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COVID-19 Debt Relief Program 
Customer Outreach Overview



Outreach Strategy 

• Increase awareness of Avista’s bill assistance options

• Highlight new COVID-19 Debt Relief Program

• Drive program engagement and participation
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Outreach Tactics
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Customer

Emails

Reminder 
Letter

Postcard

Social Media

Call 
Campaign

Referral from 
agency to 
company

Print & 
Digital 

Advertising

Flyer at 
community 

based 
organizations

Brochure

Bill Inserts



Communications Timeline
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Dynamic & 
Changing

Will adjust and 
ramp up/down 

based on 
customer 

response and 
funding 

availability
April through July



Print Advertising Placement (3x)

Seven Publications,
256,500 Impressions
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Digital Advertising  
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Targeting: Demographic, Geographic, 

Behavioral ─ 2,250,000 Impressions

Social Media



Website
myavista.com/assistance
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▪ Page dedicated to 
assistance programs 
and ease in locating 
local community action 
agency.

▪ Customers can set up 
payment arrangement 
online

▪ Additional assistance 
programs featured 
(e.g. Oregon 
Telephone Assistance)
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Connections Newsletter 
Community Partner 
Brochure & Referrals



Flyers
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Compassion in Action: Call Campaign

▪ Specially selected Call Center Representatives

▪ Proactive Call-Outs

▪ Campaign Goal: connect with 100% of customers who 
are 90+ days past due

▪ Objectives:

▪ Offer bill assistance information

▪ Discuss payment arrangement options

▪ Update account information

▪ Provide additional resources
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Direct Mail - Postcard and Targeted Emails
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Culture of Trust & Respect
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Avista fosters a culture where staff are committed to being respectful and 
achieving solutions in all customer interactions.

▪ Call Center Staff Development

− Be Remarkable: Show Respect & Empathy, Positive Phrasing, and 

Active Listening

− Feel Free to Fix It

− Training to understand how customers experiencing limited/constrained 

resources receive information

▪ Company’s Initiative for Diversity, Equity and Inclusion



Debt Relief Program Support Activity to Date
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STAFF TRAINED PARTNER AGENCIES 
NOTIFIED

REPORTING 
ESTABLISHED



Debt Relief Program Experience to Date
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Automatic 

Grants

Forgiveness 

Grants

Timeframe April 1 April 1 through 

April 9

Number of Grants 656 129

Average Grant 

Amount

$328 $806

Total $215,208 $103,971


