
Please see below for samples of NW Natural’s bill payment assistance information provided through 1) 
Advertising, 2) Customer Communications, 3) Public Service Announcements, 4) Social Media and 4) our 
NW Natural Website. 
 
 

1. Advertising 
 

 
 
 



NW Natural Social Media Updated Spanish Editorial Calendar (see samples below table) 
 

Date Description Boost Twitter & IG 

9/24/2020 En NW Natural Ofrecemos planes 
de pago flexibles: tenemos una 
variedad de planes de pago para 
ayudarlo a administrar un saldo 
adeudado. Si ya tiene un plan de 
pago, podemos revisar su cuenta 
para renegociar su plan existente 
o considerar una opción de plan 
diferente. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

Y En NW Natural ofrecemos una 
variedad de planes de pago para 
ayudarte a administrar un saldo 
adeudado. Si ya tienes un plan de 
pago, podemos revisar tu cuenta 
para renegociar tu plan existente 
o considerar una opción de plan 
diferente. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

9/29/2020 ¿Cómo puedo pagar mis facturas 
vencidas? ¿Qué pasa si ya me 
desconectaron el servicio por no 
haber pagado? 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

X ¿Cómo puedo pagar mis facturas 
vencidas? ¿Qué pasa si ya me 
desconectaron el servicio por no 
haber pagado? 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

10/02/2020 Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com 

X Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com  

10/07/2020 Como miembro de nuestra 
comunidad durante más de 160 
años, en NW Natural, estamos 
enfocados en contribuir a 
organizaciones comunitarias que 
apoyan a las personas 
necesitadas, incluyendo bancos 
de comida, albergues para 
personas sin hogar, comedores 
públicos, personal de 
emergencias y socios de acción 
comunitaria. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

Y En NW Natural, estamos 
enfocados en contribuir a 
organizaciones comunitarias que 
apoyan a las personas 
necesitadas, como bancos de 
comida, albergues, comedores 
públicos, personal de 
emergencias y socios de acción 
comunitaria. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

10/12/2020 Comunícate con nosotros hoy 
mismo para que conozcas 
nuestras opciones de asistencia 
financiera como: Planes de pago 
flexibles, Programas de asistencia 
de energía y extensión de su 
tiempo de pago. 

X Comunícate con nosotros hoy 
mismo para que conozcas 
nuestras opciones de asistencia 
financiera como: Planes de pago 
flexibles, Programas de asistencia 
de energía y extensión de su 
tiempo de pago. 
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https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

10/20/2020 Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com 

X Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com 

10/28/2020 En NW Natural ofrecemos planes 
de pago flexibles: tenemos una 
variedad de planes de pago para 
ayudarte a administrar un saldo 
adeudado. Si ya tienes un plan de 
pago, podemos revisar tu cuenta 
para renegociar tu plan existente 
o considerar una opción de plan 
diferente. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

Y En NW Natural ofrecemos una 
variedad de planes de pago para 
ayudarte a administrar un saldo 
adeudado. Si ya tienes un plan de 
pago, podemos revisar tu cuenta 
para renegociar tu plan existente 
o considerar una opción de plan 
diferente. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

11/02/2020 Se llega la hora de pagar tu 
recibo del gas nosotros te 
ayudamos a buscar formas para 
pagarlo. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

X Se llega la hora de pagar tu 
recibo del gas nosotros te 
ayudamos a buscar formas para 
pagarlo. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

11/11/2020 Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com 

X Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com  

11/16/2020 En NW Natural estamos 
comprometidos a responder 
todas tus preguntas y nos 
comprometemos a ayudarte a 
ajustar los saldos de cuentas 
vencidas. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

Y En NW Natural estamos 
comprometidos a responder 
todas tus preguntas y nos 
comprometemos a ayudarte a 
conciliar los saldos de cuentas 
vencidas. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

11/23/2020 Si necesita una manera simple y 
rápida de asegurarse de no 
perder un pago este mes, 
llámenos para revisar la fecha de 
vencimiento del pago. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

X Si necesita una manera simple y 
rápida de asegurarse de no 
perder un pago este mes, 
llámenos para revisar la fecha de 
vencimiento del pago. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 
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11/30/2020 Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com 

X Para más información acerca de 
cómo pagar tu cuenta visita 
www.nwnatural.com  

12/04/2020 Encuentra más información 
acerca de cómo puedes pagar tu 
recibo de gas. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

X Encuentra más información 
acerca de cómo puedes pagar tu 
recibo de gas. 
https://www.nwnatural.com/cus
tomerservice/coronavirus/Coron
avirusSPANISH 

 
 
Samples: 
September 24 – 1,205 impressions, 44 link clicks, click-through rate 3.65% 
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October 7: 2,107 impression, 143 link clicks, click-through rate 6.78% 

 
 
  



November 16: 801 impressions, 129 link clicks, click-through rate 16.10% 

 
 
 
  



NW NATURAL report - 2020 radio and Facebook campaign 

Area of coverage: Portland Metro 

 
Spanish Radio 

 
● Dates: Sept - Mid Nov (11 weeks) 

● 1- 30 sec spot/PSA produced by Lara Media, included talent and music from our library and pool 

of talent 

● News interview - Pre-recorded, live interview with Bustos Media 

● Total # spots 388 

 
Bustos Media 

 
6am - 7pm Sat - Sun All-day rotators 88 

6am - 7pm Mon - Fri All-day rotators 276 

6am - 7pm Mon- Thur All-day rotators 24 

  TOTAL 388 

 
Social Media Lara Media 

 
Included: 

Facebook posts 

● Sept - Mid Nov 

● 4 boosted posts + 4 regular posts + 3 posts directing people to website, Total = 11 posts 

● Produced posts made of graphics and copy (no videos) 

● Posting strategy, including editorial calendar 

● Boosted posts will appear as dark ads. Regular posts can be posted on Lara Media’s business page of 

delivered to NW Natural to be posted on their page 
 
  



2. Customer Communications 
April 2020 

 



May 2020 

 
 
 
 



June 2020 

 



 
May 2020 Comfort Zone 

CZMAY2020 

FINAL.pdf
 

 
September 2020 Comfort Zone 

CZSEPT2020.pdf

 
 

3. Public Service Announcements: 
 
:30 second radio (English & Spanish) 

These are difficult times. At Northwest Natural, we’re committed to providing helpful answers to any 
billing questions our customers may have. 
Please contact us today if you need payment assistance or to make payment arrangements. We may be 
able to offer: 

Flexible payment plans 

More time 

Or information about Energy assistance programs that are available for those on a limited or fixed 
income. 

Call us at 800-422-4012 or visit n-w-natural dot com. 

We’re here to help. 

:15 second radio (English & Spanish) 

For information about payment plans from Northwest Natural  
Call us at 800-422-4012 or visit n-w-natural dot com. 

We may be able to offer: 
Flexible payment plans or more time 

We’re here to help. 

Brought to you by Northwest Natural 

:10 second bumper (English & Spanish) 

For information about payment plans from Northwest Natural  



Call us at 800-422-4012 or visit n-w-natural dot com. 

We’re here to help. 

:05 second station ID (English & Spanish) 

Brought to you by Northwest Natural 

Visit n-w-natural dot com. For information about payment plans. 

 

NW NATURAL_11 

SEC STATION ID_SPANISH.mp4
 

NWNPAY0501  NW 

Natural Payment Assistance_05.mp4
 

 

4. Social Media 
 
For earned social media posts, we did 3-4 posts per month since last May, or 30-40 posts, regarding bill 
payment assistance.  
 
FACEBOOK 

 
 
TWITTER 

 
 
  



5. NW Natural website 
 

 
 



 





Comfort Zone
natural gas safety and consumer information • may 2020 • nwnatural.com


For more information and the latest updates about our services 
to customers, employee best practices and community 
assistance, visit nwnatural.com. 


Learn more stay-safe-at-home 
tips at nwnatural.com/
Residential/Safety.


As we continue to  
respond to the impacts  
of COVID-19, NW Natural  
is keeping customers  
at the forefront.


NW Natural’s service is part of  
the region’s critical infrastructure. 
More than 2.5 million people 
depend on us to heat their homes, 
cook their meals and keep their 
business running. 


That’s why we’re continuing all  
of the work necessary to provide 
safe and reliable service, such as 
responding to customer issues  
or emergencies and performing 
maintenance on our system, while 
following the CDC and OSHA 
guidance for health and safety.


We’re also working with policy-
makers, community partners and 
others, advocating for additional 
energy assistance and other 
support to help our customers.


With more people at home—from cooking 
in the kitchen to digging in the yard—NW 
Natural reminds you of these important 
natural gas safety tips:


Call 811 before you dig 
Whether you’re planning to 
landscape, install a fence or 


excavate for a garden, call 811 at least  
two business days before digging to have 
underground utility lines located. It’s free 
and it’s the law. According to the Oregon 
Utility Notification Center, locate crews will 
follow COVID-19 health safety precautions. 


In the kitchen 
When cooking at home, remember 


kitchen safety tips: keep a fire extinguisher 
nearby; keep combustibles like paper 
towels, clothing and electrical cords away 
from range burners; keep burners and 
range top clean; and shut off burners  
when not in use. 


Grilling outdoors   
Always stay by the grill when 
cooking outdoors. Place the  


grill at least 10 feet away from objects, 
including the house and shrubs or bushes. 
Check the connection between the propane 
tank or natural gas line to ensure it’s working 
properly. And never bring a grill inside your 
home or garage—it could be a fire or 
carbon monoxide-poisoning hazard.


Our Response to Coronavirus (COVID-19)  
A commitment to the health and safety of our community


Partner in Safety: Staying 
home and safe with NW Natural   


During this challenging time, 
we are here to help with  
options that can help you 
manage bills and lower 
monthly payments. Please 
call us at 800-422-4012.


• 	Flexible payment plans 
Reconcile a past-due  
account with a temporary 
payment arrangement.


• Extend payment due date 
Extend the date of your 
current payment.


• Low-income assistance 
Learn if you qualify for 
energy-assistance funding 
and view a list of local 
agencies.


HELPING 
our customers







follow us:


Here’s what’s coming soon  
to a screen near you:


•	A responsive design for the  
best NW Natural experience on 
every device 


•	Improved login and password 
protection


•	Options to receive text notifications, 
new convenient ways to pay,  
and more


Immediate access to your account, 
no new information required


All your account and profile settings 
will migrate to the new site. Here’s 
what that means: 


•	Your account information—including 
login and password—will stay  
the same 


•	Your program enrollments—like Auto 


Pay, paperless billing, Smart Energy, 
Equal Pay—will stay the same, too


And if you prefer paying your bill over 
the phone, we’re improving our system 
so you’ll get what you need, quicker.


•	More intuitive, easy navigation  


•	Optimized bilingual translations 
(English and Spanish)


Customer Service:


Warmer days—and a new website—
are right around the corner


This summer, you can look forward to a new, improved 
NW Natural website that will make managing your 
natural gas service easier, faster and more secure.


Set up an online profile at nwnatural.com, so you’ll have everything you need to stay up to date on your account and 
NW Natural news. Stay tuned for more information about new features.


Become a paperless-billing customer, while supporting CASA, 
at nwnatural.com/Paperless. 


In the Community: Through July 1, every paperless billing customer will help ensure each child 
in foster care gets a dedicated court advocate


To thank our many customers who 
receive paperless bills, NW Natural 
shareholders will donate $5,000 to 
CASA (Court Appointed Special 
Advocates), serving local children  
in the foster care system. And for  
every new paperless billing customer 
enrolled between March 1-July 1,  
we’ll donate an additional $5 to CASA. 
Here’s why:


•	Oregon mandates that every child 
in foster care—about 11,500 in 
2018—has a CASA. Yet there is  
no mandated funding source. 


•	CASA, a nonprofit, trains volunteers 
to represent children in court. The 
goal: Every foster child finds a stable, 
permanent home. Even before 


COVID-19, CASA was only able  
to serve a third of these children.


•	Now, CASA is preparing for a surge 
in children entering foster care as 
a result of unprecedented emotional, 
financial and health stressors facing 
many families at home. CASA 
anticipates an increase in the 
number of abuse or neglect reports 
when children return to school and 
interact with their teachers again.


Would you like to help? Enroll in 
paperless billing before July 1, 2020.  
NW Natural shareholders will donate 
$5 to CASA on your behalf. You will 
begin receiving a helpful email every 
month, letting you know when your 
paperless bill is ready.


CASA made sure Daniel didn’t stay in foster care 
any longer than necessary when his adoption 
process stalled. Here he is with adoptive parents 
Gino and Paula.








We continuously work to serve you better, and 
are excited to bring you the new and improved 
nwnatural.com.


Comfort Zone
oregon natural gas safety and consumer information • september 2020 • nwnatural.com


Ways to Save: Making warmer memories, 
and a warmer home, for fall


The new NW Natural website  
arrives in October!


In October, we’re launching a new and improved nwnatural.com 
to make managing your natural gas service easier, mobile and 
more secure.  


•	If you have your bill paid automatically through  
Auto Pay, your payment will be processed on the 
scheduled due date, without interruption.


•	Program enrollments such as Paperless Billing and  
Smart Energy will stay the same.


•	Please note, logins to the website will be temporarily 
disabled while data transfers to the new website.  
You will be able to login to your online account  
when the new site is live.


If you have questions about transitioning to our new website, please contact NW Natural Customer Service at 
customeraccounts@nwnatural.com or 800-422-4012. 


Your account number and login will stay the same


Natural gas already offers reliable  
heat and lower energy bills with 
high-efficiency appliances. But we strive 
to help you save more by partnering 
with Energy Trust of Oregon and  
NW Natural Preferred Contractors. 
Together, we offer seasonal cash 
incentives and rebates that make home 
energy upgrades more affordable.


This fall, up to $1,200 cash back is 
available for installing a high-efficiency 
natural gas furnace, and up to $400 
for a high-efficiency natural gas 
fireplace. 


Plus, a limited-time $250 bonus is 
available from Energy Trust when you 
install a new air conditioner.


DID YOU KNOW energy-efficiency 
improvements benefit your energy 
bills, while also impacting our region’s 
carbon emissions? In fact, NW Natural 
and Energy Trust helped our customers 
save nearly 5.4 million therms in 
2019. That’s equivalent to removing 
greenhouse gas emissions from over 
6,000 passenger vehicles for one year 
(source: EPA).


Visit nwnatural.com/Offers 
to see all our special offers, 


with full details and requirements.


Our hearts  
are with our 


customers and 
communities 


impacted by the 
historic wildfires 


this past month. We 
remain grateful to 


all of the emergency 
responders for their 
tireless and heroic 


efforts.


David H. Anderson,  
President & CEO, NW Natural 


“


”







OUR SYSTEM NOT ONLY MEETS STATE AND FEDERAL 
PIPELINE SAFETY REGULATIONS, IT EXCEEDS THEM. 


follow us:


We’re here to help with your gas bill


FLEXIBLE  
PAYMENT  
PLANS
We have a variety 
of payment 
plans to help you 
manage a past 
due balance.


MORE TIME
If you need a 
simple, quick way 
to ensure you don’t 
miss a payment 
this month, we can 
often extend the 
payment due date.


LOW-INCOME 
ASSISTANCE
If you’re on a limited 
or fixed income, 
and need continued 
assistance paying 
energy bills, we can go 
over available energy 
assistance programs.


During this challenging time, we continue to provide options that can 
help you manage bills and lower monthly payments. Our assistance 
options include:


Please contact us today at 800-422-4012 for help with 
your bill, in Spanish and additional languages. Or, visit 
nwnatural.com for more information. 


The Safety of Our Delivery System:  
At NW Natural, when it comes to your safety, it’s all in a day’s work


With support from regulators and advocates, 
we were one of the first gas utilities in the 
U.S. to replace all cast iron and bare steel 
pipes with newer modern materials. These 
new pipes have the following benefits: 


•	Highly resistant to corrosion 


•	Keep gas in the pipes, making our system 
tight and better for the environment


•	Have thousands of shut-off valves to 
control our system in the event of any 
emergency


•	Perform better in landslides or seismic 
events


•	Have a lifespan of up to 100 years 


Our system not only meets state and federal 
pipeline safety regulations, it exceeds them. 
Our gas control room is staffed 24 hours a 
day and monitors the company’s pipeline 
system. We inspect it in person throughout 
the year. 


We have customer field technicians ready to 
respond to our customers, around the clock. 
We’re always thinking about the safety of our 
system so you don’t have to.


Visit the Safety section of nwnatural.com to learn more.







