i\

y

~IvISTA

Avista Outreach Update

Ana Matthews, Consumer Affairs Program Manager



Heightening Awareness: Marketing
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Permitanos ayudarle

con su factura de

El Poder de la Compasion

La pandemia ha puesto una gran carga
economica para muchas personas. A Avista
esto le preocupa y esta haciendo algo al
respecto: proporciona subsidios de alivio de
deuda a causa del COVID-19 para ayudar a los
clientes residenciales que estan atrasados en
sus facturas de electricidad

Si tiene un saldo vencido, podria ser elegible para recibir
fondos para pagar parte o 1a totalidad de lo que debe.
Las subvenciones estan disponibles hasta el 30 de
septiembre de 2022 o hasta que se agoten los fondos,
o que ocurra prmero. Ast que, por favor, llimencs hoy
mismo al (800) 227-9187.

Otras maneras en que podemos ayudar

€n reconodimiento de la incertidumbre que ha creado la
pandemia, queremos asegurarie que también hay ayuda
disponible para sus facturas actuales y futuras. Permitanos
ayudarle con

Acuerdos de pago

Se pueden hacer acuerdos de pago

acortoy largo plazo segan cada Caso,

Facturacion a Niveles Confortables

Dividimos sus costos de electricidad anual

en 12 pagos mensuales iguales y predecibles

Fecha de vencimiento preferente

Alnea la fecha de vencimiento de su factura con su da
de paga para ayudar a su presupuesto durante el mes.

electricidad vencida. ®

Si necesita ayuda adicional para
pagar su factura, péngase en
contacto con su agencia local
de accién comunitaria para ver
sl puede optar a NUestros otros
programas de ayuda.

Para encontrar la agencia
més cercana a usted,

visite nuestro sitio web
myavista.com/assistance

o llimenos al (800) 227-9187.

Avista Utilities i
Steele @ - April 8 at 324 PM -

The pandemic has been financially hard on many. Avista cares and is doing something about it -
by providing COVID-19 debt relief grants to help residential customers who are behind on their
energy bills.

If you have a past-due balance, you may qualify to receive funds to pay for some or all of what
you owe.

The grants are available through September 30, 2022 or until funding runs out - whichever occurs
first. So, please call us today.

(800) 227-9187

myavista.com/assistar

Let us help
with your
past-due bill.

The Power of Compassion

Looking for energy bill assistance?
We have options.

Avista partners with cor

BILLING OPTIONS PAYI OPTIONS

Comfort Level Billing smox < Payment Arrangements an be mac

Auto Pay sutomaticaly withdraws y
Preferred Due Date Ao  che

FINANCIAL HELP

Encrgy Assistance Grants, such a5 ?

Targeted emails

Print & Digital
advertisements

Social Media

Outreach
Campaign

Promotional campaigns throughout service area, scaled
based on agency need




onsistency in Messaging: Connections
ewsletter

Monthly insert with

bill assistance
Do you need help paying your bill? artiCIe

We have options.

We understand that there may be nstances when customers find thermselves facing
financial difficulties, Avista partners with community agences 1o provicle financial
assstance, plus we offer other services to help you manage and pay your bill such
as Bl Assistance Grants, Comfort Level Biling, Preferred Due Date, and Payment
Arrangements

We're here 1o help, Please call us at (B00) 227-9187 10 discuss your options with a
Customer Service Representative or veit myavista com/assstance for more informaton

Comfort Level Billing

There’s a lot to be said about knowing
the exact amount you will be billed each
month. Customers who have chosen to be
on comfort level bdling know exactly how that
feels and it’s free, quick and easy to sign up

Comfort level billing can smooth out seasonal
highs and lows by dwiding your bill into

12 equal payments. To qualify, your account
must be in good standing with at least

12 months of usage history. Sign up on
myavista.com/CLB or call (B00) 227-9187 1o
speak with a customer service representative
who would be happy to help over the phone




Providing Resources: Outreach
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TODAY!
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= Energy Savings Kits
o Meals on Wheels
o Local food banks
o Mailed to:
= Energy assistance recipients with past due balance;
= Energy Assistance Days participants (virtual and previous years)
o On Demand kits by Business Reply Card to those with past due balances
— Options for Energy Saving Guide and Kids Energy Activity Booklet

= Virtual Energy Assistance Day |
o OIC of Washington




Expanding Access:
Community Partner Network

= Community-based
organizations
Avista Debt Relief

= Trusted source to the Assistance
populations they serve Behind On

L. Electricity/Gas
= Traditionally do not offer
energy bill assistance

" Community Action Agencies 1l g e
coordinate and manage e
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C P N Gid Latinos en Spokane! i \
. Group post by Jennyfer Mesa - 19h - & 'ﬁ ICES

Actualmente hay 28,000 clientes de Avista que

SNAP & AVISTA
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H I estdn atrasados en sus cuentas de luz/energia y | CH’JRCH.US
. Ap p roved a S pa rt Of AVI Sta S corren riesgo de quedar desconectados si el ,‘"‘;.“2‘
. gobernador de WA no extiende la moratoria. Si
C OVI D - 19 D e bt R e | I ef- usted esta atrasado en su cuenta de luz Avista

] pueden aplicar para asistencia de Avista con Latinos
En Spokane en la oficina en 1502 N. Monroe Ave. O

requeStEd permanent llamando a 509-568-9359.
continuation as part of
LIRAP (approved 7/29)
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Improving Connection: Referral Process

Motivation
» Recognizing that customers facing hardship are in distress, how can we connect to
help and minimize steps needed to get assistance

Collaboration

= Each Agency is different in how they receive referrals and/or call transfers
—Phones lines are either staffed or voicemail
—Some have preference for online appointment scheduling or application

Process
= Daily referral reports of customers who were transferred to the agency on the
previous day.

April 2020 through June 2021

Number of customers referred 3,567
Number receiving grants after referral 1,729
Total grant amount $1.56M

AivisTa




Connecting to Benefit: Automatic Grants

Let us help you :
with your past- due-*‘
energy bill.

The Power of Compassion

Dear Customer,

We understand many of our customers continue to experience financial
difficulties due to the COVID-19 pandemic.

To help, we have applied a COVID-19 Debt Relief Program
credit to your account.

Your account received this unique one-time only grant based on your past
qualification for bill assistance. The purpose of this award was to alleviate past
due balances during these challenging times. We sincerely hope this is a help
to you.

In addition to this grant award, Avista partners with local community action
agencies to help customers with bill assistance. We know times are tough and
want to ensure you are aware that help is available for your current and future
bills.

To get information about your local agency, please call us or visit our website
at www.myavista.conmv/assistance.

Avista also offers short-term and long-term payment arrangements. Customer
Service Representatives are available to assist you Monday through Friday
7:00 a.m. to 7:00 p.m. and Saturday 9:00 a.m. to 5:00 p.m. at (800) 227-9187.
Sincerely,

Avista Customer Service

= 7,787 grants totaling $4.83M

= Notice of award with
Information about local
community action agencies
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Avista Staying Connected

Jenny Compton, Credit & Collections Manager



Staying Connected: UTC Investigation

All notices delivered prompts
list to UTC; account status

moves to a holding pattern
pending UTC investigation

-
: 30 Day Past Due . . :
MB.Illl d Bill Due Notice Notice Fmalalalgélce Cg';igtiﬁn Notice Due ﬁ ]
e Mailed Mailed .
[

Day 0 Day 20 8/9/21 9/10/21 9/17/21 9/28/21 9/29/21 10/1/21

= Under usual process, 94% of customers take action prior to disconnection
— With the investigation process, it is unknown how many accounts will take action
prior to account going into holding pattern

= Customers who contact us will discuss the following options:
— Payment arrangements

— Bill Assistance that includes: LIRAP Emergency Grants, LIRAP Arrearage

Management Program and LIHEAP Debt Relief

— Referral to their local Community Action Agency

AivIsTA




