be disconnected without notice in cases of immediate danger, fraud, 
illegal use, failure to allow unobstructed access to NorthWestern Energy equipment 
for any reason, unauthorized use, tampering or damage to NorthWestern Energy 
equipment, or by order of the NE Public Service Commission or other state or 
federal authority.

SERVICE RECONNECTION 
When service has been disconnected for non-payment, the following 
conditions are required to restore service:

•	 All past utility charges must be paid.

•	 Applicable reconnection fees must be paid.
•	 Security for continued service may be required.
•	 During the period of November 1 through March 31, residential 

customers may make payment of ¼ of total arrears plus the 
most recent bill and enter into a payment arrangement for the 
remaining arrears and future bills to be paid in no less than 3 
months.

PAYMENT ASSISTANCE
If you or someone you know is having difficulty paying their 
energy bill, call our Customer Contact Center at 800-245-
6977. NorthWestern Energy offers several programs to help our 
customers:

•	 Budget Billing allows customers to pay the same amount each 
month, based on your average usage over the past 12 months.

•	 The Low Income Nebraska Home Energy Assistance Program 
(LIHEAP) provides financial assistance to low-income 
households to help pay their home heating bills. To apply, 
contact the Nebraska Department of Health and Human 
Services, Office of Energy Assistance at 800-383-4278 or visit: 
dhhs.ne.gov/pages/energy-assistance.aspx. 

•	 Crisis program is also available to qualified households - visit:  
dhhs.ne.gov/pages/energy-assistance.aspx

•	 Learn more about all these programs by visiting 
NorthWesternEnergy.com/assistance or call us at 
800‑245‑6977.

NEBRASKA TARIFFS AND RATES
For information on tariffs and rates, visit: 
NorthWesternEnergy.com/tariffandrates

NEBRASKA CONSUMER RIGHTS
Visit https://protectthegoodlife.nebraska.gov to learn more about 
your rights as a consumer and how to file an inquiry.
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PROTECTING AGAINST SCAMS
NorthWestern and its customers have seen scam activity across 
our service territory for a number of years. A typical scam scenario 
involves scammers threatening disconnection of electric or natural 
gas service. Know these facts to avoid scams:

•	 NorthWestern Energy sends multiple disconnection notices 
before shutting off service and offers several bill payment 
options. We never demand prepaid cards.

•	 If we need to upgrade or replace a piece of equipment, 
NorthWestern will contact you ahead of time. If NorthWestern 
Energy needs to upgrade or replace a meter, the cost of the 
new meter is not charged to the individual customer.

•	 Any over payments will be applied to your NorthWestern 
Energy account and used to cover future charges. When we 
refund a customer, we do so by mailing a check to the address 
on file.

Learn more or report a scam at NorthWesternEnergy.com/scams.

DID YOU KNOW YOU MIGHT OWN A 
NATURAL GAS LINE?
The maintenance of buried gas piping downstream of the gas 
meter to gas fired appliances or other various structures on the 
property is the responsibility of the home/property owner or 
current occupant. NorthWestern Energy is required to inform 
customers with privately‑owned natural gas or propane service 
lines of their responsibility to inspect and maintain their piping 
(Code of Federal Regulations 49 CFR 192.16). Customers should 
have the pipes periodically inspected for leaks and metallic pipes 
should also be inspected for corrosion. Plumbing contractors and 
heating contractors can assist in locating, inspecting, and repairing 
a customer’s buried piping. Any unsafe conditions should be 
repaired immediately or the flow of gas 
should be shut off. Piping that is not 
maintained may be subject to 
corrosion or leaking. When 
digging near buried gas 
pipes, the pipes should 
be located in advance 
and the excavation done 
by hand.
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•	 Your utility account number and the status of your account (for 
example, are you subject to disconnection?)

•	 The complete facts of your complaint

•	 The action the utility took on your complaint

•	 A brief explanation of the solution desired

Filing a Formal Complaint 

If you and utility company cannot reach a resolution through 
this informal process, PSC staff may advise you to file a formal 
complaint. A formal complaint is entered into a docket, which is a 
collection of documents filed with the commission for a particular 
care. The docket is electronically maintained on the PSC’s Web 
site.

Filing a formal complaint can be a lengthy process that, unless 
settled, may involve a hearing before the PSC where the five 
commissioners act as judges, reviewing evidence from both sides 
of the case. Individuals do not need to be represented by an 
attorney, but may choose to do so. 

The commissioners follow an established set of guidelines in 
resolving disputes. These guidelines include Nebraska law, 
administrative rules and, if appropriate to the complaint, tariffs the 
utility has filed with the commission. The tariff lists how the utility 
will provide various services and how much you are expected 
to pay for those services. The commissioners can only consider 
the facts of the case and base their decisions on the guidelines 
described.

CONSUMER AND UTILITY PROVIDER 
DISPUTES AND COMPLAINTS
If you have a dispute with your investor-owned electric or natural 
gas provider, you should first try to resolve it with the company. If 
these efforts are unsuccessful, you can contact the Public Service 
Commission (PSC), where a consumer affairs representative 
will investigate your situation and attempt to help you and your 
utility settle the complaint through discussions and agreements. 
Additional PSC staff members with expertise in technical, legal and 
financial matters may become involved as well. 

Requesting Public Service Commission Assistance with a 
Dispute 

There are several ways to contact the Public Service Commission  
for assistance. 

•	 Online form: https://psc.nebraska.gov/for-consumers/natural-
gas-consumer-info

•	 Website: https://psc.nebraska.gov/natural-gas

•	 Call toll free: 800 526-0017 (NE only) or 402 471-3101

•	 TDD (Telephone Device for the Deaf): 402 471-0213

•	 Fax Number: 402 471-0254

•	 Mail: Nebraska Public Service Commission 
1200 N Street, Suite 300 
Lincoln, NE 68508

When contacting the Public Service Commission for assistance, 
please provide the following information to help the consumer 
affairs representative fully understand and investigate your 
situation.

•	 Your name and complete mailing and physical address(es) 

•	 The name of the utility and names of company personnel you 
have talked with about your specific complaint

28 29TERMS OF SERVICE TERMS OF SERVICE



DATA PRIVACY POLICY 
NorthWestern Corporation’s policy is to respect and protect the privacy of our users. This policy 
statement tells you what information we collect from you, how we collect it and how we use it. 
The following information is being provided to you about NorthWestern Corporation’s information 
gathering practices for this web site, www.northwesternenergy.com (the “Site”), and how that 
information may be used or disseminated by NorthWestern Corporation. 

User Contact Information 

The Site may use registration forms, surveys, contests and other information gathering forms that 
request users of the Site to provide information about themselves such as name, email address, 
mailing address, telephone number and demographic information. We use contact information to 
send the user information about our company and promotional material from some of our partners. 
The contact information is also used to contact the visitor when necessary and shared with other 
companies who may want to contact our visitors. Users may opt out of receiving future mailings from 
NorthWestern Corporation, or from having their contact information shared with third parties; see the 
choice/opt-out section below. Demographic and profile data is also collected at our site. We use this 
data to tailor the visitor’s experience at our site, showing them content that we think they might be 
interested in, and displaying the content according to their preferences. 

NorthWestern Corporation may disclose user information in special cases when we have reason to 
believe that disclosing this information is necessary to identify, contact or bring legal action against 
someone who may be causing injury to or interference with (either intentionally or unintentionally) 
NorthWestern Corporation’s rights or property or other users of the web site, or anyone else that 
could be harmed by such activities. NorthWestern Corporation may disclose user information when we 
believe in good faith that the law requires the disclosure. 

NorthWestern Corporation may share aggregate information about our users with advertisers, 
business partners, sponsors and other third parties. For example, we may say northwesternenergy.
com’s audience is x percent females and y percent males. This data is used to customize 
northwesternenergy.com’s content and advertising to deliver a better experience for our users. 

NorthWestern Corporation may share both aggregate and specific user information with any related 
company owned in whole or in part by NorthWestern Corporation.

Your IP Address 
Northwesternenergy.com collects IP addresses for the purposes of system administration, to report 
aggregate information to our advertisers, and to audit the use of the Site. When guests request 
pages from the Site, our servers log the guests’ IP addresses. We do not normally link IP addresses 
to anything personally identifiable, which means that a user’s session will be logged, but the user 
remains anonymous to us. We can and will use IP addresses to identify a user when we feel it is 
necessary to enforce compliance with the Site’s Terms and Conditions, or to protect our service, site, 
customers or others. 

Some services within the Site, such as certain message boards, may display IP addresses along with 
the message poster’s name and message. Please review each service prior to use and only use those 
that disclose information you are comfortable sharing. Please remember that any information that is 
disclosed in these areas becomes public information and you should exercise caution when deciding 
to disclose your personal information. 

Use of Cookies 
Cookies are pieces of information that a web site transfers to a user’s hard drive for record-keeping 
purposes. Cookies make web-surfing easier for you by saving your preferences while you’re at the 
Site. We never save passwords or credit card information in cookies. 

By showing how and when guests use the Site, cookies help us see which areas are popular and which 
are not. Cookies may be used to specify unique preferences of the user. Cookies may also be used to 
track user trends and patterns. Many improvements and updates to the Site are based on such data 
as total number of visitors and pages viewed. This information is most easily tracked with cookies. We 
use the information from cookies to provide services better tailored to our users needs.

Visitors to the Site always have the option of disabling cookies via their browser preferences. Most 
browsers are initially set up to accept cookies. You can reset your browser to refuse all cookies or 
indicate when a cookie is being sent. However, note that some parts of the Site may not function 
properly or may be considerably slower if you refuse cookies. 

You may occasionally get cookies from our advertisers. NorthWestern Corporation does not control 
these cookies. 

Personally Identifiable Information of Children Under 13 
Protecting the privacy of the very young is especially important. For that reason, NorthWestern 
Corporation does not intend to collect or maintain information from those we actually know are under 
13. Users under 13 should not provide any personally identifiable information via the Site. 

Links to Other Sites 

This site contains links to other web sites, some of which are not owned or controlled by NorthWestern 
Corporation. NorthWestern Corporation is not responsible for the privacy practices or content of 
these other web sites. NorthWestern Corporation also has a number of related companies. Some 
of these companies are wholly owned subsidiaries while others are partly owned by NorthWestern 
Corporation. The web sites of these related companies may have their own privacy policies that differ 
from NorthWestern Corporation’s policy. You should look for the privacy policy of any linked site. 

Choice/Opt-Out and Correction/Update of Data 

To keep you in control of your personal information and the communications directed to you, we allow 
you to opt-out of the following services: receiving communications from NorthWestern Corporation about 
new features or services, and transferring your personal information to third parties for the purpose of 
enabling contact by third parties that offer a product or service that we think would be of value to you. If 
you object to such use for any reason, you may stop that use either by:

1. Sending an e-mail request to: web@northwestern.com or 

2. Sending a letter request by U.S. Mail to: 

Webmaster 
NorthWestern Energy 
11 E. Park St.
Butte, MT 59701-1711 

You can correct factual errors in your personally identifiable information by sending us a request to the 
addresses above that credibly shows error. Please understand that in order to protect your privacy and 
security, we may also need to take reasonable steps to verify your identity before granting access or 
making corrections. 

Data Security 

To prevent unauthorized access, maintain data accuracy, and provide for the correct use of 
information, we have put in place physical, electronic and managerial procedures to safeguard and 
secure the information we collect online. 

Enforcement and Redress 

If for some reason you believe that NorthWestern Corporation has not adhered to its privacy policy, 
please notify us by either of the methods set forth above. NorthWestern Corporation will do its best to 
respond to your concerns and, when appropriate, take steps to correct a problem. 

Your Acceptance of These Terms 

By using this Site, you signify your assent to the NorthWestern Corporation Privacy Policy. If you do 
not agree to this Privacy Policy, please do not use our sites. Your continued use of the Site following 
the posting of changes to these terms will mean you accept those changes. If you have any questions 
about this Privacy Policy, the practices of this Site, or your dealings with NorthWestern Corporation, 
you may contact us at the address given above.
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800-245-6977
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