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April 19,2021:
• 604,000 Total customers

• 535,968 residential customers

• Residential Customers Past 
Due:

• A total of 82,394 customers
• $35,726,548

• 44,742 past due greater than 
60 days

• $6,419,780
• 29,250 past due greater than 

90 days
• $18,394,893

Pacific Power Customers in Oregon
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• Two residential bill assistance programs are offered to provide immediate and extended 
assistance:

• The one-time instant grant is eligible for residential customers with a past due amount 
greater than 31 days and needs assistance to pay off an arrearage, reconnect service, or 
lower monthly installment amounts for long term payment plan.

• The extended payment match is eligible for customer with a past due greater than 31 
days and needs assistance to set up long term payment plans. A portion of the money 
can be used as a down payment, and the company will match monthly payment(s) of 50 
percent of arrears.

Residential Bill Assistance Programs
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One-Time Instant 
Grant

$500 toward arrears

Extended Payment 
Match

$1000 matching payment on arrears 



PROGRAM COMMUNICATION
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• Communicate in English and Spanish to reach priority 
customers first (high arears and low income) and 
communities greatly impacted by COVID-19.

• Use a variety of channels and touchpoints to reach 
customers so that each customer receives at least two 
communications.

• Help customers in times of hardship by communicating 
a variety of flexible payment arrangements and 
assistance programs to reduce customers’ arrears 
balances so they can avoid disconnection.

• Improve customer satisfaction by providing proactive 
support and assistance.

• Provide information to energy assistance agencies so 
they can better serve their clients.

Communications Objectives
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Ongoing Customer Outreach
March 2020 – Ongoing
Ongoing communication has 
focused on communicating flexible 
payment options and sharing 
resources to help customers pay 
bills.
Outreach has occurred using the 
following modes:
• Outbound calls
• Bill messages
• Weekly emails
• Website content
• Social media posts
• Customer newsletters

Targeted Customer Outreach
April 2021 – June 2021
Pacific Power is going further with 
additional outreach on our Assistance 
Plus options in English and Spanish.
Targeted outreach includes:
• Direct mail letters to customers in 

hard-hit communities
• Bill statement communications
• Emails to all customers who are past 

due – one time email and ongoing 
weekly emails

• Social media posts
• Handouts distributed through CBOs 

and Pacific Power Regional Business 
Managers

• Postcards

Residential Customer 
Communication and Outreach Plan
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Assistance Plus Announcement
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Online Enrollment Form launched 
March 31, 2021: 
www.pacificpower.net/assistanceplus

News release issued March 31, 2021:

http://www.pacificpower.net/assistanceplus


Media Coverage
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Targeted Communication
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Identifying At-Risk Customers
• Greater than 91 Days
• High Poverty Rates
• High Energy Burden
• High BIPOC Communities
• High COVID Count

Focused Outreach
At least 3 Touchpoints per Customer:
• Letters
• Emails
• Phone Calls
Regional Business Managers connecting 
with leaders of the communities.



Assistance Plus Call Scripts
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Automated outbound calls
targeting 32,270 customers in 
high-risk Zip Codes began April 2 
and were completed April 14.

• Outbound Automated Call 
success rate at 68% reaching 
customers in targeted high-
risk Zip Codes

Outbound Call Script (English & Spanish):
This is a courtesy call from Pacific Power. 
We want to let you know about our 
Assistance Plus Program currently 
available to Oregon customers. The 
program provides money to help 
customers with their past due balance, 
who have been impacted by COVID-19. 
You can apply on our website at 
pacificpower.net/assistanceplus. You can 
also call us at 1-888-221-7070 where our 
care center team will be happy to assist 
you. Thank you for being our customer.



Direct Mail Letters

11

A letter with English on one side and Spanish on the other was mailed to 
32,270 customers in high-risk zip codes in early April.



Assistance Plus Handouts
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English and Spanish handouts focused on Assistance Plus and flexible payment options 
were distributed through CBOs, Meals on Wheels, select school districts and by Pacific 
Power Regional Business Managers



• The May edition of Connect residential newsletter features 
Assistance Plus and billing assistance resources.

• Social media posts in English and Spanish will continue for 
several weeks.

• Facebook posts had an average organic engagement rate of 2.86%, 
which is higher than our benchmark of 2%. Twitter messages had an 
organic engagement rate of .96%, which is nearly twice our 
benchmark of .5%.

Newsletter & Social Media
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• Emails in English and Spanish went 
to approximately 24,500 customers 
from April 9-16.  

• Emails were well received with high 
engagement and click throughs: 

• Average open rate was 35%, which 
is higher than the industry 
benchmark of 22%.

• Average click-through rate of 25% is 
10 times higher than industry 
averages of 2.5%

Email Communications
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Website Traffic
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Pageviews Unique Pageviews Avg. Time on Page

15,293 10,603 1:47

Assistance and Assistance Plus pages, March 31 – April 19



General sentiment has been very positive and appreciative from customers 
for the assistance being offered.

Duressa: (instant grant):
• “I am not working cause of Covid and thank you so much for taking care of my 

entire balance please” (customer owed around $200 after deducting out energy 
assistance)

Thomas (instant grant):
• “Oh cool I did not realize there was something like that. We have to survive 

right now and this helps”

Charles: (payment match)
• “I have been unemployed for awhile and will be receiving social security next 

month but don’t have funds today.” “Thank you very much and I am so happy you have 
a program. Not having to pay for the past several months has allowed me to live on my 
limited funds. and I will do my part as well”

Voice of Customer
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Regional Business Managers
Provided flyers, posted to social media platforms, and included in community newsletters.

The following partners were able to disperse information to a variety of other organizations 
and/or large groups of customers:

• Oregon Energy Fund
• League of Utilities & Social Services Agencies (LUSSA)
• Achieve Coalition (Portland)
• Meals on Wheels
• Portland Public School District
• Talent Public School District
• Warm Spring Tribal Council
• City Councils
• County Governments
• Chambers of Commerce

Residential Customer 
Communication and Outreach
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Residential Customer 
Communication and Outreach
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Access Angels Anonymous
Bay Area Senior Center Bethlehem Inn
Big Brothers Big Sisters Boys and Girls Club
Clatsop County Food Bank Consumer Credit Counseling
Coos Health and Wellness - Meals on Wheels Council on Aging
Dallas Food Bank Dallas Public Library
Dawns House Economic Development in Central Oregon
Ella Curran Food Bank Environmental Center
Southern Oregon Family First Story
Illinois Valley Family Coalition Independence YMCA
Jackson County Emergency Managment Jericho Road and Habitat
Josephine County Food Bank Kids Center
Kids Unlimited Klamath Falls Downtown Association
Klamath Falls Mission Klamath Lake County Action Services
Klamath Lake County Food Bank La Clinica
Lincoln City Food Bank/Food Pantry Neighborhood Impact
North Bend Senior Center Northwest Seasonal Workers Assoc.
Oregon Coast Community Action Partners in Care
Prineville Ecomonic Development Pendleton First Assembly Church of God
Phoenix/Talent School District Polk County Fairgrounds
Polk County Warming Shelter Redmond Econmic Development
Rogue Action Center Rogue Retreat
Roseburg Senior Center St. Mary's Outreach
The Friendly Kitchen/Meals on Wheels Unete
United Community Action Network (UCAN) United Way Jackson County
United Way of Clatsop County Warm Springs Commodities
Warm Springs Presbyterian Church Winston Senior Center
YMCA

Groups received flyers or Social Media Posts:



Customer
Referrals:

Program Participation
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Program Customers Arrears Commitments
Extended 
Payment 
Grant

402 $890,110 $313,610

Instant 
Grant 2138 $1,452,734 $836,138

Totals 2540 $2,342,844 $1,149,748Payment Plans:
 Time Payment Plans: 379
 Equal Time Payments: 65
 Deferred Payment Plan: 64

Instant Grant Impact:
 Customers with $0 Past Due: 

647
 Customers with Less than 

$100: 174
Call Center Agent
Community Agency
Email
Letter or Post Card
Local food bank
Monthly Bill
News
Other
Outbound Calls
Searching Pacific 
Power
Social Media

Extended Payment Plan 
Impact:
 Average Down Payment: $300
 Down Payments Above $500: 

73



Thank you
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