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PROMULGATION OF THE PLAN 

William J. Akley 
President, Gas Operations, Eversource 

As President, Gas Operations for Eversource Energy (“Eversource,” “Eversource-MA,” ”NSTAR,” or the 
“Company”), along with Yankee Gas Company d/b/a Eversource Energy (“Eversource-CT”), and 
Eversource Gas Company of Massachusetts (EGMA), d/b/a Eversource, I hereby approve the Eversource 
Gas Operations Emergency Response Plan (ERP or the Plan), dated May 15, 2024. This Plan provides the 
Company’s response to emergency situations and other incidents consistently and effectively to protect 
lives, public health, safety, and property; to restore essential services; and to enable and assist with 
economic recovery. 

Threats to our business and continuity of service to our customers are constantly evolving. Eversource 
will remain prepared at all times to anticipate, prepare for, respond to, and recover from threats or 
hazards to our business and customers. The purpose of the Eversource Gas Operations Emergency 
Response Plan is to outline and assign roles and responsibilities for preparing and responding to all 
varieties of incidents and events. Through a coordinated response with the larger Eversource company, 
Eversource Gas Operations leverages all available resources, to include Shared Services and Electric 
personnel, for a fast, efficient, and effective response.  

Timely and accurate information for our customers and other stakeholders is just as important as a safe 
and prompt restoration of service. This Plan outlines extensive measures and processes to create and 
share important planning information to our critical stakeholders. Eversource Gas Operations is 
prepared to work effectively with federal, state, and local governments to affect a swift and coordinated 
response to all manner of threat. 

This Plan shall be effective upon its signing and shall remain in full force and effect until amended or 
rescinded. 

Eversource Gas Operations, 

 

 

 
 

________________________________________ 

President, Eversource Gas Operations 

William J. Akley 
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1. INTRODUCTION 
The Eversource Gas Operations Emergency Response Plan (ERP or the Plan) is the foundation for a 
comprehensive emergency management program of preparedness, mitigation, response, and recovery 
actions designed to preserve the public safety and welfare through the delivery of safe, efficient, and 
reliable gas service.  
The ERP provides a framework for system-wide management of the Company’s response to emergency 
events that cause loss of gas service to customers, including weather emergencies that have become 
more severe and frequent as a result of climate change. The ERP addresses the roles and responsibilities 
of various Eversource departments and functions and provides descriptions of how these functions work 
together in a collaborative environment to achieve a safe and reasonably prompt restoration of service. 
The ERP is grounded in experience and industry best practice. It is designed to provide an organized 
structure that facilitates the safe, efficient, and expeditious restoration of gas accompanied by a flow of 
information that both advances the restoration process and allows for constructive communications with 
customers. 
The ERP is consistent with Eversource operating practice and describes the processes for interactions with 
various levels of state and local government during an emergency event. The ERP also complies with 
applicable state laws and regulations in Massachusetts and Connecticut that govern public utility service 
companies. 
The Plan incorporates emergency response principles of the National Response Framework (NRF) and the 
National Incident Management System (NIMS). In addition, the ERP is structured based upon planning 
guidance from the Federal Emergency Management Agency (FEMA), entitled “Comprehensive 
Preparedness Guidance 101, Developing and Maintaining Emergency Operations Plans, Version 2,” 
published November 2010. The ERP is considered a “living” document, in that it is continuously evolving 
based upon new information regarding threats and hazards, upon lessons learned from emergency events 
and exercises, and upon updated state and federal guidance.  
As Eversource is a multi-state company, this ERP represents a single plan for response across both 
Massachusetts and Connecticut to unify response planning and training across the business, which 
improves efficiencies and facilitate cross-state resourcing that can be utilized during response and 
recovery operations.  
To assist the reader, this document is organized into four main areas:  

1. Overarching Strategies, Principles, and Operating guidelines (Sections 1 and 2)  
2. Organization and Responsibilities (Section Error! Reference source not found.)  
3. Preparedness and Response Supporting Documentation (Sections 4 - 9)  
4. Administrative Documentation and Background (Sections 10 - Error! Reference source not 

found.) 
As part of ERP preparedness activities, all employees should familiarize themselves with this plan. 
Updated copies are issued to Incident Management Team personnel as required and can be downloaded 
from the Emergency Preparedness & Business Continuity Database.  

1.1 Purpose 
The primary functions of the ERP are to:  

• Establish the organizational structure of incident management positions that are responsible 
for operations during an emergency event. 

• Guide the acquisition of external resources. 
• Structure the deployment of internal, external, and mutual assistance crews to work areas. 
• Ensure adequate and appropriate logistical support, including procurement of sufficient 

supplies and equipment needed during an emergency. 
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• Provide for damage assessments. 
• Set forth a process for communicating with customers, municipalities, and other stakeholders 

during an emergency event extending beyond normal business hours and business conditions. 
• Provide for measures to assure the safety of employees, contractors, and the public during an 

emergency event.  
• Outline the Incident Response Training and Exercise Program. 

Lastly, the ERP sets forth the content, format, and timeline for reports that Eversource submits to State 
and local officials before, during, and after an emergency event. 

1.2 Scope 
This ERP does not apply to every event, but for an emergency event defined as a Level 1, 2, or 3, as 
described in the Event Level Matrix (refer to Attachment 1, Eversource Emergency Event Level Matrix). 
Non-emergency restoration events, or Level 5 and 4 events, are not governed by this ERP. Additionally, 
the ERP applies to all Eversource personnel, affiliate company employees, contractors and mutual aid 
resources, or any other personnel working at the direction of or under the authority of Eversource. 
Eversource Gas Operations are conducted in accordance with a series of Department Operations and 
Maintenance (O&M) Plans, which are written procedures for conducting operations and maintenance 
activities and emergency response. Although not a comprehensive list of all of Eversource’s O&M Plans, 
the following items govern most non-emergent restoration events: 
• OM-020-ADM, Event Response and Reporting – Administrative 
• OM-120-ADM, Gas Odor Response and Leak Investigation  
• OM-130-ADM, Dispatching Emergency Calls 
• OM-140-ADM, Gas Control Oversight – Administrative 
• OM-190-ADM, Gas Restoration Plan 

1.3 Situation Overview 
Eversource delivers safe, clean, reliable, and efficient natural gas to approximately 643,000 customers in 
125 cities and towns in Massachusetts and approximately 252,000 customers in 85 cities and towns in 
Connecticut as of December 31st, 2023. See Figure 1 - MA Gas Operations Service Territory on page 8 and 
Figure 2 - CT Gas Operations Service Territory on page 9. 
Eversource employees: 
• Promote natural gas as a safe, clean, reliable, and efficient energy option to meet our customers’ 

needs. 
• Build and maintain pipeline delivery systems and storage facilities that ensure reliable, safe, and 

affordable natural gas resources for residential, municipal, commercial, and industrial customers 
using the skills and talents of well trained, highly qualified employees. 

• Provide a streamlined, efficient, and quality customer experience. 
• Maintain our core values closely aligned with those of Eversource Energy. 
• Value safety, compliance, customer service, and growth. 
• Maintain the highest standards of environmental performance by managing the impact of our 

operations, as stewards of our environment today and for future generations. 
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Figure 1 - MA Gas Operations Service Territory 

 

 

REDACTED



Eversource Gas Operations ERP 

EP-GAS PLN-2000 9 of 250 Rev 8 

Figure 2 - CT Gas Operations Service Territory  
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1.4 Regulatory Requirements 
The ERP meets the following state regulatory and federal requirements:  
• Massachusetts Department of Public Utilities (DPU)  
• Connecticut Public Utilities Regulatory Authority (PURA) 
• Occupational Safety and Health Administration (OSHA)  
• U.S. Department of Energy (DOE) 
• Federal Energy Regulatory Commission (FERC) 
• Pipeline and Hazardous Materials Safety Administration (PHMSA) 49 Code of Federal Regulation (CFR) 

§192.605 – Procedural manual for operations, maintenance, and emergencies, and §192.615 – 
Emergency Plans PHMSA 49 CFR Part 199 – Drug and Alcohol Testing.  

In accordance with applicable laws and regulations this ERP (and any identified modifications) is filed with 
the DPU annually by May 15th; to PURA every two years on or before July 1st; and to each municipality 
within its gas service area annually. Any time there are material changes to the ERP, a revised copy is also 
submitted to each of these entities. 

1.5 Planning Considerations 
The gas distribution system is susceptible to the effects of certain emergency events and disasters; 
depending on the nature of the event, the design and engineering of the system can mitigate some 
effects. The impact of an emergency event can vary widely in scope and severity, from an event that is 
locally isolated and impacts a small group of customers for a short period of time to an event that is 
geographically widespread and causes outages affecting large groups of customers for an extended period 
of time. 
These are some of the planning considerations used in the design of the Eversource Gas Operations ERP 
and the supporting implementing documents: 
• An emergency incident or event can occur at any time of the day or night, weekend, or holiday, with 

little or no warning. 
• The Incident Commander can declare activation of the Plan either before or after an emergency event 

occurs, based upon the timing and predicted severity. 
• The Operational Period for extended emergencies that require 24-hour operations is 0600 – 0600 and 

is most likely divided into two 12-hour shifts starting at 0600 and 1800. This includes a turnover 
period that begins 30 minutes before each shift starts. 

• The Eversource organization is familiar with this Plan and Company employees are cognizant of their 
specific emergency position responsibilities when the Plan is activated. In addition, Gas Operations 
organizations conduct regular training and exercises to ensure employees are aware of the general 
framework for responding to emergency events. 

• The Eversource facility in Southborough, MA serves as the primary Incident Command Center (ICC). 
The Eversource Mobile Command Center or Eversource facilities in Berlin, CT can serve as alternate 
ICCs. Other Eversource facilities can be utilized to improve response or restoration efficiency.  

• The Eversource organization response is initially based on the availability of Company resources. If 
additional resources are required, mutual assistance and contractor assistance is requested in 
accordance with the Northeast Gas Association (NGA) Mutual Assistance Plan and the American Gas 
Association (AGA) Mutual Aid Plan. (Refer to Attachment 7, Mutual Assistance Agreement). 

• Following a major emergency event, national media representatives are present along with local and 
regional media.  

• During and after catastrophic events, normal emergency services within the affected area could be 
overwhelmed and essential community services might be unavailable.  
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2. STRATEGY FOR EMERGENCY OPERATIONS 
2.1 Guiding Principles 

The overarching guiding principle for Eversource is “Safety First and Always.” The safety of Eversource 
employees, other ERP response personnel, and the public is the highest priority. During ERP events, 
Eversource Gas Operations uses a “restore now and rebuild later” approach to competing priorities, 
balancing infrastructure reconstruction, service restoration, and community-derived priorities. Eversource 
respects and protects the environment. Eversource is also focused on continuous improvement and 
individual leadership. 
• We consider public safety and the safety of our workers and other responders our highest core value. 
• We ensure that our Incident Management Team (IMT) follows a formal Incident Command System 

(ICS) structure and each position and function within the structure has a clearly defined role and 
understood authority. 

• We ensure that our employees are trained and exercised in their assigned emergency roles. 
• We set reasonable expectations with our stakeholders and deliver results that meet or exceed those 

expectations. 
• We provide our customers and community officials with accurate, timely, and consistent information 

to the best of our abilities. 
• We strive to ensure that sufficient qualified resources are secured in a timely manner to support an 

efficient restoration process. 
• We take the necessary actions to protect the environment. 
• We collect feedback and measure our performance to ensure continuous improvement and the 

effectiveness of our processes. 

2.2 Use of the Incident Command System 
The process used by all Eversource Energy operating companies, including Eversource Gas Operations, for 
direction and control consists of various levels and assigned personnel that have distinct responsibilities 
for providing guidance and direction of event response and initial recovery efforts is based on the ICS, the 
management structure adopted through NIMS guidance.  
ICS is a standardized all-hazards incident management approach that: 
• Allows for the integration of facilities, equipment, personnel, procedures, and communications 

operating within a common organizational structure. 
• Enables a coordinated response among various jurisdictions and functional agencies, both public and 

private. 
• Establishes standardized processes for planning and managing resources. 
ICS is flexible and can be used for events of any type, scope, or complexity. ICS allows Eversource to adopt 
an integrated organizational structure to match the complexities and demands of single or multiple 
events. The range of these events can vary from a minor facility event to a major loss of systems, 
equipment, personnel, or information. ICS is also employed by offsite response organizations with which 
Eversource interfaces during an event, thereby enhancing the coordination of all emergency responders. 
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2.2.1 Incident Command Authority 

Authority for the performance and direction of actions under this ERP is delegated to the Incident 
Commander. If, for some reason, the pre-designated Incident Commander or Deputy Incident 
Commander is not available for the event, the President of Eversource Gas Operations appoints 
an Incident Commander during the period of unavailability. Pursuant to this delegation, the 
Incident Commander has the authority to manage the overall emergency response for Eversource 
and provide periodic updates to senior management, including the President of Eversource Gas 
Operations. The President, in turn, informs and consults with the Eversource Emergency 
Coordination Team (ECT) of any actions or developments that could require extensive resources 
from other Eversource operating companies. As needed or required, Command Staff and General 
Staff assignments can be delegated and assigned by the Incident Commander. ICS and the 
Command and General Staff positions are described in further detail in the Section Error! 
Reference source not found., Incident Command System. 

2.3 Non-Incident Command System Roles 
Emergency response is also performed by additional personnel from within the Eversource organization 
that are not actually assigned ICS job position titles, as their emergency roles and responsibilities 
generally parallel their normal (Blue Sky) organizational roles and responsibilities (for example, Facilities, 
Material Logistics, Transportation, Environmental, and Security). When an emergency event occurs, 
specific day-to-day tasks and activities that do not contribute directly to the emergency response efforts 
are generally temporarily suspended or redirected for the duration of the emergency event and 
subsequent restoration to ensure a concentrated effort on restoration and recovery. 

2.4 Readiness Conditions 
Eversource has established a systematic approach to monitoring, assessing, and preparing for events that 
have the potential to impact the entire service area or specific geographic locations of the service area. 
This approach includes activities from day-to-day weather monitoring through full activation of all 
necessary personnel and equipment in a single location or across the entire Company to support response 
and recovery for any type of emergency or hazard.  

2.4.1 Readiness Condition – NORMAL 

Everyday operations are being performed. Business units are performing day-to-day routine 
operations and maintaining situational awareness by observing the changing and predicted 
weather conditions, third-party actions, natural and man-made disasters, and the news for any 
emergency that could adversely affect Eversource-Gas operations. 

2.4.2 Readiness Condition - MONITORING 

Everyday operations are being performed, but conditions are developing or exist (for example, a 
potential gas supply shortage, tropical storm, hurricane, third-party actions, or natural and man-
made disasters) that could present a potential risk to Eversource Gas Operations. Though the 
conditions currently pose no immediate threat, a heightened level of situational awareness 
(internal and external) and monitoring are implemented with more frequent communications 
taking place among decision makers. 
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2.6 Declaration of an ERP Event 
Upon completion of a severity and complexity analysis, the Incident Commander is responsible for 
activating the ERP, establishing the Event Level, and adjusting that Level as appropriate. It is critical to 
maintain flexibility and scalability when determining the appropriate response organization and size, 
therefore the Event Level does not necessarily stipulate a mandated level of response organization 
activation. Rather, activation of the ERP and determination of the Event Level and staffing levels are at the 
discretion of the Incident Commander or designee.  
The transition from one Level to another, either higher or lower, is accomplished solely at the discretion 
of the Incident Commander or designee, based on the severity and complexity analysis as well as 
recommendations of the Command and General Staffs.  
Once established or changed, the Event Level is communicated to all stakeholders, leaders, and 
organizations currently engaged in or anticipated to be engaging in restoration or support activities. 

2.7 Operational Stages 

NOTE 
Most events occur without notice and require the immediate activation of the ICC and Incident 
Command Structure. When this occurs, all the pre-notice activities might still need to occur, but 
in a compressed timeline. 

2.7.1 Alert 

When a predicted event could lead to activation of the ERP, the Incident Commander can provide 
Alert notification by email(s), conference calls, and/or an Automated Roster Call-Out System 
(ARCOS) to Command and General Staff to provide a common operating picture and to trigger 
pre-event preparedness activities. These Alerts can include briefing materials from news and/or 
meteorological services, or other related information. When the likelihood of the emergency 
event increases, the Incident Commander can also schedule daily planning meetings, conference 
calls, and/or briefings for Command and General staff, and can request the Planning Section to 
develop and disseminate daily Incident Action Plans or other documentation to guide 
preparedness objectives and actions. 

2.7.2 Activation of the Incident Command Center (ICC) 

Activation of the ERP for a Level 1 or 2 (potentially Level 3) event or during periods of significant 
impact to Eversource that could require gas resources, triggers the activation of the Eversource 
Operations ICC. The ICC is a dedicated facility that is designed to support incident management 
activities to facilitate safe and reasonably prompt restoration following an emergency event. The 
ICC is activated by the Incident Commander to direct the implementation of the ERP to coordinate 
with other Eversource entities, and with federal, state, and local agencies and officials. The ICC is 
an integral element of the ICS. An ICC provides the Incident Commander and the Command and 
General Staffs with a centralized location to plan and conduct response operations, manage all 
emergency resources committed to the incident, and coordinate communications with all 
Eversource stakeholders. When activated, the ICC operates until the ERP has been de-activated 
and Eversource has returned to normal operations. 

2.7.3 Notification 

When the ERP is activated, the Incident Commander initiates the ERP Activation Notification to 
appropriate Command and General Staff personnel. Notifications include information about the 
emergency event, the ERP Event Level, the start-time of the Emergency Response, and the 
schedule for the next Incident Command meeting. Notification is also made to Eversource 
employees, and other appropriate public safety officials within the affected area. 
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2.7.4 Government Notification 
In addition to notification of Employees and Public Safety Officials, Eversource also notifies 
Federal, State, and Local government stakeholders. Notification by email and/or telephone are 
sent to Regulatory Agencies, Emergency Management Officials, and to each impacted municipal 
representative of the towns served by Eversource. Contact information, responsibilities, 
resources, and jurisdictional areas for Federal, State, and Local government organizations are 
updated regularly as part of Blue Sky business operations and preparedness actions.  

2.7.5 Personnel ERP Assignment  
Nearly every Eversource employee has both a normal work assignment and an ERP Emergency 
Position Assignment. Depending upon the ERP Level and the complexity of the incident response, 
the required employees are activated and deployed to their assigned emergency position and 
location. Personnel who are required to deploy in support of the specific ERP Level receive a 
direct email and/or telephone call from their ERP Supervisor, confirming their assignment location 
and role, their reporting time/operational period/work shift, and any pertinent information 
regarding safety or necessary equipment. 

2.7.6 Pre-Event Preparedness 
The Pre-Event preparedness stage commences when the initial Alert notification is disseminated 
to the Command and General Staffs and extends until the ERP is activated. During this phase 
preparedness planning is conducted by each ICS Section. Eversource provides Regulatory and 
Emergency Management agencies with Pre-Event reports regarding preparedness activities as 
required.  

Additional actions include but are not limited to: 

• Notifications made to Company personnel concerning their assigned event reporting 
locations. 

• Confirmation of contact lists for State and municipal officials. 
• Identification of equipment needed for restoration, facility access, and, if possible, 

prepositioning of the equipment at key points within the Eversource territory. 
• Reviewing and readying of Mutual Aid Agreements. 
• Creation or activation of contracts for essential resources. 
• Preparation of communication materials in advance on key topics, points-of-contact, and 

basic facts explaining emergency restoration activities and priorities. 
2.7.7 Mobilization and Initial Response 

To ensure effective and efficient response to emergency events caused by disruptions, several 
elements are considered, including, but not limited to: 

• Activation of the Eversource Gas Operations IMT and ICC including notification of the 
appropriate Regulating Authorities when the ICC is activated. 

• Consultation with System Planning when engineering analysis or system modeling is required 
for make-safe actions, including but not limited to, procedures for emergency shutdown, 
valve shut off, or pressure reduction to minimize hazards of released gas to life, property, or 
the environment. 

• Assessment of additional resource needs and availability. 
• Damage assessment planning. 
• Customer, municipal, and other stakeholder outreach. 
• Notification of appropriate state officials. 
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• Conference calls for coordination and status updates. 
In addition, Eversource has communications protocols specified within their operating procedures 
for notification of internal and external stakeholders.  

2.7.8 Sustained Actions 
Sustained actions generally cover the activities required to return the gas distribution system to 
the normal configuration and operations. 

2.7.9 Service Restoration  

Following the activation of the ERP, restoration of services is conducted following five basic steps, 
with an overall focus of “Safety First and Always:”  

1. Damage Assessment (Surveys, Gas Control Assessment, System Engineering Assessment, and 
Contact Center and/or Dispatch Reports) 

2. Isolation of the impacted area (if necessary) 
3. Prioritization and completion of repairs 
4. Re-pressurization and purging of the impacted system 
5. Restoration of individual services 

To facilitate restoration and to maximize the optimal use of workforces to the extent possible, the 
Company follows a “restore now and rebuild later” policy of resource allocation, focusing on 
making immediate, temporary repairs (when necessary) to restore service and postponing time-
consuming permanent repairs until after the ERP activation is concluded and service has been 
restored. 

2.7.10 Damage Assessment 

Damage assessment is a critical component of restoration response that drives important 
response actions including: generating a Customer Outage/Restoration List, identifying the 
potential need for Mutual Aid Assistance, procuring additional materials and supplies, and 
effectively choosing a response and restoration strategy. Fundamentally, damage assessment is a 
core component of the Planning Section function and, in conjunction with other relevant 
information, is used to develop the Incident Action Plan (IAP). Specifically, damage assessments 
can incorporate some or all of the following issues: 

• Physical damage caused by an incident  
• Number and size of potential leaks 
• Gas Control Analysis (that is, pressure/flow monitoring) 
• Number of customers affected 
• Engineering impact to the system as a whole 
• Current and forecasted weather conditions 
• Critical Facilities impacted 

This information is critical in developing an initial IAP and in supporting decision making regarding 
acquiring mutual assistance resources or deploying additional support personnel. This information 
is also helpful to inform the Logistics Section of potential needs (for example, materials and 
equipment), and to drive specific emergency response processes. 
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NOTE 
Critical Facilities are defined as life-sustaining or Public Safety facilities such as hospitals, 
assisted living centers, EOCs, Fire/EMS/Police stations, and shelter locations. The standing gas 
Critical Facilities list was developed in coordination with the Eversource Community Relations 
Department, and municipality Emergency Management departments. Community Relations 
coordinates with municipalities to review the list annually and submits recommended changes 
to the Gas Emergency Preparedness Manager for approval.  

 

2.7.11 Damage Assessment Reporting  

Damage assessments are reported through the ICS Chain of Command to the Planning Section 
through the most expeditious means possible, this can include but is not limited to voice calls, 
emails, or Supervisory Control and Data Acquisition (SCADA) data. 

Upon completion of the Damage Assessment Process, or after the first 24 hours of a Damage 
Assessment, whichever comes first, Eversource will provide an update to Customers, State and 
Local officials, Public Safety Officials, Regulatory, and Emergency Management Agencies with an 
initial assessment of the incident. 

As the incident response continues, Eversource will provide a minimum of three daily updates on 
the status of the response and restoration efforts using multiple forms of communications (email, 
telephone, and traditional and social media) and continue until the restoration is substantially 
complete (all impacted customers have been visited once for a relight).  

2.7.12 Response and Restoration Priority Guidelines 

Specific priorities and tactical objectives are guided by the application of available resources 
against the priorities to optimize the overall response, including life safety priorities, repair of 
infrastructure, and restoration of service to customers. Priorities are reassessed regularly as 
circumstances and assets change. This reprioritization is critical to the response and restoration of 
service during an event due to the design of the gas distribution infrastructure and the dynamic 
nature by which the system interconnects.  

Depending on the actual circumstances, the following items are some, but not all, of the items 
that should be considered when establishing priorities: 

• Immediate life-threatening situations 
• Isolation area, and ability to sectionalize the isolation area 
• Restoration (temporary or permanent) of Critical Facilities 

2.7.13 Service Restoration and Estimated Time of Restoration 

Eversource’s objective is to develop a reliable timeframe to restore service in a safe and 
reasonably prompt manner until restoration is substantially complete.  

Based upon the requirement for qualified gas technicians to individually Shut-Off, Re-Light, and 
inspect every customer structure impacted by the incident, Eversource Gas Operations does not 
provide estimated return of service times, but instead provides customers and other appropriate 
Stakeholders with an estimated time to conduct “First Attempt Re-Lights.” This process is 
designed to improve Customer Situational Awareness and facilitate access to customers’ 
buildings.  
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The objective of Eversource Gas is to develop a reliable timeframe to restore service in a safe and 
reasonably prompt manner until restoration is substantially complete. Following the completion 
of an engineering assessment of the infrastructure, Eversource Gas will provide an estimate on 
when “First Attempt Re-Lights” may begin in the daily update reports. Additionally, “First Attempt 
Re-Lights” may be monitored in near real-time using Eversource’s Gas Outage Portal. The Gas 
Outage Portal is subject to use at the discretion of the Incident Commander. 

Following a catastrophic event, such as a hurricane, damages or other impacts could extend 
beyond Eversource assets, thereby impacting service restoration. During these types of events, 
Eversource coordinates with Stakeholders at Federal, State, and Local levels to synchronize 
response operations, where possible, to minimize the overall response and recovery timeframe.  

2.7.14 Demobilization and Post-Event Analysis and Reporting 

Demobilization planning begins at the start of an event to ensure that restoration final objectives 
are fully understood and to assist in identifying restoration progress. When objectives are nearing 
completion, the Planning Section, in collaboration with the Operations and Logistics Sections, 
submits a demobilization plan to the Incident Commander for approval of the controlled release 
of the restoration resources and emergency response organization. The appropriate Regulatory 
Authorities are also notified when the ICC is being deactivated. 

A post-event critique or de-brief (commonly known as an After-Action Review) is performed to 
capture strengths, weaknesses, and lessons learned after major events or exercises. Future 
response activities are likely to improve when feedback recommendations are linked and 
incorporated into the ERP and associated support documentation. All groups involved in the 
event are requested to supply input during the process, including craft workers and all levels of 
field supervision. Administrative updates are made to contact lists and procedures to ensure 
readiness for the next emergency or event. The Eversource leadership team is responsible to 
ensure that post-incident evaluations are performed. 

To comply with regulations, the Gas Operations leadership team: 

• Follows OM-090-ADM, Analysis of Gas-Related Events – Administrative to review employee 
activities to determine whether the procedures were effectively followed in each emergency.  

• Evaluates the response to each ICS event. 
• Prepares a written report after the end of an Emergency Event. 
• Evaluates the response to each ICS event with internal groups, local agencies, and state 

agencies. 
• Communicates, through the liaison organization, with all of the communities impacted by the 

event to determine if officials in those communities were satisfied with the Company’s 
response. 

• Schedules face to face follow-up meetings with those communities and various officials to 
discuss any issues that might have arisen during the response to the event. 

2.7.15 Managing Significant Events that Affect Eversource Gas Customers in More than One State 

In the event that a catastrophic event affects both Massachusetts and Connecticut, Eversource 
Gas Operations activates one Incident Management Team to address the impacts in both states. 
When a larger event occurs, the IMT is initiated in addition to initiation of one or more Regional 
Emergency Operations Center(s) (EOCs). In this condition, there is only one Incident Commander, 
one Command Staff, and one General Staff, all located in a single Incident Command Center. 
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The Regional EOC is managed by one or more functional Branch Directors who report to and 
coordinate with the General Staff in the ICC. See Section Error! Reference source not found., 
Organization and Assignment of Responsibilities for additional details and examples of the basic 
ICS organizational structures. 

2.7.16 Deactivation of the Incident Management Team 

The formal deactivation of the IMT is dependent upon a multitude of factors but does not 
necessarily require 100% service restoration. The following items are some of the factors that 
must be assessed before determining the appropriate time for deactivation: 

• Current weather conditions 
• Number of attempts that have been made to access a structure to conduct restoration 

activities 
• Total remaining accounts do not exceed the capability of the Local Area Manager and Gas 

Dispatch to perform follow-up restoration attempts, or Blue Sky service scheduling with the 
customer to meet the customer’s timeline 

The Incident Commander determines which Sections and/or Branches of the IMT can and should 
be deactivated and which will remain active as part of the recovery process. When the decision to 
begin reducing response operations has been made based on the circumstances of the Emergency 
Event, the IC issues a Demobilization Order. Once a preliminary Demobilization Order has been 
issued, Section Chiefs begin preparing Close Out plans with Branch Directors and Unit Leaders. 
Close Out Plans should ensure: 

• Appropriate staffing remains in place until all responsibilities are met 
• Critical documentation is collected, organized, and archived 
• Workspaces and equipment are returned to proper non-Emergency Event conditions 
• Checkout/signoff process for IMT staff is in place 
• Guidance/ instruction are provided to IMT staff as needed (for example, payroll instructions) 
• At the close out of the event, the Planning Section Chief will develop and provide the list of 

outstanding relights to Gas Dispatch 
• The Planning Section Chief, with verification from the Operations Section Chief, will document 

all Abnormal System Conditions and modifications to systems completed outside of OM-140-
ADM, Gas Control System Oversight – Administrative; this documentation is provided to Gas 
Control and Gas Operations to inform them of any permanent repairs or remediations 
required 

2.7.17 Gas and Electric Distribution System Interdependencies 

During the heating season, interdependencies between gas and electric distribution systems have 
the potential to impact gas distribution systems during electric supply deficiency events (such as, 
electric load shed, electric feeder rotation, rolling blackouts, and so on) and any event with 
widespread electric system damages. These impacts could result in customer outages on gas 
distribution systems. Planning, analysis, and coordination mechanisms are used prior to and 
during any potential or actual event in an effort to mitigate potential risks to the gas distribution 
system. The concepts of operations for the Gas Business in these situations are described in detail 
in EP-GAS-APP-2000-11, Gas Operations in an Electric Supply Deficiency Event.  

A list of the infrastructure critical to the operation of the Gas Distribution system is also included 
in Attachment 13, Gas Operations Critical Infrastructure. 
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2.7.18 Cyber Security Disruption Response 

Eversource Cyber Security maintains the Cyber Security Plan, which contemplates emergency 
preparedness and response policies and procedures for responding to cyber events that disrupt 
critical Eversource business processes or customers’ service. Due to the sensitive nature of the 
contents of the Cyber Security Plan, this plan is maintained and protected as a secured, separate 
file.  

Eversource Cyber Security is notified at the earliest recognition of an event involving actual or 
potential Cyber Security issues.  
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3. ORGANIZATION AND ASSIGNMENT OF RESPONSIBILITIES 
3.1 General 

The ERP is always available to be activated but is not in effect at all times and does not govern routine 
outages that occur from day to day on the gas distribution system due to equipment damage, minor or 
localized weather events, third-party actions, natural and man-made disasters, or other causes. The ERP is 
triggered when there is or could be an emergency event in which widespread outages occur on the 
Company’s gas distribution system due to weather or other causes beyond the control of Eversource.  
The President, Gas Operations, Eversource, is responsible for the overall establishment, approval, 
oversight, and control of the Eversource Gas Operations Emergency Response Plan. 
The Event Levels, described in the Event Level Matrix (see Attachment 1, Eversource Emergency Event 
Level Matrix) establish the general characteristics and/or impact typically associated with each restoration 
event and the estimated resources required based on identification of: 
• The expected duration of restoration efforts 
• The number of customers expected to experience an outage 
All training and preparation efforts undertaken by Eversource are directed at achieving readiness to 
respond to the most significant emergency event. 

3.2 Organization and Responsibilities 
When the Company’s ERP is activated, an ICS organizational structure is established. The ICS is intended 
to provide an organized structure that facilitates the safe and prompt restoration of gas service 
accompanied by a flow of information that both advances the restoration process and allows for 
constructive communications with government officials and customers. The ICS is organized around 
functional Sections, each led by a Section Chief who reports directly to the Incident Commander. Not all 
the positions identified must be filled, but the actions associated with the unfilled positions could need to 
be fulfilled by an associated ICS position that has been designated. See Figure 3 through Figure 11 below. 
The Incident Commander and the members of the Command and General Staff are trained and 
experienced employees, drawn from the highest levels of management within the Company’s gas 
business. The Incident Commander coordinates the restoration efforts within the Incident Management 
Team structure. The Emergency Preparedness Manager provides support to the Incident Commander and 
is responsible for developing, maintaining, and coordinating application of the emergency response plan 
to ensure compliance. The Emergency Preparedness Specialist also acts as a liaison among Command and 
General Staff. The Command Staff work directly with the Incident Commander to manage situational 
circumstances involved in event preparation and restoration, and include the Communications Officer, 
Liaison Officer, Human Resource Officer, Regulatory Officer, and Safety Officer. The General Staff also 
work directly with the Incident Commander to manage the major functional elements of event 
preparations and restoration and include the Operations Section Chief, Planning Section Chief, Logistics 
Section Chief and Finance & Administration Section Chief. Along with the Emergency Preparedness 
Manager, the Incident Commander and the Command and General Staffs meet throughout the year to 
coordinate the planning and preparedness for emergency event response and ERP activation. 
As with the other Eversource organizations, Eversource Gas Operations provides employees to support 
the incidence response of other Eversource organizations if they are not needed to support the Gas 
Business Unit’s emergency response activities. The release of activated emergency response employees is 
approved by the Incident Commander and non-activated employees are approved by the Vice President 
of Gas Operations. Responsibilities of the Incident Commander and Command Staffs are provided in 
Sections 3.2.1 and 3.2.2. 
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Liaison Officer 

The Liaison Officer is responsible for maintaining the information exchange between Eversource 
and municipal, government, and non-government organizations. Restoration coordination is 
accomplished through multiple programs. Coordination with state-level agencies is through the 
Eversource Regulatory and Government Affairs Liaison, who assigns and deploys Liaisons. General 
responsibilities include:  

• Ensure the maintenance of contact lists including critical facilities; state, county, and local 
elected officials; local emergency management and response personnel. Lists are maintained 
through the effective usage of a variety of computer software applications including 
SharePoint, databases, spreadsheets, and others.  

• Work with Municipal Officials from each community to share information, including 
identification of restoration priorities.  

• Provide prompt and timely messaging to applicable Community Leaders based on information 
gathered from Incident Command calls, Communications Briefings, and/or the Gas Outage 
Portal.  

• Share Community messaging with the Communications Officer.  
• Ensure unity of message between Eversource, State, and municipal officials. 
• Ensure understanding of responsibilities and resources between Eversource, State, and 

municipal officials prior to and during an emergency event.  

Figure 5 – Liaison 
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Figure 7 – Regulatory 
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Safety Officer 

A paramount consideration in all efforts undertaken by Eversource, particularly during emergency 
event response, is the protection of the public and the safety of employees. The Safety Officer is 
responsible for creating a “SAFETY FIRST AND ALWAYS” environment and for ensuring safety-
related communications and notifications to the Company’s employees, labor unions, mutual aid, 
and contractor personnel, including daily Safety Messages. The Safety Officer has responsibility 
to:  

• Identify and mitigate hazardous situations.  
• Exercise emergency authority to stop and prevent unsafe acts and communicate to every 

employee and contractor that each person is responsible and authorized to exercise 
emergency authority to prevent or stop unsafe acts when immediate action is required.  

• Review the Incident Action Plan for safety implications.  
• Assign assistants qualified to evaluate special hazards.  
• Participate in Planning Meetings.  
• Ensure that all applicable workplace safety rules and policies are understood and complied 

with during the restoration effort.  
• Ensure an initial safety briefing is conducted with all arriving mutual aid and contractor crews 

during the restoration process for all personnel prior to the start of each shift.  
• Oversee the prompt initiation of the appropriate safety incident management process 

following a safety near-miss or actual event.  
• Notify the Incident Commander of any events or conditions that have the potential to impact 

or have impacted worker health and safety, as well as any safety incidents that warrant 
notification.  

• Notify the affected Presidents of Eversource union locals of any safety incidents that warrant 
notification.  

• Oversee that the positions within the Section and subordinates execute their specific duties 
and responsibilities.  
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Logistics Organization for Combined Gas and Electric Events 

 

 
Finance/Administrative Section Chief 

The Finance/Administration Section Chief is responsible for managing all financial aspects of an 
incident. Major responsibilities include:  

• Track and manage all financial aspects of ERP activation.  
• Provide financial and cost analysis information as requested.  
• Oversee compensation and claims functions relative to the incident.  
• Gather pertinent information from briefings with each Section.  
• Develop an operating plan for the Finance/Administration Section and fill supply and support 

needs of the Section.  
• Maintain daily contact with Eversource leadership on finance matters.  
• Oversee accurate completion of personnel time records.  
• Oversee proper preparation and completion of all obligation documents initiated during the 

ERP.  
• Brief Eversource administrative personnel on all incident-related financial issues needing 

attention or follow-up.  
• Provide input to the IAP.  
• Oversee that the positions within the Section execute their specific duties and responsibilities. 

3.3 Expanded Gas Company ICS Configurations 
Expanded Gas Operations ICS configurations are desirable and recommended for use to improve the 
efficiency, coordination, and resource usage during complex restorations. 
If an emergency event occurs that requires the full or partial activation of a Gas and Electric IMT, the 
configuration of the ICS shown in Figure 12 – Combined Gas and Electric IMT Structure should be 
considered and used depending on the magnitude of the event, the impacted geography, and the most 
effective use of the available resources. Multiple EOCs can be activated as required for the effective 
management of the event. 
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4. POLICY, COORDINATION, AND COMMAND 
Eversource Energy Service Company Organization provides support to Eversource Gas Operations during 
emergency events in the form of policy guidance and resource support and coordination. Policy guidance 
is provided specifically by the Executive Oversight Group (EOG), comprised of Eversource senior executive 
leadership. Resource support and coordination is provided by the Emergency Coordination Team (ECT), 
comprised of Presidents of each of the organizations within Eversource, Leads from each of the critical 
corporate organizations, selected staff from the Enterprise Emergency Preparedness and Business 
Continuity (EP&BC) Group, and other corporate support staff. During normal operations, Eversource 
supports emergency preparedness at each organization through the development of safety standards, 
benchmarking, and delivery of training and exercises. Additionally, emergency preparedness includes the 
acquisition and maintenance of ERP response assets such as a mobile command center, office trailers, and 
communications equipment. 

4.1 Emergency Event Oversight, Coordination, Management, and Support 
Emergency event management, coordination, and support consist of the activation and use of: 
• Executive Oversight Group (EOG) 
• Emergency Coordination Team (ECT) 
• One or more Incident Management Team 
• Selected members of the Enterprise Emergency Preparedness and Business Continuity Group 
• Resources across Eversource –for example, operations meter services, electric personnel, and so on 

4.1.1 Executive Oversight Group (EOG) 

The EOG is led by the Eversource Energy CEO and consists of the CEO and direct reports. When 
activated, it conducts meetings to review the strategic course of action and provides direction and 
recommendations to the Emergency Coordination Team. 

4.1.2 Emergency Coordination Team (ECT) 

The ECT is led by the Senior Vice President, Engineering and is responsible for event prioritization, 
coordination, and integration of response for larger scale emergency events. The members of the 
ECT include the President of Eversource Gas Operations, senior leadership from specific 
supporting groups, and other personnel as needed. 

The ECT conducts routine meetings to effect coordination at all levels among the activated 
Incident Management Teams during an emergency event. The ECT provides the EOG with status 
and advisory updates on a regular basis and immediately if conditions warrant. The Eversource 
President – Gas Operations or a designee is a participating member of the ECT and as such 
attends the ECT meetings (or conference calls). During the actual ECT meeting, the President 
reports on issues that require ECT support or resolution. The ECT provides direction and 
recommendations to the Incident Management Team’s Incident Commander by way of the 
President. 

4.1.3 Individual Incident Management Team 

An IMT is responsible for managing the operational, logistical, planning, safety, fiscal, and local 
community issues related to an emergency event that impacts Eversource. It is empowered to 
make strategic decisions for the event as well as carry out implementation of strategy. 

The IMT is led by the Incident Commander, who designates specific personnel to act as the 
Command and General Staff. 
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4.1.4 Eversource Emergency Preparedness and Business Continuity Group 

The Emergency Preparedness and Business Continuity (EP&BC) Group maintains day-to-day 
responsibility to continuously monitor and evaluate the weather and other threats and alert the 
organization when a threat has the potential to cause significant damage or widespread outage to 
the Company’s gas distribution system. 

4.1.5 Corporate Resources 

The Eversource corporate organizations all provide emergency response personnel to support the 
Incident Management Team performing various duties in the ICC, EOC, or at a field location 
during emergency events. The proficiency of these personnel to perform their emergency 
activities is maintained throughout the year with targeted training and exercises. These personnel 
are activated and allocated as needed. 

4.1.6 Mutual Aid Support 

If additional external assistance is required, Eversource can request additional resources through 
the Northeast Gas Association and the American Gas Association using the protocols established 
in the Mutual Assistance Agreement. This agreement has not been modified since the previous 
filing. The Vice President of Gas Operations or their designee has the responsibility for ensuring 
these resources are acquired and allotted as needed. 

4.1.7 Incident Management Team and Executive Leadership Relationship during an Emergency 

Under the ICS, it is vital that the Incident Commander have the necessary authority to 
appropriately respond to the emergency event and that the ICS chain of command be honored. 
Accordingly, Eversource executives other than the activated IMT’s local president: 

• Perform their assigned emergency role, including receiving direction and reports in 
accordance with their ICS job position. 

• Ensure that their organization sets aside their regular (Blue Sky) roles (except where expressly 
exempted in accordance with Company policy) and fully support the restoration of efforts of 
the organization they are supporting. 

• Provide whatever input and suggestions they have to the appropriate President, who relays 
such suggestions as applicable to the Incident Commander. 
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5. INFORMATION COLLECTION, ANALYSIS, AND DISSEMINATION 
The Communications Officer can be activated for any Event Level. When activated, the Communications 
Officer’s staff develops and provides accurate, consistent, timely, and complete information regarding the 
status of the restoration efforts throughout the course of an emergency event. 

5.1 Operational Information and Situational Awareness 
Operational information and situational awareness are management functions that focus on the following 
three primary event areas and are used for event management decision-making: 
• Situation status 
• Resource status 
• Anticipated event status or escalation 
Timely and accurate information is an essential tool that is required by both internal and external 
stakeholders. Internal and external stakeholder audiences include: 
• Eversource Executive Oversight Group 
• Eversource Emergency Coordination Team 
• Incident Management Teams 
• Senior Eversource Officers, Directors, and Managers 
• Eversource Gas Employees and other Eversource personnel, including those employed at other 

Eversource operating companies 
• State and local government officials 
• Media outlets 
• Customers 
• General public 
Depending upon the nature of the emergency event and the information needs of each stakeholder 
group, essential elements of information can include: 
• Weather predictions 
• Severity of impact 
• Area of impact 
• Number of customers affected 
• Number of employees affected 
• Critical facilities affected 
• Damage Assessment 
• Distribution system operational status 
• Impact to critical infrastructure and to critical community services 
• Operational objectives 
• Resource status (for example, Requested, Acquired, Received (Onsite), Working, Released) 
To support event planning, event management, tactical operations, coordination efforts, and other 
functions, information is disseminated by a variety of methods, including: 
• Incident Action Plan (IAP) 
• Presentations and briefings during IAP Planning meetings 
• Situation Reports 
• Gas Outage Portal (GOP) Incident Status Reports 
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5.2 SharePoint 
The Eversource Gas Operations IMT uses SharePoint as the central repository for all of its information 
during an event and to maintain historical records. Access to the site is controlled and can be requested 
through the Emergency Preparedness Specialist. 
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6. COMMUNICATIONS 
6.1 Communications Objectives 

6.1.1 Unity, Timeliness, and Accuracy of Messaging 
A single unified approved message will be developed by the Communications Officer, which 
accurately portrays the details of the emergency, customer impact, restoration efforts, and 
associated expectations. This message will be used by all Company sources, including, but not 
limited to, the Customer Group (Contact Centers, Message Delivery, Social Care). Additionally,  
Company Spokespersons, Media Relations, Social Media, Regulatory, and Community Relations 
will use the approved messaging to communicate with their stakeholders. This unified messaging 
will be based on the current Incident Action Plan being executed and emerging information 
provided by the Incident Commander. Regulatory and Community Liaison Branches will similarly 
use emerging information provided by the Incident Commander, during Incident Management 
meetings and/or within Communications Briefings, to inform Regulatory, Government, and 
Community Leaders, and will share such information with the Communications Officer to ensure 
an open line of communication.  

6.1.2 Establish the Customer Group as the Hub for Customer Information 

Many of the Company’s customers receive critical information from the Eversource Customer 
Group. In that light, the Customer Group must make the same current and accurate information 
available as through all other Company communication outlets. 

6.2 Coordination of Communications with Customers and Government Officials  
In advance of, during, and following an emergency event, the Communications, Regulatory, and Liaison 
organizations provide a variety of information to Eversource customers and Government Officials through 
different channels. The information is disseminated using standardized templates and varies from pre-
event alert notifications and safety information to post-event updates on projected outage impacts and 
restoration activities. 

6.2.1 Customer Group 

During emergency events, the Customer Group Contact Centers, and/or Gas Dispatch, can 
increase staffing levels to meet customer needs and provide enhanced inbound and outbound call 
services to customers. If inbound call volume exceeds the contact center capacity, external 
services provided by an outside vendor are used to increase automated call answering capacity. 

6.2.2 News Media 

Information is provided to the news media for dissemination to the general public regarding pre-
event preparedness and post-event restoration activities. This information, distributed by 
telephone, email, fax, hotline messages, and social media updates, is developed by the 
Communications Officer and approved by the Incident Commander prior to dissemination. 

6.2.3 Real-Time Information 

Popular Social Media websites provide the public with real-time information and communication 
options, including Public Preparedness and Public Safety messages, information about Eversource 
preparedness and restoration efforts, and multiple methods for reporting outages. Customers are 
also provided with the option of following updates using Twitter. Customers can also obtain 
information by calling Eversource. 
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6.2.4 Communications with Government Officials 

To comply with regulations, the Regulatory organization holds periodic meetings or 
communication with state and municipal stakeholders to confirm communication protocols and 
verify contact information. 

6.2.5 Community Liaisons 

Relationships and information sharing with each of Eversource communities is maintained 
through a Community Liaison program. Community Relations Specialists maintain ongoing 
relationships with their assigned communities throughout the year. During ERP activation they are 
supplemented by ERP-specific Community Liaisons (CL). Additionally, support personnel provide 
reports and information to the Community Relations Specialists and Liaisons during the event.  

a. On the first tier are the full-time Community Relations Specialists who are assigned to and 
serve as primary point of contact for an assigned list of communities. They work with their 
assigned communities throughout the year, attending community meetings, sharing 
information about Eversource preparedness and mitigation activities, collecting information 
about community priorities and Critical Facilities, and maintaining an updated roster of 
contacts. The Community Relations Specialists also ensure officials are informed about 
Eversource’s ability to respond to a pipeline emergency and the means of communication 
used during emergencies. Eversource annually conducts community ERP meetings with 
municipal officials, and offers Public Safety trainings related to natural gas incidents.  

b. The second tier consists of supplemental employees who have demonstrated 
communication skills to serve in the role of CL during Event Level 1, 2, and 3, or whenever an 
EOC is operational. Each CL is supervised by a Community Liaison Unit Leader and serves as 
the primary point of contact for municipal representatives to maintain information flow 
between Eversource and their assigned community during an ERP activation. CLs attend 
training sessions and meetings with municipal representatives from their pre-assigned 
communities throughout the year, in order to become familiar with their assigned 
communities and build relationships with the local municipal officials. Each CL has a set of 
community-specific resources to assist them and to provide information in response to 
inquiries from local officials during the restoration operations, including maps, outage 
reports, lists of Critical Facilities, and other information deemed necessary to effectively 
perform their role. During ERP response operations, the CLs can be assigned to work in the 
EOCs, in the smaller Area Work Centers (AWCs), or Community EOCs. Prior to and during ERP 
activation, the CLs maintain close contact with each of their assigned municipal 
representatives, providing each community with updates on emergency preparedness 
activities, outages, system damage, and restoration estimates while gathering information 
about community priorities. 

Coordination with State and Regional Government Agencies 

Upon request, liaisons are provided to state Emergency Operations Centers (EOC) during an 
emergency response for the length of the emergency event. The role of the liaison is to facilitate 
formal and informal two-way communication between the Company and applicable state 
agencies. 

Post-Event Communications with Government Officials 
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After an emergency event is over, the Company communicates with all of the communities 
impacted by the event to determine if the officials in that community were satisfied with the 
Eversource response. Based on the feedback from those communities, the Company can schedule 
face to face follow-up meetings with those communities to discuss any issues that might have 
arisen during the response to the event. 

Additionally, Eversource meets with Elected Community Officials, Public Safety, and Emergency 
Management Officials on an annual basis to discuss updates to the Emergency Response Plan. 

6.3 Operational Communications 
6.3.1 Interoperability 

Communications interoperability allows Eversource personnel to communicate within and across 
the Company’s service territory by voice, data, or video in real time, when needed, and when 
required. 

6.3.2 Communications Equipment 

A summary of voice and data telecommunications equipment includes: 

• Voice 
o Desk-based landline telephones 
o Hand-held mobile telephones 
o Push-To-Talk radios (base stations, mobile-mounted, and hand-held) 
o Satellite telephones 

• Text message 
o Hand-held mobile telephones 

• Data 
o Email on desk computers, laptops, and hand-held smart phones 
o Network file access, file sharing 
o SharePoint 
o Gas Outage Portal 
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7. ADMINISTRATION AND FINANCE  
The Finance and Administration Officer can be activated at any Event Level and provides administrative 
and financial tracking support to the Incident Commander and staff. 

7.1 Administration 
Dedicated personnel are assigned to provide administrative support to the Incident Commander and staff 
during an ERP event. 

7.2 Finance 
Budget and Investment Planning provides administrative and financial tracking support to the Incident 
Commander and staff. 
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8. ADVANCE PLANNING, TRAINING, AND EXERCISING 
The Eversource Vice President, Gas Operations is responsible to ensure that Eversource follows best 
practices for emergency preparedness and implements a robust training and exercise program that 
ensures trained and qualified personnel are available to assume their duties during activation of this Plan. 
As shown in Figure 13 – Gas Distribution Emergency Preparedness Cycle of Continuous Improvement, 
Eversource training and exercises are based on a constant cycle of continuous improvement activities and 
are designed to increase emergency preparedness and response readiness resulting in the safe and 
reasonably prompt restoration of service to customers during an emergency event. Emergency 
preparedness activities include, but are not limited to: 
• Planning 
• Training 
• Participating in exercises 
• Attending various meetings with regulatory staff and public safety officials 
• Maintaining updated emergency event personnel rosters 
Successful response to emergency events begins far in advance of the response restoration activities and 
requires an Eversource Energy company-wide commitment to preparedness, which is integrated into 
Eversource daily functions. Employees are required to participate in preparedness activities throughout 
the year, including planning, training, and exercise activities related to their assigned emergency job 
position(s). This culture of preparedness results in operational excellence during activation of the ERP. 

Figure 13 – Gas Distribution Emergency Preparedness Cycle of Continuous Improvement 
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8.1 Responsibilities for Emergency Preparedness Training and Exercise 
The Emergency Preparedness Training Manager, in coordination with the Eversource Training 
Department, is responsible to: 
• Ensure the development and evaluation of the standardized company-wide training activities for 

individual Eversource organizations, including Eversource Gas Operations. 
• If requested, provide assistance to the individual organization’s Emergency Preparedness Lead for the 

delivery of training activities. 
The Eversource Gas Emergency Preparedness Lead is responsible to: 
• Ensure that their organization has trained and qualified personnel available to assume their 

emergency support positions if an event should occur. 
• Notify the Manager of Emergency Preparedness Training and Exercises of their organization’s 

emergency preparedness training, and if needed, request assistance for the delivery of the training. 

8.2 Training and Exercise Planning and Execution 
This ERP is reviewed and/or revised annually, or more often as needed, by Eversource designated 
Emergency Preparedness leads, members of the Gas Command and General Staffs, and various subject 
matter and technical experts from key functions on the IMT. Revisions to the plan and other 
implementing documents incorporate new or updated information resulting from the lessons learned 
following the activation of the ERP, training and exercises, updated information and/or requirements 
from the government agencies, and from newly adopted best practices or industry standards. Training 
and exercise requirements are determined based on the complexity and magnitude of the modifications 
to these documents. 

8.2.1 Training 

Eversource designated Gas Emergency Preparedness Manager is responsible for supporting the 
maintenance of an ERP-related training database and helps to coordinate emergency job-related 
training and exercises with the assistance of the Gas and Support Training Department and the 
Emergency Preparedness Training Manager. Training and exercises are designed and conducted 
to develop and improve the knowledge and skills of Company personnel assigned to emergency 
response activities and to support the safe and reasonably prompt completion of all required 
actions during emergency events. 

Eversource either supports or provides position-specific training and exercises for personnel 
whose emergency event job position activities are not the same as their normal Blue Sky duties. 
For example, if a Meter Mechanic’s primary and secondary emergency job positions are Meter 
Mechanic, no job specific emergency preparedness training is required, though they receive basic 
ICS and Emergency Preparedness orientation and refresher training. If an employee’s primary or 
secondary emergency job position differs from their Blue Sky duties, they are required to attend 
and participate in any scheduled training or exercises. Training is focused on improving an 
employee’s knowledge and skills related to their emergency job position(s) and include ICS 
protocols for those employees who have IMT Command and General staff positions. It is designed 
to overcome problems identified in the evaluations of responses to an Emergency Event or 
exercise. 
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8.2.2 Exercises 

The exercise program follows guidelines from the Homeland Security Exercise Evaluation Program 
(HSEEP) developed by the Federal Emergency Management Agency (FEMA). HSEEP methodology 
is defined and implemented using seven exercise types, broken into the categories of discussion-
based exercises and operations-based exercises. Discussion-based exercises (including seminars, 
workshops, and tabletop exercises) are commonly used to familiarize exercise players with 
current plans, policies, agreements, and procedures, and to develop new plans, policies, and so 
on. Operations-based exercises (including drills and functional exercises) are used to validate 
and/or evaluate plans, policies, procedures, and training; to clarify roles and responsibilities, and 
to identify resource gaps. Eversource employs a variety of these exercise types based on the 
exercise goals and objectives. 

Discussion and operations-based exercises are conducted each year based on a schedule that is 
developed and approved by the Emergency Preparedness Training Manager on an annual basis. 
Large-scale/Regional Exercises are conducted every three years and consider the highest potential 
incident level as outlined within the ERP. Eversource provides no less than ten days’ notice of its 
annual and/or large-scale exercises to applicable Federal, State, and Local agencies, and provides 
a written After-Action Review within 30 days following the exercise. Additionally, Eversource 
participates in state-sponsored ESF-12 emergency exercises when they are conducted.  

The goal of conducting exercises is to: enhance training; improve familiarization; evaluate and/or 
validate plans, policies, and procedures; increase capabilities; and practice skills in a no-fault, risk-
free environment. Exercises are specifically used for: 

• Improving individual and overall organizational performance 
• Improving coordination and communication 
• Testing and validating policies, plans, procedures, training, and equipment 
• Identifying gaps in resources (both personnel and equipment) 
• Exercising the ICS principles and protocols 
• Identifying opportunities for improvement, within the Company, as well as with external 

organizations. 

Exercises are used to identify opportunities for improvement in a variety of areas, including 
staffing, planning, training, and equipment/resources. An After-Action Review (AAR) is conducted 
and an improvement plan is developed after major exercises, identifying and prioritizing the 
opportunities for improvement, and facilitating further development of action steps based on the 
Improvement Plan. 

8.3 Personal and Employee Family Preparedness 
Each employee is responsible for ensuring that their own family is prepared for the challenges they could 
face during a prolonged service disruption, enabling the employee to fulfill their emergency response 
duties for Gas Operations. Not only is this important to Eversource, but it also helps ensure that 
employees are able to contribute to the successful restoration of customers by being able to carry out 
their responsibilities safely and effectively. 
To ensure that employees are focused on the job at hand, the Company, if possible, allows: 
• Employees time to ensure their family is safe 
• Employees time to secure their homes from the weather 
• Employees time to secure lodging for displaced family members 
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9. PLAN DEVELOPMENT AND MAINTENANCE 
9.1 Development 

The Eversource Manager, Gas Emergency Preparedness is responsible for development and maintenance 
of this ERP, with input from knowledgeable employees from the Company including but not limited to 
members of the Incident Management Team Command and General Staffs and the Emergency 
Preparedness and Business Continuity Group. Following the annual review and approval, a written copy of 
this Plan is distributed to the appropriate State and Local Government Officials and made available to all 
affected Eversource employees. 

9.2 Maintenance 
This ERP is a living document. As issues emerge, situations/environments change, gaps (resources, 
training, planning, and so on) become apparent, and/or regulatory requirements change, this ERP must be 
modified and adapted in order to remain useful and up to date. 

9.2.1 Requirements 

The Manager, Gas Emergency Preparedness maintains, distributes, and updates the ERP. The 
Incident Commander, Command Staff Officers, General Staff Section Chiefs, and other Eversource 
subject matter experts should recommend changes and provide updated information periodically 
(changes of personnel, facilities, resources). Eversource provides an updated copy to all applicable 
State and Municipalities in accordance with regulations. 

9.2.2 Review 

The ERP is reviewed annually by Command and General Staffs (Incident Commander, Command 
Officers, and Section Chiefs) and by Emergency Preparedness staff. In addition, a post ERP 
incident debrief meeting can generate items for the work group to evaluate and implement. If the 
Section Chiefs decide a change in the ERP is warranted, the appropriate work group is assigned 
the task to develop the change for submittal to the Section Chiefs for approval.  

The Working Group incorporates all approved changes into the Plan documentation and assists 
Emergency Preparedness in the delivery of the changes to all affected parties (that is, Training, 
Equipment, Materials, and so on). 

9.2.3 Changes 

Changes should be made to the ERP whenever the document is no longer current and submitted 
to the applicable regulatory agencies in accordance with State and/or Federal regulations. 

a. Plan Revision 

A revision is a complete rewrite of an existing ERP that essentially results in a new document. 
Revision is advisable when numerous pages of the document have to be updated, when major 
portions of the existing document must be deleted, or substantial text added, or when the 
existing document was prepared using a word processing program that is obsolete or no longer 
available. Revised documents should be given a new date and require new signature by the 
President. 
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b. Formal Plan Change 

A formal change to the ERP involves updating portions of the document by making specific 
changes to a limited number of pages. Changes are numbered to identify them and are issued to 
each person on the distribution list, along with a cover memorandum that has replacement pages 
attached. The cover memorandum indicates which pages are to be removed and which 
replacement pages are to be inserted in the document to update it. A change to a document does 
not alter the original document date; new signatures on the document might not be required.  

c. Records Management 

A complete copy of the Plan and its associated documents is maintained in the Emergency 
Preparedness document repository and other specifically designated and relevant Company 
locations. 
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10. RECORD OF CHANGES AND REVISIONS 
Revision 8 
This revision was developed in 2024 as a collaborative effort, led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision incorporates modifications to the IMT organization charts, 
updated emergency stock, information about the Eversource Cyber Security Plan, updated gas critical 
infrastructure information, and general plan maintenance, including updated contact information 
throughout. Clarifying language was also added regarding internal and external responsibilities and 
resources before and during an incident response.  
Revision 7 
This revision was developed in 2023 as a collaborative effort, led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision incorporates modifications to the IMT organization charts, 
updated emergency stock, information about interdependencies between gas and electric distribution 
systems, updated gas critical infrastructure information, and general plan maintenance including updated 
contact information throughout.  
Revision 6 
This revision was developed in 2022 as a collaborative effort, led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision incorporates modifications to the IMT organization charts, 
updated emergency stock, the addition of the Gas Outage Portal, and general plan maintenance, including 
updated contact information throughout.  
Revision 5 
This revision was developed in 2021 as a collaborative effort, led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision incorporates modifications to the IMT organization charts, 
further expanding the IMT to aid in emergency response efforts, updated emergency stock, and general 
plan maintenance, including updated contact information throughout.  
Revision 4 
This revision was developed in 2020 as a collaborative effort led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision incorporated the increased service territory following the 
approved acquisition of Columbia Gas of Massachusetts.  
Revision 3 
This revision was developed in 2020 as a collaborative effort led by the Eversource EP & BC Group and 
Eversource Gas Operations. This revision modified the IMT organizational structure for the Command and 
General staffs and Engineering Branch of the Planning Section, updated the emergency material stock list, 
and provided additional information around communications, First Responder integrations, and the 
deactivation process.  
Revision 2 
This revision was developed in 2019 in response to lessons learned since the last plan update, and general 
plan maintenance.  
Revision 1 
This revision was developed in 2018 as a collaborative effort led by the Eversource EP & BC Group and 
Eversource Gas Operations.  
Revision 0 
This document was developed in 2017 as a collaborative effort led by the Eversource EP & BC Group and 
Eversource Gas Operations. This collaborative effort aligns the Plan’s format with FEMA’s Comprehensive 
Preparedness Guide (CPG) 101. 
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11. AUTHORITIES AND REFERENCES 
11.1 References 

• Federal Emergency Management Agency, Comprehensive Preparedness Guide 101: A Guide for All-
Hazard Emergency Operations Planning https://www.fema.gov/media-
library/assets/documents/25975 

• HSEEP Homeland Security Exercise and Evaluation Program (HSEEP) 2013 
https://www.llis.dhs.gov/HSEEP  

• Federal Emergency Management Agency, National Incident Management System 
http://www.fema.gov/nims-doctrine-supporting-guides-tools  

• 49 U.S.C. 60101 through 60125 
• 49 C.F.R. Part 192 Transportation of Natural Gas and other Gas by Pipeline: Minimal Federal Safety 

Regulation 
• MA Department of Public Utilities 16-29; 220 CMR 19.00 Standards of Performance for Emergency 

Preparations and Restoration of Services for Electric Distribution and Gas Companies 
• MA Acts (2012) Chapter 216 An Act Relative to the Emergency Service Response of Public Utility 

Companies 
• State of Connecticut Department of Energy and Environmental Protection (DEEP) Public Utilities 

Regulatory Authority (PURA) Docket 12-06-09, Appendix B Natural Gas Local Distribution Company 
(LDC) Emergency Performance Standards 
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12. GLOSSARY 
Industry and company terms can be found in the Eversource All Hazards Emergency Response Plan 
Glossary, EP-ALL-UG-1000 GLS 1. 
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14. INCIDENT COMMAND SYSTEM 
14.1 ICS Overview  

The ICS is a management system designed to enable effective and efficient incident management by 
integrating a combination of facilities, equipment, personnel, and procedures operating within a common 
organizational structure. A basic premise of ICS is that it is widely applicable to all hazards and incidents 
and events. It is used to organize both short-term, simple incident response and long-term, complex 
operations. ICS is typically structured to facilitate activities in five major functional areas: Command, 
Operations, Planning, Logistics, and Finance/Administration. All of the functional areas and specific 
positions within the organizational structure might or might not be used based on the needs of the 
incident. Consistent with ICS principles of flexibility and adaptability, the Companies utilize a modified 
organizational structure by adding three additional command and control functions and their related 
Sections: Communications, IT, and Safety & Labor Relations.  
Not only does ICS provide an organizational structure for incident management, but it also guides the 
process for planning, building, and adapting that structure. ICS is flexible and can be used for incidents of 
any type, scope, and complexity. ICS allows its users to adopt an integrated organizational structure that 
expands and contracts to match the complexities and demands of single or multiple, complex incidents.  
“Incident complexity” refers to the combination of involved factors that affect the probability of control of 
an incident. Many factors determine the complexity of an incident, including, but not limited to, the 
geographic area involved; topography; threat to life and property; organizational complexity; 
jurisdictional boundaries; weather conditions; and strategy and tactics. Complexity is also considered 
when making incident management decisions regarding staffing and safety.  
Various analysis tools have been developed to assist consideration of important factors involved in 
incident complexity. Listed below are the factors that can be considered in analyzing incident complexity:  
• Impacts to life, property, and the economy  
• Community and responder safety  
• Potential hazardous materials  
• Weather and other environmental influences  
• Likelihood of cascading events  
• Potential crime scene (including terrorism)  
• Area involved, jurisdictional boundaries  
• Availability of resources 

14.2 ICS Principles and Features 
14.2.1 Structure 

The ERP employs the ICS as the basis for managing the response and restoration efforts. Trained 
personnel are assigned the roles and responsibility for key functions within the ICS structure to 
manage a wide range of incidents from a simple utility outage to a major disaster, such as a 
hurricane or blizzard. In addition to role-specific training, Command and General Staff complete 
appropriate FEMA-sponsored online training in NIMS and ICS. Regardless of the scale of the 
incident, the number of personnel and resources deployed for the response, or the number of 
departments or organizations involved, utilization of ICS structure ensures that the Companies are 
positioned for an effective response with the safe, efficient use of resources. 
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14.2.2 Common Terminology  

Using common terminology helps to define organizational functions, incident facilities, resource 
descriptions, and position titles, particularly when working with or collaborating with external 
governmental agencies or response organizations.  

14.2.3 Chain of Command/Unity of Command  

Chain of Command refers to the orderly line of authority within the ranks of the incident 
management organization, along which formal information, requests, and submissions are 
transmitted up and down. Unity of Command is the principle that each person in the organization 
reports to only one supervisor. These principles clarify reporting relationships and eliminate the 
confusion caused by multiple, conflicting directives. Incident managers at all levels must be able 
to control the actions of all personnel under their supervision.  

14.2.4 Management by Objectives  

Includes establishing overarching objectives; developing tactics based on incident objectives; 
developing and issuing operational assignments, plans, procedures, and protocols; establishing 
S.M.A.R.T. (specific, measurable, attainable, reasonable, time-based) objectives for various 
incident management functional activities and directing efforts to attain them in support of 
defined strategies; and documenting results to measure performance and facilitate corrective 
action.  

14.2.5 Modular Organization  

The Incident Command organizational structure develops in a modular fashion that is based on 
the size and complexity of the incident, as well as the specifics of the hazard environment created 
by the incident. The organizational structure is scalable, able to expand and/ or contract as 
needed in order to maximize effectiveness of the response resources. It is the responsibility of 
each layer of management and supervision within the structure to ensure the span of control is 
appropriate for their function, and to determine whether additional resources are needed to 
support the responsibilities of the functional area.  

14.2.6 Incident Action Planning  

Incident Action Plans (IAPs) provide a coherent means of communicating the overall incident 
objectives in the context of both operational and support activities. Additionally, the IAP includes 
important information that provides situational awareness, supports communication and logistics, 
and tracks resource status. 

14.2.7 Incident Locations and Facilities  

Following ERP activation, various types of operational support facilities are established by Incident 
Command to accomplish a variety of purposes, including: 

• ICC: The physical location where the Command & General Staff execute the primary functions 
of incident management. Additionally, the location where the coordination of information 
and resources to support domestic incident management activities takes place. The primary 
location of the Eversource Gas Operations ICC is in Southborough, MA with alternate ICC 
utilizing the Eversource Mobile Command Center.  

• EOC: The physical location where the field management (typically the Operations Branch 
Director and supporting staff) oversees response operations. The EOC is typically at the AWC 
closest to the incident site, but could be forward deployed, utilizing Eversource Emergency 
Response equipment to the site of the incident.  

• Staging Areas: locations where equipment, supplies, and support services are provided in 
support of tactical operations.  
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14.2.8 Comprehensive Resource Management  

Maintaining an accurate and up-to-date picture of resource utilization is a critical component of 
incident management. Resources are defined as personnel, teams, equipment, supplies, and 
facilities available or potentially available for assignment or allocation in support of incident 
management and emergency response activities.  

14.2.9 Transfer of Command  

The process of moving the responsibility for incident command from one Incident Commander to 
another is called “transfer of command.” Transfer of command on an expanding or long-duration 
incident is to be expected. When command is transferred either because the incident has 
escalated requiring a higher degree of training or capability in the Incident Commander position, 
or because of a shift change, a formal transfer of command takes place. The essential information 
that should be covered in the briefing from the outgoing to incoming commander includes the 
current IAP, and the following Incident history (what has happened): 

• Situation status (current)  
• Current plan  
• Objectives and priorities  
• Incident organization  
• Resources needed, requested, and/ or in route  
• Facilities established  
• Communications plan  
• Prognosis, concerns, and related issues 

14.2.10 Position and Function Descriptions 

Individual Job Descriptions are available in the Emergency Preparedness and Business Continuity 
Database, on the Weather and Outages page of the Eversource Hub intranet. Job Descriptions 
include the following information for each position: 

• Title 
• Position Duties and Responsibilities 
• Pre-Emergency Preparations 
• Duties, Responsibilities, and Actions during an Emergency Event 
• Post-Emergency Responsibilities 
• Equipment Required 
• Work Location 
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15. ATTACHMENTS 
The Attachments begin on the next page.  
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Attachment 1 
Eversource Emergency Event Level Matrix 

(Sheet 1 of 2) 

Massachusetts 

Level Event Characteristics 
by State 

Customers 
Affected by 

State 
Event 

Duration*  
Status of Incident 

Management Team and 
Incident Command Center 

5 Minor Impact Event <10 <8 hours ICC & IMT  
Not Activated 

4 Minor Impact Event Between  
10 and 49 <24 hours ICC & IMT  

Not Activated 

3 Moderate Impact Event Between  
50 and 499 <48 hours 

Level of the ICC & IMT  
Activated at the discretion of 

the Incident Commander 
based on event 
circumstances 

2 Major Impact Event 
  

Between  
500 and 999 <72 hours ICC & IMT  

Activated  

1 Major Impact Event  ≥ 1,000 >72 hours ICC & IMT 
Activated 

*  From the time that Eversource MA Gas can safely respond to an event until the time all impacted customers have been 
visited once for a relight.  

Eversource typically has 120 Gas Operations employees and 50 internal crews readily available to respond to an 
Emergency Event within 24 hours. Pursuant to its Mutual Aid Agreements, the Company has access to additional 
external crews and personnel. The number of Gas Operations employees and crew, internal and external, needed to 
respond to an Emergency Event within 24 hours is determined based on, among other factors, the specific conditions, 
and severity of the Emergency Event. (Index of Requirements set by M.G.L., c. 164, Senate No 02402) 
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Attachment 1  
Eversource Emergency Event Level Matrix 

(Sheet 2 of 2) 

Connecticut 

Level Event Characteristics by 
State 

Customers 
Affected by 

State 

Event 
Duration  

Status of Incident 
Management Team and 

Incident Command Center 

5 Minor Impact Event <10 <8 hours ICC & IMT  
Not Activated 

4 Minor Impact Event Between  
10 and 49 <24 hours ICC & IMT  

Not Activated 

3 Moderate Impact Event Between  
50 and 499 <48 hours 

Level of the ICC & IMT  
Activated at the discretion 

of the Incident Commander 
based on event 
circumstances 

2 Major Impact Event 
  

Between  
500 and 
2199* 

<48 
hours* 

ICC & IMT  
Activated  

1 

 
Major Impact Event  

 
This level can reach or 

surpass the 1%, 3%, 5%, 
7%, and 10% threshold 
of affected customers*  

≥ 2,200*  48 hours 
or more* 

ICC & IMT 
Activated  

*  These event characteristics and event durations are in accordance with Connecticut regulations and apply to CT Gas only. 
(Index of Requirements Set by D.P.U. & PURA) 

Eversource typically has 120 Gas Operations employees and 50 internal crews readily available to respond to an 
Emergency Event within 24 hours. Pursuant to its Mutual Aid Agreements, the Company has access to additional 
external crews and personnel. The number of Gas Operations employees and crew, internal and external, needed to 
respond to an Emergency Event within 24 hours is determined based on, among other factors, the specific conditions, 
and severity of the Emergency Event. 
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Attachment 2 
Initial Response and Event Level Determination 

(Sheet 1 of 4) 
Discussion 

It is impractical to prepare and document detailed operating procedures outlining the specific actions to be taken for all types of 
emergencies. Situations vary depending upon the information initially provided, type and location of facilities involved, system 
pressures, gas load requirements, time of year, and other variables. Considerable reliance must be placed on supervisors who, 
due to their extensive experience and knowledge, must take appropriate action in the event of an emergency situation. 

This Annex ensures compliance with D.O.T. Regulations, which state, “(a) each operator shall establish written procedures to 
minimize the hazard resulting from a pipeline emergency.” The entire regulation can be found in the Publication entitled U.S. 
D.O.T. ‐ Pipeline and Hazard Materials Safety Administration . (Text Reference ‐ Title 49 CFR, Part 192.615 entitled 
“Emergency Plans”) 

When emergency situations occur, they must be classified as to their degree of severity. Such classification of emergencies and 
the resulting notifications are made by specifically designated Company representatives consistent with the Eversource ERP 
and O&M plans. Specifically, OM-020-ADM, Event Response and Reporting – Administrative describes required notifications.  

NOTE 
Company field personnel should withdraw and avoid any such area to ensure their personal safety and then 
initiate the appropriate notifications through the Dispatcher. If emergency work is required, supervision 
should be requested to evaluate the situation, determine if work is essential, and arrange for any necessary 
protection. 

Instructions 

NOTE 
The Gas First Responder (FR) is considered to be the “Incident Commander” until a higher authority arrives 
on scene. When the higher authority arrives, a formal transfer of authority takes place. This process is called 
“transfer of command.” 

Initial Response 

First Responding Employee 
1. Upon arrival, immediately notify Dispatch through normal means or through the appropriate emergency number, 

(CT), (NSTAR), or  (EGMA) using the following format: 
• Severity 
• Current Situation 
• Location 
• Time 
• Personnel on-scene (Internal and External) 
• Additional resources required 

2. Locate and inform any police and/or fire department representatives of your presence at the scene and offer 
assistance. (The fire department Incident Commander should be identified by an Incident Commander vest or 
other form of identification.) 

3. Perform whatever actions are possible, always ensuring personal safety, to provide for safety of the public. Any 
time that engineering analysis or system modeling is required for make safe action (including, but not limited to, 
procedures for emergency shutdown, valve shut-off, or pressure reduction, to minimize hazards of released gas to 
life, property, or the environment) Gas System Planning is available and must be consulted. 

4. If gas is escaping, ensure at least one of the following conditions is met before attempting to control the gas at the 
point of discharge: 
• The gas is blowing freely into the atmosphere and the work can be performed safely and without breathing 

oxygen‐deficient air. 
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Attachment 2  
Initial Response and Event Level Determination 

(Sheet 2 of 4) 

• The escape of gas can be safely controlled by a method such as closing a valve or using sealing compound, 
tape, a wooden plug, or other suitable means. 

5. If there is no fire or police presence, contact Gas Dispatch to contact the appropriate public safety answering point 
(that is, 911 emergency call center), where direct access to a 911 emergency call center is available from the 
location of the pipeline to notify them of the emergency personnel and request their assistance if needed. (Gas 
Dispatch maintains a list of Emergency Contact numbers by town.) 

6. If there is a fire or explosion, immediately determine if gas is directly involved. If gas is not involved but is in close 
proximity, take action to ensure the protection of the public and the affected facilities from further incident 
escalation, by making the area safe.  

• If deemed safe to do so, check the affected buildings, nearby structures, and so on, for gas and people 
o Keep in mind to avoid any electric spark-generating equipment when making these checks, such as 

doorbells, garage doors, and so on 
• If you can do so safely, perform a bar hole survey around the structure to confirm that gas did not cause, 

contribute to, or result from the incident.  

NOTE 
See GC 3.23, Gas Control Abnormal Operating Procedures for the rupture identification procedure to 
evaluate and identify whether a notification of potential rupture (as defined in 49 CFR Part 192.3) is an 
actual rupture event or a non-rupture event. 

Determining Hazardous Area Extent 

Gas First Responder 
• Notify the dispatcher as to the conditions existing at the site and what additional assistance is required. 

Gas Service Dispatcher 
• Notify the applicable Gas Distribution, Gas Service, Gas Supply on‐duty or on‐call supervisors, and Emergency 

Preparedness department. 

Handling of Emergency Calls and Determination of Emergency Event Levels 

When an Emergency condition exists, an authorized Company representative (for example, the Vice President of Gas 
Operations or designee) determines the Event Level as outlined below. 

On-Scene Incident Management 

1. It is imperative that the first Eversource Supervisor or Manager on-scene assume command of Eversource 
response actions and serve as the primary point of contact to coordinate and cooperate with the police and fire 
departments:  

• As soon as it is feasible to do so, the Eversource Supervisor or Manager should identify themselves to local 
fire/police incident command as the primary Eversource Point of Contact (PoC)/Authorized Representative. 

• If gas is involved and the presence is such that there is an immediate danger to the public or property, 
evacuate the area. Request fire/police assistance in the evacuation efforts if needed.  

• As the person investigating the leak or the on-scene supervisor, eliminate any remaining hazard to persons 
or property in the vicinity without exposing yourself to any unnecessary risk.  

• Advise occupants of adjacent structures to evacuate if there is danger of additional fire or explosion, as well 
as not to turn on light switches or any appliance that would likely cause a spark.  

• Request the electric distribution company to terminate electric service if necessary, to prevent ignition of 
trapped gas if present.  

• Detour traffic around the area until the danger has been cleared.  
• When feasible, assign an Eversource supervisor to work solely with the local fire/police incident commander.  
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2. If additional gas company assistance is needed, contact the Dispatch Center with requirements.  

3. If appropriate, prepare for an expanded/prolonged incident: 

• Monitor/track how on-scene equipment, resources, and personnel are being utilized. 
• Determine timeframes for completing current tasks/actions, appropriate next steps, and potential resource 

support requirements. 
• Begin preparations to organize onboarding of additional scene equipment resources, and personnel. 

Transfer of Command to ICC 

1. If the IMT is activated, the acting On-Scene Eversource IC should prepare for handoff of IC roles/duties to an 
authorized senior leader/Company representative.  

2. During the handoff process, the following information should be relayed to senior IMT leaders: 

• Current situation status 
• How on-scene resources, equipment, and personnel are being utilized 
• Any emerging challenges or areas of concern 
• Key stakeholders/players, such as Local IC, Municipal EMD, Police Department Public Information Officer 

(PIO) 

3. Upon completing the formal handoff process: 

• Notify the local IC/Senior Municipal Officials of your change in duties and the new appropriate Eversource 
point of contact (such as Community Liaison or Senior Command Staff) 

• If directed to do so, relay any emerging information, updated guidance, or ICC expectations to frontline staff 
• If assigned to a new IMT position, notify your blue-sky manager of your new role, and contact your ERP 

supervisor for instructions/guidance 

NOTES 
 Customer communications with the Company during normal operations and emergency events go through the 

Contact Centers (in Massachusetts the Westwood Contact Center , and in Connecticut the Windsor and New 
Hampshire Contact Centers), which are in turn processed to the respective Operating Company for appropriate 
response. The Centers are staffed continuously 24/7 with personnel and technology sufficient to handle 
customer calls. In the event of a Contact Center being unable to operate, the other Contact Centers provide 
redundancy. 

 The Gas Dispatch Center receives all emergency calls from Fire and Police Departments in Massachusetts and 
Connecticut through dedicated phone lines. The Dispatch Center is staffed continuously 24/7 with personnel and 
technology to handle calls and dispatch appropriate resources. In the event the Dispatch Center is unable to 
operate, the Company uses a validated remote work model.  

 If it is necessary to report to the Gas Service Manager, please see the schedule posted in the Gas Distribution, 
Gas Supply, and Gas Service Dispatch area, to determine who is on duty. 

 It is understood and assumed that during the preliminary stages of an emerging incident/event, initial information 
is limited and may be inaccurate. In these cases, the EP department can conduct a leadership huddle with the 
VP of Gas Operations to determine if circumstances warrant activating the ICC and IMT. Additional management 
personnel could be included at the discretion of the VP, Gas Operations.  

Level 5 
Determined by the supervisor on duty based upon information obtained from the field. The supervisor on duty notifies his 
or her manager of the decision, unless directed otherwise. 

Level 4 
Determined by the supervisor on duty based upon information obtained from the field. The supervisor on duty notifies his 
or her manager of the decision, unless directed otherwise 
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Level 3 
Determined by the area manager based upon information obtained from the field. The manager notifies his or her director 
and/or the Vice President of Gas Operations. Incidents that could involve the media, local governments, or the DPU/PURA 
should be reported to Corporate Relations in addition to local Manager Gas Meter Service. On a case-by-case basis, the 
VP, Gas Operations can also declare an Event Level 3 in response to extenuating circumstance.  

Level 2 
Determined by the Vice President of Gas Operations based upon information obtained from the field. The manager notifies 
his or her director and/or the Vice President of Gas Operations. The Incident Commander designates the individual or 
group responsible for conducting any investigation relative to Level 2 or Level 1 emergencies. Once designated, this 
individual or group initiates appropriate communication with, but not limited to the following:  

• Department of Public Utilities (DPU) 
• Public Utilities Regulatory Authority (PURA) 
• Department of Transportation (D.O.T.) 
• Department of Energy Resources (DOER) 
• Massachusetts Emergency Management Agency (MEMA) 
• Department of Emergency Management and Homeland Security (DEMHS) 
• Consultants 
• Investigation Organizations 
• Photographers 
• Laboratory Facilities 
• Department of Homeland Security (DHS) 

Incidents that could involve the media, local governments, or the DPU/PURA should be reported to Communications and 
Community Relations Departments. The Director, Media, Eversource and the Senior Media Specialist, Eversource are 
notified and respond to all requests for information from outside the Company. Communications coordinates all information 
to media, communities, investor relations, government, and employees.  

Level 1 
Determined by the Vice President of Gas Operations based upon information obtained from the field. The manager notifies 
his or her director and/or the Vice President of Gas Operations. The Incident Commander designates the individual or 
group responsible for conducting any investigation relative to Level 2 or Level 1 emergencies. Once designated, this 
individual or group initiates appropriate communication with, but not limited to: 

• Department of Public Utilities    ●     DEMHS 
• Public Utilities Regulatory Authority    ●     Consultants 
• D.O.T.       ●     Investigation Organizations 
• DOER      ●     Photographers 
• MEMA      ●     Laboratory Facilities 
• DHS 

The appropriate director or their designee notifies the Vice President of Gas Operations regarding the specifics of the 
emergency as soon as possible and inform the area operating managers to ensure that the emergency facts are correctly 
communicated. 

Upon activation of the IMT, the Manager, Gas Emergency Preparedness or their designee, can establish an initial incident 
situation call to inform the IMT leadership of the current situation and planned actions.  
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NOTES 
• Mandatory reports, documentation, and failure investigation requirements can occur simultaneously with or 

following the Emergency Response/Restoration as required by the Incident Command and/or Eversource 
policies and/or local, State, and Federal regulations. 

• Depending on the size and scope of the incident, not all of the listed actions might be required.  

Reporting  
During an Emergency Event, Eversource Gas is required to submit reports to a variety of Local, State, and Federal agencies. To 
ensure timely and accurate reporting, personnel must ensure that any actions are coordinated within the ICS structure for 
reporting and actions. 
The type and scope of an incident will determine the specific requirements for reporting, see OM-020-ADM, Event Response 
and Reporting for criteria and reporting templates. 
At a minimum, the following information will be provided:  
Pre-Event 

During the pre-event stage of a predicted event that may cause the activation of the ERP, Eversource Gas submits a pre-
event status update to State Regulatory and Emergency Management Agencies when requested. Information includes, but 
is not limited to:  

• Anticipated Event Level 
• Pre-incident activities to include any staging of personnel or equipment  
• Any preventative changes to the gas distribution network 
• Status of the IMT 
• Estimated number of personnel available for response by category 

Restoration Reports 

During the response and restoration stage of an event (upon completion of the Damage Assessment or after the first 24 
hours, whichever comes first), Eversource Gas will provide a situation Update report three times daily at 06:00, 12:00, and 
18:00, or as directed by the Regulatory or Emergency Management Agency, using multiple means of communications. 
Situation reports include, but are not limited to:  

• Current Event Level 
• Response/Restoration activities 
• Any incident-related Abnormal Operating Conditions (AOCs) on the system 
• Current outage/restoration information 
• Number of personnel deployed for the response by category 
• Estimate “First Attempt Relight” times by location, if available 

Post-Event 

Upon completion of an Event Level 1 or 2, or following an Event Level 3, if requested, Eversource will submit a restoration 
report that includes lessons learned, no later than 30 days following the completion of the restoration and return to normal 
operations.  

Documentation 

Event documentation is collected throughout the course of a response and centrally located in the Gas ERP SharePoint site for 
use during the response as a historical record. Access to the site is controlled by the Emergency Preparedness Specialist.  

Investigations 

Investigation requirements are outlined in OM-020-ADM, Event Response and Reporting, and OM-090-ADM, Analysis of 
Incidents and Near Misses.  
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Address, Town, State 
DATE(S) 

I. EXECUTIVE SUMMARY 

II. INCIDENT ACTION RESPONSE 

At TIME AM/PM on DATE the CALLER contacted Eversource to report a NATURE OF TROUBLE at ADDRESS, TOWN. 
Emergency personnel were dispatched and based on observations made at the scene they determined this was a 
significant NATURE OF TROUBLE. The Operations team reacted to the event per guidance within the Emergency 
Phase, that is, take immediate action to evaluate the emergency, protect the public, and make use of all available 
personnel, equipment, and resources to minimize the effects of the emergency on the public. 

The Incident Command Structure was implemented to facilitate the effective management of the Emergency Phase. LOCAL 
ACTION TAKEN. At TIME AM/PM, on DATE, the IMMEDIATE RESULTS. 

After mitigation of the immediate emergency, the operation transitioned to the PHASE in which ACTIONS TAKEN. By TIME 
AM/PM on DATE, FINAL STATUS OF EMERGENCY. 

a. Activity Log: 

a. ICS and establishment of the EOC 

The ICS was implemented by the XXXX who assigned the ICS roles. The AREA was designated as the EOC. 

b. Safety 

RESOURCE was assigned the role of Safety Officer. 

c. Communication 

RESOURCE was assigned the role of Communication Officer. 

d. Regulatory 

RESOURCE was assigned the role of Regulatory Officer 

e. Liaison 

RESOURCE was assigned the role of Liaison Officer 

f. Planning 

RESOURCE was assigned the role of Planning Chief. 

g. Image of Restoration Area  

III. INCIDENT ACTION PLANS  

During the Emergency Phase of the event, the IAP is created and implemented for the event. The initial plan is supplanted 
with additional options, as necessary. This plan is included as Exhibit 1.  

IV. EACH AREA OF THE RESPONSE ORGANIZATION  

h. Operations 

RESOURCE was assigned the role of Operations Chief. 

i. Logistics 

RESOURCE was assigned the role of Logistics Chief. 

j. Finance/Administration 

RESOURCE was assigned the role of Finance Chief. A work order was established to track costs for the response and 
recovery efforts.  

V. CONCEPT OF OPERATIONS/LESSONS LEARNED 
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All reporting should be completed in accordance with OM-020-ADM, “Event Response and Reporting – Administrative.” 

State of Connecticut Emergency Contacts CT DOT 

PURA 

D.O.L – OSHA D.O.E.R. 

MEMA Framingham D.P.U. 

PHMSA 
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1. Purpose 

1.1 The acquisition of Mutual Aid assets is through the Northeast Gas Association (NGA). If there are no available assets 
within the Northeast, the NGA will coordinate with the American Gas Association (AGA) to acquire requested assets 
from across the country.  

2. Responsibilities 

2.1. At the direction of the Logistics Section Chief, the Resource Acquisition Branch Director is responsible for the 
execution of the Mutual Aid process.  

2.2 The following Request for Assistance (RFA) will be submitted to the NGA (an electronic version is available on the IMT 
SharePoint Site). 
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3. Actions 

3.1 The NGA is responsible for coordinating and hosting the Mutual Aid call on behalf of the Requesting LDC and will 
assist in validation of Operator Qualifications (OQs).  

3.2 The responding LDC will provide the following crew information: 

• Full Name 
• Cell Phone Number 
• Supervisor Name and Contact information 
• Union Status 
• Lodging requirements 
• Gender (for lodging purposes) 
• Operator qualifications 
• Vehicle Type and Number 

 
3.3 The Resource Acquisition Unit is responsible for the coordination and deployment of Mutual Aid assets from their home 
station to the Eversource Staging Area. Upon arrival at the Staging Area, responsibility will transfer to Resource Tracking 
and Operations, following check-in.  

3.4 During demobilization, the Resource Acquisition Unit will again resume responsibility for the Mutual Aid assets upon 
check-out, tracking the resources until their arrival back to their home station.  
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