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Purpose

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

“Host a workshop with interested stakeholders within 45 days of the
Schedule R effective date on targeting outreach of its programs to
communities and customers who have been disproportionately impacted by
the COVID-19 pandemic.”



Overview and Status
of AMP

AMP Metrics

Outreach — Healthy
Account Campaigns

Outreach - Community




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 limit of up to $1,200.



Arrearage Management Program (AMP)

May 3rd through June 4th, 2021

AMP Grant Type

Number of Accounts

Average Grant

per Household

Total Grant Amounts

Instant Grants (up to $300) 954 $ 272.88 $ 260,330.28
50/50 Matching Grants

(up to $600) 214 $ 257.39 $ 55,082.29
TPA with Matching

AMP Grant (up to $1,200) 109 $ 380.32 $ 41,454.86
Crisis Grants (up to $1,000) 14 $ 807.37 $ 11,303.22
Totals 1,291 $ 285.18 $ 368,170.65




AMP Brochure

We're Here to Help.

Call us about new instant grants
and bill assistance options

During this challenging time, we can provide
options that can help you pay off past-due
account balances, manage bills, and lower
monthly payments.

Please contact us today to see which options
may work best for you.

(t) NW Natural’

OUR AVAILABLE OPTIONS INCLUDE:

#~, ™ MNEW instant grant program

I \'|
$ | Customners in need can choose several
M grant options available to help with a
past-due balance. This new program provides
instant grants of up to $300 and even more
options for larger balances. A grant can be used
to help offset the cost of a payment plan or pay

off a past-due account balance.

rd . a\ Flexible payment plans

| Uf{;’ _.: We have a variety of payment plans to
N help you manage a past-due account
balance. If you're already on a payment plan,
wie can review your account and existing plan to
consider a different plan option.

-

r "“\_ Local energy assistance programs
:\ =0 If you're on a limited or fixed income
"~ and need continued help paying your
bills, we partner with local agencies throughout
Oregon that offer energy assistance options.

T\, CALL NOW
S5 BLL-T795-9377

Available funding for the new instant grant
program is limited, so please call us as soon as
possible at B44-T795-9377, 7 am. to & pum.,
Monday through Friday. NW Matural's
Customer service team can assist you in
additional languages by interpreter.

For general information, please visit
nwnatural.com/flyer/paymentassistance.

T

WE'RE IN THIS
TOGETHER.

Electricity providers also have
programs available to help customers with
past-due account balances.

\ If your electricity is provided by PGE:
/F‘GE Visit: portlandgeneral.com/
\ / matchmypayment
Call: 800-542-8818,7 am. to 7 p.m.,
Monday through Friday

W PACIFIC POWER

If wour electricity is provided by Pacific Power:
Visit: pacificpower.net/assistanceplus

Call: 888-221-7070, 7 a.m. to & p.m,,

Monday through Friday




AMP Brochure — Additional Languages
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Estamos aqui para ayudarle.

Llamenos para obtener informacion sobre las subvenciones
temporales y las opciones de asistencia para las facturas

Durante estos tiempos dificiles, podemos ofrecer opciones que pueden ayudarle a reconciliar cualguier saldo
vencido en su cuenta, administrar facturas y reducir sus pagos mensuales.

Por favor, contactenos hoy para ver gue opciones funcionan mejor para usted.

NUESTRAS OPCIONES DISPONIBLES
INCLUYEN:

ESTAMOS EN ESTO JUNTOS.

Los proveedores de electricidad también tienen
programas disponibles para ayudar a los clientes con
saldos vencidos en sus cuentas.

/™, Programa NUEVO de subvenciones

\ $ | temporales

" Losclientes gue lo necesiten podrian
calificar para una de las tres opciones disponibles
para eliminar su saldo vencido. Este nuevo programa
temporal ofrece subvenciones financieras de $300
ddélares y mds. La subvencion puede usarse para
cubrir los costos de un plan de pagos a largo plazo o
para saldar las cuentas con pagos vencidos.

\ Si su electricidad es suministrada por PGE:
/PGE Visite: portlandgeneral.com//
\ / matchmypayment
Llame al: 800-542-8818, de 7a.m.a7p. m.,

de lunes a viernes

% PACIFIC POWER

Si su electricidad es suministrada por Pacific Power:
Visite: pacificpower.net/assistanceplus
Llame al: 888-221-7070,de 7 a. m. a & p. m., de lunes a

~_ . Planes de pagos flexibles

 rao

\ afcf’ / Tenemos una variedad de planes de pagos
\ /

~——" para ayudarle a administrar el saldo vencido

en su cuenta. Siya esta en un plan de pagos, podemos viernes
revisar su cuenta y el plan existente, o considerar una - -
opcian de un plan diferente.

- )))) CALL NOW - 844-795-9380

-, Programas de asistencia de energia local
L @0 ) siusted tiene un ingreso limitado o fijo, y
" necesita asistencia continua para pagar

sus facturas, nos asociamos con agencias locales en
todo Oregon y Washington para ofrecer opciones de
asistencia con la energia.

El nuevo programa de subvenciones esta disponible
por un periodo corto de tiempo, asi que, por favor,
llame al 844-795-9380,de Ta.m.a é p. m., de
lunes a viernes. El eguipo de atencidn a clientes de
NW Matural puede ayudarle con idioras adicionales
con un intérprete.

Para informacidn general, por favor, visite
nwnatural.com/flyer /paymentassistance.




AMP Brochure — Additional Languages

Chung téi san sang giup do quy Vi.
Goi cho chiing t6i vé cac chuong trinh trgr cap tam th&i ciing
nhu cac chuong trinh tro cap hoa don

Trong thai gian ddy thir thach nay, chung téi cé thé cho guy vi mdt vai lua chon dé gidp quy vi thanh todn cac
tai khoan gua han, quan Iy hoa don va giam cac khoan thanh toan hang thang.

Wui Ing lién lac vai ching téi ngay hém nay dé& xem Iua chon nao phi hop nhat wei quy i

CAC LA CHON HIEN CO BAO GOM:

~ ., Chuong trinh trgr cdp tam théi MO

| $ } Nhirng khach hang cé nhu ciu co thé di
" digu kign tham gia mdt trong 3 churong trinh
dé xda sd du gua han clia quy vi. Chuong trinh mdi

va tam théi nay cung cp cac khoan tror cap tai chinh
bat ddu tir $300. Tién tro cdp co thé duoc st dung dé
gitp bu dap chi phi cda k& hoach thanh toan dai han
ho&c dé thanh toan s& du clia mdt tai khoan qua han.

I./}' oo y Cac k& hoach thanh toan linh hoat
L 2e?/ Chung téi co nhigu ké hoach thanh toan khac
T nhau dé gitp quy vi guan Iy s& dur tai khoan

gua han. Méu quy vi da cé mét k& hoach thanh toan rdi,

chiing tdi co thé xem x&t tai khoan va k&€ hoach higén co
cla quy vi hodc xem x&t mét ké hoach khac.

/™ Céac chuong trinh tror edp ning luong
L 0 | dia phurong

" NEu guy vi co thu nhdp thdp hoac of dinh

va cdn duoe hd tror lign tuc dé thanh toan cac hda
don cia minh, ching t6i hop tac wii cac oo quan dia
phuong trén khip Oregon va Washington dé cung cdp
cac churong trinh tro cdp ndng lurong.

CHUNG TA SE CUNG NHAU VU'Q'T QUA.

Cac cong ty dién clng co cac chuong trinh tror cip danh
cho nhirng khach hang ob tai khoan gua han.

\ MNéu PGE 1a bén cung cdp dign cho quy vi:
/PGE Truy cap: portlandgeneral.com/
\ / matchmypayment
Gigi: 800-542-8818, 7:00 sang dén 7:00 tdi,
Thir Hai dén Thir Sau

%FMCIFIC POWER

Mé&u Pacific Power la bén cung cdp dién cho guy vi:
Truy cap: pacificpower.net/assistanceplus

Goi: 888-221-7070, 7:00 sang dén 6:00 t&i, Thir Hai
dén Thir Sau

T
2/ CALL NOW - 844-795-9380
Churong trinh tror edp mai nay s tdn tai trong
miit théri gian ngan, vi way wui léng goi cho ching
toi theo s6 844-795-9380, 7 gitr sang dén 6 gidr
chigu, tir Thir Hai dén Thir Sau. Nhom dich vu
khach hang ctia NW Matural o6 thé hé tro quy vi
bang nhigu ngdn ngd khac vdi sur gitp dé cla
théng dich vién.

Bé c6 thoéng tin chung, vui long truy cap
nwnatural.com/flyer/paymentassistance.

MbIl rOTOBbI MOMOYb.

Mo3BoHWTE HaM no BONpocaM Bblga4 BpeMEHHbLIX rPaHTOB U
BapWaHTOB Nony4YeHHMA NnoMoWwK B onnaTe cCHeToB

B 3m0 HENPOCTOES BpEMA MBI MMEEM BO3MOXHOCTEL NpenoHKMTL EGPMaHTbI, KOTOPLIE NOMOMYyT BaM YpeErnynMpoBaTh nobeie
NpoOCpoOMEHHBIE OCTATHKW Ha CHETY, A0MoBOPHMTLCA ob onnaTte CHETOB M CHWM3KMTL pasmMep exxeMeCcAYHbIX NNaTemen.

CeAMMTECE C HAMK CErogHA, YTobk Y3HATE, Kakhe BapMaHTe NogXoOAaT BamM Gonklwe BCerao.

Mbl NMPEONATAEM CNEAYHOLUWMWE BAPHMAHTDI: NEPEOA HAMM CTOMT OBLLAA 3AOAYA.

— SHEPreTUHECKME KOMMAHWK TAKKE NpennaranT
Ve ~, HOBAS nporpamma BpeMeHHBIX rPaHTOB P penn
$ \ NporpamMMel MOMOLLKM KAIWEHTEM € NPOCPOYEHHbIMA
J KnWeHTbIl, MCNLITLIBHILWWE I'IOTpE'EHDL_FH B OCTETKEMMW Ha CYeTax.

" NOMOLWA, BOZMOMHO, MMEKOT NMPag0 Ha OOWH
13 Tpex cnocofoB NOraweHMA CBOEMD NPOCPOHEHHOMD
OCTaTHa Ha Cc4eTe. 3Ta HOBaA BPEMEHHAR NporpamMma
MNpeqocTaenAeT GWHEHCOBLIE rpaHTel oT 300 gonnapoe.
MpaHT MomeT BuTh MCNoNL30BaH ONA NOraWeHNH

/ \ Ecnu Bawei sHepreTM4eCcKol KOMOaHWER
AsnseTca PGE: MNocetwTe seb-canT:
{?E/ portlandgeneral.com /matchmypayment
3eoHKMTe no Ten.: 800-542-8818, c 7:00 oo

CyMMbl AONMOCPOMHOND MNaHa BbIMET MK NoraleHns 1900 ¢ EABMEHWMKE MO NATHWLLY
MpOCPOMEHHOND OCTETKE Ha CHETE. w PACIFIC ER

/;o\ MbKKe nnaHbl ONNaTbl Ecnw Bawei sHEpPreTMHecKor KoOMNaHWeR SENAETCH

| cfc? | Mul NpeanaraeM paznuuHLIE NaHs! onnatkl, Pacific Power: Nocetute sef-canTt: pacificpower.net/
e assistanceplus

——"  KOTOpLIE NOMOMYT BaM MOFACHMTL NPOCPOMEHHBIE
ocTaTkK Ha c4eTe. Ecnk ana sac yae Gwn pazpabortan
MAEH OMNaThl, Mil MOKEM M3YHHTE BaLLY YHETHYIO 38MWCE
1 CYLUECTEYHILMEA NNaH MK PACCMOTPETE OPYIoi
B3pMaHT OnnaTbl.

3BoHuTe No Ten.: 888-221-7T070, c 7:00 no 1800 c
NOHEOENLHWUKE MO MATHWLY

s R
-

)2 CALL NOW - 844-795-9380

Py,

<~ ™ MecTHble nporpamMmMbl NOMOLLK B OMnaTe

L M0 ) cuyeroe 3a anekTposHepruio

“——"  ECnu y BaC OrPaHMHEHHLIN MMM GUKCWMPOBaHHLIA
0ox00 U BaM HeobOxodWMma NoCToAHHEA NoMOoLLL B onnaTte
CYETOB, BH MOMETE 0BPaTHMTLCA K OOHOMY M3 HaLMX
MECTHEIX MapTHepoR B wratax OperoH 1 BalmHrToH,
Mpennaraowx BapHaHTLl NOMOLLKM B ONNaTe CHeToe 33
SMEKTRO3HEPIMHL

Hoeas NporpamMa rpaHToR OOCTYNHE B TENEHME
KOPOTHOMD BREMEHM, MOSTOMY NDOCHM BaC
3BOHWTE HaM No TenedoHy 844-T795-9380, c 7:00
po 18:00, c noHegensHWKa No NaTHWLY. B otpene
0BCNy#MBaHWS KINMEHTDB KoMMaHMK NW Natural
MOMYT NOMOYE B3M H3 B3LUEM A3LIKE NMDK NOMOLLM
NepesngHMKOE.

[Ons nony4eHus oblen MHbopMaLmm
rnocetuTe sef-caint nwnatural.com /flyer/
paymentassistance.

b A




Healthy Account Campaigns (HACSs)

Proactive outreach through our Customer Contact Center [outbound calls, direct
mail and e-mail]

« A special team of Customer Service Representatives (CSRs) makes all the
outbound calls and leaves messages for customers who can’t be reached on the
first attempt; all CSRs have been trained to work with customers who respond to
HAC voicemails, direct mail flyers and e-mails.

« CSRs discuss the details of our new grant programs and offer flexible payment
plans and arrangements, information about energy assistance options, and apply
customer deposits to arrearage balances when applicable.

* Three multi-month HACs completed: Summer of 2020, Fall of 2020 and March-
May of 2021

* New campaign begins TODAY (June 7)!



Healthy Account Campaign

March 1 to May 7, 2021

Customer Contacts

Total Outbound Calls to Customers

9477 (reached approximately
57.5% of customers directly)

Total Messages Left for Customers (Unable to Reach)

4019

Total Return Calls by Customers

701 (approximately 17.5%)

Outcomes

Payments by Customers to Accounts

8902 (reflects multiple
payments to accounts by
customer in some cases)

New Equal Pay Sign-ups (Account Current)

171

Time Pay Arrangements (TPAS) including Plan Type 1561
Deposits Applied 383
Energy Assistance Referrals/Agency Payments 478

10



Customer Outreach — Priority & Methods

Medical Certificate Customers
« Customers referred to Energy Assistance Team for Direct Contact (EA, AMP, TPAS)

Low-Income Customers who received Energy Assistance in prior 2 years
« Community Action Team of Columbia & Clatsop County has offered to contact customers directly for
possible EA intake by phone to disburse funds with fewer parties involved

Past-Due by 90+ and 60+ Days
« These customer groups have the largest arrearage balances and are primary targets for the AMP and

flexible TPAS

Commercial Customers
« Healthy Account Campaign outreach, the shareholder-funded 90/10 Grant program and resumption of
notices and call-aheads prior to disconnection orders have been successful in helping to bring overall
commercial arrearages down since January of 2021.
« We partnered with Washington County in early-2021 to use County funds and NW Natural funds for a
Commercial grant program and are actively working with other Counties to implement similar
programs to assist commercial customers with their past-due accounts.

11



Customer Response to HAC and AMP

Customer Interaction with CSRs

 CSR and customer interaction during all phases of the HACs have been
overwhelmingly positive when we have been able to reach customers
although some customers have indicated they are not ready to take
action toward bringing their accounts current.

 CSR response during AMP training was extremely positive and they
expressed gratitude and excitement about the Program rolling out and
being able to offer it to customers.

 CSRs have reported extremely positive interactions with customers and
discussions have led to more robust conversation about flexible payment
plans, credit/collection cycles, energy assistance programs and what to
do if they are ever past-due.

12



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 70 distinct community-based partners; engage directly; review
unigue and effective methods to reach client base

« Translate resources into Spanish, Russian, Chinese and Viethamese; source paid services
from Immigrant and Refugee Community Organization (IRCO)

13



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,
counselors, housing specialists, etc.

« Schools: 15,000 brochures distributed to Portland and Clackamas schools [counselors, social workers & nutrition hubs]; prioritize
higher-need areas; PPS - NWN customer referral process in motion; ongoing outreach will continue into summer

« Data-informed approach: heightened outreach to customers in high arrearage zip codes [eX. specific schools, neighborhood
organizations, Next Door, etc.]

Approach — engage partners with large networks, close ties to priority populations and trust of community

« Large networks: Energy Trust, Housing Oregon, Oregon Energy Fund

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

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
14



List of Outreach Partners

Abilities at Work Church - Our Lady of the Lake
AGE+ Church - United Church - Lake
Albertina Kerr Oswego

Amani Center Church - West Linn Lutheran

Ambleside Meals People Collins Foundation
AntFarm Community Warehouse
Birch Community Services Country Media

Canby Center in Canby Dev NW

CAP - Catholic Community Services Dress for Success

CAP - Clatsop Community Action Eastco Diversified Services
CAP - Community Action Agency Energy Trust

CAP - Community Action Team

CAP - Community Services
Consortium

CAP - Mid-Columbia Community
Action Council

CAP - Oregon Coast Community
Action

CAP - Yamhill County CAP

Church - Lake Oswego United
Methodist

Corporation

Food for Lane County

Friends of the Milwaukie Center
Gresham School District
Hacienda CDC

Holla

Homes for Good

Housing Oregon

Farmworker Housing Development

Human Solutions Oregon Community Foundation
Imago Dei Community Oregon Energy Fund
IRCO Oregon Food Bank

Kairos PDX OSU Extension Service

KOHI Radio Lan Su Chinese Garden

Latino Network Proud Ground

LatinoBuilt Salvation Army - Portland
LifeWorks Schools: Gresham, N Clackamas,
Livelihood NW PPS

SnowCap

Society of St Vincent de Paul
Tribal Housing

United Way of Columbia County
Verde

Vernonia's

Maybelle Clark

Meals on Wheels - Columbia Gorge
Meals on Wheels - PDX

Mercy Connections

Metropolitan Family Service

Meyer Memorial Trust _
Mid-Columbia EDC Voice

Miller Foundation Virginia Garcia Memorial Health

Center
My_ Fathers House Zarephath Kitchen and Pantry
Neighborhood House

The Next Door
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Thank
you!

Next NW Natural AMP
workshop — evaluation of

AMP when we near the 50%
spend mark — please stay
tuned.
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