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About Us
 
Liberty Utilities is a regulated water, natural gas and electric transmission and 
distribution utility, delivering responsive and reliable essential services to nearly 
800,000 customers in 13 states across the United States and New Brunswick in 
Canada. With a local approach to management, service and support, Liberty Utilities 
delivers efficient, dependable services to meet customer needs.

In New Brunswick, Liberty Utilities operates in the Fredericton, Moncton and 
Saint John areas and provides natural gas to 12,000 customers. We measure our 
performance in terms of service reliability, an enjoyable customer experience and an 
unconditional dedication to public and workplace safety. 

We look forward to being your natural gas provider!
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How To Contact Us

24/7 Emergencies/Leaks 1-800-994-2762 or 911

Customer Service 1-800-994-2762 (Monday-Friday between 8 a.m. and 5 p.m.)

Website  www.libertyutilities.com

Social Media

By Mail

Correspondence only: 

Liberty Utilities 
691 Somerset St 
Saint John, NB 
E2K 2Y6
 

Safety

Safety is our top priority. Our service and operations staff are trained to carry out 
procedures according to strict codes and standards that cover everything from the 
distribution of natural gas to the inspection of equipment in your home or building. 
We also conduct regular inspections and tests throughout our distribution area to 
ensure that our pipeline system and equipment are working safely and efficiently.  As 
a result, Liberty Utilities has an excellent safety record.

What To Do If You Smell Gas 
Natural gas is colourless, odourless and non-toxic. In order to easily detect escaped 
natural gas, an odorant that smells like rotten eggs is added for your safety.

If you smell gas,  it’s important that you take the following precautions:
• Leave the building immediately, then call 1-800-994-2762 or 911.
• Don’t strike a match.
• Don’t switch lights or appliances on or off. 
• Don’t do anything that might create a spark.

TO REPORT THE SMELL OF GAS, 24/7 CALL 1-800-994-2762 or 911
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Carbon Monoxide 
Natural gas appliances have an excellent safety record, but you should know what 
carbon monoxide (CO) is and how it may affect you.

Carbon monoxide is a colorless, tasteless and odorless substance that is created by 
the incomplete combustion of any fossil fuel. The symptoms of CO exposure are 
similar to those of the flu, including headaches, nausea, dizziness, coughing, ringing 
in the ears and spots before the eyes. If anyone in your family suffers from any of 
these symptoms, get outside to fresh air immediately and call 911 or Liberty Utilities 
at 1-800-994-2762.
Keeping your gas appliances in good working order and being sure they are 
properly vented and clear of obstructions is the best way to stop carbon monoxide 
from accumulating. In addition, you should install one or more carbon monoxide 
detectors in your home. 

Safety Tips To Follow When Using Gas

• Have your natural gas equipment and exhaust-venting systems inspected and 
serviced regularly – every 12 months is a good rule to follow.

• Don’t store things on top of or next to the equipment. Make sure controls, air 
intakes and exhaust vents are free of obstructions.

•  If the pilot light or burner flames of your gas appliances look yellow, turn 
off the equipment and have it checked by a licensed natural gas technician. 
The flames should appear blue or mostly blue with a tip of yellow. The only 
exception: modern natural gas fireplaces designed with ceramic logs.

• Replace deteriorating or rusting vent pipes immediately and always make sure 
vent pipes are attached securely.

•  Natural gas appliances need air for safe combustion. Ensure that every 
appliance has a dedicated supply of fresh air for proper operation.

• Never use your gas range to heat your home. This practice creates a serious fire 
hazard and puts you at risk from dangerous carbon monoxide fumes. 

Employee Identification 
For your safety, if anyone comes to your door claiming to be a Liberty Utilities 
employee, you can ask for identification. The identification card will have a coloured 
picture of the employee along with their name. If you have any doubt in attempting 
to identify someone as a Liberty Utilities employee, please have them wait outside 
your door while you call our office for verification at 1-800-994-2762.

Before You Dig 
If you are planning to dig on your property, visit 
clickbeforeyoudig.com at least 72 hours (not 
including holidays) in advance of the scheduled 
dig date. This site is designed to help individuals 
and contractors safely locate all underground 
utility lines before they dig. Damage to 
underground telephone, gas, electrical or cable 
TV lines is potentially hazardous and disruptive. 
Province law requires all such underground lines 
to be located and marked before excavation can 
begin. There is no charge for this service.

Customer-Owned Gas Pipes
As the customer of record, you or the property owner are responsible for the 
customer-owned gas lines that begin at the outlet of the gas meter and extend 
either above or below ground to natural gas burning appliances. Of these 
customer-owned gas lines, buried gas lines are notable because if they are not 
maintained, they may corrode or leak. While most people do not own buried gas 
lines, the following are just a few examples of where customer-owned buried pipes 
may be involved. 

• Outside gas lighting
• Gas heaters for pool or hot tub
• Natural gas barbecue
• Detached buildings with gas appliances

To properly care for a buried pipe, it is recommended that the pipe be inspected 
periodically for leaks on your gas lines and for corrosion, if those lines are metallic. If 
unsafe conditions are found, the pipe should be repaired immediately. To have your 
gas lines checked, contact your local plumbing/heating contractor or a leak survey 
corrosion expert. A fee for this service is involved.

Free Appliance Tutorial 
Natural gas appliances are efficient and safe, but they need to be used properly. 
Call us at 1-800-994-2762 option 3 to have a technician come and explain the 
operation of your natural gas systems free of charge. 
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1. Due date for payment.

2.  Meter readings used for billing purposes.

3. The volume of gas consumed, in cubic meters or centicubic feet, based on the meter 
reading.

4. The Gigajoule (GJ) conversion factor used to convert your gas consumption to 
Gigajoules.

5.  Current year vs. previous year consumption.

6.  Equalized Payment Plan (EPP) information.

7.  Difference between EPP payment requested to date and the actual charge to date. 
This amount is your credit or charge to date for your settlement month. 

8.  Reminder that you are signed up for the Pre-Authorized Payment Plan.

9.  Payment return slip details.

10.  Your current rate class. See the back of your bill or the table on page 9 for a full 
explanation.

11. The current billing period.

12.   A monthly fixed charge to cover costs such as meter reading, pipeline maintenance, 
customer support services, and 24-hour emergency service.

13.  The charge for the distribution of natural gas through our pipeline to your property.

14.  The cost of the natural gas supply that you use. If you have a contract with a Gas 
Marketer other than Liberty Utilities, you may be billed separately for your supply.

15. Other charges such as rental fees, protection plan charges, late penalty charges, 
service charges and the federal carbon charge. 

16. The total amount due including any previously unpaid charges.

17.   A late payment charge of 1.5% will be applied if received after due date.

Understanding Your Bill 

Liberty Utilities is here to help you use natural gas efficiently, economically and safely. 
You can also count on us for courteous and efficient service by our knowledgeable 
employees who are here to answer your questions and respond to your requests. 

You can reach us at 1-800-994-2762 between 8 a.m. and 5 p.m., Monday through 
Friday, or online at www.libertyutilities.com.
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Meter Reading and Billing

Meters are scheduled to be read each month and customers are billed for 
approximately 30 days of usage. The billing period is indicated under “Current 
Billing Period” on your bill. 

How We Read Your Gas Meter 
The vast majority of our meters contain a transmitting device called an ERT 
that sends out a signal containing the meter read. The meter read, sent by radio 
frequency, is collected by a device located on our company vehicles. Meter reads are 
collected by simply driving in the vicinity of the meter. The meter reads are then 
downloaded to our billing system.  

If your gas meter does not have an ERT, a Liberty Utilities employee will read the 
meter manually. In the event a meter reader is unable to obtain a meter reading, 
you will receive an estimated bill. For more information about other types of 
meters, and how to read your meter, please visit our website.

Billing Information
You will receive a monthly bill for gas used. Monthly bills are due and payable upon 
receipt.  Amounts not paid prior to the due date are subject to a late payment 
charge of one and one-half percent (1.5%) per month on the unpaid balance. This is 
equivalent to an eighteen percent (18%) annual rate. The “Due Date” is shown on 
the front of your monthly bill. There is a $50.00 charge per bad cheque tendered for 
payment. This will appear as Non-Sufficient Funds (NSF) on your bill. 

If a customer requests a discontinuation of service, we require a written letter 
authorizing us to lock the meter. Once the letter is received, the meter will be locked 
within 24-48 hours, unless a later date is specified. 

Go Paperless 
You can avoid the mailbox and have your bill delivered to your inbox. Register for 
“My Account” online at www.libertyutilities.com and you will be automatically 
enrolled in paperless billing. With My Account, you can sign in when it’s convenient 
for you and view your bill and account information online. Your online bill contains 
the same information as the one you would have received by mail. 

Rates 
Distribution rates and charges are for the delivery of natural gas through our 
pipeline system to your property. Each rate class has a different set of rates and 
charges, based on how much it costs to deliver the natural gas to that rate class 
and how they use natural gas. On your bill, you will see that the cost of distribution 
is broken into:

• Customer Charge – A flat monthly charge to cover meter readings, pipeline 
maintenance, customer support, and 24-hour emergency services.  
(It is applicable to all customers, except for customers in the CGS rate class.)

• Delivery Charge – Your delivery rate(s), determined by which rate class you fit into, 
multiplied by how much natural gas you used in the monthly billing period.

• Demand Charge – Applicable only to customers in the CGS and ICGS rate classes, 
who enter into an agreement to consume a minimum amount of natural gas 
every day with capacity to be reserved on the pipeline. A fixed monthly charge 
based on the $ per GJ Contract Demand rate multiplied by customer’s daily peak 
consumption. 

You are placed into one of the six regulated rate classes below:

Explanation Examples
Min Monthly 
Consumption

Max Monthly 
Consumption

Small General 
Service

Residential customers 
who typically use natural 
gas for heat and hot 
water

single dwelling 
homes, individual 
apartment units

n/a n/a

Mid-General 
Service (MGS)

Customers who typically 
use natural gas for small 
process loads and/or 
heat and hot water

apartment 
buildings, 
restaurants, 
churches, small 
schools

- 250 GJ

Large General 
Service (LGS)

Customers who typically 
use natural gas for large 
amounts of heat and 
hot water and/or can be 
large process users

big box stores, 
large schools

250 GJ -

Contract 
General 
Service (CGS)

Customers who mainly 
use natural gas for 
process loads

manufacturing 
and processing 
facilities

1,000 GJ 10,000 GJ

Industrial 
Contract 
General 
Service (ICGS)

Customers who mainly 
use natural gas for 
industrial process loads

large central 
heating plants, 
large industrial 
companies

10,000 GJ -

Off Peak 
Service (OPS)

This rate is applied 
to any customer only 
consuming natural gas 
during the months of 
April through November

- n/a n/a
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• Commodity Charge – The natural gas that you consume is also referred to as 
the “Supply.”  You can have Liberty Utilities supply your natural gas, or you can 
sign a contract for gas supply with an independent Gas Marketer licensed by 
the New Brunswick Energy and Utilities Board (EUB). 

NOTE: As we are regulated by the EUB, Liberty Utilities does not make a profit on 
the sale of natural gas.

The price of natural gas in New Brunswick is based on market conditions in North 
America. The market price of natural gas, like any other commodity, can fluctuate 
dramatically during the year and from year to year. However, your natural gas 
supplier can take steps to stabilize the price you pay to minimize price spikes 
throughout the year. The type of contract you enter into with your natural gas 
supplier will determine the level of stability (and price fluctuations) you are likely to 
experience.

Natural Gas Marketers
Natural gas marketers buy and sell natural gas. They must be licensed by the New 
Brunswick Energy and Utilities Board (EUB) and can only offer to sell natural gas in 
the territory specified in their license.

While Liberty Utilities is regulated, the EUB does not regulate the prices charged or 
the terms and conditions of the other natural gas marketer’s contracts. Consumers 
have the responsibility to understand the terms and conditions of any contract they 
enter into and find out how the price they pay for natural gas will be determined. 
Depending on your supplier, you may have several types of price options to choose 
from when purchasing natural gas.

Be aware that you will be bound by the terms and conditions of any contract that 
is offered. For example, a typical contract has a minimum term of one year or more. 
Before signing, make sure you understand all of the terms and conditions. Find 
out how your natural gas supply will be priced, what protection you have if market 
prices of natural gas increase and what benefit you will receive if market prices fall 
during the term your contract is in effect. Before signing a contract with a term 
longer than one year, find out what the specific benefits (if any) to you will be.

Company Contact Website 

Liberty Utilities Liberty Utility Gas 1-800-994-2762 www.libertyutilities.com

Irving Energy Limited Seller of Gas 1-888-310-1924 www.irvingoil.com

Park Fuels Ltd. Seller of Gas 1-866-634-7275 www.parkfuels.com

What happens if the cost of natural gas commodity goes up or down? 
Fluctuations in the price of the commodity cost of natural gas throughout the 
year will not affect distribution rates and charges in place. But they may affect the 
amount of savings you will experience. If the commodity goes up, your savings 
compared to last year and alternative energies may be slightly lower and if the 
commodity cost goes down, your savings may be greater.

To see historical gas pricing, visit www.libertyutilities.com. For more information or 
if you have questions about natural gas rates, charges or your savings compared to 
other energy sources, contact us at 1-800-994-2762.

Payment Options

You can pay your bill through your financial 
institution in one of the following ways:

• At your local branch
• Automated Banking Machine*

• Online Banking*

• Telephone Banking*

*  You will need to add Liberty Utilities as a payee. Consult your 
bill for your account number.

You can also come pay us directly (by cheque, 
cash or debit) or send your payment to:

Liberty Utilities 
Billing Department 
440 Wilsey Rd, Suite 101 
Fredericton, NB E3B 7G5

For instant online access to your account 
information and monthly bills, register for 
 “My Account” at www.libertyutilities.com. You 
can download, print or save your online bills at any time. 

Pre-Authorized Payment Plan 
Sign up and your monthly natural gas bill amount will be deducted automatically 
on the due date from your account at your financial institution. You will continue to 
receive a monthly natural gas bill, which reflects the automatic payment and shows 
your actual natural gas use and costs. This plan is optional. You may withdraw at 
any time, provided you give us advance notice of 10 business days. For information 
on signing up, visit www.libertyutilities.com.
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Equalized Payment Plan 
Spread out your heating costs over the entire year so you pay the same amount 
each month. Your estimated annual natural gas charges are divided into 12 monthly 
installments. Your bill for the twelfth month will include your equalized payment 
amount plus or minus any net adjustments on the amount owed.

 New and existing residential customers who purchase their natural gas supply 
from Liberty Utilities or a gas marketer whose customers’ commodity charges 
appear on the monthly Liberty Utilities bill are eligible to participate. 

Existing customers must demonstrate good payment history and have no 
outstanding payments older than 30 days. For more information and to sign up, 
please go to www.libertyutilities.com. 

Your Rights

New Brunswick Energy & Utilities Board (NB EUB) 
When you have a question about your bill, contact us immediately. Many problems 
can be resolved in this manner. If after contacting us you have any problem, 
complaint or concern that you feel we have not handled adequately, you can 
contact the New Brunswick Energy & Utilities Board directly at  
http://www.nbeub.ca/contact-us. 
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