
TO: House Members  

FROM: Chair Roy 

DATE: June 28, 2021  

RE: DPU Shutoff Moratorium 

_____________________________________________________________________________ 

 

On March 14, 2020, in response to the Attorney General’s office and consumer advocate groups, the DPU 

prohibited investor-owned gas and electric companies from shutting off services to residential customers until the 

state of emergency declared by Governor Baker on March 10 ended or DPU sent further communication.   

On March 17, 2020, the House Members of the Joint Committee on Telecommunications, Utilities, and Energy 

sent a letter to DPU requesting that they extend the shutoff moratorium to small business customers.   

In response, the DPU ordered on March 24, 2020 that all gas, electric, and water investor-owned utilities must not 

shut off services to industrial and commercial customers, including small businesses, until the state of emergency 

ended or they received further notice. 

DPU also convened a Customer Assistance and Ratemaking Working Group on May 11, 2020 composed of 

consumer advocate groups, the Attorney General’s Office, the Department of Energy Resources, and utility 

companies to develop recommendations about how to end the shutoff moratorium and ensure robust ratepayer 

protections.  On July 31, 2020, the DPU issued an order adopting the working group’s recommendations, 

including: 

• Utility companies cannot assess late fees or discontinue service to customers enrolled in a payment plan.  

• To ensure customers have notice of any potential shutoff, companies are required, in advance of any 

potential shutoff, to issue notices to customers that inform customers about the payments due, the 

availability of payment plans, and the potential for shutoffs. 

• Companies must continue waiving late payment fees for small Commercial & Industrial customers for six 

months after the State of Emergency is lifted, which is January 15, 2022.  (Late fees are not charged to 

residential customers) 

• Companies are required to waive any previously required “good faith payments” in circumstances where 

a customer re-enrolls in an arrearage management plan (AMP) after breaking from a prior AMP. 

This order further extended the shutoff moratorium for commercial and industrial customers until August 31, 

2020 and the residential shutoff moratorium until November 15, 2020.  Because Massachusetts law prohibits 

shutoffs from November 15th to March 15th every winter heating season for residential customers that demonstrate 

a financial hardship and whose utility service is needed to heat their home, customers were protected from shutoff 

through mid-March 2021. 

On February 26, 2021, DPU extended the residential shutoff moratorium for a final time through July 1, 2021.  

They also allowed companies to begin communicating with customers about the end of the moratorium, requiring 

them to provide a comprehensive list of all repayment programs and debt-forgiveness options, as well as inform 

them that shutoffs will not occur until July 1, 2021 or thereafter. 

In an effort to provide constituents with resources about how to best manage any utility debt accrued before, 

during, and after the state of emergency, my office, in conjunction with the Speaker's office, has compiled the 

following materials: 

https://malegislature.sharepoint.com/:b:/s/RepJeffRoy/ETKrpnhF1TBNhjVvGGv9WgoBnBqFtMsEJHTNporfZbmFhg
https://www.mass.gov/doc/chairs-1st-set-of-orders-under-c-25-s-4b-re-covid-19/download
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/12124241
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/12506975
https://fileservice.eea.comacloud.net/FileService.Api/file/FileRoom/13201712


 

Constituents Resources to Help: Utility Shutoff Moratorium Ends July 1, 2021  

 

Attorney General’s Office 

Utilities Flyer (Shareable Jpeg for Social Media) 

- English Version 

- Spanish Version 

COVID-19 Shutoff Moratorium FAQ 

This FAQ from the Attorney General’s office answers basic questions, such as: 

• How can I keep my utilities from being shut off? 

• Why should I pay my electric or gas bill or begin a payment plan during the shut-off moratorium? 

• I received a notice saying that I might lose my electric or gas service. What do I do? 

• What if I can't afford my bills, even on a payment plan? 

• I own a small business. What programs are available? 

• What types of residential electric or gas payment assistance programs are available? 

• How do I know if I am eligible to receive residential electric or gas payment assistance programs? 

• Are there any payment assistance programs available to me if I don't qualify as low-income? 

• How can I contact my utility? 

• What else can I do to keep my energy bills as low as possible? 

 

National Consumer Law Center - Fact Sheet – Utility Help in Massachusetts  

Last updated May 2021, this fact sheet will continue to be updated by NCLC staff on an as needed basis.  This 

link will also direct to the most recent version. 

The National Consumer Law Center is an American nonprofit organization headquartered in Boston, 

Massachusetts, specializing in consumer issues on behalf of low-income people.   

 

Department of Public Utilities (Consumer Division) - Information for Massachusetts Utility Ratepayers 

Impacted by COVID-19 

This FAQ from the DPU provides basic information, such as: 

• Moratorium Status 

• LIHEAP or Fuel Assistance 

• Discounts 

• Payment Plans and AMPs 

• Having a problem with your utility? 

• More consumer information 

• Contact 

https://malegislature.sharepoint.com/:i:/s/RepJeffRoy/EZ0tj--Ll-JGvdHC5uPheZ0BOa_yLbDWl0i-vDkxnxHxOw
https://malegislature.sharepoint.com/:i:/s/RepJeffRoy/ESabMB5gq_1NmF1hHJVLyroBQ0A1fs5wSvoaxrVCz0ckTQ
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#how-can-i-keep-my-utilities-from-being-shut-off?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#why-should-i-pay-my-electric-or-gas-bill-or-begin-a-payment-plan-during-the-shut-off-moratorium?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#i-received-a-notice-saying-that-i-might-lose-my-electric-or-gas-service.-what-do-i-do?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#what-if-i-can't-afford-my-bills,-even-on-a-payment-plan?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#i-own-a-small-business.-what-programs-are-available?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#what-types-of-residential-electric-or-gas-payment-assistance-programs-are-available?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#how-do-i-know-if-i-am-eligible-to-receive-residential-electric-or-gas-payment-assistance-programs?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#are-there-any-payment-assistance-programs-available-to-me-if-i-don't-qualify-as-low-income?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#how-can-i-contact-my-utility?-
https://www.mass.gov/info-details/frequently-asked-questions-about-electric-and-gas-utilities-during-covid-19#what-else-can-i-do-to-keep-my-energy-bills-as-low-as-possible?-
https://www.nclc.org/images/pdf/special_projects/covid-19/Utility_Help_MA.pdf
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#moratorium-status-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#liheap-or-fuel-assistance-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#discounts-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#payment-plans-and-amps-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#having-a-problem-with-your-utility?-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#more-consumer-information-
https://www.mass.gov/info-details/information-for-massachusetts-utility-ratepayers-impacted-by-covid-19#contact

