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Dear Ms. Chiavetta:

Enclosed for filing on behalf of PPL Electric Utilities Corporation ("PPL
Electric") is an original and eight (8) copies of Supplement No. 105 to PPL Electric's Tariff —
Electric Pa. P.U.C. No. 201. This supplement, which incorporates PPL Electric's Universal
Service and Energy Conservation Plan for the Period 2011-2013 as Appendix A into the
tariff, is being filed pursuant to the Commission's order, entered on May 5, 2011, in the

above-captioned proceeding.

Pursuant to 52 Pa. Code § 1.11, the enclosed document is to be deemed filed
on May 11, 2011, which is the date it was deposited with an overnight express delivery
service as shown on the delivery receipt attached to the mailing envelope.

Attached is a certificate of service evidencing service of this filing upon the
parties to the above-captioned proceeding.

In addition, please date and time-stamp the enclosed extra copy of this letter
and return it to me in the envelope provided.

If you have any questions regarding the enclosed report or need additional
data, please call me or Joseph M. Kleha, PPL Electric's Manager-Regulatory Compliance

and Rates at (610) 774-4486.
Ve: truly yours,

Paul E. Russell
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Supplement No. 105
Electric Pa. P.U.C. No. 201

PPL Electric Utilities Corporation

GENERAL TARIFF

RULES AND RATE SCHEDULES
FOR ELECTRIC SERVICE

In the territory listed on pages 4, 4A, and 4B
and in the adjacent territory served.

ISSUED: May 11, 2011 EFFECTIVE: May 12, 2011

This Tariff Supplement is being
filed in compliance with the
Commission's Order, entered
on May 5, 2011, at Docket

No. M-2010-2179796.

DAVID G. DeCAMPLI, PRESIDENT
Tw? North Ninth Street RECEIVED
Allentown, PA 18101-1179

MAY 12 2011

NOTICE PAPUBLIC UTILITY COMMISSION

SECRETARY'S BUREAU

THIS TARIFF MAKES (CHANGES) IN EXISTING RATES. SEE PAGE TWO.
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LIST OF CHANGES MADE BY THIS SUPPLEMENT
CHANGES:

Appendix A The Universal Service and Energy Conservation
Plan for the period 2011 through 2013 replaces
the Plan for the period 2008 through 2010 in the
Appendix to this tariff.

Issued: May 11, 2011 Effective. May 12, 2011
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PPL Electric Utilities Corporation
OnTrack Payment Program

1. Program Description
Overview

OnTrack is a special payment program for low-income households at or below
150 percent of the federal poverty level who are payment troubled. OnTrack is
PPL Electric Utilities Corporation’s (“PPL Electric” or the “Company”) Customer
Assistance Program ("CAP") and is one of its Universal Service Programs
("USP"). This program, funded by residential customers and administered by
community-based organizations, started as a pilot in 1993.

The primary features of OnTrack include:

A reduced payment arrangement based on ability to pay
Arrearage forgiveness over a specified period of time
Protection against shutoff of electric service

Referrals to other community programs and services

Customers who consistently meet their monthly OnTrack payment arrangements
receive two major benefits:

1. Complete elimination of their indebtedness to PPL Electric; and
2. Protection against shutoffs.

PPL Electric uses the amount of their outstanding balance at the time of
enroliment to establish the following debt forgiveness timetable.

Overdue Amount at Timeframe to
Enrollment Clear Debt
Less than $1,000 12 Months
$1,001 - $2,000 18 Months
$2,001 — $3,000 24 Months
$3,001 or greater 36 Months

Background

In July 1992, the Pennsylvania Public Utility Commission (“PUC” or the
“Commission”) adopted a Policy Statement that established guidelines for
Customer Assistance Programs. The Commission encouraged all electric and
gas utilities to implement CAP pilots.



After receiving approval from the Commission for its pilot proposal, PPL Electric
implemented OnTrack in December 1993. The pilot began in one region and
expanded to all regions by June 1994. The Company agreed to enroll 2,000 low-
income customers in OnTrack. PPL Electric stopped the pilot program
enrollments on July 31, 1995.

On December 3, 1996, Governor Tom Ridge signed a law that increased
competition in the electric utility industry. The new law gave consumers the
opportunity to choose their electric generation supplier. The legislation urged the
electric distribution companies to continue their various assistance programs
{e.g., CARES, Operation HELP, OnTrack and WRAP).

As a resuit of its August 12, 1998 Settlement Agreement with all interested
parties, PPL Electric agreed to significantly expand OnTrack expenditures from
1999 through 2002. During this four-year period, the program’s annual budget
increased from $5.875 million in 1999 to $11.7 million in 2002. In December
2007, as part of base rate case proceeding at Docket No. R-00072155, the
Commission approved an annual funding level of $19.0 million for OnTrack.

Key Objectives

PPL Electric recovers its universal service program costs through the Universal
Service Rider (“USR”).1 The Company has proposed CAP expenditure funding
of approximately $46 million in 2011. PPL Electric has increased the number of
active OnTrack participants to nearly 30,000 from 22,000 in 2007. The
Company projects this growth to continue through 2013. PPL Electric has
developed an effective strategy to increase the Company’s ability to target low-
income customers that are overdue and payment troubled. The key policy
objectives for OnTrack are to:

o Administer a cost-effective program.
Provide expanded services to low-income households.

+ |dentify for enrollment those customers who meet the OnTrack
guidelines.

o Adhere to all PUC reporting requirements and policies.

o |dentify and implement improvements to strengthen the effectiveness
of OnTrack.

Statement of Purpose

In performing collection functions, PPL Electric gives careful attention to the wide
variety of circumstances that can affect customers. Financial hardships, physical
disabilities, family problems and poor money management are but a few of the
factors that can lead to non-payment of electric bills and, ultimately, overdue

TAs part of the settlement agreement for PPL's 2007 distribution rate case, the Commission approved a recancilable
USR to recover appropriate costs for PPL Electric’'s CAP and weatherization program (WRAP).



receivables and write-offs. The Company considers each customer’s situation in
determining the appropriate collection action. PPL Electric has structured and
implemented OnTrack in ways that address the needs of low-income customers
while balancing business, financial, regulatory and social interests.

The four primary operating objectives of the OnTrack program are to:

Improve customers’ bill-payment habits and attitudes.
Stabilize or reduce customers’ energy usage.

Decrease uncoellectible balances for program participants.
Determine overall impact on PPL Electric's overdue accounts
receivable.

Other ancillary objectives and areas of interest for PPL Electric include: learning
more about the reasons why some customers cannot pay their bills, comparing
OnTrack procedures to traditional collection methods and improving coordination
with other assistance programs.

Payment Plan Proposal

A key feature of the OnTrack program is to establish payment plans based on
customers’ ability to pay. In order to provide sufficient flexibility in selection and
an appropriate payment plan, the system calculates the following four payment
options for each OnTrack participant:

Minimum payment

Percent of bill payment
Percent of income payment
Annualized average payment

PPL Electric calculates the Minimum Payment by taking the customer’s
estimated monthly budget amount and subtracting the billing deficiency (i.e.,
$192/month for electric heat and $75/month for non-electric heat) and adding the
$5 arrearage co-payment. The Company bases Percent of Bill and Percent of
Income payments on the following:

Income Percent of Percent of Income | Percent of Income
Categories Bill Payment Paymer_lt Pa_y ment_
Non-heating Electric heating |
0- 50% Poverty 50% 3% 7%
51-100% Poverty 70% 5% 9%
101 - 150% Poverty 80% 6% 11%

PPL Electric calculates the Percent of Bill payment by multiplying the estimated
annual bill by the applicable percent of bill amount, adding the $60 annual
arrearage co-payment and dividing the total by 12 months. The Company



calculates the Percent of Income payment by multiplying the annual gross
income by the applicable percent of income, adding the $60 annual arrearage
co-payment and dividing the total by 12 months.

PPL Electric calculates the Annualized Average Payment amount, which shows
what the OnTrack applicant had paid to PPL Electric over the past 12 months.
The total amount paid excludes energy assistance payments such as LIHEAP.

To improve accuracy and efficiency, the Company’s customer service system
automatically generates all OnTrack payment calculations. The system suggests
a recommended payment amount. it looks for the payment calculations (i.e.,
minimum payment, percent of bill and percent of income) that are closest to the
annualized average payment calculation. However, with permission from PPL
Electric, OnTrack agency representatives have the flexibility to choose another
payment amount based on customers’ needs and circumstances.

The purpose is not simply to find the lowest payment amount; rather, the
Company is trying to identify the payment amount that most closely matches the
customer’s ability to pay. PPL Electric believes that establishing a payment
agreement amount that is too low results in greater costs for other residential
customers. [f, prior to enrolling in OnTrack, a low-income customer had paid an
average of $50 per month and his or her circumstances have not changed (i.e.,
drop in household income), the Company would not want to establish an
OnTrack payment plan less than $50 per month. A key objective for PPL Electric
is to ensure that customers are successful in OnTrack by setting up reduced
payment plans that reflect their ability to pay.

CAP evaluation work done by the Applied Public Policy Research Institute for
Study and Evaluation (‘“APPRISE”) has demonstrated that the best predictor of
customers’ success or failure is the difference between their CAP payment
amounts and what they managed to pay prior to joining the program. In other
words, if CAP payment plans are set too high, even though they are within the
percentage of income guidelines, customers default because they cannot make
the payments. This is particularly true for electric heat customers. Compared
with other electric utilities in Pennsylvania, PPL Electric has the highest
saturation of electrically-heated homes.

PPL Electric analyzed the annual electric bills of customers enrolled in OnTrack
to determine the average benefits received through enroliment. The average
monthly bills for heating and non-heating customers were $170 and $109,
respectively. The average monthly OnTrack bills for heating and non-heating
customers were $99 for heating customers and $60 for non-heating customers.
PPL Electric believes the four payment options keep OnTrack customers’
payment plans affordable.

PPL Electric chose a four-tiered payment plan approach for several reasons:




1. A broader payment plan methodology is likely to expand the eligible
population for the program. For example, a strict percentage of
income plans would exclude many electric heat customers because
their monthly OnTrack payments would be unaffordable.

2. A multi-payment plan approach gives the OnTrack agencies more
flexibility in selecting appropriate payment agreements.

3. One of the primary objectives of OnTrack is to improve customers’ bill-
payment habits. The ability to offer options that fit customers’
circumstances result in an increase in payments.

4. The use of different payment plans allows PPL Electric to evaluate
which options work best.

In 2011, PPL Electric will conduct an analysis of the four {4) payment plan
options offered through OnTrack. The analysis will address issues including the
number of customers participating in each payment option, the average payment
amount of each option, and the default rate of each payment plan option. PPL
Electric will complete this analysis within three (3} months of the Commission’s
final approval of the Company’s universal service plan and will provide copies to
interested parties.

2. Control Features

Minimum Payment Terms

Minimum monthly payment leveis are $30 - $40 for heating customers and $12 -
$18 for non-heating customers. The maximum annual revenue shortfall
contributions for heating customers and non-heating customers are restricted to
$2,160 and $850, respectively. PPL Electric waives late payment charges for
OnTrack participants.

Consumption Limits

Participants are required to maintain or reduce their pre-program energy usage.
Faiture to maintain pre-program kWh consumption can lead to dismissal from the
program. Exceptions apply when there are extenuating circumstances, such as:

Addition of a family member

Serious illness or medical condition

kWh consumption increase beyond control of customer
Severe weather conditions

Structural damage to home



The OnTrack administering agencies are responsible for reviewing the individual
situations and for recommending changes to consumption limits if warranted by
the circumstances. Agency representatives explain the customer’s responsibility
related to their annual kWh usage restrictions at the time of enrollment. If
appropriate, the caseworkers review energy usage during re-certification
interviews.

Customer Education

Energy conservation education plays an important role in helping OnTrack
customers control their energy usage. Through the OnTrack and the Winter
Relief Assistance Program (“WRAP") partnership, PPL Electric attempts to
increase customers’ awareness about using energy wisely and to offer ideas for
reducing kWh consumption. Customers may receive consumer education in the
following areas:

Energy conservation tips

Electric bill and analysis of usage
Compact Fluorescent Lights (“CFL")
Promote PPL Electric’s Bill Analyzer

* & O O

PPL Electric channels this aspect of the program through WRAP. This program
provides free weatherization services to qualified homeowners and renters.

Weatherization

If applicable, communlty-based organization (“CBOs") and PPL Electric refer
OnTrack participants to WRAP?. The Company offers WRAP to OnTrack
customers who have electric heat or electric water heating, as well as baseload
customers who have the potential to receive energy-saving measures.® Under
the umbrella of universal service programs, the Company provides
weatherization measures, specifically approved appliance replacements and
energy conservation education services to qualified customers. All installed
measures must meet PUC’s payback criteria. Weatherization activities for
WRAP include energy audits, infiltration control, insulation measures, water
heating treatment, appliance replacement and energy education.

Enrollment in OnTrack does not automatically qualify an applicant for WRAP
measures. However, the Company gives preference to OnTrack applicants who
have high usage and large overdue balances. It is not PPL Electric’s intent to
make WRAP services available only to OnTrack customers at the expense of
other deserving customers.

2 Customers who have received WRAP services within the last seven years are ineligible.
% There is no minimum kwh usage threshold for WRAP.



WRAP has incorporated the OnTrack high-energy usage approach as a best
practice. In addition, PPL Electric provides energy education for OnTrack
customers who are ineligible for WRAP. This includes households that received
WRAP within the past seven years and homes that do not receive property
owner consent.

3. Default and Appeal Process

Default Process

The OnTrack payment plan cannot function properly without the commitment
and cooperation of customers, social services agencies and PPL Electric.
Customers’ non-compliance with any of the primary OnTrack components could
lead to dismissal from the program. Failure to perform one or more of the
following OnTrack customer responsibilities could also result in dismissal from
the program.

1. Customers are responsible to submit their OnTrack payment by the
due date during each current billing period. The consequence for non-
payment is immediate initiation of termination procedures.

2. Participants must maintain historic electric consumption limits to
remain in the program.

3. OnTrack program participants must provide access to their electric
meters.

4. OnTrack customers must comply with WRAP or may be subject to
removal and ineligible to participate in OnTrack until customer is in
compliance.

5. OnTrack participants must provide verification of household income at
least annually and report changes in the household immediately. The
exception is for OnTrack participants when a third party verifies their
income (i.e., LIHEAP or Supplemental Security Income). For third-
party participants, income verification is required bi-annually.

6. The CBOs urge OnTrack participants to apply for the Low-Income
Home Energy Assistance Program (“LIHEAP") benefits at the time of
enrollment, if applicable." PPL Electric annually initiates LIHEAP
outreach efforts to encourage OnTrack customers to apply for
benefits. See Appendix 1 for a copy of the Company’s outreach plan.

* The incame guidelines for OnTrack and LIHEAP are 150 percent of the federal poverty level. In Pennsylvania, LIHEAP
normally runs from November through March,



7. Income - eligible OnTrack applicants who have shelter expenses
greater than reported income are eligible for a limited OnTrack
enrollment of six-months.

8. Since applicants can choose where to send their LIHEAP payments
(primary or secondary fuel vendor), eligible OnTrack participants are
encouraged to apply for LIHEAP and to direct the grant to their electric
bill. The Company will conduct outreach mailings to eligible
participants to encourage increased awareness of LIHEAP.

9. The Company will continue to have its Customer Programs Directors
meet with LIHEAP agencies to encourage OnTrack-eligible customers
to direct their grants to their electric bills.

10. Participation in programs such as weatherization, energy conservation
education, budget counseling and other related services are
requirements for OnTrack customers.

11.Follow applicable provisions outlined in Chapter §56.116 for OnTrack
customers with medical certifications:

“Whenever service is restored or termination postponed under the
medical emergency procedures, the ratepayer shall retain a duty to
equitably arrange to make payment on all bills.”

o For an OnTrack customer who fails to comply with this provision, the
Company will remove the customer from OnTrack and advise the
customer to enter a regular payment agreement with the Company.

The case management approach for the OnTrack program requires the
coordination of both internal and external resources. These resources allow
OnTrack customers to have a greater degree of control over their lives. The
CBOs explain all of the program referrals in advance to OnTrack participants and
include them in the OnTrack Certification Agreement.

PPL Electric extends every reasonable consideration to OnTrack participants to
avoid dismissal from the program. The CBOs explain program requirements and
benefits up-front, communicate regularly with participants if problems arise, and
carefully evaluate extenuating circumstances. PPL Electric dismisses customers
from OnTrack for other reasons such as voluntary withdrawal or they are no
longer a customer. The Company returns customers who voluntarily withdraw to
the normal collection process.

Appeal Process



OnTrack participants maintain all their PUC dispute and informal/formai
complaint rights as outlined in 52 Pa. Code Chapter 56. Clearly, PPL Electric
does not accept all applicants and it dismisses others for defaulting on OnTrack
requirements. For those who believe they were unfairly treated, the following
appeal procedures are available:

Step 1: The applicant discusses his or her rejection/dismissal from the
program with the regional Customer Programs Director, who investigates
the reasons for rejection or dismissal,

Step 2: If the customer is dissatisfied with the results of the discussion
with the regional Customer Programs Director, he/she can file an Informal
Complaint with the PUC.

4. Reinstatement Policy
Reinstatement occurs when a customer meets the following conditions:

o Makes up his or her missed CAP payments and still meets the enroliment
criteria;

o Complies with WRAP requirements; and

o Provides documentation of income that shows an increase in household
income that is greater than shelter (e.g., this applies to customers enrolled
in OnTrack Lifestyle when his/her reported income is less than their
sheiter costs).

5. Eligibility Criteria

OnTrack offers qualified customers payments less than current bills, arrearage
forgiveness and a chance to get a fresh start with PPL Electric. In addition, the
Company coordinates referrals with other low-income assistance programs such
as WRAP, Operation HELP and LIHEAP, as well as other programs
administered by the CBOs that administer OnTrack for PPL Electric.

PPL Electric designed OnTrack specifically for low-income customers with
household income at or below 150 percent of the poverty level who are unable to
pay their electric service bills in full. Eligibility criteria for OnTrack include:

¢ Households at or below 150 percent of the poverty level

o Payment troubled — defaulted one or more payment agreements in a
12-month period

+« Must have a source of income



s The CBO caseworkers foliow the Department of Public Welfare's
LIHEAP guidelines, as included under the annual LIHEAP State Plan,
to determine annual gross household income and annual gross
income for self-employment as stated in Chapter §601.81 through
§601.103.

o OnTrack participants who own a rental unit must be one of the
occupants at the premise and cannot own muitiple properties.

o OnTrack applicant household members must permanently reside in
Pennsylvania.

e« Caseworkers count all OnTrack applicant household members
regardless of relationship, including a roecmer who is a relative of a
household member, when determining household size and income.

* OnTrack graduates are eligible to reapply after one year from the
removal date. The Company defines OnTrack graduates as
customers who have cleared their debt with PPL and are able to
maintain either a regular payment agreement or budget billing
payment with the Company at time of OnTrack removal.

Potential Participants

Matching the proper assistance program with each potential applicant is an
overriding objective in PPL Electric’'s administration of the universal service
programs. PPL Electric personnel, as well as the community-based
organizations that cooperate with the Company in administering these programs,
seek to ensure that eligible residential customers have an opportunity to
successfully maximize the benefits available to them via OnTrack, WRAP,
Operation HELP, LIHEAP and other related programs.

The Company used the 2008 U.S. Census interim data provided by the PUC as
well as past program performance to arrive at the recommended funding level.
The 2008 U.S. Census extension data indicates the following:

» Approximately 23.7 percent (289,000) of PPL Electric's residential
customers had an annual household income at or below 150 percent
of the federal poverty level.®

The Company's past performance indicates the following:

» OnTrack customers generally have overdue balances.

® If appropriate, PPL Electric will revise this percentage based on the outcome of the 2010 U.S. Census.
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o Approximately 17.7 percent (214,760) of PPL Electric's residential
customers have an overdue balance; of that number, 39.6 percent
(84,962) report an annual household income at or below 150 percent
of federal poverty level (as of 12/31/2009).

o Approximately 70.7 percent of the 58,162 residential customers with
active PPL Electric payment plans report an annual household income
at or below 150 percent of federal poverty level (as of 12/31/2009).

To assist the most needy, PPL Electric regularly identifies and contacts
residential customers who meet the income guidelines and have overdue
balances. Depending on factors such ability to pay, payment history and
extenuating circumstances, the Company routinely refers these customers to
OnTrack, Operation HELP, CARES and LIHEAP.

Referrals

PPL Electric has found that the primary source of potential OnTrack participants
is referrals from the Company’s Payment Assistance group. Payment
Assistance representatives have daily contacts with low-income, payment-
troubled customers with overdue balances and routinely refer these customers to
the CBOs who administer the program. During 2009, for example, Payment
Assistance personnel made nearly 110,000 referrals to OnTrack administering
organizations prompted by information provided by customers. Of this number,
53 percent (68,300) either did not follow-up with the agency contacts or, after
follow-up, were ineligible because documentation proved them to be over the
income limits for OnTrack.

In addition, other sources of potential participants include:

» Company-generated lists of low-income customers who currently have
overdue balances

o OnTrack administering agencies
Other CBOs

¢ Other universal service programs such as WRAP, CARES and
Operation HELP
¢ Department of Public Welfare and LIHEAP

Program Recommendations and Proposed Enhancements

In addition, staff from the PUC’s Bureau of Consumer Services and PPL Electric
discussed recommendations and findings regarding the recent six-year
evaluation of the Company’s Universal Service Programs conducted by
APPRISE. The Company has already implemented key findings that will add
value to the program.
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Although the ten (10} OnTrack CBOs have demaonstrated an effective capacity to
administer the program, it is evident that PPL Electric must employ additional
means to meet the present and future production requirements and to keep
administrative costs within the program guidelines. The Company plans to
implement or has already implemented the following changes:

Manage administrative costs by continuing to use PPL Electric’s
customer service representatives to work OnTrack collection issues,
rather than CBO caseworkers.

Continue to automate processes where appropriate and practical.

If the customer’s account shows LIHEAP funds posted within the last
heating season (defined as the last 16 months to include situations
when currently in a heating season), the Company’s system will
automatically recertify the customer for another year in the OnTrack
program at the same payment amount. The automatic recertification
is in effect for the second consecutive program year; the agency will
request proof of income to evaluate payment plan and update
information at the end of the two-year period.

If the customer’s main source of income is SSI| (Supplemental Security
Income) or those with third-party verification and the most recent
income statement is less than 375 days, the Company’s system will
automatically recertify the customer for another year in the OnTrack
program at the same payment amount. The automatic recertification
Is in effect for the second consecutive program year; the agency will
request proof of income to evaluate payment plan and update
information at the end of the two-year period.

The Pennsylvania Department of Public Weifare (“DPW") has determined that
utilities cannot use LIHEAP cash grants to offset the costs of CAP credits (i.e.,
the difference between actual bills and CAP payments). As a result, PPL Electric
has changed its processes to apply LIHEAP cash grants as follows.

Automated Posting of LIHEAP/Crisis

If an OnTrack customer receives LIHEAP cash or crisis grants, the
funds post as follows:

o Missed OnTrack payments

o Current OnTrack bill due

o Excess credit for payment of future OnTrack bilis

If the OnTrack account is current, any remaining grant monies will
appear as an excess credit on the customer’s account.
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o The customer is not required to make their monthly OnTrack payments
until the LIHEAP credit is exhausted.

o PPL will not apply any of the LIHEAP cash or crisis grants to offset the
cost of the program.

PPL Electric's restructuring settlement agreement allows OnTrack custecmers to
shop for a generation supplier. The Company's current process for handling
OnTrack customers who shop is as follows.

Process for Handling OnTrack Shoppers

e Adjust OnTrack monthly payment amounts for those customers who
selected a suppiier to reflect the savings on the generation portion of
his or her bill. Adjustments to OnTrack payments occur only for
customers who shopped after their OnTrack enrollment date.

e The OnTrack monthly amount will not go below:
o $30 for electric heating customers
o $12 for non-electric heating customers

o Generate a letter to the customer that indicates to call PPL if the
customer would like to receive the letter in Spanish.

PPL will calculate 75 percent of the average monthly bill amount (generation
portion of the billy and apply 10 percent savings. If the savings were $84
annually, the Company would reduce the OnTrack customer’s monthly payment
amount by $7 ($84/12).

PPL Electric is using a 10 percent savings amount because, on average, most
suppliers’ generation offers are about 10 percent less than the Company's Price
to Compare. This approach also simplifies the billing adjustment process, which
PPL Electric must complete manually for each OnTrack customer who selects a
generation supplier. The Company regularly runs customer lists to determine
which OnTrack participants have shopped. PPL Electric proposes to continue
using the above process until it can automate shopping procedures for OnTrack
participants. The Company estimates that it will not complete this automated
process until the second quarter of 2011.

PPL Electric also will implement a split savings approach for OnTrack customers
who select a generation supplier. Under the split savings approach, both
OnTrack customers and other residential customers who pay for the program
through the Company’s Universal Service Rider ("USR”) will receive benefits.
PPL Electric will adjust payment amounts only if non-heating customers save a
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minimum of $5 monthly and heating customers save a minimum of $10 monthly
by shopping.

PPL Electric will implement a split savings of 60 percent for OnTrack customers
and 40 percent for non-participating residential customers. PPL Electric has
based this 60/40 split on the fact that OnTrack customers (heating and non-
heating) pay 60 percent of their normal budget-billing amount. In other words,
OnTrack customers are receiving a 40 percent discount on their normal budget
billing amount.

if, by shopping, an OnTrack customer could save $84 dollars on his or her
generation bill, the customer will receive $50 (60 percent) and the other
residential customers will receive $34 (40 percent) reduction in the USR. PPL
Electric will reduce the OnTrack customer’s payment amount by $4 ($50/12). On
the other hand, if the customer chose an EGS whose cost is higher than the
price to compare, he or she is responsible to pay those excess costs.

6. Projected Enrollment Levels

PPL Electric will attempt to increase enroliments through process improvements
and a reduction in administrative costs. The Company projects enrollments of
36,000 to 42,000 active OnTrack participants 2011 through 2013. The projected
enrollment levels are as follows:

Year OnTrack Enroliment Target
2011 36,000
2012 39,000
2013 42,000

7. Program Budget — Need to Change

In PPL Electric’s most recent base rate proceeding, in which new rates became
effective on January 1, 2008, the Commission approved $19.0 million for
OnTrack’s annual funding. The Company’s actual expenditures for OnTrack in
2009 were approximately $28.1 million. PPL Electric projects the following level
of expenditures for 2011 through 2013.

Year Funding Level
2011 $46 Million
2012 $50 Million
2013 $54 Million

Proposed Changes

PPL incorporated the OnTrack eligibility guidelines into the programming of the
Customer Transition Program (“CTP”), which is a web-based computer program
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used to provide customers with a variety of payment agreement options. The
program works directly with PPL's Customer Service System (“CSS”) in
extracting all applicable information needed to determine eligibility for payment
assistance.

This process improves the quality of referrals generated to the
agencies that administer OnTrack.

Reduces program costs because the agencies are receiving referrals
that are more likely to qualify for the program; therefore, reducing the
time following up with customers who may not qualify or are not
interested in the program.

OnTrack Automated Enrollments

Re-enrolls defaulted OnTrack accounts automatically when customers
pay their missed OnTrack plan payments. They must do so within 6
months of default date.

o Eliminates additional mailings to customers, reduces administrative
cost and eliminates the need for customers to follow-up with
agencies for re-enroliment.

Automated calculation of OnTrack missed payments; CTP
automatically calculates missed OnTrack payments, which eliminates
calculation errors.

Automated the removal of OnTrack customers who reach the
maximum benefit limits of $2,160 for electric heat and $850 for non-
electric heat.

Company will continue to refer customers to weatherization and
energy education.

System will monitor customer accounts and automatically generate
letters: first when customers reach 50 percent of maximum benefits,
second letter at 80 percent of benefits, and a letter at 100 percent
informing customers of removal and date when they are eligible to re-
apply. When households reach the 80 percent level, the Company will
evaluate for WRAP services on a priority basis providing that they
apply and are eligible for the program. If customers’ premises have
received WRAP services within the past seven (7) years, customers
will only receive energy education and Act 129 or Weatherization
Assistance Program referral information, including telephone and other
contact information.
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-- Builds customer energy awareness and accountability.

-~ Encourages customers to lower energy usage to make their electric
bill more affable.

-- Allows more customers into the program.
8. Plans to Use Community-Based Organizations

PPL Electric will continue to use community-based organizations (“CBOs") to
administer the OnTrack Payment Program. Presently, these ten (10) CBOs have
64 caseworkers at 27 sites (main office locations and satellite offices) using PPL
Electric-provided personal computers to administer the program.

OnTrack administering agencies have the responsibility to take referrals from the
various sources, contact the customers to conduct initial screening for potential
program participation and arrange personal interviews to determine eligibility and
finalize enroliment. Thereafter, the administering agency serves as the primary
OnTrack contact with customers and works with them throughout their
participation in the program.

Administering agencies enroll and maintain customers on-line in real time
through direct connections with PPL Electric’'s CSS. The Company has provided
appropriate letters to aid in customer contact, along with the necessary training
in the use of CSS and the administration of OnTrack. The Company has given
this information to each agency and their caseworkers in a comprehensive
manual entitled “OnTrack Payment Program Procedures and Processes.”

The list of OnTrack agencies, phone numbers and counties served follows:
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OnTrack Agencies — Counties Served

‘Organization Telephone Served Counties
Community Action Committee of the 610/691-5620 Lehigh, Monroe,

Lehigh Vallex Northampton, Bucks,
1337 East 5" Street Montgomery
Bethlehem, PA 18015

Community Action Commission of the 7171232-9757 Dauphin, Juniata, Perry,
Capital Region Cumberland, York

1514 Derry Street
Harrisburg, PA 17104

Schuylkill Community Action 570/622-1995 Schuylkill
217 Center Street
Tamaqua, PA 18252 or
225 North Centre Street
Pottsville, PA 17901

TREHAB, Inc. 570/253-8941 Susquehanna, Pike,
1225 Main Street Wayne, Wyoming,
Honesdale, PA 18431 Lackawanna
Community Action Program of Lancaster 717/299-7301 Lancaster, Lebanon,
County Berks, Chester, York
601 South Queen Street

P. O. Box 599

Lancaster, PA 17608

STEP, Inc. 570/327-5485 Clinton, Lycoming
2138 Lincoln Street

P. O. Box 3568

Williamsport, PA 17701

Union-Snyder Community Action Agency 570/374-0181 Union, Snyder,
713 Bridge Street, Suite 10 Northumberland
Selinsgrove, PA 17870

Columbia County Department of Human 570/387-6501 Columbia
Services

11 W. Main Street

P. O. 380

Bloomsburg, PA 17815

Commission on Economic Opportunity 570/826-0510 Luzerne, Carbon
165 Amber Lane, P. O. Box 1127
Wilkes-Barre, PA 18702

Mentour County Department of Human 570/271-3028 Montour
Services

112 Woodbine Lane, Suite 3
Danville, PA 17821
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9. Organizational Structure of PPL. Electric Staff

Corporate administration of PPL Electric’'s OnTrack Payment Program is the
responsibility of the Regulatory Programs & Business Services group of the
Customer Services department. The staff provides program oversight and field
personnel are responsible for the day-to-day administration of OnTrack. The key
personnel include:

General Office Staff:

o Robert M. Geneczko — Vice President - Customer Services
e Timothy R. Dahl — Mgr.- Regulatory Programs & Business Services
o Evelyn Soto — Customer Relations Specialist

Regional Customer Programs Directors:

Gladys T. Malone — Southwest Region, Lancaster
Florence M. McNelis — Northeast Region, \Hazleton
Joy E. Schmalzle — Northeast Region, Scranton
Chris R. Schoemaker, Jr. — Lehigh Region

Angela R. Tracy — Susquehanna — Harrisburg Region

e & o o o

Regional Administrative Support:

o Debra L. Sager — Southwest Region
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10. Differences Between Approved Plan and the Proposed Plan

PPL Electric is conducting the OnTrack Payment Program consistent with the
guidelines and procedures of the PUC-approved plan and those changes that
emanated from the Commission’s CAP Policy Statement adopted May 8, 1999.
All major policies regarding intake, payment plans, account monitoring and
program referrals remain the same except for the following:

1.

The Company will change its OnTrack formulas to revise the CAP credit
benefit limits to $850 for non-electric heat and $2,160 for electric heat.

PPL Electric continues to offer energy education opportunities to
customers to help them make wise energy choices.

The OnTrack bill presentation shows the difference between the
customer’s actual bill and their OnTrack payment amount.

If the OnTrack customer is a shopper, the bill presentation shows the
supplier.

The Company continues tracking the number of OnTrack enrollments and
re-certifications completed by phone and mail to ensure the Company and
CBOs are serving the hard-to-reach customers. In 2009, the CBOs
completed 91.5 percent of enroliments by mail, 4.6 percent by phone and
3.9 percent by office visits. This switch in business practice by the CBOs
has allowed the caseworks to serve more customers and operate a more
cost-effective program.

Adjust OnTrack monthly payment amounts for those customers who
selected a supplier after OnTrack enrollment date to reflect the savings on
the generation portion of his or her bill. If an OnTrack customer selects a
supplier and the monthly savings amount is $5 or more for a non-heating
account and $10 or more for a heating account, the Company would split
the savings between the customers (60 percent) and the USR (40
percent). If an OnTrack customer selects a supplier and the monthly
savings are at least 10 percent lower than PPL’s Price-to-Compare, the
Company would split the savings between the customers and the USR in
2011.

Adjust OnTrack monthly payments if customers drop a supplier or the
supplier drops the OnTrack customer. For OnTrack participants who
select an EGS whose cost is higher than the price to compare, the
OnTrack participant is responsible to pay those excess costs.
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7. Modified the methodology used by PPL when applying LIHEAP funds to
comply with the federal reguiations.

e [f an OnTrack customer receives LIHEAP or Crisis funds, the funds
post as follows:
o Missed OnTrack payments
o Current OnTrack bill due
o Excess credit for future OnTrack bills

8. PPL Electric will meet with key Area Agencies on Aging to review and
discuss the Company’s programs and services for low-income customers;
LIHEAP; credit and collection procedures; and various billing options and
services (e.g., third-party notification). Prior to holding these meetings,
PPL Electric will provide an agenda to parties in this proceeding and give
them the opportunity te provide input on the agenda. PPL Electric retains
its sole discretion in determining whether to make any changes to its
meeting agenda. The Company will complete these meetings within six
(6) months of the Commission’s final approval of the Company's USP
Plan. PPL Electric will consider changes, if any, to its programs and
services for low-income customers based on information obtained from
these meetings.
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Appendix 1
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USP Outreach Strategies

Activity

Timeline

Develop outreach queries by operating area

As needed

Monitor volume of referral pre-cut and post-
cut season

March, April, July, September,
October, November

Review, monitor and track: Ongoing
o Monthly report activity

o Referral WFM activity

* Budget activity

Advertising: As Needed
o Newspapers

o Presentations at non-USP agencies

Qutreach mailings: As Needed

o To customers identified by various queries

¢« To non-USP agencies

Internal presentations:

o To the collection group to encourage
referrals to OnTrack, Operation HELP,
WRAP and LIHEAP

Pre-cut season

OnTrack/\WRAP referrals:
+ Enhancements
¢ Training of CSRs/CAs

Pfe—CLLt season and
4™ Quarter

Bill Insert:
¢ To help promote OnTrack, WRAP,
Operation HELP and LIHEAP

Pre-cut season
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PPL Electric Utilities Corporation
Winter Relief Assistance Program (WRAP)

1. Program Description

Overview

The Winter Relief Assistance Program (“WRAP”) reduces electric bills and improves
living comfort for low-income customers. PPL Electric Utilities Corporation (“PPL
Electric” or the “Company”) has funded and administered the program since 1985.
Contractors install weatherization measures and provide energy education services.

There are three classifications of WRAP job types:

Full Cost — The customer has installed electric heat and uses electric heat as the
primary heating source.

Low Cost — The customer has an electric water heater and there is the potential
to install water-heating measures.

Baseload — The customer has the potential to receive energy-saving measures.

The WRAP services and measures installed by contractors depend on the customer's
use of electricity and the result of a home energy audit. PPL Electric encourages
customers to participate as “partners” in the audit and energy education session(s) so
that they can maximize their savings' success.

In 1985, the Pennsylvania Public Utility Commission (“PUC” or the “Commission”)
directed the Company to design a $2,000,000 weatherization program for customers at
ar below 150 percent of poverty level. At that time, customers needed to have electric
heat or an electric water heater to qualify.

In 1988, the PUC required that all covered electric and gas utilities in Pennsylvania
establish a low-income usage reduction program (“LIURP”) for customers in their
service territories. WRAP became PPL Electric's LIURP program and the Company
agreed to expand program funding to $3,023,000. The Company also added energy
education as part of WRAP. In 1988, PPL Electric conducted a refrigerator
replacement pilot that included the installation of “baseload” measures for households
without electric heat or electric water heating.

In 1999, PPL Electric implemented the concept of universal service programs for low-
income customers as part of the settlement agreement associated with utility
restructuring. Universal service programs include WRAP (LIURP), OnTrack (Customer
Assistance Program or “CAP"), CARES and Operation HELP. The Company agreed to
expand its annual funding to $4,700,000 and serve “an appropriate” amount of non-
heating or baseload customers as part of its settlement agreement.






