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PGE - Program Overview

50/50 Match « Customers with a past due balance
Customer pays half the balance, |+ Ability to pay one time to get the account caught up
program covers the other half

3 Month Payment Match
Match customer payments for 3
months

Extended Payment Match
Customers are enrolled in a TPA,
up to 24-months, and the
program matches payments up
to 12 months

« Customers with balances between $100-$500
* For customers who may need a few months to get caught up

« Customers with larger balances over $500
* Need additional time to make payments and receive the match

Customer Assistance
» One-time assistance, up to $500, available to customers who cannot make any payments and don't qualify for energy
assistance or those customers who receive energy assistance and have a remaining balance

Reconnection Assistance - Launch date TBD
» Assistance to help match customer payments to reduce barriers for reconnection
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PGE Bill Assistance Enrollments

Customer Enrollments

2/24/21-3/8/21 3/9/21-3/12/21 Total Enrollments
50/50 Program 307 352 659
3-Month Payment Match 278 5,448 5,726
Extended Match Program 679 369 1,048

*Qutbound communications began 3/9/21
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Program-specific communications

(English and Spanish)

Direct mailers(2 total)

-month
ayment matc Pt e o

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

2-month TPA

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 $1,00

-
- [Postal sequence ID - Lire 1]
I Ie tII I Ie ; [Pestal barcade - Line 2]
Es import: [Customer name - Line 3]

Exteprogrer [Co-customer name - Line 4]

0/50 match mm EERTE

Account number: [Account number]
For service at: [Service address]

[DATE]

Solo toma unos min
tenemos otras opci
nosotros, de lunes @
ovisits portiandgs Hello,

Itz been 3 tough year, but you're not alone in dealing with your past-due bill. We have

nce available to help you get back on track. You're already qualified, 20 you don't
need to meet any income requirements.

Gracias

Equipo de Servicio
e 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

@ 1¥'z important that you call uz right away.

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

it takes only 3 few minutes to get set up. 1 this 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 or visit

We're here to help.

Thank you,

PGE Customer Service team

Emails (2total
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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 ayudarlo 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.
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Let’'s meet halfway
to pay your bill

Account number: %Sccb_acct_id%%
Service address: %%servics_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 it up 10 51,000,

It's important that you sign up right away.
This program is available for a shorttime. 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

Enrollment form
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Let's meet halfway with PGE bill assistance

SCCB_ACLIONS,
Servic Addruss by R

PGE wil masch the cfher hafin

PR i mach your ena s paymant

conct 3 pmmeet. e POE
The PGE paymeat

a5 0 sgga on your ccount
Pazze cal us 106 proeam Gous N werk e 1 5 30 DU N6 SthAT ATAGEENE

Ready to get your payments matched?




General communications (English and Spanish)

Digital ads

¢Se preocupa
por facturas Tenemos la

altGS.v posibilidad de
vencidas? igualar sus

PGE puede pagos.
ayudar.

Worried We may be
about alarge able to
past-due bill? match yo!

payments.
PGE can help.

Inférmese
cOmo
podemos
trabajar
juntos para
ayudarle.

we can
meet you
halfway.

Postcard

Estamos aqui para ayudar

Fue un afio dificil. Podemos ayudarlo a ponerse
al dia con su factura vencida. Usted ya califica;
no es necesario que cumpla con ningun requisito
deingresos.

o3 f== Trabajemos
('b Es importante que nq Juntos

llame de inmediato

Este m‘;w‘w iNo se pierda la dltima

un tiempo limitado. Trd . A
il oportunidad de recibir

e  pagos de igualacion!

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

unes aviernes, de7a.m.a7
portlandgeneral.com/igualem|
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We're here to help

1t's been a tough year. Let us help you get
caught up on your past-due bill. You're already
qualified, so you don’t need to meet any
income requirements

Let’s meet
e halfway

Don’t miss your last chance to
get your payments matched!

Monday through Frida
portlandgeneral.com/matchm

Door hanger

Trabajemos juntos

Fue un afio dificil. Si tiene una factura de
PGE vencida, es posible que podamos
gualar sus pagos para que ea nanns ol dis
Podemas ayudarlo a canc
ndependientemente de =

Iguslaremosloq
Redoblamos sus ¢
pagos de igualaci

que pague para p
necesario que pag
pendiente de su fi
solaver.

Esimportante qi

@ inmediato
Trabajemas junto
a ceroyevitarelr

deconccteslzer  LEL'S Meet halfway

Inscribase hoy mismo It's been a tough year_ If you have a past-

La asistencia esta dispon due PGE bill, we may be able to match the

tiempo limitado. Inscribir payments you make to catch up. We can help

algunos minutos. Camun  you get back on track, regardless of your

Servicio al Cliente de PGE income.

de7am.aTp. m., sl 507

800-542-8818. We’ll match what you can pay
Diouble your efforts with dollar-for-

portlandgenaral.com/i dollar matches on your catch-up

payments. And you don’t have to pay
your outstanding bill all at once.

- It's important that you call us
/ Let's work together ta bring your
PG balance down to zero before you're at
risk for disconnection.

Enroll today

Assistance is available for a limited time. It
only takes a few minutes to sign up. Please
call PGE Customer Service, Monday through
Friday, 7a.m. ta 7 p.m. at 503-228-632Z o
800-542-2818

po

Pagos de Igualacion de PGE

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

Lidmenos hoy y obtenga ayuda con su factura de energia

Fue u ficll para

Es importante que nos llame

s situaciin tenemos

PGE Payment Matching

Call today and get help paying your energy bill: 503-228-6322 or 800-542-
8818

En Espaiol

Call today and get help paying your energy bill

It's important that you call us

No matter your situation, we have resource




General communications (Additional Languages)

Web page Social MEdia F——
Campaign

Hebu tuzungumze! Washaurl wetu wa huduma kwa wate;a wanaweza kukusaicia kwa

PGE payment matching - Additional Languages ugha zaidi ya 200 tofautt Tupigie simu kwa 300-542-8818

i g slalas PGE . Facebook Results:

E5Lll 5 pli ais sl o omals gl Jostt

PGE {TErER{%

. Language # of customers
SHER, RiESiFEZiiERks

who saw content

PGE {J=REost .
SEISELERES, B idseR v Arabic 3,356

s PGE Traditional Chinese 332 Tunaielewa lugha yako

F S 2k 53R S iy g g 208 s 3l e

slecals

. O e ) Comment 2 Sharo 3 Lkos - 8 Commonts
" Vietnamese 9
PGESZAL ML EE . 2
STCESL (ETNEOLEEETEIAL L S @ Wik ed arkd
. oo . in ins
Slmpllfled Chinese 1,565 Sawa nitapige simu
PGE & OiH v
25 TISHMA oUE 25 DX Mo EE TS Eeq e o Lk €« Repy
Russian 3,027
PGE thiafidiya milanf . Q Charles Mk 24¢
Aijja k6l do ar enargi bill dite medét lo Swa h | | | 2 2 1 1 Sawa sawa watoaj wa huduma ya stima pge tunawapenda sana. Kuwa na
I siku jema
ConoctaBnenune nnatexein PGE
- . o) Lk € Repy O Uikers
MNozsoHuTe CErNSAHRA, ¥ Mbl NOMCXEM BAM ONN&TUTL BALW CYET 38 SNEKTPOSHEPIUID S pa n IS h 2 4, 742
‘a Grace Nduta
Iswaafajinta lacag bixinta ee PGE . Sawa sawa tutapiga

Maanta wac oo hel caawimaad lagaa siiyo bixinta gareshka korontada
o Uke € Reply 0 Like:

Ulinganishaji wa malipo ya PGE

Piga simu leo na upate usaidizi wa kulipa bili yake ya nishati Q Mbama Shabani
Asante tunawapenda ile muwewaminifu kwakaz yenu siku |

Thanh toan tucng xing cla PGE

Hay goi dién ngay hém nay va nhan trd gilp thanh todn héa don ndng lugng cla quy vi

i N N N g
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Outbound Calls

Finding Impacted Zip Codes

1. OHCS Energy Burden/Energy
Use Intensity GIS Tool

2. Ore\ﬂon Health Authority

D-19 Cases

3. PGE Arrears- Amount
Outstanding

4. PGE Arrears- # of customers

gthan

@ aons . M PP R . Primary Zip Codes (8)

44 e |dentified on all four lists
b cardes i « 97005, 97030, 97230,
.® i 97233, 97236, 97266,
o St 102 97301, 97305

i

@ Secondary Zip Codes(7)
e « Two or more, prioritized by
Race/Ethnicity and COVID-
- 19 cases
o « 97015,97032, 97071,
97123, 97216, 97303,
97317

*Remining calls will be prioritized
based on days past due

VAVAVAVAVAVAV



Call today and get help paying your energy bill AN /

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

C - t 0 t h accounts. Don't miss out on this limited opportunity to get help with your bill.
0 I I l I I I u n I y u re a C % Callus at 800-542-8818, Monday through Friday, 7 a.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:

« We've already partnered with the following g e At Scomasi
organizations to provide content that can esinont &0 pene

0 5 SRR AR TET T E
be added to their newsletters, social Engiish pyccn Tidng Vit

media, website, etc.

5 Coealliven fer Cammuiies of Calor Liamenos hoy y obtenga ayuda con su factura de energia

Sitiene un saldo vencido, nuestros nuevos programas de asistencia pueden ayudarlo a ponerse al dia,

° H H H independientemente de sus ingresos. Redoblaremos sus esfuerzos igualando cada ddlar en las cuentas
ASIan PaCIfIC Amerlcan Network Of Oregon (APANO) elegibles. Mo se pierda esta oportunidad limitada de obtener ayuda para pagar su factura.
~ .
Latino Network % Comuniguese con el Servicio al Cliente de PGE, de lunes a viernes,
e Meals on Wheels de8a.m.a5p.m., al 503-228-6322 0 al 800-542-8818.
*  Native American Youth and Family Center (NAYA) Mo3BOHUTE cerogHA, N Mbl MOMOXEM BamM ONNaTUTb Balu
*  Portland Public Schools CHET 3a SNEKTposHEprito )
Ecnm Bal NpOCpOUYAA OMNETY, HALWKW HOBLIE MPOTPaMMB NOILIEPHEN B OMNJIATE CUETOR NMOMOTYT BaM BHOBb BOWTK B KOMNEHK,
° Tri_M et HE33BWCMO OT Balwero foxoaa. Mel yIEOWM BaLLW YOWIWA, CONOCTABKME KawIRI [ONNap Ha COOTBETCTBYOWMK cieTax. He

MPOMYCTUTE 3TY BOIMOMHOCTD NOMYUMTE NOMOLLE C ONNETOR CUeTa, KOTOPaR AEHCTEYET OrPaHWYEHHDE KOMMUECTRD BPEMEHN.
o . :
U n Ite re g on MNozsoHuTe B Ciywby nognepesem knnertoe PGE. Ona poctynHa B BynHne gHW (C noHeensHUESE No
NATHWLY) € 8 yTpa 0o 5 seuspa no Homepy 503-228-6322 wiw 800-542-8818. Hawm cneumanicTa no
OBCTYXMBIHVID KIMEHTOR roBOPAT Ha Gonee uem 200 A3bIkax 1 BCEMAa pafsl BaM NOMOUYL

* Urban League

« Stakeholder Toolkit to be sent to more than gév goi dilén ngay hém nay va nhan trg gidp thanh toan héa
.. . on nang lugng cta quy vi
1 OO CBOS, pl US eleCted OﬁlClals, bUS| ness NEu quy vi cd m-fg-moar'dJlqué Wan,?ﬂJTth"I:‘ﬂ hé tro hda don mdi clia ching t6i b thé gidp quy vi khic phuc kho
. . khan nay, bat ké thu nhap cta quy vi. DS wai cic tai khodn hop 1€, ching toi sé thanh todn tuong xing véi s8 tién quy vi
a SSO Cl at' O n S, SC h O O | S thanh todn nham nhan dai nd Iyc cia quy vi. Biing ba 16 co hdi oo gidi han nay dé dugc hé trg cho cac hoa don cla quy vi.

— —  —  — —  — — — — — dén 5 gits chidu theo s& 503-228-6322 hodc 800-542-8818. £5i ngi dich vu khich hang ciia chiing

t6i co thé hé trg quy vi bang hon 200 ngén ngi khac nhau.

/\/\/\/\/\/\/\/\/\ % Hay goi dién cho PGE Customer Service (Dich Vu Khach Hang PGE), ti Thit Hai dén Thi Sau, 8 gits sang

\[[//



Community Outreach (social media samples)

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.

L) 1 J3A e 45kl e Cafed clile ghae Ailan (0P GE A4Syl Sl 8 $adia 5 5ild ady b @ alil Gl & ) by Ja
e By 250l J) gl gy Gl o Al o lae lia kil IMWPGE 48 5d ol Joatii 0l ¢opdlisall J3s) sportlandgeneral.com/matchmypayment.
adl

BIL—KRERIKSE ? PGE hiFsEBAMIBHNFECN - IBE R portlandgeneral.com/matchmypayment T #2#2{EAi%, EFER °
PGE £AZBEFA WO N AERHEKRER T KO -
B — KRERPARITHINRE ? PGE RIRERES BT RECES - 357550 portlandgeneral.com/matchmypayment, BRERIZ(EA %, B
#¥8R. PGE BAZREBBEASMAERERENTFIIR -
A s&&\d)ﬁzéﬂgﬁ&})cjlg)d&b%\gusd\ﬁ a3 Gulad 1) Lk slachala y ail ¢ Gl SasPGE fasiva u‘u\‘)gx_\‘*s A:\‘)\JGP)SJ.\GL;.\B@LLJ
Led ) 5 28 ai pilat L Ly Qi e sl sy )0 KO8PGE 288 () )l IS Gl s 1S 4xal sportlandgeneral.com/matchmypayment
A€ caaly g lie) IS L 1) Ciladd 43 58 4S 3l i
HRZBECLFEI-BEDEREOLDREEHY FLAN ?PGENZDOXILVEZNHETEIHZELAHY F9 ., AEDFHMIE
portlandgeneral.com/matchmypaymentZ C& < &L, FERICTEECE S, PGEABETREANERESRI=Y. TURS K
A—FTOXIBWZERD-YTEHZELEFRLTHY FEA,
N Olef=0| EOotM A EAILIR? PGEZL 85 HF S X[ |0l EE & ASLICE AMet SE=
portlandgeneral.com/matchmypaymentOi| A XS ELICH AF7[2 S8 ZA5HM 2. PGE= Zi =2 /2 HEE ¥FSHAL M=
7tEZ 2 & 27OHX| R LICt
Agor beci baki bil loi ferecan oiyo neki? PGE ofinor tifilya milai di faribo. Ece aro beci zano:
portlandgeneral.com/matchmypayment. Dukabaz dkkolottu huiciar takiyé. PGE hondtte kol diyére endhoilla hom comoir nutic
no dibo, zati maalumat fuiis no gdéribo yato pripeidh kddhot tifiya no saibo.
O6ecnokoeHbl 60MbLLION 3340MKeHHOCTbIO Mo cyeTy? PGE moxkeT norawwath 3a Bac 4acTb 3a[J0/IKEHHOCTM B COOTBETCTBUM C BaLLMMM
nnaTexkamu. Y3Haite nogpobHoctv Ha cTpaHuue portlandgeneral.com/matchmypayment. Octeperaiitecb MoLweHHUKOB. COTPYAHWKM
komnaHun PGE HuKoraa He 6yayT 3BOHWUTDL, BbICNpaLLMBan ANYHY0 MHGOoOpMaumio, 1 TpeboBaTb onaaTy NpeaoniadyeHHo KapTo.

Chinese (simplified)

Chinese (traditional)

Japanese

Rohingya




Customer Sentiments

* |just gotto use the 50/50 Payment Match. The customer was so appreciative he started
crying, now I'm crying. This is a huge relief after the tough outage calls.

| spoke with a customer that was so shocked at the Payment Match Program. She was in
tears. She is so thankful and cannot believe we have this program.

* |just did the 50/50 Match with a customer who just couldnt believe it. She's been
taking care of her 3 grandchildren because her daughter got COVID and hasn't been
doing well for the last 4 months, on top of she’s a waitress so she hasn't been working
either. She broke down and started crying on the phone saying it was a miracle.

* | called out to a customer to let her know we paid what was remaining after she got
energy assistance and her account was down to zero. She started crying and said |
didn't know what this meant to her, she's been struggling hard to get by, she just had a
baby and she didn't know how she was going to eat/pay other bills and take care of
the rest of her bill with us. She could barely speak from the happy tears and wanted to
thank us for what we are doing, it really made a difference and was incredibly helpful.




Let'’s
meet the
future
together.




