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PGE Bill Assistance Summary

• Customer success as of 6/17/2021:

• 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

Unique # of Customers Enrolled                                       26,147

Customers caught up 13,160

Early Completion 6,101



Customer Enrollments

Customer Enrollments *as of 6/17/2021

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 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 match

12-monthTPA

One-time 
50/50 match

Direct mailers(2 total) Enrollment formEmails (2total)



General communications (English and Spanish)

Digital ads Postcard Door hanger Web page



General communications (Additional Languages)
Web page

Language # of customers 
who saw content

Arabic 3,356

Traditional Chinese 332

Vietnamese 5,093

Simplified Chinese 1,565

Russian 3,027

Swahili 2,211

Spanish 24,742

Social Media
Campaign

Facebook Results:



Portland Chinese Times and Phuong Dong News Ads



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

• Meals on Wheels

• Native American Youth and Family Center (NAYA)

• Portland Public Schools

• Tri-Met

• Unite Oregon

• Urban League

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



Community Outreach (social media samples)
English 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.

Arabic ّ  فرىلعةقيرطلانمللاخطبارلا عتّ  . نمةلداعمكتاعوفدم PGE هكرواسيقلقلاكرخأتليفعفدةروتاف؟ةمخضدقنكمتتةكرش كبلاطتعفدبلاومأمادختسابتاقاطبةقبسمل
بأاد  بلطتلكنمتامولعمةيصخشوأ PGE رذحاو؛نيلاتحملانلفلصتتكبةكرش portlandgeneral.com/matchmypayment.

عفدلا.
Chinese (simplified) 担心一大笔逾期账单？PGE 也许能够为您提供付款配对。请登录 portlandgeneral.com/matchmypayment 了解操作方法。谨防诈骗。

PGE 绝不会致电并询问个人信息或要求使用预付卡付款。
Chinese (traditional) 擔心一大筆逾期未付的帳單？PGE 可能能夠為您的付款配對。請造訪 portlandgeneral.com/matchmypayment，瞭解操作方法。謹防

詐騙。PGE 絕不會致電詢問個人資訊或要求使用預付卡付款。
Farsi يارببسکتاعلاطاهرابردشورقيبطتاهتخادرپ،هب . نکممتسادناوتبياهتخادرپامشارقيبطتدهد PGE ايآيهدبيلبقيهجوتلباقديرادهکنارگننآ؟ديتسه

زگرهياربنديسرپتاعلاطاناتيصخشابامشسامتدريگيمنوزاامش PGE . بقارمنارادربهلاکديشاب . هعجارمدينک portlandgeneral.com/matchmypayment
. دهاوخيمنهکهنيزهتامدخارابياهتراکيرابتعاتخادرپدينک

Japanese 期限を過ぎてしまった高額の請求書の心配はありませんか？PGEがその支払いを拠出できる場合があります。方法の詳細は
portlandgeneral.com/matchmypaymentをご覧ください。詐欺にご注意ください。PGEが電話で個人情報を尋ねたり、プリペイド

カードでの支払いを求めたりすることは決してありません。
Korean 연체미납금이많아서걱정되시나요? PGE가요금납부를지원해드릴수있습니다.자세한정보는

portlandgeneral.com/matchmypayment에서제공됩니다. 사기꾼들을조심하세요. PGE는절대전화로개인정보를요청하거나선불 카
드로결제를요구하지않습니다.

Rohingya Agor  beci baki bil loi ferecan oiyo neki? PGE oñnor tiñya milai di faribo. Eçe aro beci zano: 
portlandgeneral.com/matchmypayment. Dukabaz ókkolottu huñcíar takiyó. PGE honótte kol diyóre endhoilla hom comoír nutic 
no díbo, zati maalumat fuñs no góribo yáto pripeidh kádhot tiñya no saibo.

Russian Обеспокоены большой задолженностью по счету? PGE может погашать за вас часть задолженности в соответствии с вашими
платежами. Узнайте подробности на странице portlandgeneral.com/matchmypayment. Остерегайтесь мошенников. Сотрудники 
компании PGE никогда не будут звонить, выспрашивая личную информацию, и требовать оплату предоплаченной картой.


