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Purpose
In response to direction in OPUC approval memo for NW Natural’s 
Schedule R – Residential Arrearage Management Program (AMP):

“Conduct a review with interested stakeholders on the implementation of
NW Natural’s Arrearage Management Program, with consideration given to
modifying program offerings, no later than the time at which 50 percent of
program funds have been committed.”
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Arrearage Management Program (AMP)
Instant Grant Option
• Up to a $300 grant for a residential customer with a smaller past due or full balance who 

expresses economic hardship.

50/50 Matching Grant Option
• Up to a $600 matching grant applied as a credit on a residential customer’s account to 

eliminate a past due or full balance.

Time Payment Arrangement (TPA) with Matching Grant Option 
• Up to a $1,200 grant; an option that offers a TPA to a residential customer who then 

receives a matching grant payment to reduce their past due balance each time their own 
monthly TPA payment posts.

Frequency of Participation
• Residential customers can participate in the AMP in any combination of options up to a 

maximum contribution from the Program with a limit of up to $1,200.



AMP Brochure and Flyer





Program to Date Instant Grant Matching 
Grant

Matching 
Grant with 

TPA
Crisis Total

AMP Grants 9048 2912 1703 167 13,830

AMP Funds Expended 
through October 31, 
2021

$2,328,612.53 $633,883.07 $437,235.44 $142,420.15 $3,542,151.19 

AMP Funds Committed as of October 31, 2021 $405,250.40 

AMP Funds Authorized $6,167,000.00 

AMP Funds Remaining $2,624,848.81

Percent Remaining 42.5%

Arrearage Management Program (AMP) 
through October 2021



• Customer contacts increased when past-due notices resumed last summer.
• Major escalation in call volumes and AMP activity in late-September and October with 

resumption of disconnections for non-payment and start of heating season.
• Has required management of heavy queues at times/more customers opting for 

callbacks.
• CSRs having increased number of customer discussions focused on arrearage 

management options, energy assistance, extended TPAs, and combinations of 
options.

• Based on recent AMP usage patterns, fund should be available to customers 
through the end of 2021.

• New Energy Assistance Program Year began on October 1 – LIHEAP + 3 
additional LIHEAP funding sources from COVID-19 legislation (CARES, EASCR, 
ARPA), OLGA and major GAP fundraising effort begins in November.  
• Low-income customers are eligible for energy assistance and AMP funds.

Impacts of Resuming Business Process
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Enhanced Community Outreach – Strategies
• Implement new methods to communicate and disseminate information; create menu of new 

materials to amplify message
• Employ creative solutions to reach hardest to access populations 
• Deliver information through trusted partners to encourage engagement; co-create strategies 

with partners to align with who they serve and how 
• Establish and strengthen relationships with nonprofit community
• Deploy company-wide effort; leverage employee base to expand and diversify outreach
• Create partner list of over 130 distinct community-based partners; engage directly; review 

unique and effective methods to reach client base
• Translate resources into Spanish, Russian, Chinese and Vietnamese; source paid services 

from Immigrant and Refugee Community Organization (IRCO)
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Enhanced Community Outreach – Activities
Highlights & Targeted Outreach – key partners, approaches and evolving strategy
• Partner-activated outreach: check-in calls, e-newsletters, organization-wide emails, social media, school and food bank meals, school counselors, 

housing specialists, etc.

• Schools: 15,000 brochures to Portland and Clackamas districts [counselors, social workers & nutrition hubs]; prioritize higher-need areas; Portland 
Public Schools → NW Natural customer referral process; continued outreach through fall; November mailer to families on Free/Reduced meals; 
interpretation services for school staff to help families apply for assistance

• Seniors: 5,000 brochures to Meals on Wheels chapters; e-newsletter to Oregon senior nutrition provider network; over 70 representatives of 
healthcare providers, Area Agency on Aging staff, state and local government contract funders 

Approach – engage partners with large networks, close ties to priority populations and trust of community
• Large networks: Energy Trust of Oregon, Housing Oregon, Oregon Energy Fund

• Culturally-specific: IRCO, Hacienda CDC, Latino Network, Chinese Garden, Oregon Chinese Consolidated Benevolent Association

• NW Natural: 2,500 brochures to field technicians to share with customers; community action managers (North, South and Central Coasts, Gorge)

Evaluation – current activities and future applications 
• Unique phone number assigned to information delivery channel (phone, social media, brochure, email)

• Track strength of information channels as levers to action 

• Strong potential for future outreach strategies, practices and evaluations 



Enhanced Community Outreach – Examples
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List of Outreach Partners & Networks (Nov 2021)

Abilities at Work 
AGE+ 
Albertina Kerr 
Amani Center 
Ambleside Meals People 
AntFarm 
Birch Community Services 
Canby Center in Canby
CAP – Catholic Community Services 
CAP – Clatsop Community Action 
CAP – Community Action Washington County
CAP – Community Action Agency 
CAP – Community Action Team 
CAP – Community Services Consortium 
CAP – Mid-Columbia Community Action Council 
CAP – Oregon Coast Community Action 
CAP – Yamhill County CAP 
Chinese Consolidated Benevolent Association
Collins Foundation 
Community Warehouse 
Country Media 
Dev NW 
Dress for Success 
Eastco Diversified Services 

Energy Trust of Oregon
Farmworker Housing Development Corporation 
Food for Lane County 
Friends of the Milwaukie Center
Hacienda CDC 
Holla 
Homes for Good 
Hood River Valley Adult Center 
Housing Alliance
Housing Oregon 
Human Solutions 
Imago Dei Community 
IRCO 
Kairos PDX Ore
KOHI Radio 
Latino Network 
LatinoBuilt 
LifeWorks 
Livelihood NW 
Maybelle Clark Macdonald Fund
Meals on Wheels – NWN footprint
Mercy Connections 
Metropolitan Family Service 
Meyer Memorial Trust

Mid-Columbia EDC
Miller Foundation
Molalla Adult Community Center 
My Fathers House 
Neighborhood House 
The Next Door 
Oregon Community Foundation 
Oregon Energy Fund 
Oregon Food Bank 
Oregon Law Center
Oregon Senior Nutrition Provider network
Oregon State Tenants Association
OSU Extension Service
Lan Su Chinese Garden 
Pioneer Community Center
Proud Ground 
Reading Results
Salvation Army – Portland 
School Districts – Gresham, North Clackamas, 
Portland Public Schools
SnowCap 
Society of St Vincent de Paul 
Tribal Housing 
United Way of Columbia County 

Verde 
Vernonia's 
Voice 
Virginia Garcia Memorial Health Center 
Worship – Lake Oswego United Methodist 
Worship – Our Lady of the Lake
Worship – West Linn Lutheran 
Worship – Jaya Hanuman Temple & Cultural 
Center 
Worship – Miao Fa Temple 
Worship – Muslim Community Center of 
Portland 
Worship – Portland Hindu Temple 
Worship – Trinity Full Gospel Pentecostal 
Worship – Zen Community of Oregon 
Worship – Grace Memorial Episcopal Church
Zarephath Kitchen and Pantry
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AMP – Going Forward
AMP Processes
• NW Natural does not propose any changes to components or 

mechanics of AMP currently.
AMP Funding
• It appears current AMP funding will likely last through 2021.
• NW Natural is evaluating the need for additional funding; any 

request for additional funding will be made formally through a 
tariff filing with the Commission.
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Thank 
you!


