STORM RELATED QUESTIONS AND ANSWERS
» h re_the prigriti rr ion?

When a storm or natural disaster strikes and your powcr is disrupted, we go to work to get your
power back on as quickly and safely as possible. Repairs arc made at the outage point, which

could be a substation. a power ling, a pole, or even a connection to your house.

During severe weather conditions, there could be several breaks or outages between the
substation and your house. which means that repairs must be completed sequentially, beginning

at the substation and ending at your house,

Our first priority is your safety and the safety of our employees. We identify dangerous areas, de-
energize downed wires and work with the affected towns to clear blocked roads. Once roads are
cleared and areas are made safc, priority customers get their power back first. This includes
police and fire, hospitals, water and sewage treatment facilities and nursing homes. From there,

our goal is 1o restore power to the greatest number of customers in the shortest amount of time.

Restoration speed depends on the extent and nature of the storm’s damage. We typically begin
the work closest to our substations, then move to main teeders and continue out to primary lines
and secondary wires along the affected circuits. In some cases. our crews may have to go street

by street and cven house by house to restore the power.

s Are generators dangerous?

Proper installation will prevent a house fire and avoid electricity feeding back into our lines,
which endangers the lives of workers making repairs. If you buy a generator, you may need a
town permit or official inspection for it. Also, make sure a licensed electrician installs it.

The generator must be connected to your home's wiring through a special transfer switch to be
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sure electricity produced by the generator does not back- feed into our electric lines.
Exhaust from a portable generator contains carbon monoxide, which can be deadly.
Never use a generator indoors or in enclosed spaces, such as garages, basements or porches.

Always run the generator outdoors as far from the house as possible, and away from doors,

windows and air-intake vents.



«  Why do mv neighbors have power and [ don't?

You and your ncighbors may be served by ditterent electrical equipment. Even though you live
near each other, you may be on different circuits. 1t is also possible that there is an issue with
your individual service wire. If your neighbors have power and you do not, please make sure you
report vour outage 10 Customer Service, Also, if you were running a generator, please make sure

the proper switchover occurted.

»  Why does the number of outages fluctuate so much?

Power outage numbers may increase during the storm restoration period in some areas for
several reasons:

As the power company patrols lines, it may discover outages that weren't reported earlier. As
more calls come into the power company customer service representatives, the outage reporting
system gives more refined numbers. Branches that may have broken during the storm may come

joose and fall onto lines causing additional outages.

Depending on time of day. etc., customers may be at work or away {rom their homes and
unaware of power outages to report, until they discover them upon return to their homes later in
the storm restoration period. Power outage numbers may decrease suddenly if large circuits that

had been taken out of service by a storm are brought back into service.

¢  What do you do when downed wires are reported?

['reat all wires — cven those that are hanging or downed -— as if they are "live" {energized).
Don't assume they are "dead" (de-energized). Customers can report any downed or hanging

wires {o the power company or their police or fire departments.

Upon receiving a report from a customer or a fire or police department about downed burning or
live wires, we dispatch an employee (o stand by the scene, warning others away until we have an
opportunity to dispatch a crew to the scene to disconnect or isolate the wire from its electrical
source. Customers should be advised to stay clear of all downed and hanging wires and not
assume that they are de-energized.

In many storms, CL&P uses a patrol effort in strategic areas to plan a restoration process. These
patrols also look for downed wires,



«  Why don’t 1 lose my telephone service every time I lose electric power?

Our power lines carry high voltages: thercfore, they always are placed on the top of the poles
with telephone and cable lines below. If a tree or limb falls, it will almost always hit the
electrical wires first, which causes a short circuit on the line. Also, telephone wires are normally
very thick and much stronger than the wire used 10 conduct electricity, making them more

resistant to falling trees or limbs,

o After a storm, does CL&P repair all equipment attached to my home?

No. CL&P will repair all equipment leading to your home, including a service wire, connectors
and the meter. Homeowners are responsible for repairing equipment attached to a residence,
including a clevis (house knob), weatherheads, conduits, conductors and the meter box.
Homeowners are not responsible for damage to the meter.

Homeowners should be aware that any damage to customer-owned equipment must be repaired

by licensed, professional electricians before we can reconnect power lines to your home.

if your home has sustained storm damage to customer-owned equipment, licensed electricians
can be found through your local Yellow Pages or the State Department of Consumer Protection,
Licensing Division, at www.ct.gov/dep/site.

The attached diagram depicts who owns what.

¢ Why don’t] see any CL&P trucks in my neighborhood or town?

Crews may be working on related equipment further up the road or nearby that feeds electricity
to your equipment. ['s also possible that the circuit feeding your street is located miles away or
in a different town.

During a major restoration event CL&P brings crews from other utilities and states to hetp us
restore power so may see trucks in various sizes and colors from many different companies who

are working to restore our customers,



o  Why can’t vou tell me exactly when my power will be restored?

We try lo give accurate restoration estimates as often as possible. However, it takes time for us to
assess the extent of the damage and understand what repairs need to be made to our system.
Predicting precisely when your power wiil be restored is challenging, because as crews begin
restoration they ofien find additional or new damage. Estimates become more specific once jobs
have been prioritized and a crew is assigned to work your outage. No matter what, our goal is to

always get your power back as quickly and safely as possible.

¢  Why does it take so long to restore power sometimes?

Storms can cause all different types of damage to our electric system. Some repairs, such as
setting a pole. or repairing underground wires, are more complex and can take longer to
complete. Rest assured, we're always working to restore your power as quickly and safely as

possible.

+  Why do the restoration estimates sometimes increase?

As we clear roads we often find new damage which adds to the size and scope of damage that
needs to be repaired. During some restorations, other circumstances out ot our control, such as

additional bad weather, can also impact the speed of our progress.



News Release

CL&P Alert to Homeowners
Damaged outside electrical equipment should be repaired so that power can be
restored _

MEDIA CONTACT: CL&P Communications
Office: (860) 665-5670
After Hours: (800) 789-2290

BERLIN, Conn. - September 2, 2011 - As CL&P works to restore power across the state,
homeowners should be aware that any damage to customer-owned equipment must be repaired
by licensed, professional electricians before we can reconnect power lines to your home.

CL&P will repair the equipment leading to your home, including the service wire and connectors.
Homeowners are responsible for all other equipment attached to a residence, including a clevis
(house knaob), weatherheads, conduits, conductors and the meter box. However, you are not
responsible for damage to the meter,

If repairs are required beyond a simple reattachment of your electrical service to your home,
please contact a properly licensed and insured electrical contractor to perform the necessary
repairs. This should expedite your service restoration. .
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