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Heightening Awareness: Marketing 

Promotional campaigns throughout service area, scaled 

based on agency need

▪ Targeted emails

▪ Print & Digital 

advertisements

▪ Social Media

▪ Outreach 

Campaign



Consistency in Messaging: Connections 

Newsletter

Monthly insert with 

bill assistance 

article



Providing Resources: Outreach

▪ 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 

▪ Trusted source to the 

populations they serve

▪ Traditionally do not offer 

energy bill assistance

▪ Community Action Agencies 

coordinate and manage 

CPN

▪ Approved as part of Avista’s 

COVID-19 Debt Relief; 

requested permanent 

continuation as part of 

LIRAP (approved 7/29)



Improving Connection: Referral Process

April 2020 through June 2021

Number of customers referred 3,567

Number receiving grants after referral 1,729

Total grant amount $1.56M

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. 



Connecting to Benefit: Automatic Grants

▪ 7,787 grants totaling $4.83M

▪ Notice of award with 

information about local 

community action agencies



Avista Staying Connected

Jenny Compton, Credit & Collections Manager
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▪ 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 

9/28/21 9/29/21 10/1/21

Staying Connected: UTC Investigation 

All notices delivered prompts 

list to UTC; account status 

moves to a holding pattern 

pending UTC investigation

30 Day 
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9/10/21


