
    Michael J. Shafer 

    Senior Counsel 
 

    PPL  

    Two North Ninth Street 
    Allentown, PA 18101-1179 
     Tel. 610.774.2599  Fax 610.774.4102 
     MJShafer@pplweb.com 

 

 

 
 

E-File and Email 
 
August 18, 2020 
 
Rosemary Chiavetta, Secretary 
Pennsylvania Public Utility Commission 
Commonwealth Keystone Building 
400 North Street, 2nd Floor North 
P.O. Box 3265 
Harrisburg, PA 17120-3265 
 
 

Re:  Emergency Order at Docket No. M-2020-3019244                                       
 

 
Dear Secretary Chiavetta: 

 
Enclosed for filing on behalf of PPL Electric Utilities Corporation (“PPL Electric”) 

is PPL Electric’s Comments in the above-captioned proceeding regarding the 
termination moratorium and customer protections for at-risk customers, should the 
absolute service termination moratorium be lifted.  These Comments are being filed 
pursuant to the Secretarial Letter issued on August 10, 2020 in this matter. 

 
Pursuant to 52 Pa. Code § 1.11, the enclosed document is to be deemed filed on  

August 18, 2020 which is the date it was filed electronically using the Commission’s E-
filing system as well as emailed to rchiavetta@pa.gov. 

 
If you have any questions, please do not hesitate to contact me. 

 
Respectfully submitted, 

 
 
 
Enclosure 

 
 

mailto:rchiavetta@pa.gov
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BEFORE THE 

PENNSYLVANIA PUBLIC UTILITY COMMISSION 

 

 

 

Emergency Order 

: 

: 

: 

 

Docket No. M-2020-3019244 

   

 

_________________________________________________ 
 

COMMENTS OF  

PPL ELECTRIC UTILITIES CORPORATION 

_____________________________________________________ 

 

 

TO THE PENNSYLVANIA PUBLIC UTILITY COMMISSION: 

On August 10, 2020, Chairman Gladys Brown Dutrieuille of the Pennsylvania Public 

Utility Commission (“Commission”) issued a letter at the above-captioned docket, requesting 

comments about the termination moratorium effective since March 13, 2020, and customer 

protections for at-risk customers should the termination moratorium be lifted.   

PPL Electric Utilities Corporation (“PPL Electric” or the “Company”) appreciates this 

opportunity to provide Comments on the Chairman’s August 10, 2020 letter and offer its 

perspective on how the termination moratorium can be lifted in a gradual, carefully-designed way.  

This gradual approach, as outlined in these Comments, appropriately balances the protection of at-

risk customers who have been affected by the coronavirus (“COVID-19”), while helping ensure 

that customers’ bill arrearages do not accrue to unsustainable levels.  Thus, PPL Electric 

respectfully requests that the Commission adopt the approach to lift the termination moratorium 

as outlined in these Comments. 

I. BACKGROUND 

PPL Electric is public utility and an electric distribution company (“EDC”) as defined in 

Sections 102 and 2803 of the Pennsylvania Public Utility Code, 66 Pa. C.S. §§ 102, 2803. PPL 
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Electric furnishes electric distribution, transmission, and default supply services to approximately 

1.4 million customers throughout its certificated service territory, which includes all or portions of 

29 counties and encompasses approximately 10,000 square miles in eastern and central 

Pennsylvania. 

On March 13, 2020, Chairman Brown Dutrieuille issued an Emergency Order prohibiting 

public utilities in Pennsylvania from terminating service and directing them to reconnect 

customers’ service that was previously terminated, provided that such reconnections could be 

safely performed.  The Emergency Order was ratified by the Commission at the March 26, 2020 

public meeting. 

Since March 13, 2020, PPL Electric has not terminated any customer’s electric service and 

worked diligently to reconnect customers’ service that was previously terminated in a safe and 

reasonable manner. 

On August 10, 2020, Chairman Brown Dutrieuille issued a letter at Docket No. M-2020-

3019244, requesting comments about the termination moratorium and the customer protections for 

at-risk customers should the termination moratorium be lifted.   

II. COMMENTS OF PPL ELECTRIC 

PPL Electric recommends that the Commission lift its Emergency Order in the gradual 

manner set forth in these Comments, which strikes a balance between protecting customers who 

have been impacted by COVID-19 and preventing utility bill arrearages from ballooning to 

unsustainable levels.  

Since the onset of the termination moratorium, PPL Electric has taken several steps to help 

inform customers about energy efficiency and conservation (“EE&C”) programs and practices to 

reduce their electric usage, the Company’s customer assistance programs such as OnTrack and the 

Low Income Home Energy Assistance Program (“LIHEAP”), and other helpful tips to assist 
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customers in navigating the complex and adverse impacts created by COVID-19.  These customer 

outreach efforts used several communications channels, such as social media, direct emails, 

customer letters, phone calls, bill inserts, newspaper columns, and video advertisements.  Attached 

to these Comments as Exhibit “1” is a list of the outreach efforts PPL Electric has engaged in since 

the onset of the pandemic. 

PPL Electric believes that these significant efforts have helped blunt the financial impact 

of COVID-19 on its customers.  In addition to the customer outreach efforts, PPL Electric has been 

waiving late fees since mid-March.  However, with each passing month, customers’ past due 

balances continue to grow.  Further complicating the matter is the effect that the termination 

moratorium is having on customers’ willingness to enroll in customer assistance programs, such 

as OnTrack, which can help customers pay down the past due balances on their accounts.  In fact, 

since the termination moratorium became effective in March 2020, PPL Electric has seen a 

substantial decrease in the number of OnTrack enrollments, as compared to 2019.  The following 

chart shows this decrease: 
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As explained previously, the Company has made significant efforts to notify customers 

about OnTrack and other customer assistance programs.  Yet, PPL Electric continues to see a 

decline in customer enrollments in OnTrack.  Therefore, the Company attributes this decline in 

OnTrack enrollments to the termination moratorium, which has reduced the incentive for 

customers to pay down their past due balances. 

PPL Electric recognizes the substantial financial hardships that many of its customers have 

been enduring due to COVID-19.  The Company believes, however, that the Commission can lift 

the termination moratorium in a gradual, carefully-designed manner that both adequately protects 

customers, while keeping the customers’ arrearages from increasing to unsustainable levels.1   

Specifically, PPL Electric has developed a COVID-19 specific collection strategy to assist 

payment troubled customers.  All terminations will be treated as new terminations with the notice 

process restarting.  Prior to any termination notices being sent, there will be a series of customer 

outreach attempts to negotiate payment arrangements with customers.  There also will be a 

dedicated team of customer service representatives who will perform this outreach program.   

Under this pre-termination notice outreach program, the Company will make three attempts 

to contact the payment-troubled customer.  The first attempt will be an automated outbound call, 

which will include a payment reminder, information regarding help with bill payment, and notice 

that a live agent will also be calling.  The second attempt will be a live agent outbound call which 

will occur three to five days after the automated call.  The customer service representative will 

provide the customer with the same information from the automated call and attempt to negotiate 

a payment arrangement.  If the second attempt is unsuccessful, there will be another live agent 

outbound call three to five days after the second attempt.  The Company will only start the 

 
1 This approach was previously described in the Company’s June 15, 2020 filing at Docket No. M-2020-3020055. 
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termination process if it is unable to enter into a payment arrangement with the customer after the 

three customer outreach attempts.  

In addition to payment arrangements, the customer service representatives will be 

authorized to enter into Special Agreements with customers.  A Special Agreement is an agreement 

that breaks a large balance down into monthly installments that is not solely based on income 

levels or minimum installment terms, like a regular company payment arrangement would be.  The 

customer can offer an amount to pay initially, if they are able, but payment is not required.  All 

customers who are currently late on their bill or have a past due balance are eligible for a Special 

Agreement.  Special Agreements are a one-time offering, and if the Special Agreement is defaulted 

on, residential customers would be eligible for a regular payment arrangement.  The Company will 

offer Special Agreements during one of the outbound customer outreach calls.  

Although the exact timing of this customer outreach program will depend on when the 

Commission’s moratorium under the March 13, 2020 Emergency Order is lifted, PPL Electric 

envisions this customer outreach program being conducted in two phases.  In the first phase, PPL 

Electric will reach out to Level 3 and 4 customers, commercial customers, and customers for whom 

the Company does not have income information.  It is anticipated that this phase will take several 

weeks.  After the first phase, the Company will start the customer outreach program for Level 1 

and 2 customers.  The communications to Level 1 and 2 customers will be refined by lessons 

learned from the first phase of customer outreach.  Also, there will be added emphasis on informing 

Level 1 and 2 customers about universal service benefits for which they may be eligible.  Thus, as 

outlined above, PPL Electric’s proposal to lift the termination moratorium would not result in 

actual terminations until after PPL Electric has made several attempts to contact and assist payment 

troubled customers and has issued the required pre-termination notifications.  
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Finally, the Company notes that this process will take several weeks to implement, and 

potentially several more weeks after the customer contacts are made to finalize the payment 

arrangement, Special Agreement, or enroll the customer in an appropriate universal service 

program.  If the moratorium is lifted at a time closer to the winter moratorium, PPL Electric may 

not have enough time to utilize the outlined gradual approach.  In order to implement the preferred 

gradual approach, the moratorium would need to be lifted in September to allow PPL Electric 

enough time to complete the customer outreach prior to the start of the winter moratorium.  

Therefore, the Company respectfully requests that the Commission lift the termination moratorium 

in sufficient time before the winter moratorium, so that PPL Electric can implement its gradual 

approach to allow customers time to enroll in an appropriate universal service program and avoid 

customer arrearages ballooning to unsustainable levels.  
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III. CONCLUSION 

For the reasons set forth above, PPL Electric Utilities Corporation respectfully requests 

that the Commission take these Comments into consideration when deciding whether to lift the 

termination moratorium instituted by the March 13, 2020 Emergency Order. 

Respectfully submitted, 

  /s/ Michael J. Shafer   

  ______________________________ 

  Kimberly A. Klock (ID # 89716) 

Michael J. Shafer (ID # 205681) 

PPL Services Corporation 

Office of General Counsel 

Two North Ninth Street 

Allentown, PA  18106 

Phone:  610-774-4254 

Fax:   610-774-4102  

E-mail:  kklock@pplweb.com 

              mjshafer@pplweb.com 

 

 

Date: August 18, 2020    Attorneys for PPL Electric Utilities Corporation 
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March 2020 - tactics

Date Tactic Audience Message

3/16 Email All customers Preparations, social distancing, moratorium on service cuts

3/16 News release Media Preparations, social distancing, moratorium on service cuts

3/16 Website – home page 

marquee & dedicated 

web pages

All customers Links to COVID-related updates, including assistance programs, social distancing and safety info, energy 

efficiency tips, scam alerts, resources for businesses (from PA, chambers, etc.). Web pages remain live and are 

being updated regularly.

• pplelectric.com/coronavirus & pplelectric.com/coronavirus-business

3/19 News release Media Moratorium on late fees

3/26 Email Residential customers Looking out for our customers: assistance programs, moratorium on service cuts, scams

3/26 Email Business customers

(GS1&GS3/Large)

Resources for businesses, moratorium on service cuts, scam alerts

3/26 News release Media Looking out for our customers: assistance programs

All Social Media All customers Organic social posts (27 total posts) relating to our COVID response. Topics included bill help options, 

preparation and safety practices, scam alerts, energy efficiency tips, etc.

• Facebook (9) Twitter (10) Linkedin (2) IG (6)
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March 2020 - examples



4

April 2020 - tactics

Date Tactic Audience Message

4/1 Bill insert Residential customers Assistance programs: OnTrack, Operation HELP, payment assistance – inserted throughout April

4/1 Bill insert Business customers Resources for businesses, moratorium on service cuts, scam alerts - inserted throughout April

4/14 Blog All customers We’re standing with our customers through the pandemic: safety, payment assistance, moratorium on 

service cuts and late fees

4/20 Video Targeted groups Energy Efficiency tips while spending more time at home (30- and 60-second spot)

https://vimeo.com/408996169

4/20 Paid digital Targeted groups Energy Efficiency tips while spending more time at home; YouTube, Hulu, streaming radio and 

Facebook; campaign in flight through 6/15

4/20 Broadcast Targeted groups Energy Efficiency tips while spending more time at home; cable and local television ad buy; campaign 

in flight through 6/15

4/20 Website landing page All customers Savewithppl.com updated to include spot and blog post

4/15 Email Residential Customers Check your electric supply rate and shop for the best deal

4/15 Email Business Customers Check your electric supply rate and shop for the best deal

All Social Media All customers Organic social posts (56 total posts) relating to our COVID response. Topics included bill help options, 

preparation and safety practices, scam alerts, energy efficiency tips, etc.

• Facebook (21) Twitter (17) Linkedin (8) IG (10)

https://vimeo.com/408996169
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April 2020 - examples
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May - tactics

Date Tactic Audience Message

5/6 Email Residential customers eligible for 

income assistance programs

Bill help: payment assistance programs, energy efficiency tips

5/6 Email Small business customers Small business week; resources for businesses (from PA, chambers, etc.)

5/8 Blog All customers Energy Efficiency tips for spending more time at home

5/8 Website marquee All customers Energy Efficiency tips

5/14 Email Customers whose energy use increased 

in the previous month

Energy Efficiency tips for spending at home - drive to savewithppl.com

5/15 Email Remaining Residential customers Energy Efficiency tips for spending at home - drive to savewithppl.com

5/11 Outbound call Customers whose energy use increased 

in the previous month

Energy Efficiency tips for spending at home – drive to savewithppl.com

5/15 Email GS1 customers & GS3 customers 

eligible to shop

Invite customers to register for business webinars
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May 2020 – tactics (continued)

Date Tactic Audience Message

5/21 Email Residential customers automatically 

eligible for LIHEAP Recovery funds

Call us to provide consent to apply for a LIHEAP crisis grant on your behalf

5/21 Email Residential customers who may be 

eligible for LIHEAP Recovery funds

Notice that LIHEAP has reopened 

5/21 Outbound call Residential customers automatically 

eligible for LIHEAP Recovery funds

Notice that LIHEAP has reopened; notification of consent needed to apply for additional 

funds

5/21 Webinar(s) GS1 customers & GS3 customers 

eligible to shop

Live webinar with tips to manage bills; three webinars held throughout May and June

All Social Media All customers Organic social posts (38 total posts) relating to our COVID response. Topics included bill help 

options, preparation and safety practices, scam alerts, energy efficiency tips, etc.

• Facebook (15) Twitter (11) Linkedin (7) IG (5)
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May 2020 - examples
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June 2020 - tactics

Date Tactic Audience Message

6/1 Bill insert All customers Special edition of Connect newsletter with Bill Help focus: assistance programs, energy efficiency tips, 

shopping tips, other resources – inserted throughout June

6/3 Email Residential customers 

automatically eligible for LIHEAP 

Recovery funds

Call us to provide consent to apply for a LIHEAP crisis grant on your behalf

6/3 Outbound Call Residential customers 

automatically eligible for LIHEAP 

Recovery funds

Notice that LIHEAP has reopened; notification of consent needed to apply for additional funds

6/4 Email Customers who received an 

extra $100 LIHEAP cash

Congratulations on receiving an extra $100 from LIHEAP, apply for additional Recovery funds today

6/23 Email Customers who qualify for 

OnTrack based on receiving 

LIHEAP

You're prequalified for OnTrack, apply now

All Social Media All customers Organic social posts (9 total posts) relating to our COVID response. Topics included bill help options, 

preparation and safety practices, scam alerts, energy efficiency tips, etc.

• Facebook (4) Twitter (4) Linkedin (1) IG ()
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June 2020 - examples
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July 2020 - tactics

Date Tactic Audience Message

7/1 Bill Insert Business Customers Connect article on resources for businesses

7/6 Column Weekly newspapers Column on payment assistance programs and arrangements submitted to weekly 

publications and newsletters throughout the territory.

7/8 Email Residential customers automatically eligible 

for LIHEAP Recovery funds

Call us to provide consent to apply for a LIHEAP crisis grant on your behalf

7/16 Email Residential customers who are not income 

eligible, but who stopped paying bills in April

We see you’ve missed payments, we can help

7/20 Customer Letters/ 

Outbound Calls

Struggling customers Updated copy for termination notices to show more empathy and offer assistance; 

updated scripts for outbounds calls to struggling customers

7/24 Email Customers with high balances eligible for 

OnTrack

Apply for debt forgiveness; we can help keep your balance in check 

7/29 Email Small business customers who stopped 

paying bills in April

We can help; contact us if you’re struggling to pay your bill

All Social Media All customers Organic social posts (10 total posts) relating to our COVID response. Topics included bill 

help options, preparation and safety practices, scam alerts, energy efficiency tips, etc.

• Facebook (4) Twitter (4) Linkedin (1) IG (1)
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July 2020 - examples
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Date Tactic Audience Message

8/1 Bill Insert All customers Article in Connect newsletter (for business and residential customers) driving them to contact us for bill 

help if they’ve been struggling since April

8/1 Paid Digital Customers who qualify for 

LIHEAP

Paid Facebook ads to run for 2-3 weeks; $2,000 - $3,000 spend

8/7 Paid Digital All customers Video plea from PPL executive encouraging customers to seek our help with bills; $5,000 spend

8/7 Op/Ed, Letter to 

the Editor

Media Plea from PPL executive encouraging customers to seek our help with bills

8/11 Outbound Calls Customers with balance 

since March

Blaster calls, followed by live agent calls – goal is to direct to assistance programs

8/13 Email Customers who qualify for 

OnTrack

You're prequalified for OnTrack, apply today to start saving

8/13 News Release Media Impending LHEAP application deadline

8/14 Web Marquee All customers Link to plea from PPL executive encouraging customers to seek our help with bills; links to blog with 

embedded video

8/28 Bill insert All customer Cover story with plea from PPL executive encouraging customers to seek our help with bills

August 2020 - tactics
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August 2020 - examples
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