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Methodology

• Online study
• Survey criteria:

• Recently enrolled customers
• Have received two bill discounts
• 100 emails randomly selected every month

• Number of completes: 49 (out of 414 emails sent)
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Executive Summary

• The majority of current participants were enrolled through the 
NW Natural website, and they are very happy with the 
application process. 

• Most of them (84%) agree that the bill discount program has 
a positive impact on their household finances and overall 
quality of life. 

• 73% are not aware of other assistance programs, and 67% 
want to participate in those programs.

• 59% of all participants are on a fixed income.
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Application process

Applied on NW 
Natural’s 
website.

57%Called NW 
Natural.

23%

An agency 
helped me with 
my application.

8%

Mailed a paper 
application to 
NW Natural.

6%

Emailed the 
application to 
NW Natural.

6%

Channel

Extremely 
satisfied

78%

Neither satisfied 
nor dissatisfied

4%

Somewhat 
satisfied

18%

Satisfaction
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Impact from Bill Discount Program

Has your participation in the Bill Discount Program impacted your household finances and overall quality of 
life?

Had a positive 
impact
84%

Had no impact
16%
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Familiarity with other assistance programs

How familiar are you with other available NW Natural programs that can assist you with your energy bills and energy use? These programs 
include Washington Low-Income Energy Efficiency (WA-LIEE), Gas Assistance Program (GAP), Gas Residential Energy Assistance Tariff 
(GREAT), and Equal Pay Plan.

61%

12%

8%

6%

12%

I am not familiar with these
programs and would like to

participate.

I am not familiar with these
programs but would not

participate.

I am familiar with these programs
but do not participate in them.

I am familiar with these programs
and would like to participate.

I am familiar with these programs
and participate in them.
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Participant verification preference

Q13 - A random sample of participants in this program will be required to provide documentation of their income. If 
you were selected, what would be the most convenient way for you to verify your income? (Multiple choice)

3%

5%

9%

16%

31%

36%

I would prefer an in-person meeting where someone helps me
put together the right documents

I qualify for the program, but it would be difficult for me to provide
the right documents

I would prefer to have a phone conversation with someone who
will help me find the right documents

Postal mail

Email attachment

Upload documents on a website
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Demographics

90%

4%

4%

2%

English

Spanish

Chinese

Prefer not to
answer

Languages

79%

9%

6%

2%

2%

2%

White

Black or African
American

Asian, Hawaiian or
Pacific Islander

Hispanic, Latino or
Spanish

Native American or
Alaska Native

Prefer not to answer

Race

Yes, 
59%

No, 
41%

Fixed Income

Yes, 
5%

No, 
95%

Veteran
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Demographics - continued

Own, 79%

Rent, 21%

Homeownership

Natural gas 
furnace, 87%

Electric 
furnace, 4%

Electric 
baseboard, 3%

Heat pump, 
3%

Other, 3%

Primary Heating Source
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