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EXHIBIT D   
 

CUSTOMER SERVICE POLICY AND PRACTICES 
 

The detailed terms of service are more fully described in the Agreement executed on 
December 3, 2024, which is posted and available on the MassPowerChoice web site at the 
following link: https://www.masspowerchoice.com/needham Competitive Supplier will 
provide a copy of this Agreement to any participating Consumer that requests a copy. 

 It is the Policy of the Competitive Supplier to provide responsive customer service to all   
            Participating Consumers and Eligible Consumers in accordance with the following: 

1) Provide for Customer services that are reasonably accessible to all consumers during 
normal working hours and that allow consumers to transact business they may have with 
the Competitive Supplier; such customer service to include availability of Bilingual 
(Spanish) customer service representative; online customer chat line; customer emails 
responded to within three (3) Business Days, and after-hours voice messages answered by 
experienced customer service representative within three (3) Business Days. 
 

2) Provide a toll-free telephone number that will be established by Competitive Supplier and 
be available for consumers to contact Competitive Supplier during normal business hours 
(9:00 A.M. – 5:00 P.M.  Eastern Standard Time or Eastern Daylight Saving Time, as 
applicable, Monday through Friday) to resolve concerns, answer questions and transact 
business with respect to the service received from Competitive Supplier. 
 

3) Process all customer transactions, including opt ins, opt outs, and election of optional 
products, within five (5) Business Days. 
 

4) Include the offer to resolve any dispute with any consumer pursuant to the dispute 
resolution procedures described in 220 CMR 25.02 (4), or MGL c 164 (1) (F) (2). 
 

5) All Participating Consumers will have the right to opt out of the Program at any time 
without fee, charge or penalty.  Participating Consumers who opt out will have the right to 
return to the Program at a price that reflects market prices at the time of their return. 
 

6) Competitive Supplier will assign a senior Customer Service Team representative, as 
described in Exhibit E to be primary contact for the Municipality. 

 
 
  

https://www.masspowerchoice.com/needham
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