
Danielle Jouenne, Esq. 

UGI Corporation 
460 North Gulph Road 
King of Prussia, PA 19406 

Post Office Box 858 
Valley Forge, PA 19482-0858 

(610) 992-3203 Telephone (direct)

June 12, 2020 

VIA ELECTRONIC FILING  
Rosemary Chiavetta, Secretary 
Pennsylvania Public Utility Commission 
Commonwealth Keystone Building 
400 North Street 
Harrisburg, PA 17120 

Re:  COVID-19 Customer Service, Billing, and Public Outreach Provisions 
Request for Utility Information, Docket No. M-2020-3020055 

Dear Secretary Chiavetta: 

UGI Utilities, Inc. (UGI) herein files its response to Pennsylvania Public Utility Commission’s 
(Commission) Secretarial Letter dated May 29, 2020 regarding Docket No. M-2020-3020055, 
COVID-19 Customer Service, Billing, and Public Outreach Provisions Request for Utility 
Information.  On the attached, UGI has provided information to all requested inquiries under 
Section I. COVID-19 Utility Consumer Service and Billing Policies and Procedures and 
Section II. Consumer Education and Outreach.   

 Very truly yours, 

Danielle Jouenne 
Counsel for UGI 

Enclosure 
cc:  Seth Mendelsohn, PUC Executive Director, via email, smendelsoh@pa.gov 

Renardo L. Hicks, Chief Counsel, via email, rlhicks@pa.gov 
John Herzog, Executive Deputy Chief Counsel, via email, jherzog@pa.gov 
Alexis Bechtel, Director, Bureau of Consumer Services, via email, abechtel@pa.gov 
Tom Charles, Director, Office of Communications, via email, thcarles@pa.gov 
Lori Mohr, Bureau of Consumer Services, via email, laumohr@pa.gov 
Louise Fink Smith, Law Bureau, via email, finksmith@pa.gov  
Office of Consumer Advocate, via email, tmccloskey@paoca.org' 
Office of Small Business Advocate, via email, jorevan@pa.gov 
Bureau of Investigation and Enforcement, via email, rkanaskie@pa.gov
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Response of UGI Utilities, Inc. to the Request of the Pennsylvania Public Utility 
Commission for Information on Utility Billing Policies and Public Outreach in 

Response to the COVID-19 Pandemic 

1 

I. UGI Responses to the Request for Information on Utility Consumer Service and
Billing Policies and Procedures Implemented in Response to the COVID-19
Pandemic

UGI Utilities, Inc. (“UGI” or “the Company”) has taken substantive steps above and 

beyond our normal operations to provide additional support, customer outreach, and 

communications to our customers during this difficult time in response to the COVID-19 pandemic 

and recovery period.  The information provided below shows the efforts undertaken to date and 

additional plans to continue to communicate payment options, programs, and support to UGI’s 

customers.   

UGI recognized immediately that all customer classes had the potential to be impacted by 

the pandemic and went to work on developing a comprehensive communications plan using 

various channels including our website, email, direct mail, virtual meetings, and video tutorials. 

The plan provided for a multiple mechanisms to ensure that customers who are falling behind on 

their bills benefit from outreach from UGI during the current termination moratorium period. 

Additionally, UGI’s Call Center transitioned to working 100% remotely by March 15, 2020 in 

order to provide high quality service to our customers while maintaining a healthy and safe 

environment for our employees.  UGI’s Call Center will continue to be available to handle our 

customers’ questions as we progress through the pandemic and post pandemic periods.   

A. Termination of Utility Service:

Request No. 1:  

After the Commission’s Emergency Order on Terminations at Docket No. M-2020-3019244 
ends 

i. How soon does the utility plan to begin termination of service for
nonpayment?

DocuSign Envelope ID: DBF3F295-13F9-4F41-BFDF-6F02AEDF0A27



Response of UGI Utilities, Inc. to the Request of the Pennsylvania Public Utility 
Commission for Information on Utility Billing Policies and Public Outreach in 

Response to the COVID-19 Pandemic 

ii. How does the utility plan to implement terminations and will it start the
process with new termination notices?

Response:   

i. Upon expiration of the PUC Emergency Order, or as otherwise directed by the

PUC, the Company will resume normal termination procedures beginning with the issuance of 

new termination notices as soon as practicable. 

ii. Prior to resuming terminations, UGI will “cancel” any remaining active 10-day

notices.  Barring any changes to the voluntary termination extension of July 1, 2020, UGI will 

update the Company’s Credit and Collection system to begin sending out “new” 10-day notices 

to any residential or commercial customer that is at least 60 days past due.  

Request No. 2   

Broken out by customer class, how many customer accounts may be subject to termination 
if the Commission’s Emergency Order prohibiting terminations is rescinded and how does 
this number compare to the same time period in 2019? 

i. Provide these figures for all utility confirmed low-income customers,
including Lifeline and Customer Assistance Program (CAP) customers.

ii. Provide future projections if available.

Response: 

i. Please see the table below for a comparison between 2019 and 2020 for month

ending May comparing the number of customers who are eligible for termination.  The Company 

was at a peak customer count in arrears early in the 2019 collection season at 84,801 customers. 

Significant improvement was made by the end of the 2019 collection season and by month-end 

February 2020, the Company had 64,373 customers eligible for termination. This improvement 

was the result of reducing count of customers in threat of termination and overall active debt 

through enrolling customers on payment arrangements, CAP, in addition to an active collection 

2 
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season with terminating accounts for customers that did not comply with the preceding efforts. 

This resulted in a more than favorable result when comparing May 2019 to May 2020 even with 

COVID-19 pandemic negatively impacting customers’ ability to pay their utility bills   

ii. The forecast shown below for months ending June and July 2020 assumes

collections are able to begin on July 1, 2020.  If the Commission’s moratorium on collections is 

extended beyond this time period, the Company expects that the estimated number of customers 

in arrears will continue to increase well above this estimate. 

Customer Class  Actual as of 5/31/19   Actual as of 5/31/20  
Residential (All) 78,223  66,529  
Residential Low 
Income 20,025  19,969  
Residential CAP 15,195  15,000  
Non- Residential 1,327  1,659  
TOTAL 79,550  68,188  

Customer Class 
 Forecast as of 

6/30/20  
Residential (All) 79,122  
Residential Low 
Income 22,856  
Residential CAP 16,562  
Non- Residential 2,096  
TOTAL 81,217  

Customer Class 
 Forecast as of 

7/31/20  
Residential (All) 89,052  
Residential Low 
Income 24,652  
Residential CAP 18,640  
Non- Residential 2,614  
TOTAL 91,666  
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Request No. 3: 
Is the utility currently assessing a “reconnection fee” to restore service?  If yes, how is the 
fee billed and/or collected? Will this fee apply to customers reconnected under the 
Commission’s Emergency Order that wish to pay any arrearage and stay connected?    

Response:  

No. UGI is currently waiving all reconnection fees.   

B. Universal Service Programs:

Request No. 4.  

Is the utility currently removing customers from CAP for non-payment or failure to 
recertify?   

Response:   

No. UGI ceased removing customers from CAP for failure to re-certify as of March 18, 

2020.  Currently, UGI has alerted our Community Based Organizations (CBOs) that this hold will 

be in place for 90 days. UGI’s policy is to NOT remove customers from CAP for non-payment 

until 109 days past termination of service.  No CAP customers have been terminated for non-

payment in Calendar Year 2020.    

Request No. 5.  

What are the utility’s current Hardship Fund payment requirements to qualify low-income 
customers for grants (e.g., waiving payment history “good faith payment”, or CAP 
participation criteria) and have these requirements been revised due to the pandemic? 

Response:   

In order to receive a hardship payment, a customer must have an outstanding balance on 

their utility bill.  The maximum income of the customer’s household must be at or below the 

current federal poverty income guidelines (“FPIG”) of 200%.  The Company has not revised the 
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criteria during the pandemic, but is considering potential future changes to the income guidelines. 

C. Other Assistance Initiatives:

Request No. 6: 

Describe any policies/procedures the utility has updated to assist customers impacted by 
the pandemic that go beyond provisions in PUC policies or regulations. 

Response:   

Currently, UGI has updated the following policies/procedures to assist customers 

impacted by the pandemic: 

 Began waiving Late Payment charges effective 3/24/2020.

 Instructed the Community Based Organizations (CBOs) to allow customers to

telephonically accept “signature” agreeing to the CAP Program rules.

 UGI increased the Health and Safety allowance for Weatherization jobs to allow

CBOs to accommodate additional PPE requirements.

 Prepared additional Consumer education and Outreach as described in Part II of the

Commission’s information request.

Request No. 7: 

Describe any proposed or anticipated changes in programs/practices/policies to assist 
customers impacted by the pandemic after the Governor’s Emergency Proclamation and 
the PUC Emergency Order on Terminations expire or are lifted. 

Response:   

UGI is currently reviewing additional options to help customers impacted by the COVID-

19 pandemic.  Options include an Emergency Relief Program which will provide qualified 
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customers a deferred payment plan and a one-time grant to assist them with the payment of an 

account balance. Customers will be able to apply and submit required documentation to qualify 

via a newly created online process or through direct mail and facsimile if necessary.  UGI is also 

considering an increase to the Operation Share federal poverty level eligibility criteria from 200% 

to 250%.  In addition, our expanded customer communications plan will continue as long as 

required by our customers.  

II. UGI Responses to the Request for Information on Utility Consumer Education
and Outreach Implemented in Response to the COVID-19 Pandemic.

As stated earlier, UGI has taken a proactive approach in developing a multifaceted 

communications plan to all our customers.  Exhibit A, which is attached, shows all outbound 

communications that the Company has taken to date to educate, inform, and support our customers 

concerns and needs.  In addition to our outreach initiatives, the Company has also provided 

feedback received from our customers on one of the communication campaigns outlined on page 

17 of Exhibit A. 

Request No. 8.  

Descriptions and/or examples of how the utilities are educating their customers about their 

rights and responsibilities, assistance programs, energy efficiency and conservation, and/or 

COVID-19 recovery. 

Response:    

Please see Exhibit A outlining all communications educating out customers about their 

rights and responsibilities, assistance programs, energy efficiency, and conservation since the 

Governor’s Emergency Order.  UGI continues to update content frequently and build upon the 
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foundation created specifically for the COVID-19 pandemic.  The multifaceted communication 

platforms developed include: Website content, virtual customer meetings, instructional videos 

about low income programs, E-mail, direct mail, bill inserts, and postcards. 

Request No. 9.  

Efforts to reach all utility consumers with information about income-qualified programs 
and resources and about non-income-qualified educational services, tools, and resources. 

Response:    

Please see Exhibit A. 

Request No. 10.  

Methods that utilities are using to make their customers aware of important proceedings that 
may include telephonic public input hearings and allowing consumers to be able to make 
their voices heard. 

Response:  

UGI utilizes various methods, such as newspaper notices, bill inserts, and website postings, 

to inform its customers of important proceedings to permit customer engagement. By way of 

example, UGI is currently in a Base Rate Case proceeding in which the Company has participated 

in two scheduled public input hearings and communications to customers have been provided in 

bill inserts and printed in newspapers of general circulation throughout our service territory. 

Additionally, the Company’s direct case is available in pdf format on the Company’s website.  
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Request No. 10.  

Description of utility outreach methods that could be used to inform eligible Pennsylvanians 
about changes related to COVID-19 in the Lifeline Program for Telephone and Broadband 
Internet Service. 

Response:    

 Not applicable. 
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BEFORE THE 
PENNSYLVANIA PUBLIC UTILITY COMMISSION 

COVID-19 Customer Service, Billing, and 
Public Outreach Provisions Request for 
Utility Information  

: 
: 
: 
: 

Docket No. M-2020-3020055 

VERIFICATION 

I, Daniel V. Adamo, Director of Customer Service for UGI Utilities, Inc. hereby state that 

the facts above set forth are true and correct to the best of my knowledge, information and belief 

and that I expect to be able to prove the same at a hearing held in this matter.  I understand that 

the statements herein are made subject to the penalties of 18 Pa. C.S. § 4904 (relating to unsworn 

falsification to authorities). 

Date:  June 12, 2020 ______________________________ 
Daniel V. Adamo 
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UGI Utilities, Inc.

COVID-19 Related Customer-
Facing Communication  

Efforts

Exhibit A
UGI Utilities, Inc.

Page 1 of 37
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UGI.com Home Page – June 2020

2Learn More destination is https://www.ugi.com/covid-19-response-plan/

Exhibit A
UGI Utilities, Inc.

Page 2 of 37
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Created COVID-19 Response Page

3

https://www.ugi.com/covid-19-response-plan/

Exhibit A
UGI Utilities, Inc.

Page 3 of 37
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COVID Residential Resources Web Page

4

https://www.ugi.com/covid-19-response-plan/residential-resources/

Exhibit A
UGI Utilities, Inc.

Page 4 of 37
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COVID-19 Business Resources Web Page
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https://www.ugi.com/covid-19-response-plan/business-resources/

Exhibit A
UGI Utilities, Inc.

Page 5 of 37
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Analytics for COVID-Related Pages

6

March 13 – June 1, 2020 Pageviews
Unique 

Pageviews

Average 
Time on 

Page

COVID-19 Response Plan
(www.ugi.com/covid-19-
response-plan)

21,106 18,823 1:43

Residential Resources 
Page (www.ugi.com/covid-
19-response-
plan/residential-
resources)

1,627 1,420 1:38

Business Resources Page
(www.ugi.com/covid-19-
response-plan/business-
resources)

136 122 2:11

Press Control + Click on thumbnail to view web page.

Exhibit A
UGI Utilities, Inc.

Page 6 of 37
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May 2020 Bill Insert (English One Side/Spanish Other Side)

7
www.ugi.com/together destination is https://www.ugi.com/covid-19-response-plan/

*Customers enrolled in eBill received email with “Together” content

Audience: All Customer Classes Receiving Paper Bills* (577,000)

Exhibit A
UGI Utilities, Inc.

Page 7 of 37
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May 4 - Customer Assistance Program Video Added to 
Customer Assistance Program Web Page

8

Results 5/4 – 6/1/2020 Video Link Views

Pre-recorded webinar (English) https://youtu.be/aIwjDpWaOfA 238

Pre-recorded webinar (Spanish) https://youtu.be/uuBNEa6toxE 75

Page Link:  https://www.ugi.com/assistance-programs/

Exhibit A
UGI Utilities, Inc.

Page 8 of 37
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May 26 – Recorded Zoom Webinar Video Added to 
COVID-19 Residential Resources Web Page

9

Results 5/26 – 6/1/2020 Video Link Views

Live (Zoom) webinar recording* https://youtu.be/x8ViQiH3z3k 23

*Planned future communications to All Residential Natural Gas &
Electric Customers will include a link to this video.

Exhibit A
UGI Utilities, Inc.

Page 9 of 37

DocuSign Envelope ID: DBF3F295-13F9-4F41-BFDF-6F02AEDF0A27

https://youtu.be/x8ViQiH3z3k


May 2020 - Facebook Ads

10

5/5/2020 through 5/18/2020

5/18/2020 to Current*

*June 1, 2020

Results 5/5/2020 – 5/31/2020
Total

Impressions 1,327,932

Reach 228,484

Clicks 4,877

Exhibit A
UGI Utilities, Inc.
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March 18 – Email

11

Subject: “COVID-19 Virus Response: 
UGI Utilities is Here for 
You” 

Audience: All Customer Classes

Delivered: 328,922

Exhibit A
UGI Utilities, Inc.

Page 11 of 37
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March 20 – Email

12

Subject: “Important Message Re: 
Your Natural Gas Service 
Installation at %%Service 
Address Full Street%%”

Audience: Prospective Customers 
Converting to Natural Gas 
Who Have Signed 
Contracts But No Meter Set 
Yet

Delivered: 473

Exhibit A
UGI Utilities, Inc.

Page 12 of 37
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March 24 – Email

13

Subject: “COVID-19 Response: Our 
Customer Spoke, We 
Listened”

Audience: All Customer Classes

Delivered: 329,130

Exhibit A
UGI Utilities, Inc.

Page 13 of 37
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March 27 – Email

14

Subject: “COVID-19 Update for UGI’s 
Major Accounts”

Audience: Major Accounts

Delivered: 1,673

Exhibit A
UGI Utilities, Inc.
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April 23 - Email

15

Subject: “A Thank You from UGI”

Audience: All Residential Natural Gas 
& Electric Customers

Delivered: 313,833

Exhibit A
UGI Utilities, Inc.
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April 23 - Email

16

Subject: “A Thank You from UGI”

Audience: All Non-Residential Natural 
Gas & Electric Customers

Delivered: 18,874

Exhibit A
UGI Utilities, Inc.

Page 16 of 37
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Feedback from April 23 Thank You Emails

17

17

Residential: 47% open rate or 147,798 unique opens  |  Commercial: 35% open rate or 6,647 unique opens.

• Nooo thank you for your services!!!
• Thank You All As Well! ��
• Thank you for being great!
• Aw, thank you! - Bill Davis A.P.T Distributing Co.
• Thank you! �
• Thank you for your email!!!
• As a frontline worker, thank you. Thank you for being a great 

company to me and my family over the years! Your work does 
not get overlooked by these eyes. Sincerely, Sherry Moll

• Thanks for the empathy during this process.  
• thank you for your heart support thank you God bless you
• Dear UGI, Thank you for your email, it was very well received.  

It is nice to see a positive email from you. Stay safe, Warm 
regards, Angela Stauffer

• ���
• WOW!  What a nice gesture to reach out to your customers 

during this uncertain and stressful time. Kudos to you!
• Thank you for being such a reliable energy provider throughout 

the years.  It means a lot to me to never have to worry about 
my gas supply. Stay positive -stay healthy - stay safe. Sue 
Carter

• THANK YOU SO MUCH..
• You don't need to thank us we need to thank you for all you do 

so efficiently and professionally expertly 
• Thank you so much 
• Thank you guys
• And I, in return to everyone at UGI Utilities, Inc.,... 

• And we thank you for keeping us warm
• It is a company that I trust.
• UGI Utilities Staff: Thank you for the gracious note to your 

consumers. It is very much appreciated.
• We had to avail ourselves of your services due to a problem with 

our heater. The Service Technician you sent was very 
knowledgeable, gracious, and had us repaired in a timely 
fashion. Having the service contract is a great convenience. A 
satisfied customer, Angelina (Mrs. Joseph) Marnickas

• Thank you for your dedication during this crisis. George and 
Pennie Dodson

• Thank You!
• Thank you for your concern.
• We appreciate you too!!! �
• Have a nice day! Sincerely, Therese Miller
• your welcome an thank you also�
• Welcome And Thank You
• Thank you ……. Robert Asby
• Thank you for your email... So many companies have sadly 

become unrecognizable and it's customers forgotten. Please stay 
safe and again thank you for this email.. 

• No, Thank You!
• THANK YOU THAT HIT MY HEART
• Very touch with your message and thank you for keeping us warm
• Thank You for your pleasant letter, as I want to thank all of you 

for working hard to keep every ones needs taken care of ,so 
much appreciated, stay safe and God Bless.

Exhibit A
UGI Utilities, Inc.
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May 2 - Email

18

Subject: “Join Us for a Webinar on 
Assistance Programs You 
May Be Eligible For”

Audience: Residential Low Income
Natural Gas & Electric 
Customers

Delivered: 16,706

Exhibit A
UGI Utilities, Inc.
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Webinar Registration Email Response

19

Subject: “Zoom Webinar 
Registration Confirmation”

Audience: Any Customer Completing 
Zoom Webinar Registration 
Form

Delivered: 158

Exhibit A
UGI Utilities, Inc.
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May 6 - Email

20

Subject: “Reminder to Join Us Later 
today for Our Free 
Customer Assistance 
Program Webinar”

Audience: Any Customer that 
Registered for the Zoom 
Webinar

Delivered: 158

Exhibit A
UGI Utilities, Inc.
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May 4 - Email

21

Subject: “Important Message Re: 
Your Natural Gas Service 
Installation at %%Service 
Address Full Street%%”

Audience: Prospective Customers 
Converting to Natural Gas 
Who Have Signed 
Contracts But No Meter Set 
Yet

Delivered: 417

Exhibit A
UGI Utilities, Inc.
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May 4 - Email
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Subject: “UGI Connections for Your 
Home – May 2020”

Audience: Residential Low Income
Natural Gas & Electric 
Customers

Delivered: 30,000

Exhibit A
UGI Utilities, Inc.
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May 12 - Email

23

Subject: “UGI is Here to Help”

Audience: All Customer Classes

Delivered: 331,034

Exhibit A
UGI Utilities, Inc.
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May 27 - Email

24

Subject: “Important Info Regarding 
Your Account 
Management”

Audience: Current Residential Natural 
Gas & Electric Customers 
Not Enrolled in AutoPay or 
Electronic Billing

Delivered: 55,796

Exhibit A
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May 27 - Email

25

Subject: “Important Info Regarding 
Your Account 
Management”

Audience: Past Due Residential 
Natural Gas & Electric 
Customers Not Enrolled in 
AutoPay or Electronic 
Billing

Delivered: 28,942

Exhibit A
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May 28 - Email

26Video Link appears at https://www.ugi.com/covid-19-response-
plan/residential-resources/

Subject: “Thank You for Registering 
for Our Customer 
Assistance Webinar”

Audience: Customers That Registered 
for May 6 Zoom Webinar

Delivered: 158
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June 1- Email

27

Subject: “$100 LIHEAP Crisis Grant 
Has Been Applied to Your 
UGI Account”

Audience: LIHEAP Supplemental $100 
Grant Recipients

Delivered: 1,999
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June 1- Direct Mail

28

Subject: “$100 LIHEAP Crisis Grant 
Has Been Applied to Your 
UGI Account”

Audience: LIHEAP Supplemental $100 
Grant Recipients

Delivered: 797

Exhibit A
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Direct Mail Postcard

29

Audience:  Residential Natural Gas & Electric Customers 
without Email Address (Mailed to 250,623 Customers)

www.ugi.com/domore destination is https://www.ugi.com/covid-19-response-plan/
www.ugi.com/homeresources destination is https://www.ugi.com/covid-19-response-plan/residential-
resources

Exhibit A
UGI Utilities, Inc.

Page 29 of 37

DocuSign Envelope ID: DBF3F295-13F9-4F41-BFDF-6F02AEDF0A27



Direct Mail Postcard
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Audience:  Small Commercial Customers (Rate N, NT) without 
Email Address (Mailed to 26,862 Customers)

www.ugi.com/domore destination is https://www.ugi.com/covid-19-response-plan/
www.ugi.com/businessresources destination is https://www.ugi.com/covid-19-response-plan/business-
resources/
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Bill Send Envelope (Planned for July 2020)
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Audience:  All Customers Receiving a Bill in July 2020
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UGI Utilities, Inc.

COVID-19 Related 
Community Based 

Organization 
Communication Efforts
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March 6 – Email
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Audience:  CAP Community Based Organizations Related to COVID
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March 18 – Email
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Audience:  CAP Community Based Organizations Related to COVID
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March 21 – Email
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Audience:  Direct Response to an Agency
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April 17 – Email
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Audience: CAP Community Based Organizations Related to COVID

Exhibit A
UGI Utilities, Inc.

Page 36 of 37

DocuSign Envelope ID: DBF3F295-13F9-4F41-BFDF-6F02AEDF0A27



May 6 – Email
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Audience: CAP Community Based Organizations Related to COVID
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