
Customer Communications Plan 
& Rebranding Update

An overview of communications and rebranding efforts regarding 
the transition from Dominion Energy to Enbridge Gas
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Transition preview

CUSTOMER COMMUNICATIONS PLAN & REBRANDING UPDATE

Email to customers

Slated for Oct. 30 or 31, this email will be sent to customers announcing a few items to be aware of regarding 
rebranded bills, payee name, new website and the mobile app.
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Transition preview

Mass rebranding efforts

Efforts are well underway to rebrand customer-facing items and facilities by end of November:
• Employee apparel and personal protective equipment
• Company buildings
• Facilities and CNG stations
• Forms, door hangers and brochures
• Company vehicles and equipment
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Transition preview

DominionEnergy.com homepage

This feature is currently on the homepage to give customers a heads up about the upcoming website change. 

Beginning Oct. 30, customers from Utah, Wyoming and Idaho will automatically be redirected to enbridgegas.com 
and immediately see a welcome message on that homepage.

Note: The website experience and navigation on enbridgegas.com will largely mimic dominionenergy.com to make 
it easier for customers to find what they need.
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Transition preview

DominionEnergy.com transition webpage

The homepage feature directs customers to the transition webpage with this prominent message at the top.
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Transition preview

Over-the-phone sequence

In November, references to Dominion Energy will be removed from the phone experience. Transition messages 
("formerly Dominion Energy in Utah, Wyoming and Idaho") have been in place since June 2024.

The hold-queue message will address the payee change.

Call menu

Thank you for calling Enbridge Gas.

• 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

If you pay your bill manually via bank pay, mailing a check, or at an authorized pay 
station, we ask that you change the payee name to Enbridge Gas. The payee is the 
entity you pay for service.

Please be assured that regardless of your preferred payment method, the payee name 
will not affect how your payments are received or processed.

No changes are needed if you currently utilize automatic payments. All other payment 
and account information remains the same, including your natural gas account number.

Answering script

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

Customer account portal | pre-login

On Oct. 30, the self-service customer account portal will be rebranded with an Enbridge look and feel.
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Transition preview

Customer account portal | post-login

On Oct. 30, the self-service customer account portal will be rebranded with an Enbridge look and feel.
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Transition preview

Mobile app

On Oct. 30, the post-login mobile app experience will be Enbridge branded.

Note: Customers will continue to use the Dominion Energy app for mobile access to their account. The message below 
will appear to reassure customers they are in the right place.

CUSTOMER COMMUNICATIONS PLAN & REBRANDING UPDATE

Enbridge Gas customers in Utah, 
Wyoming and Idaho

You are in the right place if you want to access 
your natural gas account. More information on 
your mobile app experience will be provided at a 
later date.
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Transition preview

Payment website

On Oct. 24, the SpeedPay payment portal where customers can pay via credit card was rebranded.
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Transition preview

Customer newsletter

November's bill will include the first fully rebranded customer newsletter. This is the second safety-themed edition 
of 2024, and includes information at the top regarding payee name and the new website.
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Transition preview

Bill envelope (outer)

Bills in November and December will be in these transition envelopes welcoming customers to Enbridge Gas. 
There is a small reference below to Dominion Energy.
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Transition preview

Customer Bill

Beginning Nov. 1, bills will be rebranded with the Enbridge Gas name and logo.
The layout and general details are unchanged from previous bills. 

CUSTOMER COMMUNICATIONS PLAN & REBRANDING UPDATE

Account
Number

Current Charges
Past Due After

Total Amount
Due

Amount
Enclosed

0123456789 12/27/2023 $108.60

Enbridge Gas
PO Box 27031 
Richmond, VA 23261-7031

Thank you for your patronage.  Your prompt payment
assists us in providing our customers with high-quality
natural gas service.

Customer Name

Account Summary as of 12/05/2023
Previous Balance Due - 11/27/23 65.00
Payments Received - 11/08/23 -65.00
Current Charges - Gas Service 108.60
Total Amount Due Upon Receipt $108.60
1.0% monthly interest (12% annually) charged on balance on or after 12/27/2023.

480836831350000010860000000650000000108608
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Account: 0123456789
Page 1 of 2

Service Address: 123 W 3600 S, Bountiful, UT 84010-8031
1.044387 0.008342 779.730000 696.000000

Residential Gas Service 
Service Agreement: 9876543210

Service from 11/4/2023 - 12/4/2023
Rate - GS
Charge for Gas Used(Avg cost per DTH $ (13.26522)) 91.53
Basic Service Fee Total 6.75
Utah Sales Tax (4.4%) 4.32
Municipal Energy Tax (6%)(Bountiful) 5.90
Energy Assistance 0.10
Current Gas Billing 108.60

Comparison Last Year This Year
Decatherms/Day 0.32 0.23
Dollars/Day $4.01 $3.62

Usage History

0
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8

12
16
20

Dec Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec

DTH

Meter Current Meter Read Previous Meter Read Dial Volume Billed
ID Date Reading Date Reading Days Difference Multiplier DTH

56781234 12/4/2023 3159 11/3/2023 3085 31 74    CCF 0.092578 6.9
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Transition preview

Customer eBill

Beginning Nov. 1, eBills will be rebranded with the Enbridge Gas name and logo.
The layout and general information provided are unchanged from previous eBills.
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Transition preview

Customer letters

By Nov. 15, letters and envelopes sent to customers will be rebranded with the Enbridge Gas name and logo.

CUSTOMER COMMUNICATIONS PLAN & REBRANDING UPDATE

Dominion Energy
1140 West 200 South
P.O. Box 45360
Salt Lake City, UT 84145-0360
Tel (800) 323-5517

Dominion Energy
PO Box 27031
Richmond, VA 23261-7031

Please write your account number on your check and return this portion with your payment

#   I=0000000

Account Total Amount
Due

Amount
Enclosed

$227.74

02/06/2023

URGENT NOTICE (AVISO URGENTE) 
Account: 
Service Address: 

Dear Customer Name:

One or more addresses associated with the above account has a past-due balance. If you do not pay the 
past-due amount of $227.74 or make credit arrangements within 10 days of the date on this notice, 
natural gas service may be terminated. If arrangements are made and not honored, service may be 
terminated without additional notice.

If the total past-due amount has been paid, please disregard this notice.

For customer security and employee safety, Dominion Energy does not accept natural gas service 
payments at customers' premises. If you have questions about this information, please call us at
1-800-323-5517, Monday through Friday, 7 a.m. to 6 p.m., or visit DominionEnergy.com.

Si necesita ayuda en Español, por favor llame a Dominion Energy al número 1-800-323-5517, de 
Lunes a Viernes de 7 a.m. a 6 p.m, o visite DominionEnergy.com.

Sincerely,
Dominion Energy

10DayTerm Rev: 11/2017

One or more addresses associated with this account has a past-due balance. If you do not pay the past-due amount of $227.74 or 
make payment arrangements within 10 days of the date on this notice, natural gas service may be terminated. If arrangements 
are made and not honored, service may be terminated without additional notice. If the total past-due amount has been paid, please 
disregard this notice.

Su servicio está en peligro de ser desconectado. Si necesita ayuda en español, visite enbridgegas.com o llame a 
Enbridge Gas al 1-800-323-5517, de lunes a viernes de 7 a.m. a 6 p.m.

Paying your bill electronically allows for more secure and timely processing. For customer security and employee safety, Enbridge 
Gas does not accept payments at customers’ premises. To make payment arrangements to pay your balance over time, please
visit enbridgegas.com or call 1-800-323-5517. 

Payment options with no additional fee:
• Use online banking to make payments directly from your savings or checking account.
• Pay with electronic check on our website or through our mobile app.
• Mail a check or money order (for your protection, please do not send cash).

Payment options with a convenience fee:
• Pay with credit card or debit card over the phone or online.
• Pay with an electronic check over the phone.
• Pay in person at an authorized pay station (visit enbridgegas.com for locations).

PAYMENT HELP
Assistance is available for qualifying customers and families struggling to keep up with home-energy costs. Please call 211 to learn 
more about energy-assistance programs in your area.

Paying your bill electronically allows for more secure and timely processing.
If you mail a check, please write your account number and return this portion with your payment.

Dominion Energy
1140 West 200 South
P.O. Box 45360
Salt Lake City, UT 84145-0360
Tel (800) 323-5517

Dominion Energy
PO Box 27031
Richmond, VA 23261-7031

Please write your account number on your check and return this portion with your payment

#   I=0000000

Account Total Amount
Due

Amount
Enclosed

$227.74

02/06/2023

URGENT NOTICE (AVISO URGENTE)
Account:
Service Address:

Dear Customer Name:

One or more addresses associated with the above account has a past-due balance. If you do not pay the
past-due amount of $227.74 or make credit arrangements within 10 days of the date on this notice,
natural gas service may be terminated. If arrangements are made and not honored, service may be
terminated without additional notice.

If the total past-due amount has been paid, please disregard this notice.

For customer security and employee safety, Dominion Energy does not accept natural gas service
payments at customers' premises. If you have questions about this information, please call us at
1-800-323-5517, Monday through Friday, 7 a.m. to 6 p.m., or visit DominionEnergy.com.

Si necesita ayuda en Español, por favor llame a Dominion Energy al número 1-800-323-5517, de
Lunes a Viernes de 7 a.m. a 6 p.m, o visite DominionEnergy.com.

Sincerely,
Dominion Energy

10DayTerm Rev: 11/2017Rev: 01/2024

XX/XX/XXXX

Enbridge Gas
1140 West 200 South
P.O. Box 45360
Salt Lake City, UT 84145-0360
1-800-323-5517

Enbridge Gas
P.O. Box 27031
Richmond, VA 23261-7031

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

FIRST-CLASS MAIL 
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Transition preview

Customer programs

ThermWise, CarbonRight and GreenTherm customer programs and marketing materials are being rebranded.
• ThermWise.com and the rebate portal will be rebranded in early November.
• CarbonRight and GreenTherm webpages will launch with enbridgegas.com content on Oct. 30.

CUSTOMER COMMUNICATIONS PLAN & REBRANDING UPDATE

 —
Enbridge Gas offers voluntary programs to help customers live more 
sustainably. It’s never been easier to reduce your energy usage, support 
renewable energy and offset your carbon footprint.

© 2024 Enbridge Inc. All rights reserved.

Scan to learn more at
enbridgegas.com/URL

Your Sustainability Toolkit

The ThermWise® program promotes the use of energy-efficient 
practices and rebates to reduce natural gas usage.

The program offers Home Energy Plans in which a home 
energy expert visits your home to conduct a thorough home 
energy efficiency analysis. ThermWise offers rebates for 
energy-efficient appliances and weatherization improvements 
that are available for existing homes, businesses and builders. 

GreenTherm® is a voluntary program that provides you an 
opportunity to support the production of renewable natural gas.

Renewable natural gas, or RNG, is pipeline-quality gas produced 
from existing waste streams and a variety of renewable and 
sustainable biomass sources, capturing and using methane that 
would otherwise be emitted into the atmosphere.

The CarbonRight® program allows customers to voluntarily 
offset carbon emissions from natural gas usage in their home  
or business by supporting projects that reduce greenhouse  
gas emissions.

A typical residential customer can offset their entire natural gas 
carbon footprint by purchasing one $5 block a month, achieving 
net-zero carbon emissions from natural gas usage.

FPO
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