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PGE Bill Assistance Summary

Customer success as of 6/17/2021:

Unique # of Customers Enrolled 26,147

Customers caughtup 13,160

Early Completion 6,101

Sent over 80,000 direct customer communications advising of program
Completed over 5,800 outbound calls attempting to get customers set-up on the program

Through our outreach, we've been also been able to help clear the path for those who need energy
assistance and have provided ~3,000 direct energy assistance referrals

14% of these customers enrolled have a preferred language other than English identified on their
customer account. At the start of the program, of all eligible customers, there was only 8%

39% of these customers enrolled are in our top 15 identified zip codes compared to 32% being
eligible when the program started




Customer Enrollments
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—50/50 Match 3-Month Match ~ =Extended Match Instant Grant
February 2021 March 2021 April 2021 May 2021 *June 2021 Total
50/50 Program 79 2,530 2,643 1,576 971 7,799
3-Month Payment Match 54 7,356 1,656 1,665 314 11,045
Extended Match Program 189 2,537 2,465 1,351 761 7,303
Customer Assistance Instant Grant 3 586 515 500 255 1,859
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Bill Assistance Committed Spending
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Residential Active Arrears by Age Bucket
January 2020 - May 2021
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Let'’s
meet the
future
together.




Residential Customer Engagement

Past due residential customers

Ways we've been trying to reach customers to offer help: outbound phone calls, social media ads, sending
past due notices, Bill Assistance communications, energy assistance postcards, COVID-19 booklets for
CBO’s

Supporting customers who have been engaged

Customers enrolled in a Bill Assistance Program, seeking energy assistance, on a medical
certificate, made a payment, received energy assistance, accounts that don’'t meet identified past
due threshold

Additional steps for those who still have not
engaged

Outbound phone calls, field visits, flexible options arrangements
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Joint Utility Recommendation

Accounts that will be excluded from disconnection on a monthly basis through
December 2021:

- Actively enrolled in an AMP matching program and have made one or more payments since
enrollment;

* On a time-payment arrangement (TPA) or renegotiated TPA and making payments;

- Not on a TPA but have made a payment in the past month of at least 10% of the past due
balance;

- Have an appointment/seeking energy assistance;

= Will allow disconnection to be canceled for one month if customer has communicated,
they have an appointment or has been calling to receive an application with energy
assistance. If the customer needs additional time outside of the one month, the utility
will work with the customer on a case-by-case basis; and

- Have an active medical certificate.




Bill Assistance Program-specific
communications (English and Spanish)

3-month
payment matc

12-month TPA

One-time
50/50 match

[Postal sequence ID- Line 1]
[Postal barcode - Line 2

Direct mailers(2 total)

[DATE]

Numero de cuenta: [Account number]
Direccion de servicio: [Senice address]

Hola:

Ha sido un afto di

, pero no esté solo para encargarse de su factura vencida. Tenemos

asistencia dispenible para ayudarlo a penerse al dia. Usted ya califica; no es necesario
que cumpla con ningiin requisito de ingresos.

Esto es lo que tiene que hacer para sumarse a esta iniciativa.

Usted pag
Sipagalam

hasta $1,001

Es import:
Este prograr
trabajemos
que se le de

Solo toma unos min
tenemos otras opci
nosotros, de lunes ¢
ovisite portlandgs

Gracias

Equipo de Servicio

[DATE]
[Postal sequence D - Line 1]

[Posta barcode - Line 2]

(Customer name - Line 3]

[Co-customer name - Line 4]

[Addressine 1 - Line 5]

[Address ine 2 - Line 4]

[Cty, s1ato 3ip - Lina 7]

Account number: [Account number]

For service at: [Service address]

Hello,

It been a tough year, but you're not alone in dealing with your past-due bill. We have
nce svailable to help you get back on track. You're already qualified, 2o you don't
need to meet any income requirements.

Here's how it works:

You pay hal, we pay half.
Pay half of your account balance with a one-time payment, and PGE will match

up to $1,000

@ 1z important that you call uz right away.

Thiz program is short time. Let us kr ¥
to bring your balance dewn to zero before you're atrizk for disconnection.

It takes only a few minutes to get set up. Ifthis plan izn't right for you, we have other

options that may work better. Call uz Monday through Friday, 7 a.m. to 7 p.m., at
or o visit

We're here to help.

Thank you,

PGE Customer Service team

Emails (2total)

N\
/pcE
3 /

Trabajemos juntos

Account number: %S%cch_accl_id%S%
Service address: %%service_address%%

Ha sido un afio dificil, pero no estd solo para encargarse de su factura
vencida. Tenemos asistencia disponible para ayudario a panerse al dia
Usted ya califica; no es necesario que cumpia con ningn requisito de

ingresos.

Usted paga una mitad, nosotros, Ia ofra Si paga la mitad del saldo de su
cuenta, PGE lo igualara su pago, hasta $1,000.

Es importante que se inscriba inmediatamente Este programa esta
disponible durante un iempo fimitado. Informenos si desea que
trabajemos juntos para traer su sakdo a cero y, de esta forma, no correr
el iesgo de que se le desconecte el servicio. Haga clic en el enlace 2
continuacién para que igualemos sus pagos.

Ho@m

ra—

Enrollmentform
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Let's meet halfway with PGE bill assistance

Accosnt: S50
Servic Addrvss

Let’'s meet halfway
to pay your bill

PGE wil masch the osher hafin

PR i mach your eno s paymant
Tetal PGE contbunon el rct excsad $53
T program camst ezt n 3 credt an your -
1y cancet 8 payriee, s POE malchng oy
The PGE papmen can 1 up 1o s s

Plase cal s 1he progyam dses 1o werk wal o you 304 o4 nead othar ATrGEEIEnt.

Resey to get your payments matched?
Account number: %%ccb_acct_id%% A0 Py
Service address: %%%service_address%

Its been a tough year, but you're not alone in dealing vith
your past.due bil We have assistance available to help
¥ou get back on track. You'e already qualified, 50 you

‘don't need to meet any income requirements.

You pay half, we pay half.
Pay half of your account balance with a one-time.
payment, and PGE will match i, up 10 51,000,

It's important that you sign up right away.
This program is available for a short time. Let us know
that you want to work together to bring your balance
down to zero before you're at risk for disconnection. Click
the link below to get your payment matched

o




General communications (English and Spanish)

Digital ads Postcard Door hanger

(',SG preocupa Inférmese Estamos aqui para ayudar

53 Fue un afio dificil. Podemos ayudario a ponerse
por facturas Tenemos la como . | Pagos de Igualacién de PGE
altasy posibilidad de
vencidas? igualar sus

deingresos.

podemos
trabajar @ lokremoslouer
juntos para Trabajemos

ayudarle. fy B juntos 4 : i) Trabajemos juntos

Lidmenos hoy y obtenga ayuda con su factura de energia: 503-228-6322 0
800-542-8818 /

PGE puede pagos.
ayudar.

liame de inmediato

Exin o oo 4 iNo se pierda la dltima Fue un afio dificil. Si tiene una factura de

un uemp:; m:;‘x&oﬁ “v‘- oportunidad de recibir PGE vencida, es posible que podamos Lidmenos hoy y obtenga ayuda con su factura de energia

[t  pagos de igualacion! gualar sus pages para qua =2 nonns al dia
- Fodemos ayudarls a canc

ndependientemente de =

Iguslaremosloq « Establez
Redoblamos sus ¢ Podemos ¢
pagos de igualaci - oDt

que pague para p

Fue u ficll para

toma unos minutos para ins
21 503-228-6322 0 800-

unes aviernes, de7a.m.a7
portlandgeneral.com/igualem|

necesario que pag
pendiente de su fi
solaver.

7 N Esimportante qi
PGE) R ] @ inmediato

AN Trabajemas junto
a ceroyevitarelr

deconccteslzer  LEL'S Meet halfway

Es importante que nos llame

s situaciin tenemos

Worried We may be
about alarge able to

we can Inseribase hoy mismo It’s been a tough year. If you have a past-
o La asistencia esta dispon due PGE bill, we may be able to match the
past-due bill? match yol meet you tismpo imitado, Inscribir  payments you make to cath up. We can help
e algunos minutos. Camun  you get back on track, regardless of your
Servicio al Cliente de PGE income.
payments. halfway. . deTamaln meloor PGE Payment Matching
PGE can help We're here to help 800-542-8818. We'll match what you can pay
etnitatlododd peid {t's been a tough year. Let us help you get i Diouble your efforts with dollar-for- Call today and get help paying your energy bill: 503-228-6322 or 800-542-
caught up on your past-due bill. You're already portlandgenaral.com/i dollar matches on your catch-up 8818

payments. And you don’t have to pay

your outstanding bill all at ance.
- It's important that you call us
right away
.P Let's work together to bring your

G balance down to zero before you're at

qualified, so you don't need to meet any
income requirements.

Let’s meet
ol i, 4 \ rick for disconnection.
Its important that half a . Vi : \ - Enroll today
you call us right away w y i Z < Assistance is available for a limited time. 1t

P, - only takes a few minutes to sign up. Flease
Don't miss your last chance to call PGE Customer Service, Monday through
get your payments matched! Friday, 7 a.m. to 7 p.m. at 503-228-8322 or
B00-542-8818

Call today and get help paying your energy bill

po

day through Friday, 7 2 It's important that you call us

portlandgeneral.com/matchm No matter you tion, we h u




General communications (Additional Languages)

Web page Social Media iy o D
Campaign x | o
Hebu tuzungumze! Washaurl wetu wa huduma kwa wate;a wanaweza kukusaidia kwa

PGE payment matching - Additional Languages igha 2aidi ya 200 tofautl. Tupigie simu kwa 300-542-8318

e g slaliae PGE . Facebook Results:

A8l 5006 pis Ssaclise o omaly ppdl o

PGE {J5RERE . Language # of customers
SENE, RESRSIERke

who saw content

PGE {IZRECET
USSR, B

Sl ks PGE Traditional Chinese 332 Tunaielewa lugha yako

18 S a5 slagas el s s 2380 G Saul e

v Arabic 3,356

. O e ) Comment 2 Sharo 3 Lkos - 8 Comments
" Vietnamese 5,093
PGESZ$h LT EE v
S+ CEEL BRSO KBTS & L s 3 red Jarkd
. o e 5 Winf ins
L Simplified Chinese 1,565 ® Siia Maploe SH
PGE H% 0id v
o2& WSSt A OHX 23 XM B8 X|2g geMe o Lke & Repy
Russian 3,027
PGE thiafidiya milanf Q Charles Mk 24¢
Aijja k6l do ar enargi bill ditc modét lo o Sawa sawa watoa) wa huduma ya stima pge tunawapenda cana. Kuwa na
Swahili 2,211 oliijema
Conocraenenue nnatexeii PGE o X @ L € Repy U
MozsoHuTe CErogHs, ¥ Mbi NOMCXEM BEM ONNETUTb Ball CHET 38 SNEKTPOSHEPIrvio S p a n I S h 2 4' 7 4 2
‘a Grace Nduta
Iswaafajinta lacag bixinta ee PGE . Sawa sawa tutapiga
Maanta wac oo hel caawimaad lagaa siiyo bixinta qarashka korontada
© Uk € Reply 0 Likes
Ulinganishaji wa malipo ya PGE .
Piga simu leo na upate usaidizi wa kulipa bili yako ya nishati Q Mbama Shabdani
Asante tunawapenda ile muwewaminifu kwakaz yenu siku |
Thanh toan tuong xdng cla PGE .

Hay goi dién ngay hdm nay va nhén trg gidp thenh todn héa don nadng luong clia quy vi

/\/\/\/\/\/\/\/\/\/\/\/\/\/\/\/\
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Portland Chinese Times and Phuong Dong News Ads

Tk (P — A% 1ZRY PGE
BEIFIREERRTE -

Hay cung nhau dua héa don tién
dién PGE cua quy vi vé khéng.

RHIE T 3
i 1) PGE IE.25 ol Nam nay |a mét nam déy khé khan. B4 I ly do ching t6i da dua ra cac
AL J%ﬁ?d‘. 9] T*F: chuong trinh méi nham gitp quy vi thanh todn duoc cac héa don PGE
qua han clia quy vi.
Bk - B - , - ,
BF AT AR S — T — T R — Quy vi thanh todn mét niia. Chang t6i thanh toan mot nira.
%A R REAE S  RERE . s .

Hay thanh todn s8 du qua han clia quy vi, va ching t6i c6 thé thanh
toan tuong xing vdi s6 tién ma quy vi thanh toan, che dén mét han
mdc nhat dinh. Quy vi khéng can phai dap Ung bt clf yéu cdu nao vé
thu nhap va quy vi ¢ thé da dat di diéu kién réi.

,r.ikﬂrﬂ B (F—ENEELR)

HMINE PRI R A 200 ’HFF .f_n Ry iFﬂ/f\
Fms NEPEEED) - WP AR NP

Chiing t6i c6 néi ti€ng Viét.

Céc tu van vién dich vu khach hang clia chang t8i cd thé hd tro quy vi
bang hon 200 ngdn ngil khac nhau va giai thich cho quy vi tat c cac
tuy chon thanh toan héa don cla quy vi.

A-ERERBEREM -
UL BIERIER MR o BB A - LUER

BaRzan

Viéc quan trong quy vi can lam |2 goi cho chiing toi
Chuong trinh nay chi ap dung trong mét khoang théi gian ngdn. Hay
lign hé ching téi cang sém cang tét dé hudng loi tir co héi nay.
wE—2RAEFTHETF T V‘TI
503-228-6322 =\, 800-542-8818 £
HEELSHE E IR E

BAWRRM & Hay qoi dén va néi chuyén véi mét tu van vién, tif Tha Hai dén Tha Sau,
7 Qi@ sang dén 7 gi& t8i, theo s& 503-228-6322 hoac 800-542-8818, va
dé ching tdi hé tra Iap k& hoach thanh toan phi hop nhat véi quy vi.
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Community Outreach

We’ve already partnered with the following
organizations to provide content that can
be added to their newsletters, social
media, website, etc.

®* Coalition for Communities of Color

®* Asian Pacific American Network of Oregon (APANO)

®* Latino Network

®* Mealson Wheels

®* Native American Youth and Family Center (NAYA)

®* Portland PublicSchools

*  Tri-Met

® Unite Oregon

® Urban League

Stakeholder Toolkit to be sent to more than
100 CBOs, plus elected officials, business
associations, schools

/\/\/\/\/\/\/\/\/\
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Call today and get help paying your energy bill N

If you have a past-due balance, our new bill assistance programs can help you get back on track,
regardless of your income. We’ll double your efforts by matching you dollar for dollar on eligible
accounts. Don’t miss out on this limited opportunity to get help with your bill.

Call us at 800-542-8818, Monday through Friday, 7a.m. to 7 p.m.
Our Customer Service team can assist you in 200+ languages.

Visit portlandgeneral.com/matchymypayment for more information in these languages:

g sasd s Af Soomaali

BIEEREE Espaiiol
BB Ruainga
English pycckuin

Kiswabhili

Tiéng Viét

Liamenos hoy y obtenga ayuda con su factura de energia

Si tiene un saldo vencido, nuestros nuevos programas de asistencia pueden ayudarlo a ponerse al dia,
independientemente de sus ingresos. Redoblaremos sus esfuerzos igualando cada délar en las cuentas
elegibles. No se pierda esta oportunidad limitada de obtener ayuda para pagar su factura.

Comuniquese con el Servicio al Cliente de PGE, de lunes a viernes,
de8a.m.ab5p.m., al 503-228-6322 0 al 800-542-8818.

Mo3BoHuUTE cerogHAa, U Mbl NOMOXeM BaM OIJ1aTUTb Ball
CYHET 3a 3JIEKTPO3Hepruw

Ecnu B NPOCPOUMAM OTINaTY, H3LLW HOBLIE NPOrPaMME NOIEPXKKM B ONNaTe CYETOR NOMOTYT BaM BHOBb BOTU B KOMEID,
HE33aBUCMMO OT BaLLIeTo [0 . Mbl yABOWUM BalLK YCUIWA, CONOCTABMB KaXb J0NNap Ha COOTBETCTRYIOWMX cueTax. He
NPOMNYCTUTE 3Ty BOIMOXHOCTb MOMYUATb NOMOLLb C ONJISTOM CYeTa, KOTOPaA ABHCTRYET OfPAHMUEHHOE KONMUECTBO BPEMEHN

MozsonuTe B cnyx6y nopaepxxu knneHtos PGE. OHa goctynHa B SyaHme gHM (C NOHeAentHKKa rno
NATHKLLY) C 8 yTpa A0 5 8eyepa no Homepy 503-228-6322 vy 800-542-8818. Hawwum cneumanicTi no
O6CIYXUBIHNIO KIMEHTOR rOBOPAT Ha Gonee uem 200 A3blKax M BCerna pajibl Bam NOMoYb

Hay goi dién ngay hom nay va nhan trg giup thanh toan hoa
don nang lugng cua quy vi

Néu quy vi co mét khoan du noqua han, ¢
khan nay, bit ké thu nhap cla quy vi. Bx
thanh todn nham nhan déi nd luc cla quy v

wong trinh hd trg hda don mdi cta ching toi cé thé gidp quy vi khdc phuc kho
cac tai khoan hop 1€, chiing téi sé thanh toan tuong xung vai s6 tién quy vi
Piing b6 16 co hoi cd gidi han nay dé dugc hd trg cho cac hda don cua quy vi.

ién cho PGE Customer Service (Dich Vu Knhdch Hang PGE), tUThu Hai dén Thu Sau, 8 gid sdng

,{5\,.
% dén 5 gidg chiéu theo s6 503-228-6322 hodc 800-542-8818. Doi ngi dich vu khach hang cia ching
t6i c6 thé hé tro quy vi bdng hon 200 ngdn ngir khac nhau
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Community Outreach (social media samples)

Chinese (simplified)

Chinese (traditional)

Japanese

Worried about a large past-due bill? PGE may be able to match your payments. Learn how at
portlandgeneral.com/matchmypayment. Beware of scammers. PGE will never call and ask for personal information or demand
payments with prepaid cards.
o pabdla B i FY Jhali ol AEPGE K hla Y ‘f\u&“.—‘%ﬁg‘ﬂ a;“‘iﬁmdiiﬁ I 7Y JEPE Y T
L A and ol sl sPGE slad ) Sl dud S 5 Sportlandgeneral.com/matchmypayment.
Jx
EIL—RKRERIAMKE ? PGE HIFEEBATIBBNFECXS - I5E F portlandgeneral.com/matchmypayment T f#i2{E A%, EPFHTER °
PGE £AZKBHBIONABRHEKERIANT R -
b —KRERAKRTHINRE ? PGE RIRERESN A AV FRECES - 557550 portlandgeneral.com/matchmypayment, BEfRIE{EA %, 5
FFBR. PGE BASTHEMBEABEMNNERERENRA -
ChSulladleli o p ) ob ClIC A i, aaSG Wi Gl ATl Gid ) AwOPGE U ddling I Sa (R L ass
o K s upalladle Ui Giaalich gid cudas ofp 5 1) GWIPGE . o f& Sl ) J5 Chiip jlaxa Sportlandgeneral.com/matchmypayment
O s Sao jia el ) S ialy bl y o pdsicSy
HRZEECLE-EEDERZEOLEREIEIHY TEAN?PGELZDTINWEHMETEZRIEELAHY £9, AEDFEMIE
portlandgeneral.com/matchmypaymentZ CE&E L 2 & LY, FFRICTEEC S, PGEABETHEANEREFZSNRIY., TUXRSA K
A—RTOXIWEROHZYTEHILEFRLTHY FEA,
AA Ol'2=0| BotN HELAILLR? PGEZL 27 HFE XA
portlandgeneral.com/matchmypaymentOl| A K|S & LICt A7 | 2=
E2 AN E 275H| 5L
Agor beci baki bil loi ferecan oiyo neki? PGE ofinor tifiya milai di faribo. Ece aro beci zano:
portlandgeneral.com/matchmypayment. Dukabaz ékkolottu huficiar takiyd. PGE hondtte kol diyére endhoilla hom comoir nutic
no dibo, zati maalumat fufis no géribo yato pripeidh kddhot tifilya no saibo.
Ob6ecnokoeHbl 601bLIONM 3340/1KEHHOCTbIO MO cyeTy? PGE MoKeT noralwaTb 3@ Bac YacTb 3a40/IXKEHHOCTU B COOTBETCTBMM C BalLMMMU
nnaTexxamu. Y3HavTte nogpobHoCTM Ha cTpaHuue portlandgeneral.com/matchmypayment. OcTteperaitecb MoweHHMKOB. COTPYAHWUKM
KomnaHun PGE HuKorga He ByayT 38OHWUTb, BbICMPALLIMBAA INYHYIO MHPOPMaLMIo, U TpeboBaTb onaaTy Npeaonia4eHHOMN KapTon.

EE 5 AU AMet B2 =
= Zdlotd 2. pee= BN T2 71 SEE 2F05HALL M= 7t




