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CUSTOMER COMMUNICATIONS PLAN 2

Introduction
In September 2023, Enbridge announced a plan to acquire three U.S.-based utilities operating in Utah, Wyoming, Idaho, 
Ohio, and North Carolina.

The new companies will operate within Enbridge Inc.’s Gas Distribution & Storage Business Unit reporting to EVP and 
GDS President Michele Harradence. Questar Gas Company serving customers in Utah, Wyoming, and Idaho and its 
related Wexpro companies (“Wexpro” and collectively with Questar Gas, “Questar”), are anticipated to close on June 1, 
2024, and will be doing business as Enbridge Gas with a location identifier—Enbridge Gas Utah, Enbridge Gas Wyoming, 
and Enbridge Gas Idaho. 

Per the agreements of purchase and sale, Enbridge has 90 days following each closing date to implement a change 
of legal name (where applicable) for each sale entity and 180 days to remove the Dominion Energy branding from any 
marked materials. 

Key Messages & Tone
• Positive, supportive, and reassuring.

• New name, same reliable service.

• Signal excitement for the future.

• For now, it’s business as usual. We’ll be sure to give customers plenty of notice and information about any changes we
make to how we interact with them. Our goal is to make the transition as easy as possible for customers.
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Timeline

# CUSTOMER-FACING ITEM JUN JUL AUG SEP OCT NOV
Enbridge

4  News release
4  Enbridge.com homepage
4  Social media
4  Contact center

Dominion Energy
5  DominionEnergy.com homepage

6-7  DominionEnergy.com transition webpage
8  Call menu
8  Hold-queue message
8  Answering script
9  Customer account portal (pre-login)

10  Customer account portal (post-login)
11  Mobile app
12  Payment website
13  ThermWise.com
14  Email to customers
15  Email to transportation & industrial customers
16  Bill insert
17  Customer newsletters
18  Bill envelope (outer) & letter envelope
19  Customer eBill
20  Employee talking points

Future items
Bill envelope (inner for payments)
Customer bill (front and back)
Print collateral (brochures, door hangers, tags, etc.)
Customer letters
Trademarks & marketing collateral
Fleet vehicles
Uniforms & personal protective equipment
Building & facility signage
Pipeline markers

Co-branded transition messaging
These communications provide a “heads up” to 
customers, and include both the Enbridge and 
Dominion Energy name and/or logo to ensure 
familiarity with both brands.

Enbridge rebranding
The Dominion Energy name, logo and mentions will 
be replaced with Enbridge Gas or redirected. (Full 
rebrand to be completed by end of November 2024.)

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 3
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Transition preview

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 4

Enbridge news release

EnbridgeGas.com homepage

Enbridge social media Enbridge Gas contact center

We're prepared if a customer in Utah, Wyoming, or 
Idaho inadvertently calls Enbridge Gas in Canada:

• Emergencies: Provide the customer with the
emergency services number 1-800-767-1689 AND
warm transfer to ensure their call is connected.

• Customer service: It is business as usual
for customers in Utah, Wyoming, and Idaho.
Customers can continue to transact on
dominionenergy.com. If they have a billing or
payment inquiry, provide the general service
number 1-800-323-5517, available Monday
through Friday, 7 a.m. to 6 p.m.

• Transition questions: Direct customers to
dominionenergy.com where there will be a
dedicated information page.

• Enbridge Inc. announces the closing of its acquisition of Questar Gas Company and its related Wexpro companies
from Dominion Energy, Inc.

• The gas utility will be doing business as Enbridge Gas Utah, Enbridge Gas Wyoming, and Enbridge Gas Idaho, and
will join Enbridge's Gas Distribution and Storage Business Unit.

• Statement from Michele Harradence, Enbridge Executive Vice President and President, Gas Distribution and Storage.
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Transition preview

DominionEnergy.com homepage

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 5
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Transition preview

DominionEnergy.com transition webpage

CUSTOMER COMMUNICATIONS PLAN

Dominion Energy is now Enbridge Gas 
in Utah, Wyoming, and Idaho
On Month XX, 2024, Dominion Energy’s natural gas distribution business in Utah, Wyoming, and Idaho joined Enbridge Inc., 
and will do business as Enbridge Gas Utah, Enbridge Gas Wyoming, and Enbridge Gas Idaho. Please review the recent news 
release for more information.

We’re very excited to be joining the Enbridge family of businesses and look forward to providing you with the same safe, reliable 
service you know.

This transition should be seamless for customers. You will be notified well in advance of any changes that may affect 
payments our how you access your account. Information will be provided via email, with your paper bill or eBill, and on  
DominionEnergy.com.

Enbridge Gas is owned by Enbridge, a Canadian-based leader in energy transportation and distribution. The company provides 
natural gas service in Ontario, Quebec, and Ohio, and will now serve customers in Utah, Wyoming, and Idaho. Enbridge Gas will 
continue to deliver what’s important for its combined 6.3 million customers—the safe and reliable delivery of affordable energy 
and a focus on innovation to contribute to a sustainable future. To learn more about Enbridge Gas, visit www.enbridgegas.com.

 Back to timeline 6
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What won’t be changing

• Phone numbers: You can continue to reach Customer Care by calling 800-323-5517 Monday through Friday, 7 a.m. to 6 p.m. For
gas line breaks, leaks or odors, you may continue to call 800-767-1689 any time.

• Customer service: Calls and service will continue to be provided by friends and neighbors in your community who are now
employed by Enbridge Gas.

• Gas and service rates: The rates you pay for natural gas supplies and service will be unaffected by this transition. As always,
customer bills will be affected by usage, the fluctuating cost of natural gas, the cost of providing service and maintaining
infrastructure.

• Programs, services and agreements: Your participation in Auto Pay, Budget Billing, eBill, payment arrangements, energy
assistance, landlord agreements, GreenTherm, or CarbonRight are unaffected.

• Regulating entities: Service and rates will continue to be governed by the public service commissions of Utah and Wyoming.

• Gas supplies: We will continue to source natural gas supplies from the Intermountain West and produce about half of customer
supplies through Wexpro Company, which is also joining Enbridge.

• Improvement projects: Pipeline-replacement projects will continue as planned to maintain a safe and reliable natural gas system.

• HomeServe billing: Customers who have taken advantage of HomeServe’s offerings will continue to be billed for those services on
their monthly gas bill.

What will be changing over time

• Name and logo: We will be doing business as Enbridge Gas Utah, Enbridge Gas Wyoming, and Enbridge Gas Idaho. You will see
the Enbridge name and logo more often as we transition. By 2025, all references to Dominion Energy will be replaced by Enbridge
Gas on items like bills, vehicles, and uniforms.

• Bank payments: Although not immediately, customers who pay their natural gas bills through a bank or credit union may need
to change the payee details later this year. Customers who use this payment method will receive advance notice before a change
needs to be made.

• Check payments: Customers who pay by check should continue to mail checks to Dominion Energy, P.O. Box 27031, Richmond,
VA 23261-7031 until further notice. Customers who use this payment method will receive advance notice before a change needs to
be made.

• Websites: For the time being, the websites you use to access accounts, nominate gas, and conduct other business as residential,
commercial, or industrial customers will remain the same. Customers who use various websites will receive advance notice before
any changes occur.

How to stay safe and avoid scams

Be aware of scammers who call and claim to be collecting on your bill and ask for an online or over-the-phone payment. Please remember 
that Dominion Energy and Enbridge employees will never call or show up at your home to demand a payment and will never request to 
enter your home without proper identification, an appointment, or a reported emergency.

By 2025, all references to Dominion Energy will be replaced by Enbridge Gas on items like bills, vehicles, and uniforms. If you have any 
questions, please call 800-323-5517 to verify the status of your account or work happening near your home or business.

Transition preview

DominionEnergy.com transition webpage (continued)

CUSTOMER COMMUNICATIONS PLAN

What it Means for You

Collapse

Collapse

Collapse

 Back to timeline 7
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Transition preview

Over-the-phone sequence

Call menu

Thank you for calling Enbridge Gas, formerly Dominion Energy in Utah, Wyoming, and Idaho.

• To report a gas-line break or gas odors, press 1.
• To make a payment by phone, press 2.
• For service, information on your account, or any other questions, press 3 or stay on the line.
• Para Espanol oprima numero quattro.
• To be transferred to a third-party home-warranty provider called HomeServe, press 5.
• To repeat this menu, press 0.

Hold-queue message

As of ___________, Dominion Energy’s gas distribution company in Utah, Wyoming, 
and Idaho joined the Enbridge family of businesses. Moving forward, we will be doing 
business as Enbridge Gas Utah, Enbridge Gas Wyoming, and Enbridge Gas Idaho.

You will see the Enbridge name and logo more often as we transition, and will be 
notified well in advance of any changes that may affect payments our how you access 
your account. Information will be provided via email, with your paper bill or eBill, and on 
DominionEnergy.com.

As Enbridge Gas, we look forward to providing you with the same safe, reliable service 
you know.

Answering script

Enbridge Gas, this is ___________. How may I help you?

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 8
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Transition preview

Customer account portal | pre-login 

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 9

New name, same 
reliable service.
Learn more >
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Transition preview

Customer account portal | post-login 

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 10

New name, same 
reliable service.
Learn more >

Dominion Energy is now Enbridge Gas in Utah, Wyoming & Idaho.
Learn more >
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Transition preview

Mobile app

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 11

Dominion Energy is now Enbridge Gas in 
Utah, Wyoming, and Idaho.
Learn more >

New name, same reliable service

Dominion Energy is now Enbridge Gas in Utah, 
Wyoming, and Idaho.
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Transition preview

Payment website

CUSTOMER COMMUNICATIONS PLAN

Sample forthcoming

 Back to timeline 12
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Transition preview

ThermWise.com

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 13
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Transition preview

CUSTOMER COMMUNICATIONS PLAN

Email to customers

We have joined the Enbridge family of businesses!

Moving forward, your natural gas service provider will be doing business as 
Enbridge Gas Utah, Enbridge Gas Wyoming, or Enbridge Gas Idaho.

Apart from seeing the Enbridge name more frequently in the coming months, 
there are no changes to your rates, payments, or other services at this 
time. You will be notified well ahead of any planned changes and can continue 
to expect safe, reliable service to your home or business.

More information will be provided via email, with your paper bill or eBill, and on 
DominionEnergy.com.

What it means for you

 Back to timeline 14
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Transition preview

Email to transportation and industrial customers

CUSTOMER COMMUNICATIONS PLAN

We have joined the Enbridge family of businesses!

Moving forward, your natural gas service provider will be doing business as Enbridge 
Gas Utah, Enbridge Gas Wyoming, or Enbridge Gas Idaho.

Apart from seeing the Enbridge name more frequently in the coming months, there 
are no changes to your rates, payments, or other services at this time. You 
will be notified well ahead of any planned changes and can continue to expect safe, 
reliable service.

For more information, please visit DominionEnergy.com or contact your account 
manager.

 Back to timeline 15
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Transition preview

Bill insert

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 16
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Transition preview

Customer newsletters

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 17
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P.O. Box 45360
Salt Lake City, UT 84145-0360

P.O. Box 45360
Salt Lake City, UT 84145-0360

FIRST-CLASS MAIL 
PRSRT

U.S. POSTAGE PAID
PDS

FIRST-CLASS MAIL 
PRSRT

U.S. POSTAGE PAID
PDS

Bill Enclosed

Transition preview

Bill envelope (outer)

Letter envelope

CUSTOMER COMMUNICATIONS PLAN

Dominion Energy is now Enbridge Gas  
in Utah, Idaho and Wyoming!

New name, same reliable service

Dominion Energy is now Enbridge Gas  
in Utah, Idaho and Wyoming!

 Back to timeline 18
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Transition preview

Customer eBill

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 19
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Transition preview

Employee talking points

CUSTOMER COMMUNICATIONS PLAN  Back to timeline 20

• Purpose: Prepare employees to respond to enquiries from external stakeholders which may result from news
releases, media coverage, and other communications.

• Key messages: Company details, what the transition means for customers.

• Q&A: Thorough Q&A regarding next steps, workforce, transaction details, Enbridge goals.

• Sample email: Provided to support employees who need to communicate with external stakeholders.
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