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Methodology
 A sample of participants of PSE’s HELP, Past Due Bill Forgiveness, Bill Discount Rate 

programs were sent an online survey
 Customers completed the survey October 9-24, 2025
 We received 909 surveys back

 Survey Topics 
 Ease of applying
 Areas of difficulty applying
 Knowledge of PDBF program details
 Reasons for being removed from PDBF program
 Improvements to BDR income verification process
 Where they heard about the programs
 Satisfaction with assistance level
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Summary
 Program satisfaction is high with 70% being “very satisfied”
 PSE’s bill assistance programs relieve customers’ stress

 This includes relieving stress around paying their PSE bill and by making other bills more affordable

 Opportunities exist to improve the programs, which would create greater success and 
customer satisfaction
 Better communication is a recurring theme, from application to document submittal
 Live help to help them navigate the process was requested
 Some asked for easier application and renewal processes, including reminders near renewal time

 Some knowledge gaps exist among those enrolled in PDBF
 Less than half are aware of the payment requirements
 Post enrollment communications should be reviewed for clarity and ease of understanding

 Of those removed from PDBF, nearly half said it was because they couldn’t pay current 
charges on time
 Other reasons included not understanding what to do and not knowing why they were removed
 Information about the program should be reviewed for clarity and ease of understanding

 BDR income verification could be improved by
 Faster process after submitting documents
 Better communication from PSE
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Satisfaction with level of assistance is high

 Most are very satisfied with the 
level of assistance they’ve 
received

 Very few are somewhat or very 
dissatisfied
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Q: How satisfied are you with the level of assistance 
you receive from the program(s)?

2%

2%

6%

19%

70%

Very dissatisfied

Somewhat dissatisfied

Neither satisfied nor dissatisfied

Somewhat satisfied

Very satisfied

Program Satisfaction



83% learned about the programs through PSE sources

 Most heard about the programs 
from PSE (email, website, 
mailer, advertisement, or event)

 Other sources, such as 
Agencies or other PSE 
communications are secondary 
sources
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Q: How did you learn about the program(s)? (select all that apply)

11%

2%

2%

8%

11%

11%

13%

19%

43%

Other

Another utility

A PSE event

A PSE advertisement

A PSE mailer

A friend or co-worker

My local community action agency

Email from PSE

PSE website

How Did You Learn About Programs?



2/3 found the application easy

37%

30%

29%

34%

37%

36%

23%

28%

26%

5%

3%

7%

PSE Help

Bill Discount Rate

Past Due Bill
Forgiveness

Very easy Easy Neither easy nor difficult Difficult Very difficult

Ease of Applying

• The majority find application 
easy with just 7% saying it 
was difficult

• 1/3 said the application was 
“very easy”

Q: How would you rate the ease of applying for the program?

6



For the 7% with difficulty applying, application clarity 
and communication are top issues

 Among the 7% finding the 
application difficult, confusion 
about the application and lack 
of follow-up are the biggest 
issues
 PDBF: There’s an opportunity to 

clarify how the application for this 
program works. Customers believe 
they can only apply for the program 
when they apply for HELP/BDR 
and that the Ineligible status 
means they were declined for 
PDBF.

 HELP: Customers report they only 
know they’re approved by seeing it 
on their bill and don’t receive follow 
up that they expect.
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Q: What made applying for the program difficult? (select all that apply)

38%

0%

2%

10%

17%

29%

29%

31%

36%

45%

21%

4%

7%

18%

7%

29%

25%

25%

54%

46%

20%

8%

4%

12%

4%

8%

28%

24%

48%

52%

Other

Knowing who counts as a household
member

The application was not available in
my preferred language

Knowing our household income

Application length

Technology

Getting ahold of PSE for questions

Getting ahold of my local agency for
questions

No follow up from PSE

Understanding the application

PDBF
BDR
HELP

What Made Applying Difficult?



PDBF not as well understood as it could be

 Less than half of those enrolled 
in PDBF say they’re aware of 
the main aspects of the program

 Those not enrolled know little 
beyond its availability

 These results indicate that 
information about the program 
and communications to 
customers enrolled in the 
program should be reviewed for 
clarity and ease of 
understanding
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Q: Regardless of whether you're enrolled in the program, did you 
know any of the following things about Past Due Bill Forgiveness? 
(select all that apply)

4%

50%

20%

9%

35%

6%

5%

19%

36%

42%

43%

44%

Other

Nothing

It's optional add-on to HELP & BDR

Need to pay current charges to
receive forgiveness

It's available

Ends after 3 missed/late pmts

Enrolled

Not enrolled

Knowledge of PDBF program



Customers identified making on time payments as the 
top reason for PDBF removal
 Not being able to pay current charges on time was the top reason for 

being removed from PDBF

 The top reasons all relate to difficulty making payments, rather than 
lack of understanding

17%

7%

15%

22%

27%

32%

46%

Other

I moved

Don't know why

Didn't understand what to do

Had to pay large balance to start
receiving forgiveness

Couldn't pay current charges in full

Couldn't pay current charges on time

Why Were You Removed?
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Q: Were you ever enrolled in the Past Due Bill Forgiveness program, 
but then removed from it?

Q: Why were you removed from the Past Due Bill 
Forgiveness program? (select all that apply)

Yes
16%

No
56%

Don't know
28%

Ever Removed From PDBF?



Nearly half found BDR eligibility verification easy; for 
the other half, speed and communication are top issues

5%

48%

9%

9%

13%

17%

19%

26%

Other

Nothing, process was easy

Help finding required documents

Better customer service

Different ways to share documents

More detailed communications from PSE

More communication from PSE

Faster process once I submitted docs

Verification Process Improvements?
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Q: Within a month after being approved for the Bill Discount Rate program 
were you asked to provide documents supporting your household income?

Q: Is there anything that could have made the 
verification process easier? (select all that apply)

Yes
66%

No
12%

Don't know
22%

Asked For BDR Documents?

 Speeding up the verification process was the most-listed improvement

 Communication was second (more and/or more detailed) followed by 
different ways to share documents



PSE Bill Assistance relieves financial stress

 Financial stress is lessened by 
the programs

 Bill affordability is naturally also 
a common effect for participants
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Q: Has the assistance helped you in any of the 
following ways? (select all that apply)

5%

7%

21%

57%

62%

70%

Other

None of the above

Lowered my need for emergency
assistance

Made me less stressed about
paying other bills

Made my bill more affordable

Made me less stressed about
paying my PSE bill

How Has Assistance Helped You?



Communication/info improvements

 1/3 of customers had no 
suggested improvements

 Many suggested improvements 
are related to communication 
and keeping participants 
informed on things like their 
assistance level

 Among “other” responses were 
themes around
 Easier reapplication/renewal
 Sending confirmation of approval
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Q: Is there anything you'd improve about the 
program(s)? (select all that apply)

8%

10%

14%

22%

23%

25%

26%

28%

33%

Other

Make the application shorter

Make the application simpler

Receive assistance faster after
applying

Communication

Better explanation of the program(s)

Knowing how much assistance I’ve 
received

Amount of assistance

No improvements

Program Improvements



Income fluctuation and preferred language

 Income changes:
 A majority said their incomes are 

generally stable
 The most frequent change of 

income is monthly

 Language preference:
 97% cited English as their 

preferred language
 Spanish was listed by 1%
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Q: Some households experience changes in their income due to 
changing work schedules, seasonality or other factors. Does your 
household’s income change significantly?

1%

9%

7%

17%

6%

60%

Yes, Every other year

Yes, Yearly

Yes, about twice a year

Yes, Monthly

Yes, Weekly

No, our income is steady

Frequency of Income Changes



Open-ended comment themes
1. Ease and Appreciation – The most common theme was gratitude. Many customers praised the program’s simplicity and the 
relief it provided during financial hardship. Words such as “easy,” “helpful,”* and “thankful”* appeared frequently.

2. Communication and Clarity – Customers often expressed confusion about next steps, eligibility requirements, or program 
differences. They requested clearer explanations, faster follow-up, and better transparency about approvals and renewals.

3. Renewals and Reminders – Many were unsure when or how to reapply. Automatic renewals or annual reminders via email, 
text, or mail were among the most requested improvements.

4. Application Process and Accessibility – While many found the process easy, others—particularly seniors and those with 
limited digital access—struggled with online forms, document uploads, or lack of phone/in-person assistance. Respondents asked 
for paper forms, mail-in options, and staff support by phone.

5. Timeliness and Approval Delays – Several reported long waiting periods for application approval, which led to financial stress 
and overdue bills.

6. Understanding and Information – Many wanted more detailed explanations of how programs work, what each covers, and 
how they interact with other forms of assistance.

7. Awareness and Outreach – A significant number said they had not known about the programs until told by others. 
Suggestions included adding bill inserts, flyers, and more online visibility.

8. Level of Assistance – Customers are grateful for the help but note that rising costs, inflation, and fixed incomes make the 
current level of support insufficient. Many asked for larger or year-round discounts.

9. Human Support – The ability to speak directly with a representative was valued highly. Participants want easier access to live 
phone support for questions or troubleshooting.

10. Equity and Eligibility – Some expressed frustration over income thresholds and perceived inconsistencies in how eligibility is 
determined.

Q: What would make it easier for you to participate, or make you more likely to participate, 
in PSE’s bill payment assistance programs?



PSE’s Next Steps

 Review program information and communications for clarity and 
ease of understanding. Including:
 Overview of application process with timeline, meanings of app statuses when 

to expect communications, and how communications will be sent
 Reapplication window for HELP and for BDR
 What Customer needs to do for PDBF
 Options for providing docs when docs are required

 Connect with Agencies to confirm that PSE HELP Benefit Award 
letters are being sent for Customers who don’t put email as their 
preferred communication method on their PSE HELP application

 Connect with Agencies to identify ways to speed up Eligibility 
Verification
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