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Residential Arrears
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Number of Residential Customers in Arrears and Total Past Due

30 Day+ 60 Days + 90 Days + # of Customers

From March to April 2021:
# of customers in arrears = -13%
Total Arrears = -17%

As of April 30th 2019 2020 2021

Avg. Balances $183 $217 $414

90+ Arrears $1,059,542 $2,187,970 $8,219,997

# of Payment Arrangements Established 7,429 2,649 2,326
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Energy Assistance Options Available in 2021
LIRAP Traditional

- Heat Grant: Zero to 150% FPL
- Senior/Disabled Grant or Rate Discount: 151 to 200% FPL
- Emergency Grant: energy emergency or hardship

New LIRAP in 2021
- Arrearage Management Program (AMP): 51 to 200% FPL
- Percent of Income Payment Plan (PIPP) with Past Due Payoff (PDP): Zero to 50% FPL* 

COVID-19 Response (temporary)
- LIRAP COVID-19 Hardship: expressed hardship 
- COVID-19 Debt Relief Program: Zero to 200% FPL

*Percent of Income Payment Plan with PDP begins October 1st
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Customer Outreach and Communications
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Communications Timeline
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Compassion in Action: Outreach Campaign

• Specialized Call Center Representatives
• Proactive call-outs, emails sent 

concurrently, in-person visits if unable to 
otherwise connect

• Goal is to reach customers who are 90+ 
days past due
– Completed May 6th; 60+ day past due 

contacts beginning mid-May
• Objectives:

– Discuss payment arrangement options
– Offer bill assistance information 
– Update account information
– Provide additional resources

6,903 calls made
1,454 customers spoken with 
3,700 voicemails left
322 unable to reach
898 referred for EA
92 already have EA scheduled
162 declined EA
76 made payment arrangements
69 made payments
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Print Advertising

Placement (3x)
• 27 Publications
• 760,050 Impressions

Spanish Ads
• Sun Tribune
• Columbia Basin Herald
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Social Media Ads (Facebook) and Digital Display Advertising

April 8th-20th: Additional reach approx. 12,000

Schedule: 
• 12 Weeks
• 2.25M 

impressions

Targeting: 
• Demographic
• Geographic
• Behavioral
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Website 
myavista.com/assistance

 Page dedicated to 
assistance programs 
and ease in locating 
local community action 
agency.

 Customers can set up 
payment arrangement 
online

 Additional assistance 
programs featured

 Visits to the assistance 
page increased 316% 
with advertising 
(4/1/2021-5/6/2021)
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Emails Automatic Grant Recipients
April 9th: 3,761 emails sent

Forgiveness Grant Recipients
Sent weekly: 201 as of May 7, 2021
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Connections Newsletter Community Partner 
Brochure & Referrals
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Flyers and Door Hangers
  April May Total 
Field Activities Completed 74 25 99 
Door Hangers Left 44 20 64 
Referred to customer service/EA 28 5 33 
Unable to leave door hanger 2     --   2 
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Debt Relief Program Experience to Date

Automatic 
Grants

Forgiveness 
Grants

Total

Timeframe April 1st April 1st – May 
7th

April 1st –
May 7th

Number of Grants 4,872 243 5,115
Average Grant Amount $592 $1,069 $615
Total $2,884,773 $259,866 $3,144,639
% of Fund Spent 44% 4% 48%
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Debt Relief Program – Grant Total by County

Average Max Grants % of total
All Counties (Spokane Excluded) $606.83 $2,500.00 1,158 22%

Spokane $617.12 $2,500.00 3,957 78%
Grand Total $614.79 $2,500.00 5115 100%
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$237,135.75 $213,750.33 
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All Counties (Spokane Excluded)

Recipient Count Total Grant Amount

Debt Relief Program – Non-Spokane County Breakdown

Average Max Grants % of 
total

Stevens $738.74 $2,500.00 321 8%
Asotin $643.83 $2,500.00 332 7%

Whitman $552.10 $2,500.00 234 4%
Adams $421.01 $2,500.00 181 2%
Lincoln $573.36 $2,500.00 41 1%
Ferry $491.12 $2,500.00 46 1%

Klickitat $114.33 $114.33 1 0%
Skamania $109.74 $142.45 2 0%
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Summary of Residential Customers Assistance

• Enhanced communications and outreach

• Extended payment arrangements (up to 18 months)

• Temporary COVID-19 Debt Relief (1% of revenues – potential for 
Commission to increase)

• Energy Assistance (Includes PIPP and AMP)

• No deposits or reconnection fees until January 31st

• Prior Obligation (customers can reestablish service following disconnection 
without any payment towards arrears)

• Disconnection is a last resort that benefits no one; however, we know 
customers take action when disconnection is a possibility
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