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UNIVERSAL SERVICE AND ENERGY CONSERVATION PLAN 
 
Overview 
 
The Peoples Natural Gas Company (Peoples) submitted its current Universal Service Plan on 
July 16, 20141.  It was approved by Final Order on December 17, 2015.  The Plan incorporated 
the best practices of the Peoples and Equitable Divisions of Peoples Natural Gas and included an 
expansion of the Customer Assistance Program under a Pilot that allowed for participation for 
customers with significant balances and incomes between 151 and 200% of Federal Poverty 
Levels.  The Company further amended the plan in 2016 to include an Emergency Furnace and 
Line Repair Program for the Equitable Division2.   
 
The Company has an active Universal Service Advisory Group (USAG) whose members include 
representatives from Office of Consumer Advocate, the PA Public Utility Commission’s Office 
of Investigation & Enforcement and Bureau of Consumer Services, Public Utility Law Project, 
and local community partners such as Women’s Center and Shelter of Pittsburgh, Salvation 
Army, Allegheny County Department of Aging, United Way PA 2-1-1, Catholic Charities and 
others.  The USAG meets quarterly in January, April, July and October.  The group provides 
valuable input into the outreach methods and communication efforts for the Company’s 
Universal Service programs.  It also has an important role in advising the Company on 
appropriate budgets, eligibility and program parameters.  The input of the USAG was crucial to 
the development of this Plan and the changes proposed are reflective of the engagement of the 
group.  The group’s goal is to ensure the programs offered by the Company increase 
affordability, reach the vulnerable populations who need them and are managed effectively.     
 
This Plan no longer includes the LIURP Pilot Community Partnership program.  This program 
was designed to provide financial support to local organizations that offered energy conservation 
events and or programs in the Peoples Division service territory.  The annual budget was 
$50,000.  When the program was launched in 2011, interest from partnering organizations was 
high and Peoples was able to support some very valuable conservation education programs.  
Over time, the number of proposals for support have continued to drop and in 2017, Peoples 
sponsored only one project and used the remaining funds to provide energy conservation 
programs developed and presented by Peoples’ Energy Consultants.  Therefore, the Company 
proposed, and the USAG agreed, that these annual funds would be better spent in the LIURP 
weatherization program, providing more available dollars to increase random inspections as well 
as health and safety spending.  A letter of notification was submitted to the Bureau of Consumer 
Services on June 26, 2018 regarding the elimination of this program and use of these funds in the 
LIURP weatherization program.  The transfer of the $50,000 from the Community Partnership 
for Weatherization Program to LIURP is reflected in the LIURP budgets provided in this Plan. 
 
 
 

                                                 
1 Docket M-2014-2432515 
2 Dockets P-2016-2562220 and M-2014-2432515 
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Plan Submission 
 
This Plan will be in effect during the period from January 1, 2019 through December 31, 2028 
and will be implemented upon approval by the Commission. 
 
   
Plan Modifications 
 
This Plan contains budgets and descriptions of the Universal Service programs offered by 
Peoples Gas Company LLC (formerly Peoples TWP) which is an affiliate of Peoples Natural 
Gas.  As a small Natural Gas Distribution Company in Pennsylvania serving 58,000 residential 
customers, Peoples Gas Company LLC is not required to submit a formal Plan for approval.  
However, because the processes and procedures of the Plan are so closely tied to that of Peoples 
Natural Gas, and because the third party administrators for the programs are the same, the 
Company has chosen to include information on both companies’ programs in this Plan.   
 
The proposed modifications, which are highlighted below, represent the Company’s efforts to 
continually improve the effectiveness and efficiency of its Universal Service Program offerings.  
Proposed changes were developed from feedback received in the Independent Evaluation of 
2017 and the input of the Company’s USAG.       
 
Customer Assistance Program 

• Partnership with Duquesne Light to assist customers in enrolling in CAP for both 
companies with one income documentation submission. 

• Provision added to allow customers to re-enter CAP up to 9 months after termination or 
removal, maintaining the same pre-CAP amount as existed prior to their exit. 

• Limit the use of LIHEAP receipts in lieu of providing income documentation for CAP 
enrollment to those funds received in the current (or prior if the season has recently 
closed) LIHEAP season.  This reduces the timeframe for which LIHEAP receipts can be 
used to indicate eligibility from 2 years to approximately one year.   

• Elimination of the CAP Plus mechanism to improve affordability.   
• Elimination of the pre-CAP add-on payment of $5 per month for those that enter the 

program with arrearages. 
 
CARES/Hardship Funds 

• Company will make all efforts to partner with electric companies to provide services to 
vulnerable customers within the residence to obtain documentation for possible programs 
participation and provide resources. 

 
Low Income Usage Reduction Program (LIURP) 

• Increased allowance per job to include remediation of the heating system in addition to 
implementing pre-determined measures and in some cases for health and safety measures 
that allow the Company to move forward with weatherization project that might have 
otherwise been prohibited. 

• Provide for an increase of random inspections above 25% of annual jobs to allow for a 
more effective quality control of the program measures installation, new contractors 
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and/or of those situations in which the Company deems it appropriate to provide 
additional oversight to a contractor/(s). 

 
 
Pilot LIURP Emergency Furnace & Line Repair Program 

• Increase the annual budget for Peoples Natural Gas to $863,750. to reflect changes in 
annual budgets determined in prior proceedingsIncrease the annual budget for Peoples 
Gas Company LLC  to $61,250 to reflect changes in annual budget determined in prior 
other proceedings. 

• Increase all annual budgets by 3% for each subsequent year to reflect increases in labor 
and material costs. 

• Include costs of minor restoration that is necessary to ensure safety for gas line 
replacements that include excavation. 

 
 
Plan Attachments and Coordination Efforts 
 
A list of attachments to this Plan follows the Table of Contents. 
 
An integral part of the Plan is the coordination of Universal Service Programs both within the 
Company and through external agencies.  Employees receive training regarding sensitivity to 
those with special needs as well as program availability and eligibility.  Employees of the 
Customer Service Center as well as Field Operations make referrals to the Customer Relations 
team via email or phone.  In addition, area agencies are a key source of outreach efforts to 
customers and are supported through materials and/or presentations provided by the Company.   
 
The steps used to identify eligible customers and methods of program coordination can be found 
listed in the first section, Customer Assistance Program.  These steps apply to all of the 
Universal Service Programs in the Plan. 
 
 
Organization 
 
Universal Service Programs are managed and directed by the Customer Relations Department 
which is housed in the Operations organization of the Company.  The organizational chart for 
Customer Relations is provided at the end of this section.  While the programs themselves are 
managed exclusively in the Customer Relations department, the important work of outreach and 
referrals occur throughout the Company.    
 
Incoming calls to the Company from low income customers are answered in the Customer 
Service Center, Monday through Friday from 7 a.m. to 5 p.m.  Management of the Customer 
Service Center is provided by the Sr. Director of Customer Service.  All agents receive training 
on the Company’s Universal Service Programs in order to make appropriate referrals.  
Customers who appear to be eligible and in need of the Customer Assistance Program are 
transferred directly to Dollar Energy Fund, the Company’s CAP administrator, for immediate 
assistance. CAP participants who need the assistance of a Dollar Energy Fund Hardship Grant 
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are directly transferred to Dollar Energy Fund to apply for the grant over the phone and are not 
required to visit an agency.  Customers who are in need of other Universal Service programs 
such as weatherization, emergency heating assistance or CARES are referred by the Customer 
Service Center to the Customer Relations department for follow up.   
 
In addition to the organization which supports the connection of customers with available 
assistance, customers can additionally self-refer.  Through the Company’s website, customers 
can contact the Company through the ‘Peoples Helps’ email line which is managed by the 
Customer Relations department.  Customers creating an online payment arrangement through the 
Company’s e-account portal, and who present with income less than 150% FPL are identified 
and their accounts are forwarded on a weekly basis to the CAP administrator for outreach for 
potential CAP enrollment and to offer other Universal Service programs as appropriate.   
 
In order to ensure we reach the most vulnerable, an employee-only phone line has been 
implemented for the Field Operations team.  Field technicians can dial directly into the Customer 
Relations department to make the Company aware of customers in difficult circumstances so 
help can be provided.  Field employees also receive a stock of customer care cards that are 
essentially business cards with the Company’s phone number and a list of programs to hand out 
to customers who could benefit from these programs.  Customer Relations staff members 
additionally provide ‘on call’ service to Operations after normal working hours and on 
weekends.  This service allows us to coordinate assistance for vulnerable customers, particularly 
if an issue arises in colder weather that affects heat to the home. 
 
Customer support has high visibility in the Company as seen through regular presentations to the 
management team.  Educating employees on Universal Service programs is a key focus of 
Peoples’ Making Life Better mission.   
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CUSTOMER ASSISTANCE PROGRAM (CAP) 
 
Program Description 
 
Peoples CAP is a special payment plan for low-income, payment-troubled customers.  Through 
CAP, low income customers pay a percentage of their income for natural gas service.  The 
reduced payment amount is designed to improve payment compliance and reduce collection 
activities. 
 
Eligible customers agree to pay 4%, 5%, 6% or 11% of their verified before-tax monthly income 
for natural gas service.  The household income and family size determine which percentage of 
income the customer is to pay.  Earned and unearned income of minor children is excluded in the 
determination of eligibility and calculation CAP payment, in compliance with the definition of 
household income found at 66 Pa.C.S. §1403.  If the average bill for the premises is lower than 
the calculated percentage of income payment, the customer’s CAP payment will be the average 
bill amount. 
 
Eligibility for CAP is income at or below 150% FPL.  Customers with incomes between 151 and 
200% FPL that meet additional eligibility requirements will be eligible to participate in the Pilot 
CAP expansion.   
 
Findings and Recommendations from Independent Evaluation 
 

1. Phone and Agency Enrollment – Most customers enroll in CAP over the telephone by 
calling DEF.  Customers appear to appreciate the convenience of the telephone 
enrollment and very few customers visit an agency to enroll in CAP.  However, there 
may be additional cases where agency enrollment may provide important benefits to the 
customer such as quicker enrollment or more education and referrals, and should be 
recommended. 

2. Income Verification – Peoples has reported that they are working to make it even easier 
for customer to provide income documentation, by creating additional mechanisms for 
customers to submit the information. 

3. Recertification – As with enrollment, customers appear to appreciate the ability to 
recertify by mailing in their documentation rather than visiting an agency.  However, it 
may be beneficial for Peoples to suggest that certain customers visit an agency to 
recertify to obtain a better understanding of the program, the importance of making the 
monthly CAP payment, and additional resources that may be available to assist them in 
meeting their needs. 

4. CAP Bill – Peoples has designed a CAP bill that provides a clear presentation of the 
monthly CAP payment, the five dollar contribution for arrearages and the CAP credit as 
the difference between actual usage and the CAP payment. Peoples could add 
information on the amount of arrearage forgiveness that will be received when they pay 
their bill to make this even more apparent. 

5. CAP Plus – The CAP Plus adder impacts energy burden and affordability.  Peoples 
should continue to monitor this adder and asses how increases impact affordability, 
especially for the lowest income customers. 
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6. Affordability – The CAP survey and the transactions data analysis clearly showed that 
the program has improved affordability for participants. 

7. Bill Payment – CAP also had a positive impact on bill payment. 
8. CAP Satisfaction – Customers reported that CAP was very important in helping them to 

meet their needs and their satisfaction was high. 
 
 
Modifications Since Last Plan 
 
Peoples implemented the suggestion provided in finding number 4 above regarding the CAP bill.  
A message has been added to CAP bills, directly below the CAP payment amount, to remind 
customers of the Arrearage Forgiveness benefit they will receive by making the payment.  Please 
refer to Attachment B for an example of this bill message.   
 
In response to finding number 5, Peoples engaged the regulatory focused members of its 
Universal Service Advisory Group to review, analyze and discuss potential CAP Plus 
modifications to address the affordability impact on the lowest income participants in its 
program.  This working group analyzed data and held discussions that led to the modification of 
the CAP Plus mechanism that is described in this Plan.   
 
The Company also considered the suggestion from the independent evaluation that some 
customers will be better served through enrolling in CAP in person.  While this option has 
always existed at any Dollar Energy Fund agency, the Company has taken steps to increase the 
visibility of this option and to encourage its phone agents to offer this option to customers. There 
has also been a change to agency compensation, providing for agency reimbursement for the cost 
of completing a CAP application, regardless of whether the customer is ultimately enrolled. The 
Company has provided CAP training at Catholic Charities of Allegheny County so that 
customers can apply for CAP in person.   
 
In order to ensure income eligibility, the Company has changed the LIHEAP eligibility provision 
of its CAP enrollment process to limit the use of LIHEAP in lieu of income documentation to 
customers who have received a LIHEAP cash or Crisis grant within the current or most recent 
program year.  Prior to this change, customers could enroll into CAP without submitting income 
documentation if the Company had received LIHEAP funds in the past two years.   
 
An online application, utilizing Dollar Energy Fund’s MyApp application has been implemented, 
allowing customers to apply for CAP online.  During the online application process, customes 
may submit their income electronically.  The online application can be found at:   
https://www.hardshiptools.org/MyApp/.   The Company plans to implement a paper application, 
to be completed via US mail, for customers who prefer this method.  The paper application will 
be available in October of 2022.   
 
Eligibility Criteria 
 
The CAP program is available to customers who are at or below 150% of the Federal Poverty 
Income Level (See Attachment E - Income Guidelines).  The customer must have active 

https://www.hardshiptools.org/MyApp/
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residential heating service.  If a customer reports zero income, a zero income form, as shown in 
Attachment H, can be submitted in lieu of income documentation for enrollment in CAP. 
 
Under a pilot expansion of CAP, customers with incomes between 151 and 200% of Federal 
Poverty Level, at least one broken payment arrangement and a significant arrearage may also 
participate.  A significant arrearage is generally defined as a balance of $800 or more, but 
flexibility is given in the evaluation of individual circumstances.  Customers in this income 
group must apply for a Dollar Energy Hardship Fund Grant to be applied to their account balance 
prior to entering the CAP program if such funds are currently available.   
 
Prior CAP customers who apply for service within nine months of service termination or 
discontinuance will continue to be considered active participants provided that they pay their 
CAP bill arrearage.  An applicant with an outstanding balance that has not previously 
participated in CAP may enroll and restore service by submitting income documentation 
supporting their eligibility for the program and will not be required to make an arrearage 
payment.    CAP-eligible customers who receive LIHEAP and/or Hardship Fund for restoration 
may enroll in CAP without submitting additional documentation and any remaining balance, 
following the crediting of energy assistance, will be frozen as pre-program arrearages.   
 
Upon contact, a customer may be enrolled in CAP without providing income documentation if 
he/she has received a LIHEAP payment within the current or most recent LIHEAP program year.  
Additionally, if service is off and the customer receives approval for LIHEAP or Hardship Fund 
grants to restore service, no additional income documentation will be required to enroll in CAP.  
Peoples will accept a customer’s participation in an electric or water CAP program as 
verification of income if the customer provides authorization for the CAP administrator to utilize 
income documentation submitted by the customer to enroll in another CAP program managed by 
the administrator (i.e. First Energy, Pennsylvania American Water) or authorizes another utility 
CAP program to share income information for the purposes of enrollment.  Permission to use 
income data previously provided to Dollar Energy Fund for the purposes of enrolling in another 
program will only be used if the customer provides informed consent to such use. The use of this 
income data will be used to determine eligibility only and will not be used for any other purpose. 
If a customer enrolls in Duquesne Light’s CAP program and provides their permission for their 
information to be shared, the Company will receive the customer’s information from Duquesne 
Light and will complete enrollment on behalf of the customer.  The customer may submit income 
for the past 30 days or 12 months, whichever is more beneficial to the household, for the 
determination of eligibility to participate in CAP.   
 
The Company will follow its collections procedures for customers who fail to meet their CAP 
payments in a timely manner.  In all cases, the Company reserves the right to delay termination 
based on individual, extraordinary customer circumstances.  Examples of such circumstances 
may include mental or physical impairment and protection of vulnerable customers such as those 
with advanced age or victims of domestic violence.   
 
Current CAP participants that move to a new address within the Company’s service territory will 
be identified through a daily report.  This report will be reviewed by a member of the Customer 
Relations team to expedite enrollment of the customer’s new account into CAP to ensure benefits 
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are maintained.  Report development and implementation of this process is expected by August 
1, 2022.   
 
 
Low Income Home Energy Assistance Program – LIHEAP Coordination 
 
The LIHEAP and LIHEAP Crisis Program provide grants to eligible households to help with 
their utility bills.  CAP participants should apply for LIHEAP and the Company provides 
information on how to apply for the grants.  The Company mails annual reminder letter to CAP 
participants who have not yet received a LIHEAP grant within the program year.    The LIHEAP 
Crisis Grant may be requested contingent upon state developed criteria and would be applied 
consistent with state guidelines.  
 
 
Current Program Benefits 
 

• Affordable monthly payments based on ability to pay. 
 

• Monthly CAP credits. 
 

• Monthly arrearage forgiveness when timely CAP payments are received.  
 

• Exemption from late payment charges and waived security deposits for CAP eligible 
applicants. 
 

• Referrals to other Universal Service programs and assistance programs 
 
 
Payment Plan 
 
Peoples utilizes a “Percent of Income Payment Plan” to establish a customer’s monthly payment.  
Applicants must provide proof of household income when applying for the CAP program unless 
they have received a LIHEAP grant within the current or prior program year (if the program 
recently closed).  Household income and family size will place customers in a percent of income 
matrix.  The monthly income times the 4, 5, 6 or 11 percent equals the minimum monthly 
payment, unless the budget amount for the premises is less, in which case the budget amount will 
become the CAP amount 

 
Federal Poverty Status Percent of Income 
0 - 50%    4% 
51 – 100%    5% 
101 – 150%    6% 
151 – 200%    11%     CAP Pilot Expansion 

 
Customers’ CAP payments are reviewed on a monthly basis, during the billing process, to ensure 
the customer’s CAP payment is the lowest payment for which the customer is eligible (i.e. 
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budget or percentage of income).  If a payment change is needed, it is effective the following 
month.  A bill message on the current bill advises the customer the CAP payment for the 
following month will be changing in order to alert them to review the next bill closely.  In order 
to maintain a stable payment, absent any special circumstances such as billing adjustments, the 
payment will be changed no more often than once every three months.   
 
Customers reporting ‘zero income’ can be enrolled or continue to participate in CAP by 
completing the Zero Income Form..  Customers enrolled with ‘zero income’ will be billed the 
CAP minimum payment and will be required to recertify their income status in 6 months.   
 
Payments received from the customer exceeding the current CAP payment due will be used to 
reduce the following month’s CAP payment amount.   
 
Program Dimensions 
 
1. CAP Enrollment 
 

The current number of active CAP participants, as of December 31, 2019 is provided in the 
table that follows.  Enrollment is not limited to a predetermined level.  Customers must be 
payment-troubled and low-income to be eligible.  Income eligibility is established at or 
below of 200% of the federal poverty level (CAP to 150% FPL and Pilot CAP expansion 151 
to 200% FPL).   
 
Peoples Natural Gas Peoples Gas Company LLC 

(formerly PTWP) 
Total 

30,100 2,770 32,870 
 

  
2. Arrearage Forgiveness 
 

The outstanding balance at the time of enrollment is frozen and treated as pre-program 
arrears.  CAP customers with pre-program arrearages are eligible for Arrearage Forgiveness 
credits equal to 1/36th of their pre-program balance when the customer pays the required 
CAP payment.  This program allows CAP participants to fully extinguish their pre-program 
balance over a three (3) year period.  Arrearage Forgiveness credits are provided when the 
customer makes each on-time and in-full monthly CAP payment, regardless of CAP 
arrearages.     
 

3. Calculation of CAP Credits  
 
CAP credits are applied on a monthly basis when the CAP bill is issued to the customer.  Per 
52 § 69.262, a CAP credit is defined as the difference between the CAP customer’s actual 
usage bill and the CAP monthly bill. 
 

 
4. CAP Administration  and Use of Community Based Organizations 
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Dollar Energy Fund administers Peoples’ CAP program which includes verification of 
eligibility, recertification and day to day account monitoring.  The agency receives customer 
applications via telephone and has a network of community based organizations that are 
available to complete CAP applications for eligible customers.  The agency offers an online 
CAP application which can be found at https://www.hardshiptools.org/MyApp/ and can 
provide a paper application, as requested, via US mail beginning October 1, 2022.   

 
The Company also utilizes utility partnerships and agencies such as Catholic Charities for 
CAP enrollment to simplify the process for customers and increase the likelihood customers 
will enroll in CAP programs with each of their utility providers.   
 

5. CAP Customers who have enrolled on the basis of LIHEAP or who have certain fixed 
income types (pension, social security or disability) are recertified once every three years.  
Other income types will recertify once every two years.  Customer reporting no income are 
required to recertify at least every (6) months.  The exception to this requirement are those 
households whose sole income is unearned income for a child.  In those cases, recertification, 
dependent on the type of income received by the child, will follow the recertification 
schedule provided for that type of income.  Recertification begins with the issuance of a letter 
to the customer, 60 days in advance of the recertification date, requesting the customer to 
submit proof of income to remain active in the CAP program.  A second reminder letter is 
mailed 30 days later.  If at the end of the 60 day period, the customer has not provided the 
required income documentation, the customer will be dismissed from the CAP program.   

 
6. Final Bills – Final bills are calculatedas a prorated CAP amount based on the number of days 

in the final bill period.  In addition to the current portion of the final bill, the formerly frozen 
pre-CAP balance becomes due.  

 
Control Features 
 
To limit program costs, Peoples, through its administrator, monitors CAP accounts to ensure 
customers are complying with the terms of the program and are receiving the proper benefits 
from CAP and other Universal Service Programs.   
 

• The minimum payment for a heating account is $25 per month. 
 
• CAP participants who qualify for weatherization will receive priority in accordance with 

the criteria established for the LIURP Program. 
 

• A CAP customer who meets the eligibility criteria for LIHEAP will be encouraged to 
complete an application. 

 
• Upon enrollment in CAP, participants will be advised of the importance of energy 

conservation and will receive information on conservation tips and weatherization 
programs.  Customers with a history of high energy usage and those who reach review 
status for exceeding $1,000 in CAP Credits or exceeding annual usage thresholds will be 

https://www.hardshiptools.org/MyApp/
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referred to the Company’s weatherization program (LIURP) and any other appropriate 
programs. All participants will be advised that their usage will be reviewed on an 
ongoing basis and unjustified excess CAP usage or excess CAP credits may result in 
removal from the CAP Program if such usage is considered by the Company to be 
outside of the intentions of the CAP program.  
 

• A daily report allows the CAP Administrator to identify CAP customers whose weather-
normalized annual usage has increased by more than 25% for Peoples Natural Gas or 
20% for Peoples Gas Company LLC.  When a CAP customer’s account appears in the 
report, the Company representative will take the following steps: 

 
o The account will be reviewed and the customer will be contacted in order to 

determine if the increase in gas usage is justified.  Contact is made through phone 
and paper surveys regarding the household and housing attributes that would 
justify high usage.  Justified usage may include: increase in household size, 
serious illness of a family member, or usage was beyond the household’s ability 
to control such as poor housing stock and inefficient appliances  Special needs 
customers identified through this process will be referred to the CARES program 
in accordance with 52 PA Code, § 69.261-267. 
 

o Any customer with unjustified excess usage will be contacted and provided with 
conservation information, tips for decreasing usage, and referred to 
weatherization programs.  Unjustified excess usage may result in the CAP 
customer being removed from the CAP Program.  Prior to any consideration of 
removal, LIURP and energy education services will be offered.   

• In addition to usage monitoring, Peoples monitors customers who exceed $1,000 in CAP 
credits.  In advance of reaching the $1,000 threshold, customers will be notified of their 
current use of CAP credits and offered information about the LIURP weatherization 
program when they reach 50% or $500 in CAP credits and again at 75% or $750 in CAP 
credits annually.  Such notification will include a description of the customer’s 
responsibility to monitor their gas usage and advisement that the customer may be held 
responsible for CAP credits exceeding the $1,000 CAP credit limit.   

 
o When an account exceeds the $1,000 CAP credit threshold, the account is 

reviewed and the customer may be contacted in order to determine if excess CAP 
credits are justified.  Contact is made through phone and paper surveys regarding 
the household and housing attributes that would justify high CAP credits.  
Justification may include: an increase in household size, serious illness of a 
family member, or usage was beyond the household’s ability to control such as 
poor housing stock and inefficient appliances.  Special needs customers identified 
through this process will be referred to the CARES program in accordance with 
52 PA Code, §69.261-267.  Customers exceeding the $1,000 threshold due to 
participation in CAP at the minimum payment level are reviewed.  If usage is in 
line with historical usage, completion of the survey is not required. 
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o Unjustified CAP credits in excess of $1,000 may result in removal from 
participation in CAP.  Prior to any consideration of removal, LIURP and energy 
education services will be offered.   

 
Default, Termination Conditions and Requests for Removal 
 
The Company monitors accounts for changes in family size or income, timely payments, 
appropriate usage and timely meter readings.  A CAP participant’s failure to comply with one or 
more of the following may result in the Company ending the customer’s opportunity to receive 
service under CAP: 
 

• Failure to allow access to or provide customer meter readings in four consecutive months. 
 

• Failure to report changes in income or family size. 
 

• Failure to recertify as requested and/or to meet eligibility requirements. 
 

• Failure to make payments may result in the Company undertaking collection activities 
which may lead to termination of service.  To avoid termination, the customer must pay 
CAP arrears prior to the scheduled termination date.  If a CAP account is terminated, the 
customer must pay all missed CAP payments to restore service.  If CAP is the only prior 
arrangement on the account, making the customer eligible for reduced restoration, the 
customer may pay 1/24th of arrears to restore service. 
 

• Use of natural gas, while on the CAP Program, for recreational purposes such as, but not 
limited to pool heaters and gas grills is prohibited.  Customers using gas for recreational 
purposes will be removed and can be re-enrolled upon verification that the natural gas 
connection to the recreational appliance has been removed.   

 
Appeal Process 
 
CAP applicants may appeal the denial of eligibility.  If the CAP applicant is not satisfied with the 
Company’s initial eligibility determination, the Company will follow the dispute procedures at 
52 PA. Code §56.151 and 56.152.  The CAP applicant may also appeal the denial of eligibility to 
the PUC’s Bureau of Consumer Services in accordance with 52 PA Code §56.161-56.165.   
 
Needs Assessment 
 
Please refer to the Needs Assessment conducted in the Independent Evaluation which is provided 
as Attachment A and the additional Needs Assessment information developed by the Company 
as shown in Attachment G.  Historical residential customer counts for Peoples Gas are also 
included in Attachment G.  In the Independent Evaluation, the Needs Assessment executive 
summary is provided on pages xvi through xvii.  The full needs assessment is provided on pages 
38 through 43. 
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Program Budget   
 
• The CAP Program is funded by Peoples’ customers and administered by the Company.  The 

chart below contains the projected expenditures for 2019-2024 period.   Cost recovery of 
particular CAP components is provided through the Universal Service Riders of Peoples 
Natural Gas and Peoples Gas Company LLC.  Recoverable costs include CAP credits, 
Arrearage Forgiveness, and third-party administration.  The budgets provided below are 
based on 2019 actual participant income and using average CAP usage to calculate CAP 
credits, average pre-CAP balances to calculate Arrearage Forgiveness and contractual costs 
for CAP administration as projected on a yearly basis.  The Riders have other adjustments, 
such as bad debt adjustments, that determine the actual amount recoverable.  The Riders are 
subject to an annual reconciliation to actual experience.  The rates used in the calculation of 
CAP credits are effective January 1, 2020 and therefore include the base rate increase 
approved for Peoples Natural Gas in late October 2019.  Year end 2019 participation is used 
as the basis for the calculation.                                                                                          

 
 
 
 Peoples Natural 

Gas 
Peoples Gas Company 

LLC (PTWP) 
Total 

2019    
2020 $16,494,998 $1,721,509 $18,216,507 
2021 $16,528,386 $1,724,811 $18,253,197 
2022 $16,562,775 $1,728,212 $18,290,987 
2023 $16,598,196 $1,731,715 $18,329,911 
2024 $16,634,679 $1,735,323 $18,370,002 
 
 
Plans to Use Community Based Organizations 
 
Peoples’ CAP program is managed by Peoples’ staff and administered by Dollar Energy Fund.  
Dollar Energy Fund will contract with community based organizations throughout PNG’s service 
territory.  While enrollment over the phone is preferred by most customers, the Company 
recognizes the need to offer in person enrollment for those who prefer and/or are more suited to 
this approach.  Customers can apply in person at Dollar Energy Fund agencies and some 
Catholic Charities offices.  The Company continues to look for other opportunities to expand 
availability of in-person CAP applications in partnership with Duquesne Light.  Peoples 
continues to work closely with community-based organizations to provide appropriate follow up, 
information on education, budget counseling and referrals in conjunction with LIURP.  In 
addition, Peoples refers eligible customers to appropriate programs and services including, but 
not limited to, sources of third-party funding, budget counseling, and consumer education.  
 
Organizational Structure of Staff responsible for CAP 
 
Peoples’ CAP program is managed by the Customer Relations department and is administered by 
Dollar Energy Fund.  The Company visits the CAP administrator on a monthly basis, reviewing 
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recorded calls for quality assurance, verifying CAP program control processes are completed in a 
timely basis and meeting with supervisory staff to review current processes including training 
materials for agents, correspondence used for customers and other pertinent components of CAP 
administration.  The Company also holds a biweekly conference call with DEF management staff 
to share updates on program availability (i.e. LIHEAP opening/closing), discuss current trends 
and to gain status updates on outreach efforts.  In addition, the Company will, on an annual basis, 
review a selection of randomly chosen accounts for income documentation verification.   

 
Outreach and Intake Efforts for CAP 
 
Peoples will provide outreach for CAP and other Universal Service Programs through the 
Customer Service Center, the Company website and other forms of media as listed below.  Fliers 
are included with termination notices to inform customers of available programs.  Bill inserts, 
press releases and other information are also provided to the public to encourage referrals. 
Community-based agencies receive information on these programs and are encouraged to make 
referrals as well.  Meetings are held with social service agencies, elected officials and other 
community groups to provide current information on available programs. Information on the 
programs can also be found on the Company’s website.  Peoples will also utilize the 
Southwestern PA 2-1-1 for referrals and provide updated information to the Company’s 
Universal Service Advisory Group.  The CAP Administrator makes outbound calls to all 
customers who establish a payment arrangement through the Company’s e-account which is 
reflective of income at or below 150% FPL.   
 
 
Identification of Specific Steps to Identify and Enroll Low-Income Customers 
 
Potentially eligible customers are identified through their income information that is documented 
in the Company’s billing system. Customer Service Center Representatives receive training on 
identification of potential referrals to all Universal Service Programs.  Following pre-screening 
for eligibility and appropriateness of CAP program for the customer’s situation, the call agent 
refers them to the administrator for enrollment via phone or provides information to the customer 
about applying in person if that options is more preferable or suitable to the customer.   
Customers in need of CAP who appear to have challenges to traditional enrollment and require 
more support can be referred to the Company’s CARES program for additional assistance.    
Information on income eligibility and program dimensions is provided in training and employee 
resource materials. 
 
 
Integration of Programs 
 
All customers calling Peoples’ general customer service number (1-800-764-0111) or its 
Universal Service line (1-800-400-WARM) are screened for eligibility and appropriateness of 
Universal Service Programs including, but not limited to, CAP, LIURP, LIHEAP, CARES and 
Hardship Funds.   
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Field Service Personnel also make referrals to Universal Service Programs through a direct, 
employee only line that is answered by the Customer Relations department on an immediate 
basis.  The Company provides Customer Service Center representatives with information and 
referral mechanisms for all of the Universal Service Programs and includes income guidelines 
and eligibility criteria.   
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LOW INCOME USAGE REDUCTION PROGRAM (LIURP) 
  
 
Program Description 
 
Peoples’ LIURP Program is designed to help low income customers who have problems coping 
with high gas bills.  Program goals are to make the home more energy efficient, control high 
usage and achieve bill reduction through energy savings.    
  
Independent Evaluation Findings & Recommendations 
 

1. Energy Education – Peoples has developed an extensive education program for their 
LIURP participants. They implemented a Pledge Form to involve the customers with the 
contractor and an Action Plan form that lists the actions that the customer committed to 
take to further reduce gas usage.  Peoples contracts with energy consultants who perform 
random inspections and provide additional energy education to the customers about the 
work completed and additional actions the customers can take to save energy. 

2. Energy Savings – Peoples has achieved high savings from LIURP, averaging about 20 
percent of the customers’ pre-treatment natural gas usage.  However, given the high level 
of pre-treatment usage, and the investment level, Peoples should consider whether it may 
be possible to achieve even higher savings through targeting and the services that are 
provided. 

3. Targeting – Peoples should consider whether they want to make additional efforts to 
serve the highest of the high users or the customers who are most payment troubled.  
They could target a subset of high-usage list for additional outreach to encourage 
participation. 

4. Energy Efficient Measures – Peoples should assess whether they are opportunities to 
reduce the number of heating system replacements and increase the emphasis on air 
sealing and insulation. 

5. Coordination – Peoples works to complete jobs that are combined with the PA 
Department of Community and Economic Development Weatherization Program and 
with electric companies. When jobs are coordinated with State Weatherization or electric 
companies, Peoples is typically responsible for replacing the heating appliance if 
replacement is necessary.  They completed 17 combined jobs in 2014, 23 combined jobs 
in 2013, and 33 combined jobs in 2012. Peoples should continue to work with the electric 
companies, as planned, to try to increase coordination, thus providing improved energy 
efficiency through a holistic approach.   

 
Modifications Since Last Plan 
 
As described in the Independent Evaluation findings, the Company implemented a pledge form 
and an action plan form with the goal of enhancing the customer’s commitment to conservation 
as well as the contractor’s commitment to usage reduction.  The pledge and action plan forms are 
provided as Attachment C. 
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Individual project budget guidelines were expanded to allow for remediation of the heating 
system in addition to implementing the pre-determined usage reduction measures to maximize 
the efficiency gained in the project.  The program also provides a more generous allowance for 
health and safety items (those measures that do not offer a usage reduction outcome).  This 
allows for the completion of jobs that may have otherwise required the company to forego the 
project and additionally benefits the overall health and safety of the household.   
 
Participants who do not experience a reduction in pre-treatment usage (non-savers) participate in 
a Non-Savers Survey which attempts to identify the reasons for the current usage while 
additionally providing energy conservation education.  Survey results are reviewed to determine 
if additional education and/or a home visit are recommended.  Customers whose usage increases 
by 10 MCF or more annually post-LIURP receive a follow-up home visit where they receive 
additional conservation education and their appliance temperatures are checked to ensure energy 
efficiency.  All non-savers receive a letter concerning their energy usage that contains 
conservation information.  Non-savers are not penalized for their usage. 
 
The Company accepts Weatherization Assistance Program (WAP) and First Energy Companies’ 
audit forms for those jobs performed as a partnership to reduce the paperwork requirements of 
the contractors and further encourage coordination of services.  
 
Peoples Natural Gas received approval for a base rate increase effective October 29, 2019.  This 
approval included an increase of $650,000 to the annual LIURP budget.  This change is reflected 
in years 2020 through 2024 below.   
 
Eligibility Criteria  
 
As recommended by the Independent Evaluation, participation will be targeted to customer that 
are the highest users.   
 

• Prioritize customer participation to the lowest income and highest arrears.   
• Total family income does not exceed 150% of Federal Poverty Guidelines.  (Up to 20% 

of the annual program budget may be allocated to customers with incomes from 151- 
200% of the federal poverty level on a case-by-case basis.)   

• Residential, gas-heating customer. 
• Customer has not moved and has not had gas service terminated within the last year (to 

ensure sufficient pre-treatment usage information is available to evaluate the 
effectiveness of weatherization measures). 

• Customer has not received weatherization services provided by the Company within the 
past 7 years. 

• Customer has an annual consumption greater than 140 MCF/year for the Peoples and 
Equitable Divisions of Peoples Natural Gas.  Customers of Peoples Gas Company LLC 
(formerly Peoples TWP) may participate if annual consumption exceeds 120 MCF/year.      

• Renters must have the gas account in their name and receive landlord permission to 
participate.  Rental units must be metered separately and have individual heating systems. 
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Home Weatherization 
 
An energy auditor visits the customer’s home and conducts a thorough investigation. The auditor 
assesses areas where heat is escaping and cold is entering the house and also notes any previous 
weatherization measures that were installed and evaluates their effectiveness.  The auditor asks 
customers to provide additional information that can assist them during the home inspection. 
 
The information that is gathered by the auditor determines what measures will most benefit the 
goal of energy reduction in the customer’s home.  Measures are installed based on established 
payback criteria and may include: 
 

• Heating system improvements and replacements 
 

• Attic, sidewall, and other types of insulation 
 

• Caulking and weather-stripping 
 

• Air sealing 
 

• Hot water treatments including tank improvements, wrapping and replacements 
 

• Minor repairs that relate to weatherization 
 
A general guideline of $600 per job for health and safety is provided with the understanding that 
the auditor may recommend measures of up $1,000 if necessary. If health and safety measures 
are identified exceeding $1,000, the measures are reviewed for approval on a case-by-case basis. 
Examples of health and safety measures include implementing proper venting of natural gas 
appliances and minor plumbing or roofing leaks.  Health and safety expenditures are tracked 
individually in the Company’s LIURP database and are monitored closely by the program 
administrator.   
 
State Weatherization (WAP) and First Energy Companies’ audit forms are accepted by the 
Company for coordinated jobs.   
 
Random inspections provide the necessary feedback to better serve customers, evaluate 
contractor performance and identify areas of improvement.  Random inspections will be 
performed on a minimum of 25% of jobs completed annually.   
 
Energy Education  
 
In addition to weatherization services, LIURP provides customer education to encourage 
ongoing conservation.  When energy conservation measures are being installed, an educator will 
explain the weatherization program in more detail and provide conservation and energy 
efficiency suggestions. The educator may provide “hands on” demonstrations of conservation 
measures such as lowering the heating system thermostat, lowering the water heater setting and 
regular replacement of furnace filters.  The educator provides written reference materials for the 
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customers.  The contractor will also review a pledge form with the customer to emphasize the 
commitment to energy reduction.   
 
If the customer has had an unusually high increase in consumption, a follow up telephone call or 
visit may be scheduled one year after the program measures have been completed.  
 
Please refer to Attachment D for a conservation booklet that is commonly used for energy 
education. 
  
Needs Assessment 
 
Please refer to the Needs Assessment conducted in the Independent Evaluation which is provided 
at Attachment A.  The Needs Assessment executive summary is provided on pages xvi through 
xvii.  The full needs assessment is provided on pages 38 through 43. 
Projected Enrollment Levels 
 
 
 Peoples Natural 

Gas 
Peoples Gas 

(formerly PTWP) 
Total 

2019 271 40 311 
2020 417 40 457 
2021 344 40 384 
2022 344 40 374 
2023 344 40 374 
2024 344 40 374 
Total 2,064 240 2,304 

 
These projections are based on average spending per home, including the implementation of 
heating appliance replacement (if necessary) and installation of necessary usage reduction 
measures.   
 
 
Program Budget 
 
 Peoples Natural 

Gas 
Peoples Gas 

(formerly PTWP) 
Total 

2019 $2,100,000 $280,000 $2,380,000 
2020 $3,342,154* $368,222* $3,710,376 
2021 $2,750,000 $280,000 $3,030,000 
2022 $2,750,000 $280,000 $3,030,000 
2023 $2,750,000 $280,000 $3,030,000 
2024 $2,750,000 $280,000 $3,030,000 
Total $16,442,154 $1,768,222 $18,210,376 

*Please note 2020 budgets include projected carryover dollars from 2019. 
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The above figures include installation of program measures, third party contract labor, 
administrative expenses, agency meetings, equipment, outreach, and educational materials.  The 
Peoples Division budget reflects an increase of $50,000 annually which represents the 
elimination of the LIURP Pilot Community Partnership for Weatherization program and the 
transfer of that program’s budget to LIURP.   
 
Figures provided include shareholder funds where applicable. 
 
 
Plans to use Community Based Organizations  
 
Peoples’ LIURP program is administered through CLEAResult.  As its current administrator, 
CLEAResult will conduct energy audits, contract with non-profit community action agencies and 
private contractors as appropriate to install weatherization measures provide consumer education 
and perform post-installation inspections.  Partnering with state weatherization and other utility 
programs are emphasized to maximize the benefits to the consumer.  CLEAResult provides 
administrative daily operations including enrollments, contracting and coordination with other 
programs.  In addition, at least 25% of the homes weatherized will be subject to random 
inspections.  
 
 
Organizational Structure of Staff responsible for LIURP 
 
See Organizational Chart, page 4.  Peoples’ internal management provides oversight to the 
program administrator, CLEAResult.  
 
Outreach and Intake Efforts for LIURP 
 
The company promotes LIURP through internal and external efforts.  Training is provided to 
customer interaction personnel including agents in the customer service center and customer 
service field personnel.  Engagement with organizations who service customers throughout the 
service territory, the company website which includes a video library on conservation, published 
articles on easy conservation steps and safety information.  Bill inserts are also used to share 
information about LIURP and identify eligible participants.     
 
All customers who contact the Company for assistance from the Emergency Furnace and Line 
Repair program are screened for LIURP eligibility.   
 
Customers who participate in the CAP program and meet LIURP eligibility criteria are referred 
to LIURP during the CAP Intake Process and during the reviews for use of CAP credits and/or 
increased annual usage.  Additionally, agents in the customer service center routinely refer 
customers they encounter with high usage.    
 
Peoples’ coordinates its LIURP Program with existing community-based programs including 
Beaver County Redevelopment Authority, Re-Energize Pittsburgh, LIHEAP/ Crisis program,   
WAP (Weatherization Assistance Program) and others as each individual circumstance permits.     
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CLEAResult, the LIURP Administrator, receives a list from the Company of potentially eligible 
customers at the beginning of each calendar year.  CLEAResult uses this list to contact 
customers via mailings and phone calls to inform the customer about the program and offer 
enrollment.   
 
Steps to Identify and Enroll Low Income Customers 
 
Eligible customers are identified through company internal reports and other universal service 
programs such as the CAP, CARES and LIHEAP programs. Customers are enrolled in the 
LIURP program in accordance with program guidelines. 
 
The company provides training to employees who interact with the customers so that they can be 
informed about program eligibility requirements. In addition, the company makes all efforts to 
educate agencies who serve our customers so that they may refer potential participants.       
 
Integration of Programs 
 
Peoples continues to look for ways to increase coordination with the federal and state 
weatherization programs, electric utilities weatherization and Act 129 programs. Additionally, 
when opportunities offered by other non-profit organizations are available, the Company seeks 
coordination with these third party efforts as well.    
 
Peoples will also integrate the program through internal processes such as CAP intake, 
recertification, CAP usage review process, LIHEAP recipients and the Emergency Furnace/Line 
replacement program. In addition, the company reinforces the use of an internal Universal 
Service e-mail to increase referrals. 
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LIURP -- EMERGENCY FURNACE / SERVICE LINE REPAIR ASSISTANCE 
 
 
Program Description 
 
The Peoples companies Emergency Furnace/House and Service Line Repair Program serves 
customers with limited income and who are experiencing a crisis and possibly going through the 
winter months without heat because they cannot afford to have their furnace or service lines 
repaired.  Additionally, the Company may consider replacement or repair of water heaters, in 
cases of vulnerable customer needs, safety issues that arise during a furnace replacement and/or 
as required by the replacement of a heating system, as eligible under this program.   
 
Program budgets for 2019 were as follows: 
 

Peoples 
Natural Gas 

Peoples Gas Company 
LLC (formerly PTWP) 

Total 

$800,000* $50,000 $850,000 
*$400,000 budget for Equitable Division was approved in 2019 (M-2014-2432515), resulting in 
an overall budget for Peoples Natural Gas of $800,000 annually. 
 
These budget levels were also in place during 2017 and were fully exhausted.  Early 2018 was 
colder than normal, resulting in a high number of heating system failures and an increased need 
for assistance from the program.  The budgets included in this Plan were developed using 
average costs per job type (i.e. furnace, boiler, service line) and activity levels.   
 
The program will allow for restoration of sidewalks, driveways and/or soft ground when 
necessary to ensure safety following excavation.  Restoration costs covered by the program will 
be limited to those directly necessary to avoid an unsafe condition.  All jobs that have the 
potential to require restoration will be evaluated to determine the prospective level of excavation 
related costs in determining whether the repair/replacement project can be covered under the 
Company’s program.        
 
The company partners with the Air Conditioners Contractors of Western PA (ACCWPA) to 
provide cleaning and tune up and a safety check prior to the heating season, of the heating 
appliance for small number of participants (30 in 2017).  While the ACCWPA volunteers their 
time to provide the service, customers may receive financial assistance through the Company’s 
program to resolve a repair or provide a replacement if a safety issue with the heating system is 
identified.  Participants in the program are required to be homeowners within 200% of FPL.  
 
Eligibility Criteria 
 
• Homeowners and renters are eligible to participate as long as budget dollars remain available.  Up 

to 25% of the annual budget may be used to serve renters.  Signed landlord consent is required for 
participation.   

• Total household income may not exceed 200% of FPL. 
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• Must have a need for emergency repairs and/or replacement of the heating system, hot water 
heater and/or gas lines.  Non-emergency repairs and replacements are not covered by this 
program.    

• Residential, gas-heating customers only 
• Customers should apply for LIHEAP/Crisis is the program is available.   
• All requests for assistance will be processed on a first-come, first-served basis. 
 
The Company may refer eligible customers to LIHEAP Crisis when that program is available.  
This referral process allows Peoples to protect available funds of the program for use by those 
with immediate needs that cannot await LIHEAP Crisis as well as those customers who do not 
meet LIHEAP Crisis income qualifications (i.e. 151 to 200% FPL). 
 
All potential repairs or replacements are evaluated by a contractor on behalf of the company to 
determine if the project is suitable to be covered by the program.  
 
 
Needs Assessment 
 
Based on historical participation the Peoples companies estimate to serve 320 customers from 
the Peoples Natural Gas and 25 customers from the Peoples Gas Company LLC to receive 
assistance through this program on an annual basis.   
 
 
Projected Enrollment Levels  
 
Because the prices for labor and materials consistently increase, and with the addition of limited 
restoration costs on an as necessary basis, the number of customers assisted will vary in relation 
to the types and costs of projects completed in a given year.   
 
 
Program Budget 
 
 Peoples Natural 

Gas 
Peoples Gas 

Company LLC 
(formerly PTWP) 

Total 

2019 $800,000 $60,000 $860,000 
2020 $887,750 $73,050 $960,800 
2021 $912,470 $74,904 $987,374 
2022 $937,932 $76,814 $1,014,746 
2023 $964,157 $78,781 $1,042,938 
2024 $988,169 $80,806 $1,068,975 
Total $5,235,478 $444,355 $5,934,833 

 
The budget for each Division/Company was developed using average costs for project types:  
boiler replacement, furnace replacement, heating system repairs and gas service line 
replacements.  Additionally, the Company assumed 20% of the service line projects will require 
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repair/replacement of sidewalks.  The costs above include third party administration, but do not 
include internal labor. 
 
The approved settlement of the acquisition of the Peoples companies included an increase to this 
program of $75,000 annually.  This increase is funded by shareholders for a three-year period 
post-closing.  After the three-year period, the program will be funded by the approved cost 
recovery mechanism in place at that time.  The increase of $75,000 is an increase of 8.8% to 
existing budgets ($850,000).  Because the Peoples Gas Company has historically exhausted its 
annual funds, often prior to year-end, the proposed allocation assigns 15% of the increase 
($11,250) to Peoples Gas and the remainder ($63,750) to Peoples Natural Gas.  This allocation 
provides needed support Peoples Gas customers while retaining an 8% increase for Peoples 
Natural Gas that closely aligns with the settlement increase.   
 
Organizational Structure 
 
See Organizational Chart on page 4. 
 
Outreach and Intake Efforts 
 
Peoples will coordinate the emergency program with existing programs through Department of 
Community Economic Development (“DCED”) and LIHEAP Crisis and will accept referrals 
from community based organizations, Company representatives and other third parties. 
Identification of Low Income Customers 
  
As this is an emergency assistance program, customers self-identify or are referred by local 
community service agencies or Company field personnel.   
 
Program Integration 
 
The program is currently administered by CLEAResult.    In order to realize efficiencies and 
better coordinate with other programs, the agency will utilize subcontractors who are currently 
working to implement the Peoples’ LIURP program. 
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CUSTOMER ASSISTANCE REFERRAL AND EVALUATION SERVICES (CARES) 
 
 
Program Description 
 
The CARES program is designed to provide assessment and referral services for customers who 
may be experiencing an inability to pay their gas bills and/or have special needs such as a serious 
medical condition, a mental health condition, limited learning ability, recent unemployment, 
single parent issues, etc. The program also includes Protection from Abuse Orders as outlined in 
66 PA CSA, Chapter 14 and the Address Confidentially Program (ACP). 
 
Findings and Recommendations from the Independent Evaluation 
 

1. Benefits – CARES provides important benefits to special needs customers, including 
education about the Earned Income Tax Credit and LIHEAP, thermostats for visually-
impaired customers and short term assistance to ensure that customers are able to access 
the resources that they are referred to.   

2. Employee Education – Peoples has levered CARES to educate employees about special 
needs customers, increase the sensitivity of their employees and increase customer 
referrals.  

 
 
Modifications Since last Plan 
 
The company will make efforts to partner with the electric company to provide services to 
vulnerable customers within the residence. The services will include obtaining documentation for 
Universal Service eligibility such as CAP, LIHEAP, and Dollar Energy Fund and will also 
provide resources within the customers’ community and also promote the company programs. 
 
Eligibility Criteria 
 
Any special needs customer in danger of losing heat due to non-payment or heating equipment 
failure is referred to CARES. Customers are identified through referrals from call center agents, 
Dollar Energy Fund agents and field employees of Peoples.  Income guidelines for the LIHEAP 
and Crisis programs are established by the Pennsylvania Department of Human Services and 
may change annually. LIHEAP eligibility is currently established at 150% of the federal poverty 
level. 
 
The CARES program is intended for customers with immediate needs. Specialists provide an 
assessment to assure customers not only receive all necessary referrals to other programs, but are 
unable to access resources. The primary objective is to help customers resolve issues related to 
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and beyond bill payment and energy affordability by utilizing case management and referral 
services. 
 
Customer Relations Specialists utilize an array of resources throughout the service territory such 
as:  available energy assistance resources, public assistance benefits, local social agencies 
services etc.  Specialists also provide training on programs and sensitivity training to customer 
service center personnel, field customer service personnel, in addition to providing Universal 
Service program awareness to social service staff. They also network with community based 
organizations and the Universal Service Advisory Group to better enable customers to receive 
services and possible third party assistance and funding.  
 
Some of the agencies are as follows:  
 

• Health and Welfare Councils 
• Department of Aging 
• Allegheny County Community Services Advisory Council 
• Health Department 
• Pennsylvania Department of Human Services 
• Social Service Agency Providers Council 
• Cambria County Energy Crisis Council 
• Local social agencies such as Catholic Charities and Saint Vincent de Paul Society in the area. 
• Beaver County Human Service Forum 
• Veterans Leadership 
• Allies for Health and Wellbeing- Housing Program 
• Latino Family Center       

 
Specialists also participate in awareness programs and fairs sponsored by social service agencies 
and elected officials to increase visibility and awareness.  They also actively network in the 
community through partnerships with:   

• Be Utility Wise 
• Air Conditioning Contractors of Western Pennsylvania  (ACCWPA) Furnace Inspection program 
• Homeless Prevention & Rapid Re-Housing Program 
• Southwestern PA 2-1-1 
• Beaver County Human Service Forum 
• YWCA of Greater Pittsburgh advisory committee  

 
Customer Relations Specialists work with area social service agencies throughout the service 
territory to provide third party assistance for our customers. As a result, eligible customers might 
receive financial assistance from third party social service agencies such as Catholic Charities, 
Salvation Army, St. Vincent de Paul Society, Veterans Leadership in addition to traditional 
energy assistance etc. 
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Peoples will also work through a social agencies and electric utilities partnership to provide 
home visits for those customers with special needs who might benefit from a more personal 
interaction.  
 
The CARES program has two components: 
 
• One time contact - includes those customers who might need an immediate referral to resolve 

an urgent crisis or a short term situation.    
 
• Case Management – includes a case work approach and ongoing monitoring and follow-up 

services. Qualifying accounts are coded CARES and require the specialist to monitor the 
account.  Customers with PFA orders and participants of the ACP are part of the case 
management component.    

 
Field Reporting of CARES Cases 
 
The CARES program also includes the referrals from field employees who identify customers in 
vulnerable situations and refers those customers for help from our Customer Relations 
department.  A direct employee only phone number is used to connect the field employees to the 
Customer Relations department on an immediate basis during normal working hours.  
Recognizing that our field employees respond to emergencies 24 hours/7 days a week and may 
identify a vulnerable customer issue in the evening or on the weekend, the Company utilizes and 
‘on call’ program which ensures on of the senior Customer Relations Specialists is available via 
cell phone to provide assistance.   
 
The Company utilizes the CARES program as a way to educate employees to be sensitive to 
those with special needs and also to recognize certain danger signals such as change in behavior, 
evidence of confusion or lack of apprehension, or disability in addition to company available 
programs.  
 
Thermostats & Alternative Bills for Visually Impaired Customers 
 
Thermostats for vision impaired customers are available for those who have been medically 
Identified as a patient with severe vision impairment. Peoples provides and installs these devices 
through its CARES program.  Customers can also request large print bills or Braille bills 
depending upon their needs.  The company partners with the Western PA School for the Blind 
Children to prepare Braille bills.     
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Earned Income Tax Credit Educational Outreach 
 
Peoples promotes the Earned Income Tax Credit Program (“EITC”) to educate customers on the 
availability of the EITC and how to obtain the credit through the filing of their income taxes. 
Customers will be informed about the program through bill inserts, Peoples’ website and through 
referrals from our call agents and Customer Relations specialists.   
 
Low Income Home Energy Assistance Program Outreach 
 
The Low Income Home Energy Assistance Program or LIHEAP is an important component of 
CARES.  Peoples identifies income eligible customers and promotes the program through bill 
inserts, company website, grassroots agencies, company employees and letters sent to CAP 
participants.  Customers can obtain an application by contacting the Company via its call center 
or can be connected to the online application through the Company’s website.   
 
Peoples continues to partner with state, federal and other advocacy groups to encourage full 
funding for LIHEAP and actively participates in the LIHEAP Action Committee.   
. 
Needs Assessment 
 
The number of CARES referrals received in a given year varies, but a historical review of the 
program reflects that assistance is provided to an estimated 875 customers per year for the 
Peoples Division, 600 of the Equitable Division and 146 customers of Peoples Gas Company 
LLC. In addition to these CARES cases, outreach is provided to low-income customers to 
increase participation in energy assistance programs and EITC. 
 
Program Budget 
 
 Peoples Natural 

Gas 
Peoples Gas Company 
LLC (formerly PTWP) 

Total 

2019 $285,474 $28,234 $313,708 
2020 $293,537 $29,031 $322,568 
2021 $301,843 $29,853 $331,696 
2022 $310,898 $30,749 $341,647 
2023 $320,225 $31,671 $351,896 
2024 $329,832 $32,621 $362,453 
Total $1,841,809 $182,159 $2,023,968 

 
Total estimated funding amounts for the CARES program including salaries for Customer 
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Relations Specialists, Director, contract labor, professional development; administrative 
expenses and outreach efforts and materials.  
 
 
 
 
Plans to Use Community Based Organizations 
 
The CARES Program is administered internally through the specialists who network with social 
service agencies throughout the Peoples’ eighteen county service territories to develop 
partnerships, stay informed of the available programs and to better serve low income customer 
needs.  
 
Organizational Structure of Staff responsible for CARES 
See Organizational Chart, page 4. 
 
Outreach and Intake Efforts for CARES 
 
Peoples Customer Relations specialists promote the Universal Service Programs by maintaining 
contact with community service organizations throughout the company’s service territory. The 
company also promotes the programs through focused articles in bill inserts, providing 
information on its website, providing materials to local social service agencies and distributing 
materials through its Peoples Universal Service Advisory Group. 
 
Please refer to Attachment E for a programs booklet that provides information about all of the 
Universal Service programs available to Peoples’ customers.  This booklet is distributed at local 
outreach events and to agencies that work with low income consumers. 
 
Identification and Referral of Low Income Customers 
 
Refer to the Identification and Referral of Low Income Customer information provided in the 
Customer Assistance Program section. 
 
Program Integration 
 
See Integration Methods as outlined under the Customer Assistance Program. 
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PEOPLES NATURAL GAS AND PEOPLES GAS Company LLC HARDSHIP FUNDS 
 
 
Program Description 
 
The Peoples Natural Gas Company LLC and Peoples Gas Company LLC Hardship Funds are 
partnerships with the Dollar Energy Fund.  Dollar Energy Fund was founded in 1983 and 
currently partners with thirteen utilities in Pennsylvania.  Dollar Energy Fund is an independent, 
non-profit organization that provides utility bill financial assistance to customers who are on a 
low or fixed income. Dollar Energy Fund receives donations from utility investors and individual 
customers.  Peoples contributes shareholder funds annually to match customer donations and to 
cover administrative costs.  Annually, $750,000 is donated for Peoples Natural Gas customers 
and $65,000 for Peoples Gas Company LLC.  These shareholder donations provide funding for 
grants and cover all administrative costs.   
 
Findings and Recommendations from Independent Evaluation 
 

1. DEF Partnership – Peoples has developed a good partnership with DEF to deliver 
Hardship Fund grants. 

2. Customer Communication – DEF continues to work to improve the process for the 
customer.  They are working to enhance their phone system to enable customers to use 
text messaging in place of speaking with a representative.  This would help lower income 
customers whose cell phone plan includes only a certain amount of calling, but have 
unlimited texting.   

 
Eligibility 
 
As a fund of last resort, if gas service is off or in termination status and the applicants are eligible 
for LIHEAP and Crisis benefits, they must apply for these benefits, when available, before 
applying for Dollar Energy Fund. The Dollar Energy Fund Program year is open from October 
1st to September 30th, and grants are provided until available funds are exhausted.  During the 
months of October and November, applications are restricted to those with termination notices or 
without gas service.  Beginning December 1 through the month of February, applications are 
restricted to those without gas service.  Beginning March 1, applications are fully open to all 
qualified customers, regardless of service status.  Applicants must be the ratepayer of record and 
the account must be a single-family dwelling.  Customers must be at or below 200% of the 
poverty level to qualify for a grant.  In addition, the customer must have made a sincere effort of 
payment, which is defined as having paid at least $150 toward their utility bill over a ninety-day 
time period. Applicants under the age of sixty-two must have a balance of at least $100 on their 
account to be eligible to apply.  Applicants over sixty-two years of age may have a balance less 
than $100, but cannot have an existing credit to be eligible to apply and must have made at least 
one $100 payment in the last six months.  CAP participants are deemed as having made a sincere 
effort to pay if their payments in the last 90 days are equal or greater than two CAP payments if 
such amount is less than the generally required $150 or $100 dependent on the customer’s age.  
The applicant’s account must be a residential heating account.  All income eligible applications 
are reviewed by the Company for approval.  Grants may be rejected if the maximum grant 
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amount will not satisfy the termination or restoration amount. Notification is provided to 
applicants whose application is denied, noting any additional payment that is required to be 
considered for assistance.  Applications may be reconsidered if the required additional payment 
is made and funds continue to be available. Non-heat accounts and commercial accounts are not 
eligible for assistance from the Dollar Energy Fund. 
 
 
 
Needs Assessment 
 
Participation in the Hardship Fund is impacted by customer donations.  A historical review of 
both divisions was used to estimate the number of customers who will receive assistance from 
the Hardship Fund.   
 
Enrollment Levels 
 
During the 2017-2018 program year, Peoples customers, including those of the former Equitable 
Gas Company, received a total of $1,177,000 in grants. This includes the matching grant from 
Dollar Energy Fund. 
 
 
Program Budget 
 
The Company continues to explore ways to increase customer donations to assist in meeting the 
matching funds as well as to encourage Dollar Energy Fund to increase its fund raising 
programs.  The below budget is reflective of the amounts provided by Peoples shareholders in 
support of the Hardship Grants and does not include administrative donations nor customer 
donations. 
 
 

 Peoples Natural Gas Peoples Gas Company LLC 
(formerly PTWP) 

Total 

2019 $550,000 $38,500 $588,500 
2020 $640,000 $48,500 $688,500 
2021 $640,000 $48,500 $688,500 
2022 $640,000 $48,500 $688,500 
2023 $640,000 $48,500 $688,500 
2024 $640,000 $48,500 $688,500 
Total $3,750,000 $281,000 $4,031,000 

 
Budget increases in 2020 and subsequent years are the result of the approval of the acquisition of 
the Peoples Companies, approved by the PA PUC in January of 2020.  This settlement provided 
an increase of $100,000 in Hardship Funding per year.  $90,000 of this increase was allocated to 
Peoples Natural Gas while $10,000 was allocated to Peoples Gas.  This allocation reflects the 
allocation of residential customers between the two companies.  (As of January 31, 2020, 
Peoples Natural Gas served 582,876 customers while Peoples Gas served 58, 129.) 
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Community Based Organizations 
 
Dollar Energy Fund partners with community-based organizations to accept applications.  
Peoples’ customers may be referred to any Dollar Energy Fund community based screening 
agency to complete an application. Dollar Energy Fund developed an on-line application process 
entitled “I-Partner” which enables the Company to review grant applications more quickly.  
Peoples plans to continue to use Dollar Energy Fund Community Based Organizations as a 
means for customers to apply for Dollar Energy Fund grants.  These agencies work closely with 
the Company and refer eligible customers to CAP, LIURP and CARES as well.  The Company 
will continue to explore ways to streamline the application process for its customers. 
 
 
Organizational Structure of Staff responsible for Hardship Funds 
 
See Organizational Chart, page 4. 

 
Outreach Efforts  
 
Peoples promotes Dollar Energy Fund and encourages customer donations in a number of ways 
including: 

• Providing information about the program in bill inserts new customer welcome packet, 
press releases, and bill messaging to encourage customers to contribute to the Dollar 
Energy Fund by adding a dollar or more to their utility payment.   

• A Dollar Energy Fund Pledge form is provided on the back of the bill to allow customers 
to designate a particular donation amount to be added to their bills on a monthly basis.   

• Dollar Energy Fund is promoted on the Company’s website and is available for 
customers who elect to receive their bills electronically. 

• Sponsorship of the Dollar Energy Fund FAN Golf Outing Classic and Annual Luncheon.  
Cold Down for Warmth activities included an advertisement to encourage donations. 

• Promotional activities with Lernerville Speedway including radio interviews, 
advertisements and special recognition during the races. 

• Sponsorship of promotional events at the Altoona Curve, Minor League Baseball Team. 
• Development of a signature event in partnership with Hearth and Home entitled the 

Warm Your Hearth...Touch a Heart Campaign featuring television advertisements, 
annual reception, and silent auction and matching donations from Hearth and Home. 

• Peoples’ employee support is encouraged through donations that are made on “Casual 
Fridays.” 

• Pittsburgh Pirates “Bring on the Heat” campaign where Peoples pledges a donation to 
Dollar Energy Fund for each strikeout. 
 

Customers referred to the Universal Service Programs are screened for Dollar Energy Fund 
eligibility and referred to the program.  Training is conducted for Customer Service Supervisors 
and representatives so that they can make referrals to eligible customers.  
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Identification of Eligible Customers 
 
See information outlined under Customer Assistance Program. 
 
Integration of Programs 
 
See Integration Methods as outlined under the Customer Assistance Program. 
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Executive Summary 

Peoples Natural Gas offers Universal Service Programs to improve affordability and health and 

safety for low-income customers.  The Universal Service Programs include a Customer 

Assistance Program (CAP) that provides a discount on the gas bill, a Low-Income Usage 

Reduction Program (LIURP) that provides energy efficiency services and furnace replacement, a 

hardship fund program that provides grants to customers in danger of service termination, and a 

Customer Assistance and Referral Evaluation Services Program (CARES) that provides 

additional case management assistance to customers with special needs.  This report presents the 

findings from the 2017 evaluation of Peoples Natural Gas’ Universal Service Programs.    

   

Evaluation 

The following research activities were undertaken. 

1. Background Research: We reviewed materials that documented Peoples Natural Gas’ 

Universal Service Programs.   

2. Needs Assessment: We analyzed American Community Survey (ACS) data to provide 

information on the number, characteristics, and needs of households in People’s service 

territory that are eligible for the Universal Service Programs. 

3. Program Data Analysis: We analyzed information from program databases for the CAP, 

LIURP, CARES, and Hardship Fund programs. 

4. Peoples Natural Gas In-Depth Interviews:  We conducted telephone interviews with 

Peoples managers and staff who run the Universal Service Programs.   

5. Program Administrator Interviews: We conducted telephone interviews with managers 

and staff at the Dollar Energy Fund and Conservation Consultants who run the Universal 

Service telephone center, provide CAP enrollment and administrative services, run the 

hardship fund, and run the LIURP and furnace replacement programs. 

6. CAP Participant Survey: We conducted telephone interviews with current CAP 

participants to assess their experiences in CAP.   

7. Transactions Data Analysis: We analyzed the impact of CAP on affordability, bill 

payment behavior, arrearages, service termination, and collection costs.  We also 

analyzed the CAP Plus mechanism to assess the impact of that charge on CAP bills and 

energy burden.  
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Evaluation Questions 

The Evaluation of Peoples Natural Gas’ Universal Service Programs answered the following 

research questions. 

1. Is the appropriate population being served?  Does the enrollment level meet the needs in 

the service territory?  Are the participants eligible for the programs as defined in the 

Universal Service Plan?  Is re-certification completed according to the Universal Service 

Plan?  

 

The evaluation analyzed the number of households with gas heating service who were 

income-eligible for CAP and calculated the number who participated in Peoples CAP at 

any point in 2015.  The table below shows that 44 percent of eligible households 

participated in CAP in 2015 and that participation rates were about 60 percent for 

households with income below the poverty level. 

 

Poverty Group 

2015 Data 

Eligible 

(American 

Community 

Survey) 

CAP 

Participants 

Participation 

Rate 

≤ 50% 16,565 9,471 57% 

51% – 100% 26,668 17,120 64% 

101% – 150% 39,193 9,835 25% 

Total 82,426 36,426 44% 

 

In addition to serving income-eligible households, the program serves a high percentage 

of households with vulnerable members.  The analysis showed that 27 percent of the 

2015 participants had a senior in the home and 46 percent had a child. 

 

Re-certification is conducted according to the program plan.  CAP recertification is 

generally completed on an annual basis. Customers who have received LIHEAP in the 

past 24 months or who have certain fixed income types (pension, social security, or 

disability) are recertified once every two years. DEF sends customers a letter 60 days 

prior to their recertification date, requesting that the customer submit proof of income to 

remain active in the CAP program. A second letter is mailed 30 days later. If the 

customer does not provide the required income documentation within the 60-day period, 

the customer is dismissed from CAP.  

 

2. What is the customer distribution by CAP payment plan?  Do participants’ energy 

burdens comply with the CAP Policy Statement?  How many and what percent of 

customers have a minimum payment?  

 

The table below shows that 26 percent of the 2015 CAP participants had income at or 

below 50 percent of the poverty level, 47 percent had income between 51 and 100 
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percent, and 27 percent had income between 101 and 150 percent of the poverty level.  

The associated payment levels of eight, nine, and ten percent of income payments are in 

accordance with the CAP Policy Statement.  Forty-four percent of all 2015 participants 

had the minimum payment of $25 per month. 

 

Poverty Level 

Percent of  

All 2015 

Participants 

Percent of 

Income 

Payment 

PUC Energy 

Burden 

Target 

All 2015 Participants Treatment Group 

Mean 

Payment 

% with 

Minimum 

Payment 

Mean 

Payment 

% with 

Minimum 

Payment 

≤50% 26% 8% 5%-8% $32 71% $34 68% 

51%-100% 47% 9% 7%-10% $43 47% $47 46% 

101%-150% 27% 10% 9%-10% $77 14% $77 16% 

All 100%   $50 44% $56 39% 

 

While the CAP payment is designed to provide an energy burden that falls within the 

PUC targeted affordability level, there are several reasons why a CAP participant’s 

energy burden would be higher than this calculated target. 

 

 Minimum payment:  As shown above, a large percentage of CAP participants have 

the minimum payment level assigned.  By definition, these customers will have an 

energy burden that exceeds the percentage of income payment level. 

 

 Full year: Customers who are not on CAP for the full year will not receive all CAP 

credits. 

 

 Did not receive all credits: Historically, customers who did not make timely payments 

did not receive all CAP credits.  The credit application policy has changed so that 

currently customers do receive a credit each month they are on CAP. 

 

 Arrearage forgiveness co-payment: Customers with arrearages pay $5 per month to 

reduce the arrearage while they are receiving arrearage forgiveness.  This increases 

the monthly payment above the targeted percentage of income payment level. 

 

 CAP Plus co-payment: All CAP participants have a CAP Plus co-payment which 

increases the monthly payment above the targeted percentage of income payment 

level. 

 

The table below shows the energy burden for the treatment group before and after 

participating in CAP.  The table shows a large reduction in average burden from 59 

percent before participation to 35 percent while participating for customers with income 

below 50 percent of the poverty level.  However, given the reasons noted above, a large 

percentage of these customers still have an energy burden that exceeds the PUC target. 
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Poverty 

Level 

Treatment Group  

Mean Unadjusted 

Gas Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 59% 35% 5%-8%  ≤ 50% 96% 85% 

51 – 100% 41% 25% 7%-10%  51 – 100% 86% 71% 

101 – 150% 24% 15% 9%-10%  101 – 150% 71% 48% 

 

The table below shows the impact that some of these factors have on energy burden.  

This table excludes customers with the minimum payment, excludes customers who did 

not participate in CAP for the full year, and excludes the arrearage forgiveness co-pay 

and the CAP Plus amount.  When all of these adjustments are made, only ten percent of 

those with income below 50 percent of the poverty level have an energy burden above the 

target level. 

 

Poverty 

Level 

Treatment Group  

Mean Adjusted Gas 

Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 20% 3% 5%-8%  ≤ 50% 88% 10% 

51 – 100% 18% 7% 7%-10%  51 – 100% 73% 21% 

101 – 150% 16% 7% 9%-10%  101 – 150% 64% 21% 

 

3. What are the CAP retention rates?  Why do customers leave CAP?  

 

The table below shows that 61 percent of the 2015 participants had enrolled on or before 

January 1, 2015 and had not been deactivated prior to January 1, 2016.  Twenty percent 

did not participate for all of 2015 because they enrolled after January 2015, nine percent 

enrolled in January 2015 but were removed before December 2015, and ten percent 

enrolled after January 2015 and were removed before December 2015. 

 

 
All 2015 CAP Participants 

# % 

Final Analysis Group 28,265 100% 

Full Year in CAP 17,130 61% 

Not Full Year in CAP 11,135 39% 

Enrolled after January 5,693 20% 

Removed before 

December 
2,656 9% 

Enrolled after Jan and 

removed before Dec 
2,786 10% 
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The table below displays the CAP removal reason for customers in each group who were 

deactivated.  The table shows that the most common removal reason was that the 

customer did not provide documentation.   

 

 
All 2015 CAP Participants 

# % 

Did Not Provide Documentation 3,820 70% 

Income Too High 727 13% 

Customer Request 294 5% 

Final Bill or Disconnected 223 4% 

System Error Correction 177 3% 

Set up in Error 167 3% 

Annual Credit Exceeds $1,000 34 1% 

Usage Exceeds 125% 0 0% 

Total 5,442 100% 

 

4. Is there an effective link between CAP and energy assistance programs (LIHEAP, 

hardship, and other grants)?   

 

There is an effective link between CAP and energy assistance programs.  Peoples 

encourages customers to apply for LIHEAP with bill inserts, posters, outreach, 

community events, and application assistance.  If requested, Peoples will hand write the 

LIHEAP application for the customer and mail it to the customer to be signed and 

submitted.  Dollar Energy asks customers if they applied for LIHEAP/Crisis if they are 

eligible.  Customers must apply for LIHEAP/Crisis prior to receiving the Dollar Energy 

grant. 

 

The table below shows that 38 percent of the CAP treatment group received LIHEAP in 

the year before CAP enrollment and 42 percent received LIHEAP in the year following 

CAP enrollment. 

 

 
Treatment Group 

Pre Post Change 

Number of Customers 3,516 

Percent Received LIHEAP  38% 42% 4%
** 

Mean LIHEAP Grant – All Customers $82 $102 $19
** 

Mean LIHEAP Grant –Received LIHEAP $219 $242 $23
** 

Percent Received LIHEAP Crisis  16% 11% -5%
** 

Mean LIHEAP Crisis Grant – All Customers $68 $38 -$30
** 

Mean LIHEAP Crisis Grant – Received Crisis $425 $357 -$68
** 
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5. How effective are the CAP control features at limiting program costs?  What are the 

number and percent of customers with minimum payments?  What are the number and 

percent of customers who exceed the maximum CAP credits?  

 

The table below shows that approximately 40 percent of the CAP participants had the 

minimum payment. 

 

Poverty Level 

All 2015 Participants Treatment Group 

Mean 

Payment 

% with 

Minimum 

Payment 

Mean 

Payment 

% with 

Minimum 

Payment 

≤50% $32 71% $34 68% 

51%-100% $43 47% $47 46% 

101%-150% $77 14% $77 16% 

All $50 44% $56 39% 

 

Peoples generates a report to monitor customers who exceed $1,000 in CAP credits. 

Customers are notified of their current use of CAP credits and offered information about 

the LIURP weatherization program when they reach $500 in CAP credits and $750 in 

CAP credits annually. The notification includes a description of the customer’s 

responsibility to monitor gas usage and advises the customer that he/she may be 

responsible for CAP credits over $1,000.  

 

When an account exceeds the $1,000 CAP credit amount, the account is reviewed and the 

customer is contacted to determine if excess CAP credits are justified. DEF completes a 

questionnaire with the customer.  Justification may include an increase in household size, 

serious illness of a family member, usage was beyond the household’s ability to control, 

or a very low CAP payment. Special needs customers identified through this process are 

referred to the CARES program. High usage customers are referred for weatherization. 

 

Unjustified CAP credits in excess of $1,000 may be reversed and the resulting bill will be 

the responsibility of the CAP participant.  

 

The table below shows that only ten percent of the 2015 participants and one percent of 

the treatment group had $1,000 or more in CAP credits. 
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 Obs. 

Mean 

# CAP 

Credits 

Mean  

Credits 

Median  

Credits 

Received 

$1,000 or 

More CAP 

Credits 

 Credits Received in 2015 

All 2015 Participants (0-150%)      

All  28,265 4.6 $467 $378 10% 

Full Year CAP  17,130 5.3 $541 $452 12% 

 Credits Received in Year after Enrollment 

Treatment Group      

All  3,519 3.9 $194 $125 1% 

Full Year CAP  2,893 4.2 $205 $131 1% 

 

6. How effective is the CAP and LIURP link?  Is the company’s procedure for dealing with 

excessively high usage effective?  If not, how can it be improved?  

 

At the time of CAP enrollment, participants receive information on conservation tips and 

weatherization programs. Customers with a history of high energy usage are referred to 

LIURP and any other appropriate programs. All participants are advised that their usage 

will be reviewed on an ongoing basis and unjustified excess CAP usage may be billed to 

the CAP customer or the CAP customer may be removed from CAP.  

 

Peoples generates a daily report that allows the Company to identify CAP customers 

whose weather-normalized annual usage has increased by more than 25 percent. When a 

CAP customer’s account appears in the report, the Company representative reviews the 

account and the customer is contacted to determine if the increase in gas usage is justified 

due to an increase in household size, serious illness of a family member, or usage was 

beyond the household’s ability to control. Peoples has a questionnaire they provided to 

DEF to use when discussing usage with the customer.  The majority of the cases 

reviewed meet one of these justified reasons for an increase in usage. 

 Number of people living in the home increased 

 Medical condition in the home 

 New gas appliances installed 

 Furnace condition 

 Window condition 

 Attic insulation condition 

 Home drafts 

 Whether home has been weatherized 

 Other reasons 
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If DEF does not get in touch with the customer on the phone, they mail the questionnaire, 

the customer fills it in and mails it back, and they use the information that the customer 

provided. 

 

7. Has collection on missed CAP payments been timely?  Has the company followed its own 

default procedures in its Universal Service Plan for CAP customers?   

 

Peoples follows normal collections procedures for CAP participants who do not make 

their payments in a timely manner. Customers who do not make their monthly payments 

may be placed in collections and have their service terminated. To avoid termination, the 

customer must pay the amount set forth in the termination notice prior to the scheduled 

termination date.  

 

8. Does participation in Universal Service Programs reduce service terminations?   

 

There was a small, statistically significant reduction in the number of collection calls for 

the treatment group as compared to the comparison groups, but no significant change in 

terminations. 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 3,517 2,287 7,007 9,294  

Letters 0.05 0.09 0.04
** 

0.05 0.14 0.09
** 

0.05 0.04 -0.02
** 

0.04 <0.01 

Calls 0.07 0.12 0.05
** 

0.09 0.16 0.07
** 

0.04 0.02 -0.1
** 

0.03 0.03* 

Termination Processing 

step – No Cost 
0.12 0.19 0.07

** 
0.16 0.29 0.13

** 
0.04 0.04 -0.01 0.06 0.01 

Termination Processing 

Step – With Cost 
0.01 0.01 0.01 0.01 0.01 0.01 0.01 0.01 -0.01

** 
>-0.01 <0.01 

Terminations 0.08 0.10 0.02
* 

0.11 0.18 0.07
** 

0.03 0.03 -0.01
# 

0.03 -0.01 

 

9. Does participation in Universal Service Programs decrease collections costs? 

 

There was not a statistically significant change in the cost of collections for the treatment 

group as compared to the comparison groups. 
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Table VI-2A 

Cost of Collections Actions 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
3,517 2,287 7,007 9,294  

Letters $0.05 $0.09 $0.04
** 

$0.05 $0.14 $0.09
** 

$0.05 $0.04 -$0.02
** 

$0.04 $0.01 

Calls $0.01 $0.01 $0.01
** 

$0.01 $0.02 0.01
** 

$0.01 $0.01 -$0.01
** 

$0.01 $0.01* 

Termination 

Processing Step  
$0.27 $0.42 $0.15 $0.54 $0.62 $0.08 $0.32 $0.16 -$0.17

** 
-$0.04 $0.19 

Terminations $5.46 $6.71 $1.25
* 

$6.99 $11.61 $4.62
** 

$1.95 $1.62 -$0.33
# 

$2.15 -$0.90 

Total Cost $5.79 $7.23 $1.44
** 

$7.59 $12.39 $4.80
** 

$2.33 $1.82 -$0.51
** 

$2.14 -$0.71 

 

 

10. Is the CAP program cost-effective?  

 

The CAP provides large subsidies to participants, averaging several hundred dollars each 

year, to improve the affordability of their energy bills.  Given the size of these subsidies, 

it is not possible for the program to be cost-effective, defined as a subsidy cost that is less 

than the amount saved on collections costs and termination costs.  However, there is 

evidence that the program provides important benefits to participants to improve their 

health and well-being, many of which cannot be quantified. 

 

11. How can Universal Service Programs be more cost-effective and efficient?  

 

Based on the evaluation research, we have the following recommendations to improve 

the effectiveness and efficiency of the Universal Service Programs.   

 

CAP 

 Enrollment: Peoples should consider whether there are cases where agency 

enrollment (rather than telephone enrollment) may provide important benefits to the 

customer such as quicker enrollment or more education and referrals, and should be 

recommended to the customer. 

 

 Re-certification: It may be beneficial for Peoples to suggest that certain customers 

visit an agency to recertify to obtain a better understanding of the program, the 

importance of making the monthly CAP payment, and additional resources that may 

be available. 

 

 CAP Bill: Peoples could add information on the amount of arrearage forgiveness that 

will be received when they pay their bill to make this even more apparent. 
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 CAP Plus: The CAP Plus adder impacts energy burden and affordability.  Peoples 

should continue to monitor this adder and assess how increases impact affordability, 

especially for the lowest-income customers.   

 

LIURP 

 Targeting: Peoples should consider whether they want to make additional efforts to 

serve the highest of the high users or the customers who are most payment-troubled.  

They could target a subset of their high-usage list for additional outreach to 

encourage participation. 

 

 Measures: Peoples should assess whether there are opportunities to reduce the 

number of heating system replacements and increase the emphasis on air sealing and 

insulation. 

 

 Coordination: Peoples should continue to work with the electric companies, as 

planned, to try to increase LIURP coordination, thus providing improved energy 

efficiency through a holistic approach. 

 

12. Is the program sufficiently funded?  

 

The CAP budget as planned in Peoples’ three-year Universal Services Plan was lower 

than the actual program costs.  Over 230 percent of the planned budget was spent.  The 

planned budget was based on natural gas rates at the time and approximate enrollment.  

In addition to changes in rates and enrollment, there are changes in vendor administration 

costs and payment behavior that impact the amount of arrearage forgiveness benefits.  

The transition from CAP credit application upon payment to CAP credit application upon 

billing resulted in a significant one-time increase in CAP costs.   

 

2015 CAP 

Company Budget Expenditures 
Percent of 

Budget Spent 

Peoples $5,583,793  $12,607,004 226% 

Equitable $3,606,966 $8,614,710 239% 

Total $9,190,759 $21,221,714 231% 

 

Peoples Universal Service Programs 

Peoples’ Universal Service Programs provide assistance to low-income customers to improve 

affordability, as well as health and safety.   

Customer Assistance Program (CAP) 

The Customer Assistance Program (CAP) is a special payment plan for low-income, 

payment-troubled customers. In this program, low-income customers pay a percentage of 
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their income for natural gas service. The reduced payment amount is designed to improve 

payment compliance and reduce collection activities. 

The CAP budget was close to $9.2 million in 2015 and increased to $9.8 million for 2018.  

Total CAP expenditures were about $21.2 million in 2014 and 2015.  These projections, as 

provided in the Universal Service and Energy Conservation Report, were prepared in early 

2014 and could not predict future changes to CAP which included an expansion of services 

offered by the CAP administrator to include referrals and assistance to all Universal Service 

programs or the change to the application of CAP credits at the time of billing rather than 

upon receipt of payment.   Enrollment was projected to be 22,500 for Peoples and 17,000 for 

Equitable in 2018.  Approximately 33,000 customers participated in CAP as of December 

2015 and 2016. 

Peoples’ CAP is managed by Peoples’ staff and administered by the Dollar Energy Fund (the 

Dollar Energy Fund administration began in May 2011). The Dollar Energy Fund (DEF) 

provides call center services for all of Peoples Universal Service Programs.  DEF’s CAP 

responsibilities include verification of eligibility, recertification, and day-to-day account 

monitoring. The agency has a network of community based organizations that are available 

to complete CAP applications for eligible customers.  

Customers can enroll by phone without income verification if they received LIHEAP.  If this 

is the case, DEF takes the customer’s verbal income report to enter in the system and to place 

the customer in a CAP tier.  If the budget payment is lower, the system will automatically 

select the budget amount as the CAP payment.   

If the customer has not received LIHEAP, the customer is asked to send in proof of income.  

When the income information is sent in and approved, the customer is enrolled in CAP.  At 

the time of CAP enrollment, customers are given a handout with energy conservation tips 

and a copy of the CAP customer agreement so they know how to be successful in CAP.  

Customers with income at or below 150 percent of the Federal Poverty Level are income-

eligible for CAP. The customer must also have active residential heating service and be 

classified as payment-troubled. Peoples defines a customer as payment-troubled if any of the 

following situations exist. 

 An arrearage, broken payment arrangement, or termination notice.  

 Housing and utility costs that exceed 45 percent of the household’s total income. Housing 

and utility costs are defined as rent or mortgage, property taxes, gas, electric, water, 

telephone and sewage.  

 Disposable income of $100 or less after subtracting all household expenses from 

household income.  

 
However, Peoples is flexible on the payment-troubled requirement.  If CAP appears to be the 

most beneficial option for the customer, then they will enroll a customer who is seeking 

assistance.   
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The benefits of CAP participation include the following. 

 An affordable monthly payment based on ability to pay.  

 Monthly CAP credits.  

 Monthly arrearage forgiveness when timely CAP payments are received.  

 Exemption from late payment charges and waived security deposits.  

 Referrals to other Universal Service Programs and assistance programs  

 

Eligible customers agree to pay eight, nine, or ten percent of their verified before-tax 

monthly income for natural gas service, depending on household poverty level.  The 

minimum monthly payment is $25. In addition to the percentage of income amount, CAP 

customers pay five dollars per month toward their pre-CAP balance, and a CAP Plus amount 

to account for potential LIHEAP benefits. 

 

CAP customers with pre-program arrearages are eligible for Arrearage Forgiveness credits 

equal to 1/36th of their pre-program balance when the customer pays the required CAP 

payment. CAP participants can completely remove their pre-program balance over a three-

year period. Arrearage Forgiveness credits are provided when the customer makes a full CAP 

payment. 

 

CAP recertification is generally completed on an annual basis. Customers who have received 

LIHEAP in the past 24 months or who have certain fixed income types (pension, social 

security, or disability) are recertified once every two years. 

 

Peoples follows normal collections procedures for CAP participants who do not make their 

payments in a timely manner. Customers who do not make their monthly payments may be 

placed in collections and have their service terminated. To avoid termination, the customer 

must pay the amount set forth in the termination notice prior to the scheduled termination 

date.  

 

E-CAP Pilot 

Peoples E-CAP is a three-year pilot payment plan for low-income, payment-troubled 

customers with household incomes between 151 and 200 percent of the Federal Poverty 

Level.  Eligible customers agree to pay 11 percent of their verified before tax monthly 

income or the premise-specific budget payment for natural gas service. In addition to the 

percentage of income payment, E-CAP customers pay $5 per month toward pre-program 

arrearages and the CAP Plus monthly payment amount. 

 

Customers are eligible for Pilot E-CAP if they meet the following criteria. 

 Income between 151 and 200 percent of the Federal Poverty Level. 

 Active heating customer. 

 Significant account balance. 

 Prior broken payment arrangement, an active termination notice, or lack of utility service. 

 Applied for a Dollar Energy Grant to reduce the delinquent balance prior to entering E-

CAP if funds are available. 
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Enrollment is focused on customers with balances of $800 or more, but customers with lower 

balances may be enrolled if circumstances warrant.  

The program benefits are as follows. 

 Affordable monthly payments based on ability to pay.  

 Monthly CAP credits.  

 Monthly arrearage forgiveness when timely CAP payments are received.  

 Exemption from late payment charges and waived security deposits.  

 Referrals to other Universal Service Programs and assistance programs.  

 

CAP Challenges and Successes  

The DEF call center noted that the greatest challenge with CAP is receiving documentation 

to verify income for customers who have not received LIHEAP.  DEF asks customers to send 

their last two pay stubs and proof of employment, but customers do not always follow 

through.  There are times when DEF only receives partial income documentation even 

though they have sent letters and made several attempts to contact the customer.  This is 

especially a challenge in termination season when they need the information within a 

specified time period.  

 

The ongoing challenge is to encourage customers to consistently make their payments.  CAP 

is designed to be the most affordable payment and customers receive the benefit of arrearage 

forgiveness.  However, getting customers to follow through and make those regular payments 

is a challenge.  This makes it difficult for customers to keep service and reduce their 

balances. 

 

Dollar Energy Hardship Fund 

Peoples Hardship Fund works in partnership with the Dollar Energy Fund to provide grants 

of up to $500 to customers who are behind on their natural gas bills.  The Hardship Funded is 

provided through Peoples donations and customer donations.  Peoples contributes up to 

$550,000 annually to match customer donations and contributes up to $110,000 for 

administrative costs.   

 

During the 2015-2016 program year, Peoples distributed a total of $1.1 million in grants to 

over 3,000 customers.  The average grant amount was $364. 

 

Dollar Energy partners with community-based organizations to accept hardship fund 

applications. If customers call DEF to apply for CAP, DEF can take the hardship fund 

application as well. Customers must meet the following criteria to be eligible for the 

Hardship Fund. 

 

 Apply for LIHEAP and Crisis benefits if eligible. 

 Household income at or below 200 percent of the poverty level. 

 Paid at least $150 toward their utility bill over a ninety-day time period, or at least one 

$100 payment in the last six months if over 62. 

 Have a balance of at least $100 if under 62. There is no balance requirement for 

applicants over 62. 
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 Have a residential heating account. 

 

CARES 

The CARES program provides comprehensive services for customers who may have an 

inability to pay their gas bills and/or have special needs.  In 2018, the total CARES budget 

will be just under $400,000. 

 

CARES provides assistance to approximately 500 customers each year for the Peoples 

Division and 600 customers each year for the Equitable Division. CARES also provides 

outreach to low-income customers to increase participation in energy assistance programs 

and the Earned Income Tax Credit (EITC).  LIHEAP is an important component of CARES. 

Peoples identifies income-eligible customers and promotes the program through bill inserts, 

radio and television ads, press releases, press conferences, and customer letters. 

 

The CARES Program is administered by Peoples’ staff who work with agencies throughout 

Peoples’ service territory to stay informed of available programs and to better serve low-

income customers.  Peoples employs two certified social workers on its Customer Relations’ 

staff to support the needs of customers with special circumstances.   

 

Any special needs customer in danger of losing heat due to non-payment or heating 

equipment failure may be referred to the CARES program for assistance. Special needs 

include a serious medical condition, a mental health condition, limited learning ability, recent 

unemployment, and single parent issues, as well as other special needs.    

 

The CARES program also includes the Gatekeeper program which is designed to aid older 

adults and special needs customers who need help, but may not be able to access it 

themselves. Customer contact personnel are trained as “gatekeepers” to recognize danger 

signals such as changes in behavior, signs of confusion, or disability. Gatekeepers report the 

situation, and referrals are made to third party agencies or family members are alerted. 

 

LIURP 

Peoples’ LIURP is designed to help low-income customers who have high gas bills.  

 

The goals of LIURP are as follows. 

 Maintain health, safety and comfort in the home. 

 Comply with the PUC mandates. 

 Continue utilization of third party administrator. 

 Reduce consumption of CAP participants. 

 Assist special needs customers. 

 Partner with community based organizations. 

 Spend the program budget wisely while maximizing quality of work. 

 Continue providing random inspections as means of quality control. 

 

In the Joint Settlement Agreement in the Merger Transaction proceeding, Peoples agreed to 

increase the spending for its combined LIURP program to a total of $2,050,000 (including 
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$250,000 in Shareholder funding). These expenditure increases will remain in effect for 4 

years (2014 through 2017).  

 

Projected LIURP enrollment is based upon average spending per home for the past three 

years.  A total of 410 customers are expected to be served each year.  The average LIURP 

costs per home were $4,727 in 2016. 

 

Peoples’ LIURP is managed in-house and administered through Conservation Consultants 

Inc., a nonprofit agency.  Conservation Consultants is responsible for outreach and 

enrollment.  They review customer referrals sent from Peoples, ensure that the customer has 

not participated in LIURP in the past seven years, and check to make sure they meet the 

LIURP requirements. 

 

CAP participants are screened for LIURP, but must meet the following criteria for eligibility. 

 
1. Total family income does not exceed 150 percent of the Federal Poverty Guidelines. (Up 

to 20 percent of the annual program budget may be allocated to customers with incomes 

from 151 to 200 percent of the federal poverty level on a case-by-case basis.) Customers 

with lowest income and highest arrearages are prioritized.  

 

2. Residential, gas-heating customer.  

 

3. Customer has not moved and has not had gas service terminated within the last year. 

 

4. Customer has annual consumption greater than 140 MCF. 

 

5. Renters must have the gas account in their name and receive landlord permission to 

participate. Rental units must be metered separately and have individual heating systems. 

 

An energy auditor assesses the customer’s home to determine what LIURP measures should 

be installed. The auditor assesses air leakage, previously installed weatherization measures, 

and the effectiveness of these measures. The auditor discusses the home performance with 

the customer.  

 

Measures are installed based on established payback criteria and may include the following. 

 Heating system improvements and replacements 

 Attic, sidewall, and other types of insulation  

 Caulking and weather-stripping  

 Air sealing  

 Hot water treatments including tank improvements, wrapping, and replacements  

 Minor repairs that relate to weatherization  

 

In addition to weatherization services, LIURP provides customer education to explain the 

weatherization and to encourage ongoing conservation. 
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LIURP Pilot: Emergency Furnace/Service Line Repair Assistance 

The Peoples Emergency Furnace program provides financial assistance for furnace/boiler and 

service and house line gas leak repairs or replacements to help customers maintain gas 

service. 

 

Customers must be at or below 200 percent of the federal poverty level, own their home, and 

have a need for emergency repairs to their heating system or house/service lines to be eligible 

for the pilot. 

 

The budget for Peoples Division is $400,000 per year from 2015 through 2018.  By Order 

issued 12/8/16, the Equitable Division will now have an annual funding mechanism of 

$275,000 through its Universal Service Rider and will operate in the same manner as Peoples 

Division’s programs. 

 

An average of 140 Peoples customers per year have received either furnace or line repair 

services through this program.  An average of 30 to 40 Equitable customers per year received 

either furnace or line repair services through this program prior to the 2016 Order that 

increased Equitable’s funding for this pilot. 

 

Peoples LIURP Pilot: Community Weatherization Partnership Program 

The Community Weatherization Partnership Program partners with nonprofit organizations 

to provide energy education programs for customers with limited incomes.  

 

The Community Weatherization Partnership Program was approved as part of the Settlement 

in Peoples Base Rate Case in June 2011.  While Peoples Equitable Division does not 

currently offer a Community Partnership Program, it may be implemented at some point in 

the future.  

 

The budget for the pilot is $50,000 per year for 2015 through 2018 and it is expected that 50 

to 100 customers per year will receive education through this program. 

 

The pilot is designed to impact low-income customers in vulnerable neighborhoods. In 2015, 

Peoples partnered with five organizations, completed seven education sessions, and provided 

information to 101 customers.  Each participant also received an energy conservation tool kit 

with caulking materials, pipe insulation, a showerhead and aerator, window and door kits, 

and foam insulation.  Peoples also provided funding to nonprofit organizations whose 

programs served 142 customers with energy education and conservation kits. 

 

Needs Assessment 

The Needs Assessment provided a profile of low-income households in Peoples’ service 

territory using data from the 2011-2015 American Community Survey (ACS). These data 

provided information on the number of eligible households, the poverty level of those 

households, demographic characteristics, and energy burden.  The data represent Peoples’ 

service territory in 2015. 
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 Income Eligibility:  Of households with gas service, 17 percent have income below 150 

percent of the poverty level and 25 percent have income below 200 percent of the poverty 

level.     

 

 Demographics: Of those below 150 percent of the poverty level with gas service, ten 

percent are married with children, 22 percent are single with children, 36 percent are a 

senior head of household, and the remaining are in other categories.  Ninety-three percent 

speak English at home. 

 

 Gas Costs and Burden:  Gas heating households with income below 150 percent of 

poverty have a mean natural gas burden of 13.8 percent.  However, this average burden is 

not reflective of the energy burden for CAP participants who receive the CAP credits 

and, as a result, have a lower energy burden. 

 

Participant Feedback 

We conducted telephone interviews with 103 current CAP participants to assess CAP 

understanding, impact, and satisfaction.  Key findings from the survey are summarized 

below. 

 

 Participation: Customers were most likely to find out about CAP from a Peoples 

customer service representative, an agency, or a friend or relative.  While 61 percent said 

they enrolled to reduce their bills, 28 percent said it was because they had low or limited 

income, and 24 percent said they enrolled to reduce their arrearages. 

Most respondents reported that the enrollment and the recertification process were very 

or somewhat easy.  While 93 percent said that enrollment was very or somewhat easy, 97 

percent said that re-certification was very or somewhat easy. 

 CAP Benefits: 89 percent reported that they felt they had a good understanding of the 

services provided by CAP.  While 90 percent said that their responsibility was to keep up 

with payments, 12 percent said it was to report income and information, four percent said 

it was to conserve energy, and three percent said it was to apply for LIHEAP. 

Respondents were most likely to report that the benefits of CAP were lower energy bills 

and even monthly payments.  When asked about specific benefits, 98 percent agreed that 

lower energy bills were a benefit, 94 percent agreed that maintaining gas service was a 

benefit, and 80 percent agreed that reduced arrearages were a benefit.   

While 97 percent said that the CAP bills shows the CAP payment in a way that is clear 

and easy to locate and understand, 91 percent said it showed the CAP credit benefit and 

84 percent said that it showed the arrearage forgiveness amount in a way that is clear and 

easy to locate and understand. 
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 Bill Payment Problems: Respondents were much less likely to state that their CAP bills 

were difficult to pay after enrollment in CAP.  While 58 percent said it was very difficult 

to pay the monthly gas bill prior to CAP enrollment, only five percent said it was very 

difficult to pay the bill following enrollment.  Sixty-six percent said their gas bill was 

lower when they were in CAP and 25 percent said their gas usage was lower after 

enrolling in CAP. 

Respondents were less likely to report that they had to delay expenditures or skip paying 

bills following enrollment in CAP.  While 60 percent said they had to skip paying for 

food prior to CAP enrollment, 24 percent said they did so following CAP enrollment.  

Large declines in difficulty paying bills were also reported for the telephone, medical or 

dental, mortgage or rent, and credit card or loans. 

When asked how important CAP has been in helping them meet their needs, 92 percent 

said it was very important and five percent said it was somewhat important.  

 Continued CAP Participation: When asked how likely they were to continue to 

participate in CAP, 92 percent said they were very likely to continue to participate.  Most 

participants stated that they would continue to participate in the program as long as the 

assistance was needed. 

CAP Satisfaction and Recommendations: While 93 percent said they were very satisfied with 

CAP, six percent said they were somewhat satisfied.  Most respondents did not have 

recommendations for the program.  Those who did have recommendations were most likely 

to suggest improved availability or accessibility, a higher level of assistance, or 

weatherization services. 

 

Transactions Analysis 

This evaluation included an analysis of Peoples’ CAP impacts on affordability, bill payment 

compliance, and collections actions.  Key findings from the analysis are summarized below. 

 CAP Participation: 82 percent of the treatment group who enrolled in 2015 and did not 

participate in CAP in the year prior to enrollment remained on CAP for at least a full 

year.  While 92 percent of the Peoples treatment group participated in CAP for the full 

year, 74 percent of the Equitable treatment group participated in CAP for the full year. 

 

 CAP Credits: All 2015 participants received an average of 4.6 credits and $467, and full 

year participants received an average of 5.3 credits and $541.  While ten percent of all 

2015 participants received $1,000 or more in CAP credits, 12 percent of the full year 

participants received $1,000 or more in CAP credits. 

 

The treatment group analysis focuses on credits received in the year after the 2015 

enrollment.  Therefore, most of these customers received credits for winter 2016, the 2nd 

warmest year on record in Pittsburgh according to the National Oceanic and Atmospheric 
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Administration (NOAA)
1
.  As a result, the 2015 treatment group had average CAP credits 

that were significant lower than all 2015 participants whose data included winter 2015 

when the weather was much colder than average.  The treatment group received an 

average of 3.9 credits and $194, and full year participants received an average of 4.2 

credits and $205.  Only one percent of the treatment group received $1,000 or more in 

CAP credits. 

 

 Monthly CAP Credit Receipt: Approximately 28 to 40 percent of the treatment group had 

a CAP credit each month in the year following CAP enrollment. 

 

 CAP Discount:  The CAP discount is defined as the CAP credits divided by the 

customer’s full bill.  The mean discount across the full treatment group was 22 percent.  

Customers with income below 50 percent of the poverty level had the greatest percent 

discount, averaging 40 percent, and ten percent of these customers had a discount above 

67 percent. 

 

 Calculated CAP Payment: The CAP payment is calculated as eight, nine, or ten percent 

of income, depending on the poverty level. These values are consistent with the PUC’s 

energy burden targets for CAP participants.  For example, for customers with income 

between 101 and 150 percent of the poverty level, the energy burden target is nine to ten 

percent and Peoples percent of income payment is ten percent. 

 

 Minimum CAP Payment: A large percentage of CAP participants had the minimum 

payment of $25/month, especially in the lowest poverty group.  While 71 percent of all 

2015 participants with income below 50 percent of the poverty level had the minimum 

payment, 44 percent of all 2015 participants from zero to 150 percent of poverty had the 

minimum payment. 

 

 Energy Burden: Energy burden is defined as the annual gas bill divided by annual 

household income.  While energy burden was 38 percent in the year prior to CAP 

enrollment when there was a cold winter, energy burden averaged 23 percent in the year 

following CAP enrollment, a decline of 15 percentage points.  Relative to the comparison 

group, CAP participants’ energy burden declined by nine percentage points.  CAP had a 

significant positive impact on energy bill affordability. 

 

 CAP Bills: CAP participants’ bills declined by an average of $590 due to both the CAP 

credits and the warmer winter.  Compared to the average comparison group change, CAP 

participants’ bills declined by $324. 

 

 CAP Plus: The CAP Plus amount is calculated by Peoples as the LIHEAP receipts for 

customers participating in the CAP program for the previous LIHEAP heating season 

divided by number of current active CAP participants and the projected number of CAP 

participants to join CAP that quarter.   The CAP Plus amount is added to the calculated 

                                                 
1
 https://www.ncdc.noaa.gov/sotc/national/2016/13/supplemental/page-1 
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monthly CAP payment amount for all participating CAP customers.  The 2015 

participants received a mean of 6.3 CAP Plus charges totaling $38 and the treatment 

group received a mean of 7.3 CAP Plus charges totaling $46.  The CAP Plus charges 

made up 5.8 percent of the discounted bill for all 2015 participants and 7.8 percent of the 

discounted bill for the treatment group. 

 

 LIHEAP and Crisis: While there was no significant net change in the amount of LIHEAP 

received, there was a decline in the amount of LIHEAP Crisis assistance received, likely 

due to a more affordable bill. 

 

 CAP Payments Made: CAP participants increased the number of cash payments made as 

compared to the decline experienced by the comparison groups.  As a result of the 

reduced charges, customers reduced the amount of cash payments made.  However, the 

net change, compared to the comparison groups, was a slight increase in cash payments. 

 

 Total Coverage Rate: The total coverage rate is the percent of charges covered by the 

customer’s cash payments and all other credits, including assistance payments.  The 

treatment group increased their total coverage rate from 85 percent in the pre-CAP 

enrollment period to 123 percent in the post-CAP enrollment period, indicating that these 

customers were paying off some of their balances.  The net change was an increase of 36 

percentage points compared to the comparison groups.  

 

While only 33 percent of the treatment group paid their full bill or more prior to 

enrollment in CAP, 71 percent paid their full bill or more following enrollment.  The 

comparison groups did not see the same improvement in bill coverage rates.   

 

 Arrearage Forgiveness: CAP participants received an average of $118 in arrearage 

forgiveness in the post-treatment period. 

 

All customers with arrearages received at least one arrearage forgiveness payment.  The 

full year 2015 CAP participants with arrearages received an average of 5.1 arrearage 

forgiveness payments and $203 in arrearage forgiveness.  The full year treatment group 

with arrearages received an average of 5.2 arrearage forgiveness payments and $176 in 

arrearage forgiveness. 

 

 Collections Actions: There was a small, statistically significant reduction in the number 

of collection calls for the treatment group as compared to the comparison groups.  There 

was a significant decline in the number of letters, calls, and terminations for the Peoples 

treatment group as compared to the comparison groups.  There was a significant increase 

in the number of letters, calls, and terminations for the Equitable treatment group as 

compared to the comparison groups. 

 

 Collections Costs: There was a significant decline in the cost of collections of $6.52 for 

the Peoples treatment group as compared to the comparison groups.  There was an 
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increase in the cost of collections for the Equitable treatment group of $3.15 as compared 

to the comparison groups. 

 

Findings and Recommendations 

This section provides key findings and recommendations for each program. 

Customer Assistance Program 

Peoples has worked to make CAP as easy as possible for the customer to participate and 

remain enrolled.  We have the following key findings and recommendations with respect to 

the CAP. 

1. Phone and Agency Enrollment 

Most customers enroll in CAP over the telephone by calling DEF.  Customers appear to 

appreciate the convenience of the telephone enrollment and very few customers visit an 

agency to enroll in CAP. However, there may be additional cases where agency 

enrollment may provide important benefits to the customer such as quicker enrollment or 

more education and referrals, and should be recommended. 

 

2. Income Verification 

Peoples has reported that they are working to make it even easier for customers to 

provide income documentation, by creating additional mechanisms for customers to 

submit the information.   

3. Recertification 

As with enrollment, customers appear to appreciate the ability to recertify by mailing in 

their documentation rather than visiting an agency.  However, it may be beneficial for 

Peoples to suggest that certain customers visit an agency to recertify to obtain a better 

understanding of the program, the importance of making the monthly CAP payment, and 

additional resources that may be available to assist them in meeting their needs. 

4. CAP Bill 

Peoples has designed a CAP bill that provides a clear presentation of the monthly CAP 

payment, the five dollar contribution for arrearages, and the CAP credit as the difference 

between actual usage and the CAP payment.  Peoples could add information on the 

amount of arrearage forgiveness that will be received when they pay their bill to make 

this even more apparent. 

 

5. CAP Plus  

The CAP Plus adder impacts energy burden and affordability.  Peoples should continue to 

monitor this adder and assess how increases impact affordability, especially for the 

lowest-income customers.   
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6. Affordability 

The CAP survey and the transactions data analysis clearly showed that the program has 

improved affordability for participants. 

 

7. Bill Payment 

CAP also had a positive impact on bill payment. 

8. CAP Satisfaction 

Customers reported that CAP was very important in helping them to meet their needs and 

their satisfaction was high. 

Hardship Fund 

The following key findings and recommendations were made with respect to the Hardship 

Fund. 

1. DEF Partnership 

Peoples has developed a good partnership with DEF to deliver Hardship Fund grants.   

2. Customer Communication 

DEF continues to work to improve the process for the customer.  They are working to 

enhance their phone system to enable customers to use text messaging in place of 

speaking with a representative. This would help lower income customers whose cell 

phone plan includes only a certain amount of calling, but has unlimited texting. 

CARES 

The following key findings and recommendations were made with respect to CARES. 

1. Benefits 

CARES provides important benefits to special needs customers, including education 

about the Earned Income Tax Credit and LIHEAP, thermostats for visually-impaired 

customers, and short-term assistance to ensure that customers able to access the resources 

that they are referred to. 

 

2. Employee Education 

Peoples has leveraged CARES to educate employees about special needs customers, 

increase the sensitivity of their employees, and increase customer referrals. 

 

LIURP 

The following key findings and recommendations were made with respect to LIURP. 

1. Energy Education 

Peoples has developed an extensive education program for their LIURP participants.    

They implemented a Pledge Form to involve the customers with the contractor and an 

Action Plan form that lists the actions that the customer committed to take to further 

reduce gas usage.  Peoples contracts with energy consultants who perform random 
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inspections and provide additional energy education to the customers about the work 

completed and additional actions the customers can take to save energy.   

 

2. Energy Savings 

Peoples has achieved high savings from LIURP, averaging about 20 percent of the 

customers’ pre-treatment natural gas usage.  However, given the high level of pre-

treatment usage, and the investment level, Peoples should consider whether it may be 

possible to achieve even higher savings through targeting and the services that are 

provided. 

 

3. Targeting 

Peoples should consider whether they want to make additional efforts to serve the highest 

of the high users or the customers who are most payment-troubled.  They could target a 

subset of their high-usage list for additional outreach to encourage participation. 

 

4. Energy Efficiency Measures 

Peoples should assess whether there are opportunities to reduce the number of heating 

system replacements and increase the emphasis on air sealing and insulation. 

 

5. Coordination 

Peoples Gas works to complete jobs that are combined with the PA Department of 

Community and Economic Development Weatherization Program and with electric 

companies.  When jobs are coordinated with State Weatherization or electric companies, 

Peoples is typically responsible for replacing the heating appliance if replacement is 

necessary.  They completed 17 combined jobs in 2014, 23 combined jobs in 2013, and 33 

combined jobs in 2012.  Peoples should continue to work with the electric companies, as 

planned, to try to increase coordination, thus providing improved energy efficiency 

through a holistic approach. 

. 
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I. Introduction 

Peoples Natural Gas’ Universal Service Programs include a Customer Assistance Program 

(CAP) that provides a reduced payment plan, a Low-Income Usage Reduction Program (LIURP) 

that provides energy efficiency services and furnace replacement, a hardship fund that provides 

grants to customers in danger of service termination, and a Customer Assistance and Referral 

Evaluation Services Program (CARES) that provides additional case management assistance to 

customers with special needs.  This report presents the findings from the 2017 evaluation of 

Peoples Natural Gas’ Universal Service Programs.    

 

A. Evaluation Activities 
The following research activities were undertaken. 

1. Background Research: We reviewed materials that document Peoples Natural Gas’ 

Universal Service Programs.  These included the three-year plans, previous evaluations, 

Peoples Best Practices review, reports to the Public Utilities Commission, brochures, 

applications, customer letters, training materials, contracting documents, budgets, and 

program expenditures. 

2. Needs Assessment: We analyzed American Community Survey data to provide 

information on the number, characteristics, and energy burden of households in People’s 

service territory that are eligible for the Universal Service Programs. 

3. Program Data Analysis: We analyzed information from program databases for the CAP, 

LIURP, CARES, and Hardship Fund programs and developed statistics on program 

participation, participant demographics, and services delivered.  We selected a sample of 

CAP participants for the customer survey. 

4. Peoples Natural Gas In-Depth Interviews:  We conducted telephone interviews with 

managers and staff who run Peoples’ Universal Service Programs to develop a better 

understanding of how the Universal Service Programs currently work, barriers to clients’ 

participation or success in the programs, and potential improvement to the programs’ 

policies and procedures.   

5. Program Administrator Interviews: We conducted telephone interviews with program 

administrators to develop a better understanding of how the CAP, LIURP, and Hardship 

Fund programs are designed and implemented, and how they are coordinated with other 

programs.  The Dollar Energy Fund’s managers and staff were interviewed about the 

responsibilities, successes, and challenges in managing CAP, the Universal Service Call 

center, and the Hardship Fund.  Conservation Consultants’ managers and staff were 

interviewed with respect to LIURP and the Emergency Furnace and Service Line Repair 

Assistance Program. 

6. CAP Participant Survey: We conducted telephone interviews with a sample of 100 

current CAP participants to assess their experiences in all aspects of the program from 
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enrollment forward.  These interviews assessed program operations and the impact of the 

program on affordability.   

7. Transactions Data Analysis: We analyzed data for customers who participated in CAP, as 

well as for a sample of low-income customers who had not participated in Universal 

Service Programs.  We analyzed the impact of CAP on affordability, bill payment 

behavior, arrearages, service termination, and collection costs.  We also analyzed the 

CAP Plus mechanism to assess the impact of that charge on CAP bills and energy 

burden.  

B. Organization of the Report 
Five sections follow this introduction. 

 Section II – Peoples Universal Service Programs: This section describes the design and 

implementation of Peoples’ Universal Service Programs.  Information is based upon 

program documents, program data analysis, interviews with Peoples’ program managers 

and staff, and interviews with program administrators. 

 Section III – Needs Assessment: This section summarizes the findings from the analysis 

of American Community Service data to characterize the population of households who 

are eligible for Peoples’ Universal Service Programs.   

 Section IV – Participant Feedback: This section summarizes the research methodology 

and feedback provided by Peoples’ CAP participants.   

 Section V – Transactions Analysis: This section provides a description of the analyses 

that were conducted and findings with respect to how CAP impacted affordability, bill 

payment, service terminations, and collections costs. 

 Section VII – Summary of Findings and Recommendations: This section provides a 

summary of the key findings and furnishes recommendations for Peoples’ Universal 

Service Programs based on the analyses in this report. 

APPRISE prepared this report under contract to Peoples Natural Gas. Peoples facilitated this 

research by furnishing data to APPRISE.  Any errors or omissions in this report are the 

responsibility of APPRISE. Further, the statements, findings, conclusions, and 

recommendations are solely those of analysts from APPRISE and do not necessarily reflect 

the views of Peoples.  
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II. Peoples Universal Service Programs 

Peoples’ Universal Service Programs provide assistance to low-income customers to improve 

affordability, as well as health and safety.  This section provides a detailed description of each 

Universal Service Program. 

   

A. Overview 
Equitable Gas Company, LLC merged into Peoples on December 18, 2013.  (Peoples and 

Equitable are each referred to as a “Division” and collectively are referred to as Peoples.) As 

part of the merger settlement, Peoples agreed to establish a Universal Service Advisory 

Group comprised of community-based organizations, low income advocates, the Office of 

Consumer Advocate, and other interested stakeholders. The group meets quarterly and 

rotates the focus across the Universal Service Programs.  They discuss program outreach, 

customer engagement, connecting with community groups, and the members help Peoples to 

post information and publicize the programs. 

 

Peoples began a best practices comparison review of Peoples Division’s and the Equitable 

Division’s Universal Service and Energy Conservation Plans (“USP”) after the merger was 

completed. The best practices review included input from Peoples’ new Universal Service 

Advisory Group, review of Universal Service Programs and practices in both Divisions, and 

review of programs at other regulated utility companies. The goals of the best practices 

review were to identify opportunities to improve existing Universal Service Programs and to 

improve the efficiency of program administration.  They worked to unify the programs so 

that customers of both divisions would receive the same benefits. 

 

The 2015-2018 Amended Plan was developed to guide the Universal Service Programs for 

the combined organization.  The following Universal Service Programs are provided. 

 Customer Assistance Program (“CAP”) 

 Low Income Usage Reduction Program (“LIURP”) 

 Emergency Furnace and Houseline Repair Program 

 Customer Assistance Referral and Evaluation Services (“CARES”) 

 Hardship Fund 

 Community Partnership Weatherization Program (Peoples Division only) 

 Pilot E-CAP (151% - 200% of poverty CAP program) 

 

Universal Service Programs are managed and directed by Peoples’ Regulatory Section; the 

Manager of Universal Services and the Customer Relations Specialists have the primary 

responsibility for the administration of these programs. The Customer Relations Staff 

supports the Universal Service Programs. 

 

Incoming calls from low-income customers were previously answered by the internal 

Customer Service Center.  Beginning on October 1, 2015, all calls for Universal Service 

Programs coming through the Program Line began to be answered by a specially trained 

Universal Service Call Group at the Dollar Energy Fund (DEF).  Customers are referred for 
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LIHEAP, LIHEAP-Crisis, Dollar Energy Hardship Fund, LIURP, and other available 

programs during their initial call.   

 

During the program year, customers can complete the DEF grant application over the phone 

if they are in CAP.  This is easier for the customers and saves them travel time and costs. In 

addition, known low-income accounts that call the Company’s Customer Service Line and 

indicate that the call is related to credit, termination, or restoration of service are transferred 

to DEF’s call group for assistance available through CAP.  The DEF representatives are 

responsible for quoting restoration amounts to customers and amounts needed to avoid 

service termination, and for making referrals to other programs, including other utility CAPs 

which are also administered by DEF.  They are also responsible for completing Cold 

Weather Surveys by phone during the fall.  During the less busy winter months, the 

representatives make outbound calls to potentially eligible LIHEAP and CAP customers. 

 

Peoples Division’s last Universal Service Evaluation was conducted in 2010 and the last 

evaluation for the Equitable Division was performed in 2011. 

B. Customer Assistance Program 
The Customer Assistance Program (CAP) is a special payment plan for low-income, 

payment-troubled customers. In this program, low-income customers pay a percentage of 

their income for natural gas service. The reduced payment amount is designed to improve 

energy affordability and payment compliance, and reduce collections activities. 

 

Goals and Resources 

Table II-1 displays the budget for each Division’s CAP and Peoples as a whole.  The budget 

was close to $9.2 million in 2015 and increased to $9.8 million for 2018. 

 

Table II-1 

Customer Assistance Program Budget 

 

Year Peoples Division Equitable Division Total 

2015 $5,583,793  $3,606,966  $9,190,759  

2016 $5,686,285  $3,704,236  $9,390,521  

2017 $5,790,850  $3,804,424  $9,595,274  

2018 $5,897,531  $3,907,618  $9,805,149  

 

Table II-2 displays projected enrollment for the CAP from 2015 through 2018.  Enrollment 

was projected to be 22,500 for Peoples and 17,000 for Equitable in 2018. 
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Table II-2 

Customer Assistance Program Projected Enrollment 

 

Year Peoples Division Equitable Division Total 

2015 21,000 14,000 35,000 

2016 21,500 15,000 36,500 

2017 22,000 16,000 38,000 

2018 22,500 17,000 39,500 

 

Table II-3 displays actual CAP expenditures from 2013 through 2016.  Total CAP 

expenditures were about $21.2 million in 2014 and 2015 and $10.4 million in 2016.  At least 

part of the decline was due to the warmer winter that year. 

 

Table II-3 

CAP Expenditures 

 

Year Peoples Division Equitable Division Total 

2013 $8,227,588 $7,090,722 $15,318,310  

2014 $11,270,401 $9,988,104 $21,258,505  

2015 $12,607,004 $8,614,710 $21,221,714  

2016 $6,606,963 $3,826,459 $10,433,422 

 

Table II-4 breaks down CAP costs into the CAP credit, arrearage forgiveness, and 

administration.  The costs provided are the recoverable costs that flow through the Universal 

Service rider which is paid by non-CAP residential ratepayers.  It does not include internal 

labor or typical office administrative type costs that are borne internally.   

 

Table II-4 

CAP Expenditures 

 

Year 

Peoples Equitable 

CAP Credit 
Arrearage 

Forgiveness 
Administration CAP Credit 

Arrearage 

Forgiveness 
Administration 

2014 $8,196,248 $2,089,439 $569,868 $9,013,043 $492,069 $482,992 

2015 $9,426,768 $2,022,846 $624,304 $7,624,163 $622,642 $367,905 

2016
2
 $2,805,837 $2,742,765 $1,058,361 $2,331,863 $669,529 $825,067 

 

Table II-5 displays the number of CAP participants each December from 2013 through 2016.  

Approximately 33,000 customers participated in CAP as of December 2015 and 2016. 

                                                 
2
 Administrative costs for the program that are external to Peoples increased in 2016 because DEF undertook the 

responsibility for the Universal Service call center in addition to CAP administration.  Previously, Peoples staff were 

responsible for these services. 
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Table II-5 

December CAP Participants 

 

Year Peoples Division Equitable Division Total 

2013 19,887 11,263 31,150 

2014 20,404 14,063 34,467 

2015 19,591 13,799 33,390 

2016 19,333 13,289 32,622 

 

Program Management and Administration 

Peoples’ CAP is managed by Peoples’ staff and administered by DEF (DEF administration 

began in May 2011). DEF provides call center services for all of Peoples Universal Service 

Programs. Customers are provided with a number that goes directly to DEF and customers 

who select the CAP option on Peoples recording are sent directly to DEF.  Additionally, 

customers who are identified as needing the assistance of DEF for Universal Service 

Programs are transferred from Peoples to DEF.  

 

Peoples has found that most customers prefer CAP telephone enrollment as opposed to 

visiting a local agency.  However, community-based organizations provide referrals to CAP 

and appropriate follow up, information on education, budget counseling and referrals. 

Peoples also refers eligible customers to programs and services.  These services include 

third-party funding, budget counseling, and consumer education. Peoples also coordinates 

with the Southwestern PA 2-1-1 referral system to expand program outreach and to accept 

CAP referrals. 

 

DEF’s CAP responsibilities include verification of eligibility, recertification, and day-to-day 

account monitoring. The agency has a network of community based organizations that are 

available to complete CAP applications for eligible customers.  

 

DEF’s responsibilities are as follows. 

 Serve as the primary contact for all Universal Service Program communications.  

 Provide bi-lingual Spanish speaking customer service representatives. 

 Record customer calls and make call recordings available as requested. 

 Provide a Customer Relationship Management (CRM) system, document all customer 

interactions, and provide reports on those interactions. 

 Screen each low-income customer for CAP, service restoration needs, and available 

energy assistance.  

 Complete CAP and Dollar Energy Fund Hardship Grant applications. Complete phone 

applications for customers who are unable to apply at an agency. 

 Process grants. 

 Make direct referrals for Crisis and provide LIHEAP outreach as needed during the 

winter season.  
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 Provide custom software (OSCAR and iPartner©) for program administration and 

reporting. 

 Provide audit services for each program.  

 Monitor CAP accounts for high usage and high CAP credits according to processes 

developed and maintained in Peoples billing system, including contacting customers on a 

timely basis and accurately recording justification of high usage or high CAP credit.  

 Provide document imaging and electronic storage of all customer documentation 

including income documentation records. 

 Recruit, manage, and train all partner agencies/subcontractors. 

 Utilize Agency Partners for application intake services. Train intake workers to complete 

applications for CAP and Hardship programs. Provide all agency workers with access to 

OSCAR and iPartner.  

 Refer eligible customers to other utility CAPs administered by DEF. 

 

When DEF’s role was expanded, Peoples provided training on poverty and poverty issues, 

aiming to ensure sensitivity for limited-income customers.  They incorporated active 

listening to provide the representatives with tools to work with customers who had difficulty 

paying their bill or were having their service terminated.  Their goal was to have the DEF 

representatives become experts in the program and thoroughly screen the customer for any 

available services. 

 

Peoples’ training sessions explained that the representatives have the ability to resolve 

situations for these customers.  If a customer calls with a termination notice, the 

representative can refer to the customer to Crisis, LIHEAP, the DEF hardship fund, or CAP.  

If a customer has never been on CAP, this can resolve the termination issue and provide all 

the benefits of the program. 

 

Community-based organizations (CBOs) have the following requirements and 

responsibilities. 

 High-quality customer service. 

 Access to a computer with high speed internet. 

 Register as an OSCAR and/or iPartner© user. 

 Schedule CAP and Hardship application appointments. 

 Complete CAP application intake for eligible customers. 

 Transmit and securely store customer documents as required. 

 

DEF provides their proprietary Online System for Customer Assistance Records (OSCAR) to 

manage the CAP workflow.  The system provides real-time access to program statistical 

reports. 

 

Very few customers visit an agency to enroll in CAP. Agencies have been trained to screen 

customers for CAP if they come to the agency to apply for the DEF hardship fund.  When the 

agency screens for DEF, they can also screen for CAP and provide the CAP enrollment.   
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Agency enrollment was developed mainly for those customers who were unable to enroll by 

phone.  Customers can enroll by phone without income verification if they received 

LIHEAP.  If this is the case, DEF takes the customer’s verbal income report to enter in the 

system and to place the customer in a CAP tier.  If the budget payment is lower, the system 

will automatically select the budget amount as the CAP payment.   

 

If the customer has not received LIHEAP, the customer is asked to send in proof of income.  

When the income information is sent in and approved, the customer is enrolled in CAP.  At 

the time of CAP enrollment, customers are given a handout with energy conservation tips 

and a copy of the CAP customer agreement so they know how to be successful in CAP.  

 

Eligibility and Benefits 

Customers with income at or below 150 percent of the Federal Poverty Level are income-

eligible for CAP. The customer must also have active residential heating service and be 

classified as payment-troubled. Peoples defines a customer as payment-troubled if any of the 

following situations exist. 

 

 An arrearage, broken payment arrangement, or termination notice.  

 Housing and utility costs that exceed 45 percent of the household’s total income. Housing 

and utility costs are defined as rent or mortgage, property taxes, gas, electric, water, 

telephone and sewage.  

 Disposable income of $100 or less after subtracting all household expenses from 

household income.  

 
Peoples is flexible on the payment-troubled status requirement for CAP enrollment.  If CAP 

appears to be the most beneficial payment plan for the customer, then Peoples will enroll a 

customer who is seeking assistance.  In some cases where customers are fairly current on 

their bill because they received LIHEAP, the budget payment may be more beneficial than 

CAP if they have no pre-CAP arrearages. 

 

Customers may enroll in CAP without providing income documentation if they have received 

a LIHEAP payment within the past two years. Peoples will also accept participation in an 

electric CAP program as verification of income if the customer provides written 

authorization for the CAP administrator to utilize income documentation submitted by the 

customer to enroll in the electric CAP. Customers who would like the CAP administrator to 

use income information on file for another utility’s CAP program are mailed a form that can 

be signed and returned to complete CAP enrollment.  

 

The benefits of CAP participation include the following. 

 An affordable monthly payment based on ability to pay.  

 Monthly CAP credits.  

 Monthly arrearage forgiveness when timely CAP payments are received.  

 Exemption from late payment charges and waived security deposits.  

 Referrals to other Universal Service Programs and assistance programs  
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Eligible customers agree to pay eight, nine, or ten percent of their verified before-tax 

monthly income for natural gas service, depending on household poverty level, as shown in 

Table II-6.  The minimum monthly payment is $25. In addition to the percentage of income 

amount, CAP customers pay five dollars per month toward their pre-CAP balance, and a 

CAP plus amount to account for potential LIHEAP benefits. 

 

Table II-6 

Customer Assistance Program Payment 

 

Federal Poverty Status Percent of Income 

0-50% 8% 

51-100% 9% 

101-150% 10% 

 

If the participant’s monthly CAP payment exceeds the budget payment amount, the monthly 

budget payment amount is accepted as the CAP payment. Peoples Natural Gas reviews the 

customer’s payment amount during recertification to determine if the customer’s budget or 

calculated payment plan continues to be the lowest payment available.  

 

Starting in January 2016, Peoples began a monthly manual CAP payment review process to 

provide a more timely review of CAP payment amounts. Peoples completed the modification 

of its billing system in August 2016 to automate this process, reducing the need for the 

manual reviews and implementing changes to the customer’s payment amount without 

manual review.  The review is done during the billing process. 

 

The review is based upon annual usage to ensure customers maintain an affordable and stable 

payment amount over a 12-month period. If a change to the budget and/or calculated 

payment amount would result in a more beneficial payment amount for the customer, the 

payment amount is changed and the customer is notified by mail. In order to maintain a 

stable payment, absent any special circumstances such as billing adjustments, the payment is 

changed no more often than once every three months.  

 

Customers who report that they do not have income can be enrolled or continue to participate 

in CAP by providing proof of support. Proof of support can be submitted as a letter or other 

documentation from a friend, family member or social agency that provides support to the 

customer for essential living expenses. Zero income customers are billed the CAP minimum 

payment.  

 

CAP credits are applied on a monthly basis when the CAP bill is issued to the customer, 

rather than when payments are received.  This was a change that was made after Peoples 

acquired Equitable to bring the programs in line with one another.  The change was made on 

June 1, 2015. The CAP credit is defined as the difference between the CAP customer’s actual 

usage bill and the CAP monthly bill. 
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CAP payments received by customers that exceed the CAP amount due are used to reduce 

the following month’s CAP payment amount (began in January, 2016). 

 

CAP Plus 

The CAP Plus amount is calculated as the LIHEAP receipts for customers participating in the 

CAP program for the previous LIHEAP heating season divided by number of current active 

CAP participants and the projected number of CAP participants to join CAP that quarter.   

The CAP Plus amount is added to the calculated monthly CAP payment amount for all 

participating CAP customers. 

 

The CAP Plus amount is not broken out in the customer’s bill.  CAP Plus is embedded in the 

CAP payment, but it is broken out in the billing system.  The representatives know the CAP 

Plus amount and advise the customer of the CAP payment including the CAP Plus amount. 

 

CAP Plus has varied over time as shown in Table II-7.  It was introduced in November 2014 

for Peoples and in March 2016 for Equitable. 

 

Table II-7 

CAP Plus Monthly Charge 

 

Division November 2014 February 2016 March 2016 July 2016 

Equitable -- -- $7 $7 

Peoples $6 $6 $5 $8 

T.W. Phillips $3 $9 $8 $8 

 

Arrearage Forgiveness 

CAP customers with pre-program arrearages are eligible for Arrearage forgiveness credits 

equal to 1/36th of their pre-program balance when the customer pays the required CAP 

payment. CAP participants can completely remove their pre-program balance over a three-

year period. Arrearage forgiveness credits are provided when the customer provides full 

payment of their CAP payment amount due. Effective June 1, 2016, Arrearage forgiveness 

benefits are provided for each on-time and in-full monthly CAP payment, regardless of 

whether the customer owes past due CAP payment amounts. 

 

Arrearage forgiveness is applied retroactively to any months missed once the CAP customer 

catches up on any missed payments.  This was a change made on June 1, 2016.  In the past, 

the customer had to be current on the bill to receive forgiveness.  With this change, if the 

customer is three CAP payments behind and they make two CAP payments, they receive the 

arrearage forgiveness for those two payments. 

 

Monthly bills paid by a LIHEAP cash grant, in full or in conjunction with a customer 

payment, receive arrearage forgiveness.   
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Outreach 

Peoples provides outreach for CAP and other Universal Service Programs through the 

Customer Service Center, the Company website, and other media.  

 Fliers are included with termination notices to inform customers of available programs.  

 Bill inserts, press releases and other information are provided to the public to encourage 

referrals.  

 Community-based agencies receive information on these programs and are encouraged to 

make referrals.  

 Program information is distributed to social service agencies, community leaders and 

Company personnel.  

 Meetings are held with social service agencies, elected officials, and other community 

groups to provide current information on available programs.  

 Peoples utilizes the Southwestern PA 2-1-1 for referrals and provides updated 

information to the Company’s Universal Service Advisory Group.  

 

Peoples continues to consider ways to streamline the application and recertification process 

for all programs so that customers may complete one application to participate in multiple 

programs and existing proof of income may be used for multiple programs. 

 

Potentially eligible customers are identified through their income data that is documented in 

the Company’s billing system. Customer Service Center Representatives receive training on 

identification of potential referrals to all Universal Service Programs.  Field Metering Service 

Personnel also make referrals to Universal Service Programs.  

 

Peoples encourages customers to apply for LIHEAP with bill inserts, posters, outreach, 

community events, and application assistance.  If requested, Peoples will hand write the 

LIHEAP application for the customer and mail it to the customer to be signed and submitted.  

DEF asks customers if they applied for LIHEAP/Crisis if they are eligible.  Customers must 

apply for LIHEAP/Crisis prior to receiving the DEF hardship grant. 

 

Enrollments and Referrals 

CAP applications are available through DEF.  All customers who are referred to the 

Universal Service 800 number are screened to determine eligibility for all available internal 

and external assistance programs including CAP, LIURP, LIHEAP, CARES, and Hardship 

Funds. 

 

Prior CAP customers who apply for service within sixty days of service termination or 

discontinuance are considered active participants provided that they pay their CAP bill 

arrearage. An applicant with an outstanding balance may enroll in CAP upon initiation of 

service once restoration requirements are met.  

 

DEF is responsible for documenting program enrollment in Peoples’ Customer Information 

System and for mailing the enrollment notification package to enrollees.  The package 

includes an enrollment notification letter, the program agreement, and education materials.  
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DEF mails customers who are not successfully enrolled a letter that states the reasons they 

were ineligible and directs them to contact DEF with any questions. 

 

DEF ensures that eligible CAP applicants apply for LIHEAP and/or Crisis.  The CAP 

enrollment is completed after LIHEAP grants are posted to customers’ accounts so that these 

benefits are posted to their pre-program arrearages rather than replacing their monthly CAP 

payments. 

 

DEF does not fill out LIHEAP applications in their office. Instead, they refer customers to 

the county assistance office or to a website where they can do it online. They will also send 

the customer a LIHEAP application, but near the end of the LIHEAP season, they will 

encourage customers to go in-person or apply online because of the time to receive the 

application in the mail. If a customer has a medical issue and cannot submit the application, 

DEF will send an email to the CARES program and the CARES representative will start a 

grant application, fill it out, and mail it to the customer to sign and mail back in.  

 

Recertification 

CAP recertification is generally completed on an annual basis. Customers who have received 

LIHEAP in the past 24 months or who have certain fixed income types (pension, social 

security, or disability) are recertified once every two years. DEF sends a letter 60 days prior 

to the recertification date, requesting that the customer submit proof of income to remain 

active in the CAP program. A second letter is mailed 30 days later. If the customer does not 

provide the required income documentation within the 60-day period, the customer will be 

dismissed from CAP.  

 

Removal 

The Company monitors accounts for changes in family size or income, timely payments, 

appropriate usage, and timely meter readings. A CAP participant’s failure to comply with 

one or more of the following rules may result in CAP removal. 

 Allow access to or provide customer meter readings (cannot miss four consecutive 

months).  

 Report changes in income or family size.  

 Recertify as requested and/or to meet eligibility requirements.  

 Do not use natural gas for recreational purposes. 

 

In the past Peoples sent a reminder letter to customers who did not make their CAP payment, 

but they have discontinued this process.  Peoples does not remove customers from CAP for 

failure to pay, but they begin the termination process. 

 

Peoples follows normal collections procedures for CAP participants who do not make their 

payments in a timely manner. Customers who do not make their monthly payments may be 

placed in collections and have their service terminated. To avoid termination, the customer 

must pay the amount set forth in the termination notice prior to the scheduled termination 

date.  
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If a customer has service restored within 60 days of termination, the customer only needs to 

pay the CAP arrearage to be reconnected and continue in CAP.  The pre-program arrears do 

not need to be paid. 

 

If it has been more than 60 days since the customer was terminated, the customer returns to 

regular collections and Peoples follows the PUC rules for quoting restoration amounts.  If the 

customer had a previous payment arrangement, the customer would be responsible for the 

full balance including the pre-CAP arrearage.  If the customer had not had a payment 

arrangement other than CAP, the customer can pay 1/24 of the balance including pre-

program arrearages.  Once the customer has service restored, the customer can reapply for 

CAP. 

 

Control Features 

Peoples monitors CAP accounts to ensure that customers comply with the terms of the 

program and receive the proper benefits from CAP and other Universal Service Programs.  

They enforce the following control mechanisms. 

 

 Minimum Payment: The minimum payment for a heating account is $25 per month plus 

$5 for the arrearage for a total minimum monthly payment of $30.  

 

 LIURP Prioritization: While CAP customers could be required to participate in LIURP 

based on CAP requirements, Peoples has not removed CAP participants for refusing 

LIURP services because it may be beyond the customers’ control, specifically if the 

landlord does not provide permission. 

 

 LIHEAP Application: CAP customers who meet the LIHEAP eligibility criteria are 

encouraged to complete an application. CAP participants are asked to direct payment of 

any LIHEAP cash benefit grant that they receive to Peoples. 

 

 Energy Conservation: At the time of CAP enrollment, participants receive information on 

conservation tips and weatherization programs. Customers with a history of high energy 

usage are referred to LIURP and any other appropriate programs. All participants are 

advised that their usage will be reviewed on an ongoing basis and unjustified excess CAP 

usage may be billed to the CAP customer or the CAP customer may be removed from 

CAP.  

 

 Review of Energy Usage: Peoples generates a daily report that allows the Company to 

identify CAP customers whose weather-normalized annual usage has increased by more 

than 25 percent. When a CAP customer’s account appears in the report, the Company 

representative takes the following steps. 

 

o The account is reviewed and the customer is contacted to determine if the increase in 

gas usage is justified due to an increase in household size, serious illness of a family 

member, or usage was beyond the household’s ability to control. Peoples has a 

questionnaire they provided to DEF to use when discussing usage with the customer.  



www.appriseinc.org Peoples Universal Service Programs 

APPRISE Incorporated Page 14 

The majority of the cases reviewed meet one of these justified reasons for an increase 

in usage. 

 Number of people living in the home increased 

 Medical condition in the home 

 New gas appliances installed 

 Furnace condition 

 Window condition 

 Attic insulation condition 

 Home drafts 

 Whether home has been weatherized 

 Other reasons 

 

If DEF does not get in touch with the customer on the phone, they mail the 

questionnaire, the customer fills it in and mails it back, and they use that information. 

 

Very few customers have an unjustified increase in usage. 

 

o Special needs customers identified through this process are referred to CARES.  

 

o Any customer with unjustified excess usage is contacted and provided with 

conservation information, tips for decreasing usage, and referred to weatherization 

programs. Unjustified excess usage may be billed to the CAP customer or the CAP 

customer may be removed from CAP.  

 

 High CAP Credits:  Peoples generates a report to monitor customers who exceed $1,000 

in annual CAP credits. Customers are notified of their current use of CAP credits and 

offered information about the LIURP weatherization program when they reach $500 in 

CAP credits and $750 in CAP credits annually. The notification includes a description of 

the customer’s responsibility to monitor gas usage and advises the customer that he/she 

may be responsible for CAP credits over $1,000.  

 

o When an account exceeds the $1,000 CAP credit, the account is reviewed and the 

customer is contacted to determine if excess CAP credits are justified. DEF completes 

a questionnaire with the customer.  Justification may include an increase in household 

size, serious illness of a family member, usage beyond the household’s ability to 

control, or a very low CAP payment. Special needs customers identified through this 

process are referred to the CARES program. High usage customers are referred for 

weatherization. 

 

o Unjustified CAP credits in excess of $1,000 may be reversed and the resulting bill 

will be the responsibility of the CAP participant.  
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Extended CAP Pilot (E-CAP) 

Peoples E-CAP is a three-year pilot payment plan for low-income, payment-troubled 

customers with household incomes between 151 and 200 percent of the Federal Poverty 

Level.   

 

Customers are eligible for Pilot E-CAP if they meet the following criteria. 

 Income between 151 and 200 percent of the Federal Poverty Level. 

 Active heating customer. 

 Significant account balance. 

 Prior broken payment arrangement, an active termination notice, or lack of utility service. 

 Applied for a Dollar Energy Grant to reduce the delinquent balance prior to entering E-

CAP if funds are available. 

 

Enrollment is focused on customers with balances of $800 or more, but customers with lower 

balances may be enrolled if circumstances warrant.  

 

The program benefits are as follows. 

 Affordable monthly payments based on ability to pay.  

 Monthly CAP credits.  

 Monthly arrearage forgiveness when timely CAP payments are received.  

 Exemption from late payment charges and waived security deposits.  

 Referrals to other Universal Service Programs and assistance programs.  

 

The affordable E-CAP payment is the lower of 11 percent of verified before tax monthly 

income or the account specific budget payment. E-CAP participants are subject to CAP Plus. 

In addition to the calculated E-CAP payment, participants pay $5 per month towards their 

pre-program arrears. 

 

Peoples provided the following budget for E-CAP shown in Table II-6. 

 

Table II-6 

E-CAP Budget 

 

Year Peoples Division Equitable Division Total 

2015 $321,950 $391,050 $713,000  

2016 $386,000 $469,000 $855,000  

2017 $450,700 $547,400 $998,100  

 

Peoples identified the number of potentially eligible customers based on account-specific 

income and balance information.  Table II-7 shows that they estimated approximately 2,800 

participants in 2017. 
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Table II-7 

E-CAP Number of Potentially Eligible Customers 

 

Year Peoples Division Equitable Division Total 

2015 1,300 1,100 2,400 

2016 1,400 1,200 2,600 

2017 1,500 1,300 2,800 

 

CAP Changes Made 

Peoples implemented the following changes as part of their Best Practices Review and 

additional program assessment and refinement. 

  

 Administration: Equitable began to use DEF for the administration of CAP.  This was 

implemented in the 2015-2018 Plan. 

 

 Minimum Payment:  A $25 minimum monthly payment replaced the minimum payments 

of $21 for Peoples Division and $39 for Equitable.  

 

 Budget Amount:  When the customer’s calculated percentage of income payment amount 

is higher than the established budget amount for the account, Peoples Division allowed 

the customer to pay the budget amount. This practice was expanded to the Equitable 

Division upon conversion of the billing system in July 2015 to provide the lowest 

available payment amount to all CAP participants.  

 

 CAP Bill: The Peoples Division’s streamlined CAP bill clearly identifies the customer’s 

payment amount and reinforces the benefits of CAP participation and timely payments.  

This format replaced Equitable’s traditional customer bill upon conversion of the 

Equitable Division’s billing system in July 2015.  

 

 CAP Plus: CAP Plus was implemented for the Equitable Division in March 2016. 

 

 Recertification: The Peoples Division method of bi-annual recertification for LIHEAP 

recipients as well as for customers on certain fixed incomes from pension, social security, 

and disability was applied to the Equitable Division. Annual recertification of all other 

CAP customers was implemented for the Equitable Division upon conversion of the 

billing system.  

 

 CAP Credit Application: CAP credits are applied when the CAP bill is issued.  This was 

implemented in June 2015. 

 

 Usage Monitoring: The usage monitoring level was standardized at 125 percent of 

normalized usage for both Divisions.  
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 Pilot Extended Customer Assistance Program (E-CAP): A three-year pilot program was 

introduced in the 2015-2018 Plan to serve customers with significant balances and annual 

incomes between 151 and 200 percent of poverty. The program is focused on enrolling 

customers below 175 percent of the Federal Poverty Level, but is available for customers 

in need up to 200 percent.  

 

CAP Challenges and Successes  

The DEF call center noted that the greatest challenge with CAP is obtaining information 

from customers to prove their income level if they have not received LIHEAP.  They ask 

customers to send their last two pay stubs and proof of employment, but customers do not 

always follow through.  There are times when DEF only receives partial income 

documentation even though they have sent letters and made several attempts to contact the 

customer.  This is especially a challenge in termination season when the customer has a 

termination notice and there is a time limit.  

 

The ongoing challenge is to encourage customers to consistently make their payments.  CAP 

is designed to be the most affordable payment and customers receive the benefit of arrearage 

forgiveness.  Getting customers to follow through and make those regular payments is a 

challenge.  This makes it difficult for customers to keep service and reduce their balances. 

 

Peoples plans to focus on this topic at a future Advisory Group meeting this year.  Peoples 

hears from the agencies that the problem relates to financial literacy.  The participants live 

from one crisis to the next and have a difficult time with monthly budgeting. 

 

Programming the billing system for CAP is also a challenge.  If CAP customers enrolled, 

remained on the program for 36 months, and made their payments, it would be 

straightforward and work very well.  However, this is rare because customers move, they 

have their service disconnected and reconnected, and they come on and off CAP, and that 

complicates the billing. 

 

CAP provides an affordable payment, waives late payment charges, and helps the customer 

to maintain utility service.  This is especially needed for customers on a limited income who 

don’t have the funds to pay the full utility bill.  By providing the affordable payment, the 

customer can begin to become a regular ratepayer again.  The customer will receive the 

benefit of the CAP credit and the arrearage forgiveness.  It is the best program for customers 

on a limited income. 

 

Peoples was the first utility in PA to offer CAP benefits to customers between 150 and 200 

percent of the poverty level.  This program was approved as a three-year pilot in December 

2015 and started in early 2016.  Customers in this income range with significant balances can 

participate in CAP and receive arrearage forgiveness.  The traditional payment arrangement 

can make customers’ payments be fairly high and not manageable, so Peoples wanted to 

provide a payment option that these customers can afford, so they can clear their balance.  If 

DEF grants are available, these customers are required to apply for that grant first, and any 

balance that is left can go into the CAP pre-program arrears for arrearage forgiveness. 
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Additional Changes under Consideration 

Peoples is considering the following additional program refinements. 

 Review all customer letters to assess opportunities for improvement. 

 Assess how to make the recertification process more informative for customers.  The 

customers may not understand what it means when they are asked to update their CAP 

information. 

 Make it easier for customers to provide income documentation, and to participate and 

remain in the program.  Peoples would like to provide additional mechanisms for 

customers to submit their income documentation.  Currently, customers can only mail or 

fax in the documentation, which requires a trip to the post office or library.  DEF is 

working with a vendor to provide a method to allow customers to upload documents from 

a smart phone. 

 Help customers recognize the benefits of CAP so they have motivation to make their 

payments and remain in the program.  The CAP bill was designed to focus on the CAP 

credits.  Information on the arrearage forgiveness is there, but could be emphasized more 

so that participants are more motivated to prioritize their CAP payment each month. 

 Provide more education on the front end and ensure that they are doing a good job of 

explaining the benefits.  The welcome packet has information, but they want to make sure 

that it emphasizes the benefit of making the monthly payment and of being on CAP.  

There is room to make it more customer-friendly, and to help participants see the 

benefits. 

C. Hardship Fund 
The Peoples Hardship Fund works in partnership with DEF to provide grants to customers 

who are behind on their natural gas bills. 

 

Goals and Resources 

The Hardship Fund is provided through Peoples’ donations and customers’ donations.  

Peoples contributes up to $550,000 annually to match customers’ donations and contributes 

up to $110,000 for administrative costs.  Within that total, $330,000 was allocated for 

Peoples customers and $220,000 for Peoples/Equitable Division customers (however, going 

forward the funds will not be separated by division.)  While $66,000 is allocated for Peoples 

administrative costs, $44,000 is allocated for Equitable Division’s administrative costs. 

 

Peoples continues to explore ways to increase customer donations to assist in meeting the 

matching funds as well as to encourage the Dollar Energy Fund to increase its fundraising 

programs. 

 

Table II-8 displays the Hardship Fund Budget.  The budget has been $660,000 each year. 
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Table II-8 

Hardship Fund Budget 

 

Year Peoples Division Equitable Division Total 

2015 $396,000 $264,000 $660,000  

2016 $396,000 $264,000 $660,000  

2017 $396,000 $264,000 $660,000  

2018 $396,000 $264,000 $660,000  

 

Participation in the Hardship Fund is impacted by customers’ donations. Peoples estimates 

that 1,500 customers from the Peoples Division and 900 customers from the Equitable 

Division will receive grants from the Hardship Fund annually for the next four years. 

 

During the 2014-2015 program year, Peoples customers received a total of $1.1 million in 

grants. This includes the matching grant from DEF.  Beginning in 2016, the Peoples and 

Equitable programs were managed through one fund, so separate financials are not available. 

 

Table II-9 

Hardship Ratepayer Contributions and Benefits 

 

Year 

Ratepayer Contributions 
Utility & Shareholder 

Contributions 
Benefits Distributed 

Peoples 

Division 

Equitable 

Division 
Total 

Peoples 

Division 

Equitable 

Division 
Total 

Peoples 

Division 

Equitable 

Division 
Total 

2012-2013 $172,223 $86,128 $258,351  $358,954 $200,000 $558,954  $600,000 $400,000 $1,000,000  

2013-2014 $169,048 $85,286 $254,334  $659,105 $20,000 $679,105  $599,186 $400,000 $999,186  

2014-2015 $170,653 $86,942 $257,595  $726,895 $480,000 $1,206,895  $660,814 $440,000 $1,100,814  

2015-2016   $318,641   $1,210,000   $1,100,000 

 

Table II-10 shows that over 3,000 customers received hardship fund grants in 2016. 

 

Table II-10 

Hardship Participants 

 

Year Peoples Division Equitable Division Total 

2012-2013 1,493 1,028 2,521 

2013-2014 1,559 994 2,553 

2014-2015 1,759 1,258 3,017 

2015-2016   3,019 

 

Table II-11 shows that the average grant was $364 in 2016. 
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Table II-11 

Hardship Average Grant 

 

Year Peoples Division Equitable Division Total 

2012-2013 $402 $389 $397  

2013-2014 $384 $402 $391  

2014-2015 $376 $350 $365  

2016   $364 

 

Program Management and Administration 

DEF is an independent, nonprofit organization that provides utility bill financial assistance to 

low-income customers. DEF partners with community-based organizations (CBOs) to accept 

applications. Peoples’ customers may be referred to any DEF community-based screening 

agency to complete an application. There are over 150 organizations that participate and 

some organizations may have multiple locations, so there are several hundred physical 

locations where customers can apply.  

 

DEF developed an on-line application process which enables Peoples to review grant 

applications more quickly. The agencies that process the grant applications refer eligible 

customers to CAP, LIURP and CARES as well. 

 

If customers call DEF to apply for CAP, DEF can take the hardship fund application as well. 

However, if the customer is not applying for CAP, then the customer must go to a CBO.  The 

CBOs can often connect the client with other agencies that offer other services, including 

food, clothing, or childcare assistance.  

 

If a customer applies for DEF through an agency, they must go in-person and cannot call 

because they need to sign that the information is complete, that they understand that the grant 

is not guaranteed, and that the agency needs proof of income.  However, there is the ability to 

apply by phone if a customer says it is impossible for them to get to the CBO.  

 

DEF will sometimes aim to save the DEF grant funds for other customers who are not on 

CAP. However, they will allow CAP customers who have received a termination notice to 

apply for the hardship fund grant.  If a customer’s service is shut off, the customer would 

need the hardship grant to get their services restored and then have CAP to move them 

forward in paying their bill. A DEF grant can reduce a customer’s balance before they are put 

on CAP and then they would have a reduced payment through CAP, so this would be best for 

the customer and for the program.  

 

Eligibility and Benefits 

The DEF Program is open from October 1st to September 30th, and grants are provided until 

available funds are exhausted.  Customers must meet the following criteria to be eligible for 

the Hardship Fund. 
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 Apply for LIHEAP and Crisis benefits if eligible. 

 Household income at or below 200 percent of the poverty level. 

 Paid at least $150 toward their utility bill over a ninety-day time period, or at least one 

$100 payment in the last six months if over 62. 

 Have a balance of at least $100 if under 62. There is no balance requirement for 

applicants over 62. 

 Have a residential heating account. 

 

When the Hardship Fund opens on October 1, the customer must either be terminated or be 

in threat of termination to receive a grant. Then, from December to January 31, the 

customer’s service must be terminated to receive a grant. In February, DEF can again help 

customers in threat of termination, and on March 1, customers can receive help regardless of 

their service status. 

 

If the customer is in threat of termination and needs less than $500 to stop the termination or 

restore service then Peoples will stop the termination or restore service immediately. If not in 

this situation, then Peoples receives a notification in the weekly report that DEF send to 

Peoples. This weekly report includes a list of all customers who received assistance so that 

the payment can be posted to their account.  

 

The customer may receive up to $500, but the grant will the amount that the customer needs, 

and they will never create a credit on the account.    

 

At the time of DEF application, customers are referred to the following programs. 

 FirstEnergy or Duquesne Light for CAP assistance with electric bills 

 Pennsylvania American Water for assistance with water bills 

 Other Peoples’ Universal Service Programs  

 LIHEAP  

 Crisis 

 

If some other need becomes apparent during the call, DEF will make other referrals, such as 

to a food pantry.  

 

Outreach 

Peoples promotes the DEF and encourages customer donations through the following 

outreach. 

 Donation requests are made with program information in bill inserts, new customer 

welcome packets, press releases, and bill messaging. Customers are asked to add a dollar 

or more to their utility payment.  

 A DEF Pledge form is provided on the back of the bill to allow customers to designate a 

particular donation amount to be added to their bills on a monthly basis.  

 DEF is promoted on the Company’s website and is available for customers who elect to 

receive their bills electronically.  

 Peoples provides sponsorship of the DEF fundraising activities.  
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 Peoples participates in promotional activities with Lernerville Speedway, the Pittsburgh 

Pirates, and sponsors promotional events at the Altoona Curve, Minor League Baseball 

Team.  

 Peoples developed a signature event in partnership with Hearth and Home entitled the 

Warm Your Hearth...Touch a Heart Campaign featuring television advertisements, an 

annual reception, silent auction, and matching donations from Hearth and Home.  

 Peoples employee support is encouraged through donations that are made on “Casual 

Fridays.”  

 

Customers referred to the Universal Service Programs are screened for DEF eligibility and 

referred to the program. Training is conducted for Customer Service Supervisors and 

representatives so that they can make referrals to eligible customers. 
 

Hardship Fund Changes 

The available funds for the two Divisions were combined in October 2015 to provide one 

Hardship Fund for all Peoples customers. This change was made to provide equal 

opportunities to customers in the combined service territory and to improve the efficiency of 

administration. 

 

Peoples has broadened its outreach to increase the visibility of DEF and to encourage 

donations to the Fund. Examples include partnerships with the Altoona Curve, Hearth and 

Home Furnishings, Pittsburgh Pirates, Lernerville Speedway and KDKA Television.  Peoples 

has also investigated partnering with United Way’s Southwestern PA 2-1-1 Information and 

Referral Program to streamline application processes and provide assistance to as many 

eligible customers as possible.  

 

As part of the Merger agreement, Peoples increased their contributions to DEF by ten percent 

(donations and administration) annually for the next five years.  

 

Challenges and Successes 

One challenge faced in DEF is that applications are sometimes rejected for minor 

discrepancies.  Peoples feels that DEF could improve by working with the customers and 

providing better communication rather than rejecting the customer. 

 

The DEF is very important for customers who are facing payment challenges.  This was 

particularly the case in 2016 when LIHEAP shut down on March 31 and termination season 

was beginning on April 1.  As a result, DEF was the only assistance available, and they did a 

very good job of quickly processing the applications. 
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D. CARES 
The CARES program provides comprehensive services for customers who may have an 

inability to pay their gas bills and/or have special needs. 

 

Goals and Resources 

The table below provides the budget for CARES.  In 2018, the total budget will be just under 

$400,000. 

 

Table II-12 

CARES Budget 

 

Year Peoples Division Equitable Division Total 

2015 $212,729 $159,257 $371,986  

2016 $216,819 $163,348 $380,167  

2017 $221,032 $167,560 $388,592  

2018 $223,983 $171,983 $395,966  

 

CARES provides assistance to approximately 500 customers each year for the Peoples 

Division and 600 customers each year for the Equitable Division. CARES also provides 

outreach to low-income customers to increase participation in energy assistance programs 

and the Earned Income Tax Credit (EITC). 

 

Table II-13 provides the actual CARES expenditures for 2013 through 2016.  Expenditures 

were just over $200,000 in 2016. 

 

Table II-13 

CARES Expenditures 

 

Year Peoples Division Equitable Division Total 

2013 $157,244 $226,294 $383,538  

2014 $140,900 $164,228 $305,128  

2015 $101,173 $104,307 $205,480  

2016 $120,010 $85,398 $205,408  

 

Table II-14 provides the actual CARES participants for 2013 through 2016.  There was a 

total of 365 participants in 2016. 
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Table II-14 

December CARES Participants 

 

Year Peoples Division Equitable Division Total 

2013 472 665 1,137 

2014 526 6 532 

2015 326 618 944 

2016 295 70 365 

 

Program Management and Administration 

The CARES Program is administered by Peoples’ staff who work with agencies throughout 

Peoples’ service territory to stay informed of available programs and to better serve low-

income customers.  The community and social service organizations include the following. 

 Health and Welfare Council  

 Department of Aging  

 Allegheny County Community Services Advisory Council  

 Health Department  

 Pennsylvania Department of Human Services  

 Tri-Valley Energy Partners  

 Social Service Agency Providers Council  

 Cambria County Energy Crisis Council  

 

Peoples receives CARES referrals from a variety of sources, including customer service 

representatives, field customer service personnel, social service staff, community-based 

organizations, and the Commission.  Peoples employs two certified social workers on its 

Customer Relations’ staff to support the needs of customers with special circumstances.   

 

Peoples promotes the Universal Service Programs by maintaining contact with community 

service organizations throughout the Company’s service territory. The Company also 

promotes the programs through focused articles in bill inserts, its website, informational 

sessions, and distributing the “Customer Referral Guide” for use by the social service 

agencies, and customer contact employee training. 

 

Eligibility and Benefits 

Any special needs customer in danger of losing heat due to non-payment or heating 

equipment failure may be referred to the CARES program for assistance. Special needs 

include a serious medical condition, a mental health condition, limited learning ability, recent 

unemployment, and single parent issues, as well as other special needs.  Customers identified 

through the Gatekeeper program, regardless of financial need, may be referred to CARES.  

 

CARES provides short-term assistance to ensure that customers are able to access the 

resources that they are referred to. The program referrals include Peoples’ Universal Service 

Programs, available energy assistance sources, and public assistance such as Supplemental 
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Nutrition Assistance Program (“SNAP”), and Medicaid.  CARES customers receive 

substantial financial assistance from social service agencies including Catholic Charities, the 

Salvation Army, and St. Vincent de Paul Society, in addition to traditional energy assistance 

programs. 

 

The CARES program also includes the Gatekeeper program which is designed to aid older 

adults and special needs customers who need help, but may not be able to access it 

themselves. Customer contact personnel are trained as “gatekeepers” to recognize danger 

signals such as changes in behavior, signs of confusion, or disability. Gatekeepers report the 

situation, and referrals are made to third party agencies or family members are alerted. 

 

Thermostats for vision-impaired customers are available for those who have been medically 

identified as having severe vision impairment. Peoples provides and installs these devices 

free of charge. Customers can also request large print bills or Braille bills. 

 

Peoples promotes the Earned Income Tax Credit Program (“EITC”) to educate eligible 

customers on the availability of the EITC and how to obtain the credit through the filing of 

their income taxes.  

 

LIHEAP is an important component of CARES. Peoples identifies income-eligible customers 

and promotes the program through bill inserts, radio and television ads, press releases, press 

conferences, and customer letters. Peoples also partners with Columbia Gas to provide 

outreach to encourage eligible customers to apply for the program.  Peoples’ customers may 

call the Universal Service 800 number to request a LIHEAP application. The Universal 

Service number is available throughout the year, and referrals are made for programs that are 

open at any given time including, but not limited to, CAP, LIHEAP, LIHEAP-CRISIS, 

LIURP, CARES and Dollar Energy Fund.  

 

Changes 

The CARES program for the Peoples Division required customers to have income at or 

below 200 percent of the Federal Poverty Level and be payment-troubled in addition to 

demonstrating special needs. The Equitable Division did not have an income requirement and 

provided CARES services to any special needs customer in danger of losing heating service 

due to non-payment or heating equipment failure. As part of its Best Practices review, 

Peoples expanded the eligibility for CARES in its Peoples Division to coincide with the 

practice of its Equitable Division. 

  

Other changes include the following. 

 Peoples increased EITC outreach with expanded use of bill inserts and website 

information.  

 

 Peoples implemented a web portal to enable remote access for the PA Department of 

Human Services and social service agencies to determine program eligibility. Peoples 

provided training and conducted outreach to increase visibility and encourage usage of 

the portal. 
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 Peoples increased participation in events to facilitate referrals and enhance program 

awareness such as Be Utility Wise, Department of Aging Fairs, Legislative/Senior Fairs, 

and other events.  

 

 Peoples investigated partnering with United Way’s Southwestern PA 2-1-1 Information 

and Referral Program to streamline application processes and provide assistance to as 

many eligible customers as possible.  

 

CARES Challenges and Successes 

Challenges faced in CARES include reminding Peoples personnel and training new staff 

about the program, keeping up to date with which social service agencies in the territory have 

funding to help customers or to provide other services, and maintaining contact with the 

agencies. 

 

Peoples has conducted training with field employees so they will more easily recognize 

situations they need to refer to CARES.  They also conduct regular trainings with their call 

center and the DEF call center.  As a result of this training, Peoples receives many CARES 

referrals, which can be challenging. 

 

Peoples feels that they did a very good job of increasing the sensitivity of their employees 

and more customers are referred for the extra helping hand.  Through partnerships that have 

been formed with the Department of Aging, and with local groups such as those in the 

Universal Service Advisory Group, Peoples has been able to provide help beyond the gas 

bill. 

 

Additionally, CARES has become very visible in the Company.  They have increased the 

sensitivity of Peoples employees across the board, even more generally in dealing with credit 

and collections calls.  They listen to the customer’s situation and help them to find a solution.   

 

Additional CARES Changes under Consideration 

Peoples would like to continue to develop CARES by taking the following steps. 

 Increasing their familiarity with personnel in the field to increase referrals and program 

awareness. 

 Spending more time partnering with local agencies and communities.  This will increase 

awareness of Peoples programs and familiarize Peoples with what the agencies offer. 

 Continuing professional development to increase their effectiveness and ability to 

improve the program. 
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E. LIURP 
Peoples’ LIURP is designed to help low-income customers who have high gas bills. LIURP’s 

goals are to reduce energy usage and bills. 

 

Goals and Resources 

The goals of LIURP are as follows. 

 Maintain health, safety and comfort in the home. 

 Comply with the PUC mandates. 

 Continue utilization of the third party administrator. 

 Reduce energy consumption of CAP participants. 

 Assist special needs customers. 

 Partner with community based organizations. 

 Spend the program budget wisely while maximizing the quality of work. 

 Continue providing random inspections as a means of quality control. 

 

The LIURP budget in the table below includes programs measures, contracted labor, 

administrative expenses, agency meetings, equipment, outreach, and educational materials.  

In the Joint Settlement Agreement in the Merger Transaction proceeding, Peoples agreed to 

increase the spending for its combined LIURP program to a total of $2,050,000 (including 

$250,000 in Shareholder funding), which provides $1,250,000 per year for the Peoples 

Division and $800,000 for the Equitable Division. These expenditure increases will remain in 

effect for 4 years (2014 through 2017).  

 

Table II-15 

LIURP Budget 

 

Year Peoples Division Equitable Division Total 

2015 $1,250,000 $800,000 $2,050,000  

2016 $1,250,000 $800,000 $2,050,000  

2017 $1,250,000 $800,000 $2,050,000  

2018 $1,250,000 $800,000 $2,050,000  

 

Projected LIURP enrollment is based upon average spending per home for the past three 

years.  A total of 410 customers are expected to be served each year. 
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Table II-16 

LIURP Projected Enrollment 

 

Year Peoples Division Equitable Division Total 

2015 245 165 410 

2016 245 165 410 

2017 245 165 410 

2018 245 165 410 

 

Table II-17A shows that actual LIURP expenditures were $2,049,565 in 2016. 

 

Table II-17A 

LIURP Expenditures 

 

Year Peoples Division Equitable Division Total 

2013 $1,100,000 $926,319 $2,026,319  

2014 $1,250,000 $711,788 $1,961,788  

2015 $1,251,395 $890,300 $2,141,695  

2016 $1,249,763 $799,802 $2,049,565  

 

Table II-17B provides a breakdown of LIURP expenditures.  The Emergency Furnace 

program for the Equitable division was not part of the rider until January 2017. 

 

Table II-17B 

Itemized LIURP Expenditures 

 

Year 

Peoples Equitable 

LIURP Weatherization 

Community 

Partnership for 

Weatherization 

Emergency 

Line 

Repair 

LIURP Weatherization 

Emergency 

Line 

Repair 

2014 $1,067,550 $30,887 $50,000 $399,637 $599,162 $14,171  $37,893 

2015 $1,076,907 $24,402 $49,975 $295,834 $781,049  $9,702 $51,618 

2016 $1,069,344 $30,419 $39,733 $291,050  $693,429 $6,374 $73,270 

 

Table II-18 shows that there was a total of 355 LIURP jobs completed in 2016. 
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Table II-18 

LIURP Actual Heating Jobs 

 

Year Peoples Division Equitable Division Total 

2013 230 152 382 

2014 280 160 440 

2015 246 160 406 

2016 215 140 355 

 

Table II-19 shows that the average job costs were $4,727 in 2016. 

 

Table II-19 

LIURP Average Job Costs 

 

Year Peoples Division Equitable Division Total 

2013 $3,828 $5,012 $4,299  

2014 $3,522 $3,744 $3,603  

2015 $4,122 $4,540 $4,287  

2016 $4723 $4,733 $4,727  

 

Program Management and Administration 

Peoples’ LIURP is managed in-house and administered through Conservation Consultants 

Inc., a nonprofit agency.  

 

Conservation Consultants is responsible for outreach and enrollment.  They review customer 

referrals sent from Peoples, ensure that the customer has not participated in LIURP in the 

past seven years, and ensures that the customer meets the other LIURP requirements. 

 

Once each year Peoples puts together a referral list of income-eligible customers who have 

not received weatherization in the last seven years. CCI sends mailings to customers on 

Peoples’ contact list with an instruction letter and application form. That is the first part in 

the application process.  

 

Generally the response rate to the mailing is about 15 to 20 percent. In December 2016 CCI 

mailed 2,000 letters with the goal of serving about 400 customers in 2017.  

 

CCI previously conducted some audits, but they are currently conducted exclusively by the 

subcontractors.  CCI contracts with 17 nonprofit community action agencies and private 

contractors to perform the audits and to install weatherization measures.  Peoples asks CCI to 

email the subcontractors every month to reinforce the program goals and to stress customer 

satisfaction.   
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CCI also works with their energy consultants to conduct inspections on up to 25 percent of 

the completed jobs.  The consultants evaluate the contractors’ performance and develop 

coaching issues based on their findings. 

 

Outreach 

Eligible customers can be identified through CAP and other Universal Service Programs.  

Customers who participate in CAP and meet LIURP eligibility criteria are referred to LIURP 

during the CAP intake process. Referrals are also made by community-based organizations, 

and by CARES, Customer Service Center and field customer service personnel. In addition, 

Peoples coordinates LIURP with programs including Rebuilding Together Pittsburgh, 

Habitat for Humanity, Re-Energize Pittsburgh, PA weatherization, electric LIURP programs, 

and others.  Annually, the Company generates a list of high users that have known limited 

income that is used for LIURP outreach efforts.  

 

Eligibility 

CAP participants are screened for LIURP, but must meet the following criteria for eligibility. 

 
1. Total family income does not exceed 150 percent of the Federal Poverty Guidelines. (Up 

to 20 percent of the annual program budget may be allocated to customers with incomes 

from 151 to 200 percent of the federal poverty level on a case-by-case basis.) Customers 

with the lowest incomes and highest arrearages are prioritized.  

 

2. Residential, gas-heating customer.  

 

3. Customer has not moved and has not had gas service terminated within the last year. 

 

4. Customer has annual consumption greater than 140 MCF. 

 

5. Renters must have the gas account in their name and receive landlord permission to 

participate. Rental units must be metered separately and have individual heating systems. 

 

Contractor Training 

Peoples hosts an annual meeting for all LIURP contractors. This is an appreciation event that 

includes technical aspects and professional development education with an emphasis on 

customer service. In 2016, Peoples hosted the program with Columbia Gas, as many 

contractors provide services for both utilities’ programs.  

 

Service Delivery 

An energy auditor assesses the customer’s home to determine what LIURP measures should 

be installed. The auditor assesses air leakage, previously installed weatherization measures, 

and the effectiveness of these measures. The auditor discusses the home performance with 

the customer.  

 

Measures are installed based on established payback criteria and may include the following. 

 Heating system improvements and replacements 
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 Attic, sidewall, and other types of insulation  

 Caulking and weather-stripping  

 Air sealing  

 Hot water treatments including tank improvements, wrapping, and replacements  

 Minor repairs that relate to weatherization  

 
Table II-20 displays the penetration of measures from 2014 through 2016.  The table shows 

that 93 percent of Peoples’ and 81 percent of Equitable’s participants received HVAC 

testing, repair, or replacement.  A high percentage of participants also received air sealing, 

window or door repairs or replacement, general repairs, insulation, venting work, and duct 

work. 

 

Table II-20 

Percent of LIURP Participants with Each Measure Category 

2014-2016 

 

Measure Peoples Division Equitable Division 

HVAC Test/Repair/Replace 93% 81% 

Air sealing 77% 87% 

Window/Door repair/replace 60% 72% 

Repairs 55% 75% 

Insulation 54% 59% 

Venting 51% 59% 

Duct Repair/Seal/Insulate 45% 52% 

Lock repair/replace 24% 35% 

Attic Insulation 23% 20% 

Floor Insulation 16% 20% 

Health and Safety 16% 8% 

Wall Insulation 14% 27% 

Water heater & pipe insulation 12% 19% 

Water heater replace 12% 0% 

Tank temp setback 11% 10% 

Water heater or leak repair 4% 3% 

Garage Insulation 1% 0% 

 
CCI has a budget that they aim for on each job.  While they have the opportunity to go above 

or below the budget depending on what is needed, they cannot go significantly above the 

budget. They are sometimes limited if a house needs more work than the program can offer, 

and sometimes have to adjust what they can do in the home.  
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The targeted amount per job is now $5,000. This budget was increased from $4,100 in mid-

2016. There is usually an additional $425 fee that includes an audit fee, a fee for the 

customer education, and an administrative fee that is for the contractor’s office time when 

coordinating the job.  

 

The job can exceed or fall short of the $5,000 target depending on what work is needed. If 

some jobs cost less than $5,000, then they can accommodate certain situations where the 

housing stock is in rough shape.  The more important guiding principle is that they are 

coming close to their completion goals and utilizing the funding for the year.   

 

Usually the contractors send an estimate of all of the work to be done, and then CCI will 

address any need to increase the funding. CCI reviews the contractor’s audit, the size of the 

house, and the condition of the home when considering requests for additional spending. 

 

There are no set program guidelines in terms of spending limits or exceptions, but a heating 

replacement that might be in the range of $6,000 to $7,000 is approximately the highest cost. 

For jobs where the work is mostly weatherization, they have an informal limit of $6,000 for 

measures.  

 

A general guideline of $500 per job for health and safety is provided. Health and safety 

measures exceeding this figure are considered on a case-by-case basis. 

 

Education 

In addition to weatherization services, LIURP provides customer education to explain the 

weatherization and to encourage ongoing conservation. The educator may provide “hands 

on” demonstrations of conservation measures such as lowering the thermostat and, 

replacement of furnace filters. The educator also provides written reference materials for the 

customers.  

 

CCI expects the contractor to provide general energy conservation education on the front end 

and education on the tail end that reviews the work completed and what the customer can do 

differently in the home related to the work that was done.  

 

Peoples implemented a Pledge Form to involve the customers with the contractor. The 

Pledge Form helps the LIURP participants understand that the purpose of the program is 

energy conservation and to understand the measures that were installed in their home.  There 

is also an Action Plan form that lists the actions that the customer committed to take to 

further reduce gas usage. The Pledge and Action Plans Forms were recently implemented.   

 

If the customer has had an unusually large increase in consumption, a follow-up telephone 

call or visit may be scheduled one year after the program measures have been completed. 

 

Referrals 

CCI stated that they always look for opportunities to refer customers to electric utility 

programs. In some cases they refer customers to local organizations that perform home 
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repairs if some work is needed beyond the program scope. This work may include major roof 

leaks, structural issues, or electrical issues, such as if the electrical wiring in the home is not 

up to code. 

 

If a customer interested in learning about LIHEAP, CCI will refer the customer back to 

Peoples or give them the number for the LIHEAP office in different counties.    

 

Quality Control 

After the job is completed, Peoples mails a satisfaction survey (with a return envelope) to the 

customer. Approximately 22 percent of the participants send these forms back.  CCI calls 

those who don’t respond and asks the satisfaction questions over the phone.  The goal is to 

get as close as possible to a 100% response rate.  The satisfaction survey helps Peoples 

monitor the subcontractors who are rewarded based on customers’ satisfaction. 

 

Peoples contracts with energy consultants who perform random inspections.  In 2014, they 

inspected 71 homes, which was 25 percent of the homes weatherized.  These consultants are 

former employees who have retired from Peoples Gas.  When they conduct the inspections, 

they have copies of the work orders and will note if anything was not done or was 

incomplete.  They check for any health and safety issues including gas leaks and proper 

ventilation, and they use an infra-red camera to assess insulation work quality.  The 

inspectors complete a contractor measures form for the purposes of Peoples award program.   

 

The inspectors also provide additional customer education, which includes talking with 

customers about the work that was done and any additional questions they have.  The energy 

consultants also talk to the customers about the settings for the heating system and collect 

information on customer satisfaction. 

 

Peoples sends CCI the outcome of the inspection and CCI will contact the subcontractors to 

follow up.  

 

Coordination 

Peoples Gas works to complete jobs that are combined with the PA Department of 

Community and Economic Development Weatherization Program and with electric 

companies.  They completed 17 combined jobs in 2014, 23 combined jobs in 2013, and 33 

combined jobs in 2012. 

 

CCI, Peoples’ LIURP administrator, also administers LIURP for Duquesne Light.  Peoples is 

working on using this connect to improve coordination with Duquesne Light. If the customer 

qualifies for Peoples’ LIURP and does not qualify for the electric company LIURP, the 

customer should receive electric services through Act 129. 

 

Peoples met with FirstEnergy several years ago and edited the initial customer invite form for 

the customer to provide permission for the companies to share the customer’s information.  

However, because the majority of those who First Energy serves are not eligible for Peoples’ 

program, Peoples has not been able to coordinate to the extent that they would like.  
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Peoples is planning to meet with FirstEnergy again to connect customers up front and 

perform one combined audit.  Challenges with coordination include differences in 

paperwork.  Additionally, coordination with WAP is dependent upon which county the 

customer resides in. 

 

LIURP Energy Savings 

According to Peoples LIURP evaluations, Table II-21 provides a summary of the savings 

achieved by each division. 

 

Table II-21 

LIURP Energy Savings – Peoples Division 

 

Year 
Peoples Equitable 

Homes  MCF % Saved Homes  MCF % Saved 

2012 210 48.3 19.6% 110 72.6 29.3% 

2013 230 46.9 18.5% 152 51.9 20.5% 

2014 280 35.5 18.6% 160 29.6 13.5% 

2015 246 30.4 15.7% 160 33.9 14.5% 

 

LIURP Pilot: Emergency Furnace/Service Line Repair Assistance 

The Emergency Furnace program provides financial assistance for furnace/boiler and service 

and house line gas leak repairs or replacements to help customers maintain gas service. 

 

The Peoples Division Emergency Furnace/House and Service Line Repair Program was 

introduced in June 2011, and has provided assistance to 239 customers since the introduction 

of the program.  The budget for Peoples Division is $400,000 per year from 2015 through 

2018.   

 

The Equitable Division previously had a limited fund to support customers with heating 

appliance or line emergencies. The budget for the Equitable Division was $35,000 in 2015 

and in 2016 and $33,000 in 2017.  Eligible Equitable customers previously received 

assistance of up to $750 for a line repair or $1,250 towards a furnace repair or replacement.   

 

Following the merger, Peoples wanted to extend the policies, practices, and funding model of 

the Peoples Division pilot program to the Equitable Division program.  With the alignment, 

in the event of a sudden furnace or gas line failure, Equitable Division’s customers with 

incomes below 200% of the Federal Poverty Level (FPL) would receive full coverage for the 

heating system and line repairs/replacements instead of supplemental payments.  While the 

LIHEAP Crisis program provides assistance for emergency needs such as these, LIHEAP is 

not available all year round, nor is it available to customers with incomes between 151 and 

200 percent of the poverty level.     
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By Order issued 12/8/16, the Equitable Division now has an annual funding mechanism of 

$275,000 through its Universal Service Rider and operates in the same manner as Peoples 

Division’s programs. 

 

Peoples’ pilot is administered by Conservation Consultants, Inc., working with the same 

subcontractors who implement Peoples’ LIURP. Equitable’s pilot is administered internally, 

working with the same subcontractors who implement LIURP. 

 

Customers must be at or below 200 percent of the federal poverty level, own their home, and 

have a need for emergency repairs to their heating system or house/service lines to be eligible 

for the pilot. 

 

An average of 140 Peoples customers per year have received either furnace or line repair 

services through this program.  Peoples assumes the number of participants in this program 

will continue at this level. 

 

In 2015, the following services were provided. 

 Furnace replacements: 42 

 Furnace/boiler repairs: 48 

 House line repairs: 10 

 Service line repairs: 21 

 

An average of 30 to 40 Equitable customers per year received either furnace or line repair 

services through this program, prior to the 2016 Order. 

 

Customers who apply for assistance under this pilot are evaluated for LIURP.   If the 

customer is not eligible for LIURP due to minimum usage standards, minor weatherization 

measures are provided. 

 

Peoples LIURP Pilot: Community Weatherization Partnership Program 

The Community Weatherization Partnership Program partners with nonprofit organizations 

to provide energy education programs for customers with limited incomes.  

 

The Community Weatherization Partnership Program was approved as part of the Settlement 

in Peoples Base Rate Case in June 2011.  While Peoples Equitable Division does not 

currently offer a Community Partnership Program, it may be implemented at some point in 

the future.  

 

The budget for the pilot is $50,000 per year for 2015 through 2018 and it is expected that 50 

to 100 customers per year will receive education through this program. 

 

The pilot is designed to impact low-income customers in vulnerable neighborhoods. 

Agencies or organizations who would like to participate must submit a proposal that includes 

the number of expected participants, outreach plans, proposed venue, an overview of the 

topics covered, and any weatherization materials that may be shared. The organization must 
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conduct outreach to low-income customers to identify participants. Participants are not 

required to provide income information to participate in an event. 

 

Peoples works with organizations that fill the gaps for customers whose needs cannot be 

served by other programs currently available. Such organizations are publicly and privately 

funded and include Re-Energize Pittsburgh, Habitat for Humanity, Rebuilding Together 

Pittsburgh, Allegheny County’s Office of Sustainability, and area utility companies including 

Duquesne Light and First Energy. These partnerships leverage Company resources to provide 

energy conservation and efficiency to low-income customers. 

 

In 2015, Peoples partnered with five organizations, completed seven education sessions, and 

provide information to 101 customers.  Each participant also received an energy conservation 

tool kit with caulking materials, pipe insulation, a showerhead and aerator, window and door 

kits, and foam insulation.  Peoples also provided funding to nonprofit organizations whose 

programs served 142 customers with energy education and conservation kits. 

 

When the Community Weatherization Partnership Program was first implemented, the 

intention was to partner with local groups that were already conducting projects related to 

conservation and education to help make the connection with customers who could be good 

targets for LIURP.  Peoples has been seeing a decline in groups that provide projects and 

programs in the community and Peoples does not have as many different programs to 

support.  If Peoples decides to end this pilot, the funding would roll into LIURP.  Peoples 

needs to determine whether they should maintain the program. 

 

Changes 

The LIURP programs offered by the Peoples Division and the Equitable Division were very 

similar. The key difference between the two programs was the annual minimum usage and 

the minimum arrearage required to participate. The Equitable Division required customers to 

have an annual usage exceeding 160 MCF and $750 in arrears and the Peoples Division 

required 140 MCF in annual usage and an arrearage of $200. Peoples established a minimum 

annual usage requirement of 140 MCF for all participants with no minimum arrearage 

requirements.  However, customers with higher balances and/or with the lowest household 

income are prioritized to receive services in the program. 

 

Peoples has contracted with Conservation Consultants, Inc. to administer the Equitable 

Division LIURP program, consistent with program administration for Peoples’ existing 

LIURP. 

 

Challenges and Successes 

The greatest challenge that Peoples faces with LIURP is obtaining customer response and 

agreement for services.  Every year they create a list of customers who are eligible based on 

high usage and the income data that Peoples has.  CCI makes the attempts to contact the 

customers with letters and phone calls.  However, customers may not want to participate 

because they are suspicious of free services or they are protective of their privacy. 
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Additional challenges are as follows. 

 Making sure that all of the contractors are all implementing the program in the same 

manner and that they fully understand the program. 

 Non-savers are a challenge.  Some have a reason that their usage has increased, and for 

some it may be due to behavioral issues. 

 Coordination with electric utilities and WAP. 

 Customer engagement. 

 The low-income housing stock.  

 

For the customers they do serve, Peoples LIURP provides health and safety improvements 

and makes the home more comfortable.  They feel that the LIURP accomplishments are 

engaging the customers and using more customer-friendly forms, having the customer 

involved in the process, having Peoples’ three divisions implement the program in the same 

manner, and engaging subcontractors to serve the whole service territory. 

 

Additional Changes 

Peoples and the Universal Service Advisory Group are examining ways to encourage 

partnerships, improve outreach, and simplify customer communications to encourage 

participation.    

 

Peoples is also researching LIURP participants who do not save energy.  While customers 

who gained use of their main natural gas heating through LIURP are expected to increase 

usage, there are other non-savers where Peoples feels additional education can lead to 

improvements. 
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III. Needs Assessment 

This section provides a profile of low-income households in Peoples’ service territory using data 

from the 2011-2015 American Community Survey (ACS). These data provide information on the 

number of eligible households, the poverty level of those households, demographic 

characteristics, and energy burden.  The data represent Peoples’ service territory in 2015. 

A. Peoples’ Service Territory 
Table III-1 displays the counties in Peoples’ service territory, the ACS estimate of the 

number of households in the county or group of counties, the number of those households 

with natural gas service, and the percent of those households with natural gas service.  These 

households exclude those in group quarters and vacant housing units. 

 

Households are categorized as having Gas Service if they provided a numeric value for their 

most recent month’s gas bill. Households are not included if their gas bill is included in their 

rent or condo fee, their gas bill is included in their electric bill payment, there was no charge 

for gas, or if gas was not used. 

 

The ACS data is organized in “PUMAs”, which sometimes include more than one county.  

Counties were combined in the table below when they were contained together in one ACS 

PUMA and could not be separately analyzed. 

 

The table also shows the number of Peoples’ customers in each PUMA and the percent of the 

gas customers in the PUMA who are Peoples’ customers.   In several of the PUMAs, fewer 

than 40 percent of the natural gas customers have Peoples’ as their utility company.  These 

counties mostly represent other gas utility service territories and are not included in the rest 

of the tables in this section.  The counties that are included in the rest of the needs assessment 

are shaded in grey. 

 

Table III-1 

Counties in Peoples’ Service Territory 

 

Counties Served by Peoples 

ACS 

Household 

Estimate 

Gas Service Peoples’ Customers 

Number Percent Number 

Percent of 

Those with 

Gas Service 

Allegheny County 423,514 346,728 82% 357,971 100% 

Armstrong & Indiana Counties 62,584 36,657 59% 25,073 68% 

Beaver & Lawrence Counties 106,516 70,153 66% 21,450 31% 

Blair & Huntingdon Counties 64,795 33,152 51% 29,865 90% 

Butler County 74,475 51,559 69% 15,647 30% 

Cambria, Somerset, Bedford & Fulton 

Counties 
107,523 42,400 39% 27,016 64% 
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Counties Served by Peoples 

ACS 

Household 

Estimate 

Gas Service Peoples’ Customers 

Number Percent Number 

Percent of 

Those with 

Gas Service 

Clarion, Jefferson, Venango, Forest, & 

Clearfield Counties 
121,527 78,727 65% 394 1% 

Fayette County 54,001 25,252 47% 3,006 12% 

Mercer County 45,547 28,066 62% 4,372 16% 

Washington & Greene Counties 98,132 64,682 66% 24,556 38% 

Westmoreland County 151,131 100,304 66% 74,619 74% 

Total 1,309,745 877,680 67% 583,969 67% 

 

The following tables only include the counties highlighted above, in which Peoples Gas is a 

prominent provider.  

 

Across all of the counties served by Peoples, 69 percent of households had gas service.  Most 

of these households had gas heating service. 

 

Table III-2 

Distribution of Service Status for Households in Selected Area 
 

Service Status Number Percent 

Gas Service 559,241 69% 

No Gas Service 250,306 31% 

Heating Service 507,816 63% 

Non-Heating Service 51,425 6% 

All Households 809,547 100% 

 

B. Income Eligibility 
While eligibility for CAP is 150 percent of the poverty level, eligibility for LIURP is 200 

percent of poverty.  Table III-3 displays the number and percent of households with gas 

service, heating service, and non-heating service who have income at or below 150 percent 

and 200 percent of the poverty level.  The table shows that approximately 20 percent have 

income below 150 percent and 30 percent have income below 200 percent.  However, of 

those with gas service, 17 percent have income below 150 percent of the poverty level and 25 

percent have income below 200 percent of the poverty level. 
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Table III-3 

Income Eligibility Rate by Service Status 

 

Service Status 
All 

Households 

150% Poverty Level 200% Poverty Level 

Number Percent Number Percent 

Gas Service 559,241 93,436 17% 140,570 25% 

No Gas Service 250,306 74,886 30% 104,242 42% 

Heating Service 507,816 82,426 16% 124,481 25% 

Non-Heating Service 51,425 11,010 21% 16,089 31% 

All Households 809,547 168,322 21% 244,812 30% 

 

Table III-4 provides a breakdown of households who are income-eligible by poverty level.  

Approximately one third have income below the poverty level, between 101 and 150 percent 

of the poverty level and between 151 and 200 percent of the poverty level.   
 

Table III-4 

Distribution of Income-Eligible Households  

By Service Type and Poverty Group  

 

Poverty Group 
Gas Service  Heating Service Non-heating Service 

Number Percent Number Percent Number Percent 

0% -50% 18,800 13% 16,565 13% 2,235 14% 

51% -100% 30,453 22% 26,668 21% 3,785 24% 

101% -150% 44,183 31% 39,193 31% 4,990 31% 

151%-200% 47,134 34% 42,055 34% 5,079 32% 

Total 140,570 100% 124,481 100% 16,089 100% 

 

C. Demographics 
Table III-5 displays the number and percent of households in various demographic groups.  

Of those below 150 percent of the poverty level with gas service, ten percent are married 

with children, defined as a married-couple family household with at least one child under the 

age of 18.  Twenty-two percent are single with children, defined as a male householder with 

no wife present or female household with no husband present and at least one child under the 

age of 18.  Thirty six percent are a senior head of household, defined as a head of household 

63 years or older and not in one of the above categories. 
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Table III-5 

Household Type for Income-Eligible Households 
 

Household Type 

Gas Service 

150% of Poverty 

Gas Service 

200% of Poverty 

Number Percent Number Percent 

Married with children 9,126 10% 15,775 11% 

Single with children 20,776 22% 26,478 19% 

Senior head of household 33,252 36% 55,682 40% 

Other 30,282 32% 42,635 30% 

Total 93,436 100% 140,570 100% 

  

Table III-6 displays the language spoken by the household.  The table shows that most 

households, 93 percent of those under 150 percent of poverty speak English at home.  Only a 

few percent speak other languages. 
 

Table III-6 

Language Spoken by Income-Eligible Households 
 

Language 

Gas Service 

150% of Poverty 

Gas Service 

200% of Poverty 

Number Percent Number Percent 

English 87,332 93% 132,110 94% 

Spanish 1,521 2% 2,284 2% 

Indo-European 3,101 3% 4,344 3% 

Other 1,482 2% 1,832 1% 

Total  93,436 100% 140,570 100% 

 

D. Energy Bills and Burden 
Table III-7 displays the mean natural gas expenditures and energy burden for households 

below 150 and 200 percent of poverty.  The bills are based on the average usage for CAP 

customers and Peoples gas rates, and the income is from the ACS data.  The table shows that 

gas heating household with income below 150 percent of poverty have mean natural gas 

burden of 13.8 percent and those below 200 percent of poverty have a mean burden of 10.2 

percent.  However, these burdens are not reflective of the energy burdens for CAP 

participants who receive the CAP credits and, as a result, have a lower energy burden. 
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Table III-7 

Mean Natural Gas Bills and Burden for Income-Eligible Households  
 

Service Status 

150% of Poverty 200% of Poverty 

Number 
Natural Gas 

Expenditures 

Natural Gas 

Burden 
Number 

Natural Gas 

Expenditures 

Natural Gas 

Burden 

Non-heating  11,010 $305 8.3% 16,089 $305 6.0% 

Heating  82,426 $856 13.8% 124,481 $856 10.2% 

Total 93,436 $791 13.2% 140,570 $793 9.8% 

 

Table III-8 displays the mean natural gas expenditures and energy burden by poverty level.  

The table shows that gas heating household with income below 50 percent of poverty have a 

mean natural gas burden of 45 percent and those with income between 151 and 200 percent 

of poverty have a mean natural gas burden of three percent. 

 

Table III-8 

Mean Natural Gas Bills and Burden for Income-Eligible Gas Heating Households 

By Poverty Level 
 

Poverty Level 
Gas Heating Customers 

Number Natural Gas Expenditures Natural Gas Energy Burden 

0% -50% 16,565 $856 45.4% 

51% -100% 26,668 $856 7.6% 

101% -150% 39,193 $856 4.7% 

151%-200% 42,055 $856 3.2% 

Total 124,481 $856 10.2% 

 

E. Summary  
This section provides a summary of findings from the needs assessment analysis. 
  

 Income Eligibility:  Of households with gas service, 17 percent have income below 150 

percent of the poverty level and 25 percent have income below 200 percent of the poverty 

level.     

 

 Demographics: Of those below 150 percent of the poverty level with gas service, ten 

percent are married with children, 22 percent are single with children, 36 percent are a 

senior head of household, and the remaining are in other categories.  Ninety-three percent 

speak English at home. 

 

 Gas Costs and Burden:  Gas heating household with income below 150 percent of 

poverty have a mean natural gas burden of 13.8 percent.  However, this average burden is 
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not reflective of the energy burden for CAP participants who receive the CAP credits 

and, as a result, have a lower energy burden. 
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IV. CAP Participant Feedback 

APPRISE conducted a survey with Peoples Customer Assistance Program (CAP) participants as 

part of Peoples’ Universal Service Program Evaluation.  This section provides a summary of the 

survey methodology and the findings from the survey.  

A. Methodology 
An advance letter was sent to 300 customers to inform them of the survey and request their 

participation. A phone number was also provided for customers to call in and complete the 

survey at their convenience.  Telephone surveys were conducted by APPRISE staff 

beginning on February 21, 2017 and ending on March 15, 2017. Customers were called 

during the day, the evening, and on the weekend. 

 

Table IV-1 displays the final sample disposition, the cooperation rate, and the response rate.  

Surveys were completed with 34 percent of the sample, the response rate was 52 percent and 

the cooperation rate was 84 percent. 

Table IV-1 

CAP Participant Survey 

Final Sample Disposition  

Final Disposition # % 

Complete 103 34% 

No Answer 56 19% 

Non-Working Number 47 16% 

Voicemail 34 11% 

Wrong Number or Phone Problem 31 10% 

Refusal 20 7% 

Not Eligible 5 2% 

Deceased/Ill/Language Barrier 4 1% 

Total 300 100% 

Cooperation Rate 84% 

Response Rate 52% 

 

B. Findings 
This section summarizes the findings from the survey.  Findings are summarized in the 

following areas. 

 Participation 

 CAP Benefits 

 Bill Payment Problems 

 CAP Continued Participation 

 CAP Satisfaction and Recommendations 
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Participation 

This section assesses reasons for participation in CAP and ease of enrollment and re-

certification.  Table IV-2 shows that customers were most likely to find out about CAP from 

a Peoples customer service representative, an agency, or a friend or relative.   

 

Table IV-2 

CAP Information Source 

 

How did you find out about CAP? 

Respondents 103 

Peoples Customer Service Representative 32% 

Agency 25% 

Friend or Relative 19% 

Gas Bill Insert 4% 

Previous Knowledge 3% 

Mail/Online 2% 

Other 3% 

Don’t Know 17% 

Customers could provide more than one response, so total may not sum to 

100%. 

 

When asked why they decided to enroll in CAP, customers were most likely to state that they 

needed to reduce their energy bills, because they had a low or limited income or to reduce 

their arrearages. 

 

Table IV-3 

Participation Reason 

 

Why did you decide to enroll in the CAP Program? 

Respondents 103 

Reduce Energy Bills 61% 

Low/Limited Income 28% 

Reduce Arrearages 24% 

Maintain Gas Service 4% 

Disability 3% 

Other 2% 

Don’t Know 0% 

Refused 0% 

Customers could provide more than one response, so total may not sum 

to 100%. 
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Table IV-4 shows that 69 percent of the respondents reported that they had re-certified for 

CAP. 

 

Table IV-4 

Re-Certified for CAP 

 

Have you ever re-certified your household 

and income information for CAP? 

Respondents 103 

Yes 69% 

No 22% 

Don’t Know 9% 

Refused 0 

Total 100% 

 

Most respondents reported that the enrollment and the recertification process were very or 

somewhat easy.  While 93 percent said that enrollment was very or somewhat easy, 97 

percent said that re-certification was very or somewhat easy. 

 

The few customers who stated that enrollment or re-certification was somewhat or very 

difficult stated that it was difficult to find the time to go in for enrollment or recertification.  

One customer mentioned that it was difficult to obtain the required information, and another 

commented that everything about the enrollment process was difficult.  

 

Table IV-5 

Ease of CAP Enrollment and Re-Certification 
 

How easy or difficult was it to enroll in the CAP Program? 

How easy or difficult was it to re-certify for CAP? 

 Enrollment Re-Certification* 

Respondents 103 71 

Very Easy 53% 69% 

Somewhat Easy 40% 28% 

Somewhat Difficult 6% 1% 

Very Difficult 0% 1% 

Don’t Know 1% 0% 

Refused 0% 0% 

Total 100% 100% 

 

CAP Benefits 

Table IV-6 shows that 89 percent reported that they felt they had a good understanding of the 

services provided by CAP. 
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Table IV-6 

Understanding of CAP 

 

Do you feel that you have a good understanding of the 

services provided by the CAP Program? 

Respondents 103 

Yes 89% 

No 8% 

Don’t Know 3% 

Refused 0 

Total 100% 

 

Table IV-7 shows that customers were most likely to report that their responsibility in CAP 

was to keep up with their payments.  While 90 percent said that their responsibility was to 

keep up with payments, 12 percent said it was to report income and information, four percent 

said it was to conserve energy, and three percent said it was to apply for LIHEAP. 

 

Table IV-7 

Customer Responsibility in CAP 

 

What is your understanding of your responsibility in this program? 

Respondents 103 

Keep Up With Payments 90% 

Report Income and Information 12% 

Conserve Energy/Reduce Use 4% 

Apply for LIHEAP 3% 

Accept Weatherization Services 1% 

Other 2% 

Don’t Know 4% 

Refused 0% 

Respondents could provide more than one response, so percentages may not sum 

to 100%. 

Respondents were most likely to report that the benefits of CAP were lower energy bills and 

even monthly payments.  When asked about specific benefits, 98 percent agreed that lower 

energy bills were a benefit, 94 percent agreed that maintaining gas service was a benefit, and 

80 percent agreed that reduced arrearages were a benefit.  When respondents were asked 

about the most important benefit of CAP, the most common responses were lower energy 

bills, maintaining gas service, and financial assistance. 
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Table IV-8 

CAP Benefits 

 

Respondents could provide more than one response, so percentages may not sum to 100%. 

 

Respondents were asked questions about the clarity of their CAP bill.  While 97 percent said 

that the CAP bills shows the CAP payment in a way that is clear and easy to locate and 

understand, 91 percent said it showed the CAP credit benefit in a way that is clear and easy 

to locate and understand, and 84 percent said that it showed the arrearage forgiveness amount 

in a way that is clear and easy to locate and understand. 

 

Table IV-9 

CAP Bills 

 

Do you feel your CAP bill shows ___________ in a way that is clear and easy to locate and understand? 

 the CAP payment, the amount that you must pay that month,...  

 the CAP credit benefit, the amount that was reduced from your total bill…  

 the amount you owed Peoples at the time of CAP enrollment and the monthly arrearage forgiveness 

amount.  The arrearage forgiveness amount is the amount that is forgiven from the back bills you 

owed when you joined CAP. 

 CAP Payment CAP Credit Arrearage Forgiveness 

Respondents 103 103 103 

Yes 97% 91% 84% 

No 3% 6% 7% 

Don’t Know 0% 3% 9% 

Refused 0% 0% 0% 

Total 100% 100% 100% 

 

What do you feel are the benefits of the program?  Do you feel _______ are a benefit of 

the program?  What do you feel is the most important benefit of the program? 

 Unprompted Prompted Most Important  

Respondents 103 

Lower Energy Bills 71% 98% 30% 

Even Monthly Payments 46% - 15% 

Maintaining Gas Service 11% 94% 26% 

Reduced Arrearages 7% 80% 8% 

Financial Assistance - - 19% 

Other 4% - 2% 

No Benefits 0% - 0% 

Don’t Know 2% - 0% 

Refused 0% - 0% 
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Respondents were asked to estimate the amount of money CAP saved them on a typical 

monthly gas bill.  Table IV-10 shows that 77 percent provided an estimate of the amount.  

While 22% said it saved them less than $50 on a typical monthly bill, 25 percent said it saved 

$51 to $100, and 29 percent said it saved them $101 or more. 

 

Table IV-10 

Estimate of Monthly CAP Savings 

 

How much money does the CAP Program  

save you on a typical monthly natural gas bill? 

Respondents 103 

$0 1% 

$1-$25 4% 

$26-$50 17% 

$51-$100 25% 

$101 or more 29% 

Don’t Know 23% 

Refused 0% 

Total 100% 

 

Bill Payment Problems 

Respondents were asked several questions about the difficulty they faced in making their 

energy bill payments and in paying other bills.  Table IV-11 shows that respondents were 

much less likely to state that their CAP bills were difficult to pay after enrollment in CAP.  

While 58 percent said it was very difficult to pay the monthly gas bill prior to CAP 

enrollment, only five percent said it was very difficult to pay the bill following enrollment. 

 

Table IV-11 

Difficulty Paying Peoples Monthly Bill 

 

How difficult was it to make your monthly payments before 

participating in CAP?  While participating in the program, how 

difficult is it to make your monthly natural gas bill payments? 

Respondents 103 

 Before CAP In CAP 

Very Difficult 58% 5% 

Somewhat Difficult 30% 25% 

Not too Difficult 5% 35% 

Not at all Difficult 4% 33% 

Don’t Know 1% 1% 

Refused 2% 1% 

Total 100% 100% 
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Table IV-12 shows that 66 percent said their gas bill was lower when they were in CAP and 

25 percent said their gas usage was lower after enrolling in CAP. 

 

Table IV-12 

Change in Gas Bill and Usage While Participating in CAP 

 

While participating in the program, would you say that your gas 

bill/usage is higher, lower, or has not changed in comparison to what it 

was before participating in the program? By gas usage, we mean the 

amount of gas that you use, not the dollar amount of your bill.  

 Gas Bill Gas Usage 

Respondents 103 

Higher 5% 9% 

Lower 66% 25% 

No Change 17% 54% 

Don’t Know 12% 11% 

Refused 1% 1% 

Total 100% 100% 

 

Only a few customers reported that their usage increased after enrollment in CAP.  Table IV-

13 shows that these customers said it was a colder winter or they needed more weatherization 

services. 

Table IV-13 

Reason for Usage Increase 

 

Why do you feel your usage has increased? 

Respondents 103 

Cold Winter 4% 

Household in Need of Weatherization Services 2% 

Can Use More Gas Because of CAP 1% 

Additional Household Residents 1% 

Usage Did Not Increase 91% 

Don’t Know 1% 

Refused 0% 

Respondents could provide more than one response, so percentages may not 

sum to 100%. 

Those customers who reported that they reduced their usage were most likely to state that 

they were trying to conserve, that it was the weather, or that they received energy efficiency 

services. 
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Table IV-14 

Reason for Usage Decrease 

 

Why do you feel your usage has decreased? 

Respondents 103 

Trying to Reduce/Conserve 16% 

Weather 5% 

Received Weatherization/WAP/LIURP 2% 

Other Services Received 1% 

Usage Did Not Decrease 75% 

Don’t Know 3% 

Refused 0% 

Respondents could provide more than one response, so percentages may not 

sum to 100%. 

Respondents were asked about difficulties paying for food, medicine, medical or dental 

expenses, mortgage or rent, the telephone bill, credit card or loan payments, and car 

payments.  Table IV-15 shows that respondents were less likely to report that they had to 

delay the expenditure or skip paying the bill following enrollment in CAP.  While 60 percent 

said they had to skip paying for food prior to CAP enrollment, 24 percent said they did so 

following CAP enrollment.  Large declines in difficulty paying bills were also reported for 

the telephone, medical or dental, mortgage or rent, and credit card or loans. 

 

Table IV-15 

Problems Meeting Financial Obligations 

 

 

In the year before/while participating in CAP, 

did you ever have to delay or skip paying the 

following bills or making the following 

purchases in order to make ends meet?  

Always or frequently had to 

delay or skip paying? 

 Before CAP In CAP Before CAP In CAP 

Respondents 103 

Food 60% 24% 25% 7% 

Telephone 53% 24% 19% 2% 

Medical or Dental 35% 24% 18% 8% 

Mortgage or Rent 35% 19% 10% 2% 

Credit Card or Loan 31% 17% 14% 9% 

Medicine 27% 17% 10% 4% 

Car Payment 13% 8% 4% 1% 

 

Table IV-16 displays customers’ reports about the use of their stove or oven for heat.  While 

25 percent said they used their stove or oven for heat sometimes or more frequently prior to 
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participating in CAP, 11 percent said they used their stove or oven for heat while 

participating in CAP. 

 

Table IV-16 

Used Kitchen Stove or Oven for Heat 

 

In the year before /while participating in CAP, did you use your kitchen stove or oven to provide 

heat?  Did you always, frequently, or sometimes use your kitchen stove or oven for heat? 

Respondents 103 

 Before CAP In CAP 

Always 5% 1% 

Frequently 3% 2% 

Sometimes 17% 8% 

Seldom 0% 0% 

Did Not Use Stove or Oven for Heat 74% 89% 

Refused 1% 0% 

Total 100% 100% 

 

When asked whether there was a time that they were unable to use their heat because it was 

broken and they could not pay for the repair or replacement, 20 percent said they experienced 

this problem prior to CAP enrollment and 13 percent said they experienced this problem 

while participating in CAP. 

 

Table IV-17 

Unable to Use Main Source of Heat 

 

In the year before enrolling /while enrolled in CAP, was there 

ever a time when you wanted to use your main source of heat, 

but could not because your heating system was broken and 

you were unable to pay for its repair or replacement?  

 Before CAP In CAP 

Respondents 103 

Yes 20% 13% 

No 79% 86% 

Don’t Know 0% 0% 

Refused 1% 1% 

Total 100% 100% 

 

Respondents were asked about LIHEAP application, receipt, and designation of the grant to 

Peoples.  Table IV-18 shows that 72 percent said they applied for LIHEAP in the past 12 

months, 54 percent said they received LIHEAP, and 49 percent said they assigned the 

LIHEAP grant to Peoples. 
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Table IV-18 

LIHEAP Application and Receipt 

 

In the past 12 months, did you or any member of your household apply for LIHEAP?...receive 

home energy assistance benefits from LIHEAP?  Did you assign the LIHEAP grant to Peoples? 

 Applied to LIHEAP Received LIHEAP Assigned to Peoples 

Respondents 103 

Yes 72% 54% 49% 

No 24% 13% 2% 

Did Not Apply - 24% 24% 

Did Not Receive Grant - - 13% 

Don’t Know 4% 9% 13% 

Refused 0% 0% 0% 

Total 100% 100% 100% 

 

Respondents who said that they did not apply for LIHEAP were asked why they did not 

apply.  Table IV-19 shows that seven percent said they did not need LIHEAP, five percent 

said they planned to apply, five percent said they did not know how to apply and four percent 

said they did not know about LIHEAP. 

 

Table IV-19 

Reason for Not Applying for LIHEAP 

 

Why did you not apply for LIHEAP? 

Respondents 103 

Not Needed 7% 

Will Apply Soon 5% 

Did Not Know How to Apply 5% 

Did Not Know About LIHEAP 4% 

Not Eligible 1% 

Did Not Have Documentation 1% 

Applied for LIHEAP 72% 

Other 2% 

Don’t Know 5% 

Refused 0% 

 

When asked how important CAP has been in helping them meet their needs, 92 percent said 

it was very important and five percent said it was somewhat important. 
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Table IV-20 

Importance of CAP 

 

How important has the CAP Program been in 

helping you to meet your needs? 

Respondents 103 

Very Important 92% 

Somewhat Important 5% 

Of Little Importance 3% 

Not At All Important 0% 

Don’t Know 0% 

Refused 0% 

Total 100% 

 

When asked whether they felt they needed additional assistance to pay their gas bill, 43 

percent of respondents said they did feel they needed additional assistance. 

 

Table IV-21 

Need Additional Assistance to Pay Gas Bill 

 

Do you feel that you need additional 

help to pay your natural gas bill? 

Respondents 103 

Yes 43% 

No 54% 

Don’t Know 3% 

Refused 0% 

Total 100% 

 

Respondents who said that they needed additional assistance were asked what type of 

assistance they needed.  Table IV-22 shows that most said they needed more bill payment 

assistance or a lower bill. 
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Table IV-22 

Additional Assistance Needed to Pay Natural Gas Bill 

 

What additional help do you need to pay your bill? 

Respondents 103 

More Bill Payment Assistance  19% 

Lower Bill 16% 

Weatherization 2% 

More Time to Pay the Bill 2% 

Assistance Not Needed 54% 

Other 2% 

Don’t Know 8% 

Refused 0% 

Customers could provide more than one response, so total may not sum to 

100%. 

 

Continued CAP Participation 

When asked how likely they were to continue to participate in CAP, 92 percent said they 

were very likely to continue to participate. 

 

Table IV-23 

Likeliness of Continued CAP Participation 

 

How likely are you to continue to participate in CAP? 

Respondents 103 

Very Likely 92% 

Somewhat Likely 6% 

Not At All Likely 0% 

Don’t Know 1% 

Refused 1% 

Total 100% 

 

Most participants stated that they would continue to participate in the program as long as the 

assistance was needed. 
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Table IV-24 

Length of Continued CAP Participation 

 

How long do you think you will continue to participate in the program? 

Respondents 103 

<6 Months 1% 

6-12 Months 3% 

More than 12 Months 4% 

As Long as Needed 84% 

Until the Program Ends 2% 

Don’t Know 6% 

Refused 0% 

Total 100% 

 

Satisfaction and Recommendations 

When asked about satisfaction with CAP, 93 percent said they were very satisfied and six 

percent said they were somewhat satisfied. 

 

Table IV-25 

CAP Satisfaction 

 

Overall, how satisfied are you with CAP? 

Respondents 103 

Very Satisfied 93% 

Somewhat Satisfied 6% 

Somewhat Dissatisfied 1% 

Very Dissatisfied 0% 

Don’t Know 0% 

Refused 0% 

Total 100% 

 

Respondents provided some recommendations when they were asked how they thought the 

program could be improved.  They were most likely to suggest improved availability or 

accessibility, a higher level of assistance, or weatherization services.  However, most did not 

have any recommendations. 
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Table IV-26 

Recommendations for Improving CAP 

 

Do you have any recommendations for improvements to CAP?  

Respondents 103 

Improve Availability/Accessibility 6% 

Higher Level of Assistance 5% 

Provide Weatherization Services 4% 

Clearer Bills 3% 

More Explanation of Program upon Enrollment 1% 

Improve Customer Services 1% 

No Recommendations 81% 

 

C. Summary and Recommendations 
We conducted telephone interviews with 103 current CAP participants to assess CAP 

understanding, impact, and satisfaction.  This section provides a summary of the key findings 

from the survey. 

 Participation: Customers were most likely to find out about CAP from a Peoples 

customer service representative, an agency, or a friend or relative.  While 61 percent said 

they enrolled to reduce their bills, 28 percent said it was because they had low or limited 

income, and 24 percent said they enrolled to reduce their arrearages. 

Most respondents reported that the enrollment and the recertification process were very 

or somewhat easy.  While 93 percent said that enrollment was very or somewhat easy, 97 

percent said that re-certification was very or somewhat easy. 

 CAP Benefits: 89 percent reported that they felt they had a good understanding of the 

services provided by CAP.  While 90 percent said that their responsibility was to keep up 

with payments, 12 percent said it was to report income and information, four percent said 

it was to conserve energy, and three percent said it was to apply for LIHEAP. 

Respondents were most likely to report that the benefits of CAP were lower energy bills 

and even monthly payments.  When asked about specific benefits, 98 percent agreed that 

lower energy bills were a benefit, 94 percent agreed that maintaining gas service was a 

benefit, and 80 percent agreed that reduced arrearages were a benefit.   

While 97 percent said that the CAP bills shows the CAP payment in a way that is clear 

and easy to locate and understand, 91 percent said it showed the CAP credit benefit and 

84 percent said that it showed the arrearage forgiveness amount in a way that is clear and 

easy to locate and understand. 
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 Bill Payment Problems: Respondents were much less likely to state that their CAP bills 

were difficult to pay after enrollment in CAP.  While 58 percent said it was very difficult 

to pay the monthly gas bill prior to CAP enrollment, only five percent said it was very 

difficult to pay the bill following enrollment.  Sixty-six percent said their gas bill was 

lower when they were in CAP and 25 percent said their gas usage was lower after 

enrolling in CAP. 

Respondents were less likely to report that they had to delay expenditures or skip paying 

bills following enrollment in CAP.  While 60 percent said they had to skip paying for 

food prior to CAP enrollment, 24 percent said they did so following CAP enrollment.  

Large declines in difficulty paying bills were also reported for the telephone, medical or 

dental, mortgage or rent, and credit card or loans. 

When asked how important CAP has been in helping them meet their needs, 92 percent 

said it was very important and five percent said it was somewhat important.  

 Continued CAP Participation: When asked how likely they were to continue to 

participate in CAP, 92 percent said they were very likely to continue to participate.  Most 

participants stated that they would continue to participate in the program as long as the 

assistance was needed. 

 CAP Satisfaction and Recommendations: While 93 percent said they were very satisfied 

with CAP, six percent said they were somewhat satisfied.  Most respondents did not have 

recommendations for the program.  Those who did have recommendations were most 

likely to suggest improved availability or accessibility, a higher level of assistance, or 

weatherization services.   
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V. Transactions Analysis 

This section provides an analysis of Peoples’ CAP impacts on affordability, bill payment 

compliance, and collections actions.  This section first describes the methodology for the 

analyses that were conducted and then the findings from the analyses. 

A. Methodology 
This section describes the evaluation data and the selection of participants for the impact 

analysis.  

 

Evaluation Data 

Peoples provided APPRISE with customer data, CAP program participation data, billing and 

payment data, and collections data for 2014, 2015, and 2016.  Peoples also provided data for 

a comparison group of LIHEAP participants who did not participate in Peoples’ Universal 

Service Programs during this time period.   

Analysis Group 

Customers who enrolled or participated in Universal Service Programs between January 1, 

2015 and December 31, 2015 were included as potential members of the study group. This 

group was chosen for the analysis, as one full year of post-program data is required for an 

analysis of program impacts.  Additionally, results are presented for customers who received 

CAP credits at any time during 2015 to look at the broader population of CAP participants.  

Because E-CAP, for customers with income between 151 and 200 percent of the poverty 

level, was not introduced until 2016, we examine E-CAP statistics for 2016 participants. 

Comparison Groups 

The comparison groups were constructed to control for exogenous factors. The comparison 

groups were designed to be as similar as possible to the treatment group, those who received 

services and who we are evaluating, so that the exogenous changes for the comparison 

groups are as similar as possible to those of the treatment group.   

When measuring the impact of an intervention, it is necessary to recognize other exogenous 

factors that can impact changes in outcomes. Changes in a customer’s payment behavior and 

bill coverage rate, between the year preceding program enrollment and the year following 

enrollment, may be affected by many factors other than program services received. Some of 

these factors include changes in household composition or health of family members, 

changes in utility prices, changes in weather, and changes in the economy.  

The ideal way to control for other factors that may influence payment behavior would be to 

randomly assign low-income customers to a treatment or control group. The treatment group 

would be given the opportunity to participate in the program first. The control group would 

not be given an opportunity to participate in the program until one full year later. This would 

allow evaluators to determine the impact of the program by subtracting the change in 

behavior for the control group from the change in behavior for the treatment group. Such 

random assignment is rarely done in practice because of a desire to include all eligible 

customers in the benefits of the program or to target a program to those who are most in 

need. 
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In the CAP evaluation, we were able to obtain two good comparison groups. 

 Low-Income Nonparticipant Comparison Group: We obtained a sample of 2015 LIHEAP 

recipients who had not participated in Peoples Universal Service Programs from 2014 

through 2016 to utilize as a comparison group. For the analysis, the group of customers 

was replicated to represent customers who enrolled in the program in each quarter of 

2015. A quasi intervention date of the middle of the quarter was chosen for each group to 

compare to the participating customers. 

 2016 CAP Enrollee Comparison Group: We analyzed customers who last enrolled in 

CAP in 2016 and who did not receive CAP credits in the two years preceding enrollment. 

We required that they had no CAP credits and no arrearage forgiveness in the two years 

preceding enrollment to ensure that they were nonparticipants in both periods. These 

participants serve as a good comparison because they are lower income households who 

were eligible for the program and chose to participate. We use data for these participants 

for the two years preceding CAP enrollment, to compare their change in payment 

behavior in the years prior to enrolling to the treatment group’s change in payment 

behavior after enrolling. Because these customers did not participate in CAP in either of 

the two analysis years, changes in bills and behavior should be related to factors that are 

exogenous to the program. 

For the program impact analysis, we examined pre- and post-treatment statistics. The 

difference between the pre- and post-treatment statistics for the treatment group is considered 

the gross change. This is the actual change in behaviors and outcomes for those participants 

who were served by the program. Some of these changes may be due to the program, and 

some of these changes are due to other exogenous factors, but this is the customer’s actual 

experience. The net change is the difference between the change for the treatment group and 

the change for the comparison group, and represents the actual impact of the program, 

controlling for other exogenous factors. 

Customers who participated in CAP in the year prior to enrollment were excluded from the 

analysis, to allow for a comparison of data while not participating and while participating in 

CAP. Customers who did not have close to a full year of data prior to joining the program or 

following the program start date were not included in the impact analysis. The subject of data 

attrition is addressed more fully below. 

The data that were used for the study and comparison group were as follows. 

 2015 Treatment Group data extended from one year before the customer joined CAP to 

one year after the customer enrolled.  

 Low-Income Nonparticipant Comparison Group data included one year of data before the 

mid-point of the first quarter of 2015 to one year of data after the mid-point of the last 

quarter of 2015. 

 2016 Comparison Group data extended from two years before the customer joined CAP 

to the date of enrollment. 
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Table V-1A provides the attrition analysis for the treatment group, the later participant 

comparison group and the nonparticipant comparison group.  Accounts were removed in the 

following steps. 

 Account Opened at Least 11 Months Before Enrollment: We checked to determine if the 

customer’s service begin date was at least 11 months before the date of enrollment (or 

quasi-enrollment) and closed at least 11 months after the date of the most recent 

enrollment (or quasi-enrollment) because if the customer had not had an active account 

for that time period, they could not have had enough transactions data to be included in 

the analysis.  However, this is not shown in the table that shows Peoples and Equitable 

data together because the Equitable customers have data from the former database prior 

to their merger with Peoples.  Information on account status is shown in the next table 

that separates accounts by division.  It is also shown for the Nonparticipant Comparison 

Group because that group only included Peoples’ customers. 

 11 or More Months Pre and Post Billing Data: Customers were removed from the 

analysis group if they did not have close to a full year of pre and post CAP enrollment 

billing data. 

 Outliers: Extreme billing outliers were removed as a last step prior to the final Analysis 

Group line of the table. 

Overall 35 percent of the treatment group, 17 percent of the later participant comparison 

group, and 88 percent of the nonparticipant comparison group had enough data to be 

included in the analysis. 

Table V-1A 

Data Attrition Analysis 

 

 

Treatment Group 

2015 Enrollees 

Who Did Not 

Participate in Year 

Prior to 

Enrollment* 

Later Participant 

Comparison Group 

2016 Enrollees Who 

Did Not Participate in 

Two Years Prior to 

Enrollment 

Nonparticipant Comparison Group 

Quasi 2015 Enrollment Date 

Q1 Q2 Q3 Q4 Total 

All Eligible 10,078 11,467 2,000 2,000 1,999 1,999 7,998 

Account Opened at Least 11 

Months Before Enrollment 
-- -- 1,903 1,915 1,929 1,944 7,691 

Account Closed 11 or More 

Months after Enrollment 
-- -- 1,903 1,915 1,929 1,944 7,691 

11 or More Months Pre and 

Post Billing Data 
3,530 1,908 1,760 1,772 1,771 1,771 7,074 

Analysis Group
**

 3,519 1,894 1,743 1,760 1,759 1,759 7,021 

% of Total 35% 17% 87% 88% 88% 88% 88% 

*There were only two accounts with income between 151 and 200 percent of poverty who most recently enrolled in 2015. 

**Billing outliers were removed from analysis group. 

 

Table V-1B displays the data attrition analysis by division for the Treatment Group.  The 

table shows that most of the Peoples customers who did not have enough billing data to be 

included in the analysis were missing those data because they were not customers during the 
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full analysis period.  While 44 percent of the Equitable treatment group had enough data to 

be included, 28 percent of the Peoples Group had enough data. 

Table V-1B 

Treatment Group  

Data Attrition Analysis by Division 

 

 

Treatment Group 

2015 Enrollees Who Did Not Participate in Year Prior to Enrollment* 

≤150% 

Division 
All People’s  Equitable 

# % # % # % 

All Eligible 10,078 100% 5,718 100% 4,360 100% 

Account Opened at Least 11 

Months Before Enrollment 
-- -- 1,978 35% -- -- 

Account Closed 11 or More 

Months after Enrollment 
-- -- 1,772 31% -- -- 

11 or More Months Pre and 

Post Billing Data 
3,530 35% 1,602 28% 1,928 44% 

Analysis Group
**

 3,519 35% 1,593 28% 1,926 44% 

% of Total 35% 28% 44% 

*There were only two accounts with income between 151 and 200 percent of poverty who most recently enrolled in 2015. 

**Billing outliers were removed from analysis group. 

 

Table V-1C displays the data attrition analysis by division for the Later Participant 

Comparison Group.  The table shows that most of the Peoples customers who did not have 

enough billing data to be included in the analysis were missing those data because they were 

not customers during the full analysis period.  While 14 percent of the Equitable treatment 

group had enough data to be included, 18 percent of the Peoples Group had enough data. 

Table V-1C 

Comparison Group  

Data Attrition Analysis by Division 
 

 

Later Participant Comparison Group 

2016 Enrollees Who Did Not Participate in Two Years 

Prior to Enrollment 

≤150% 

Division 
All People’s  Equitable 

# % # % # % 

All Eligible 11,467 100% 6,344 100% 5,123 100% 

Account Opened at Least 22 Months 

Before Enrollment 
-- -- 1,293 20% -- -- 

22 or More Months Billing Data 1,908 17% 1,178 19% 730 14% 

Analysis Group
*
 1,894 17% 1,165 18% 729 14% 

% of Total 17% 18% 14% 

*Billing outliers were removed from analysis group. 
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Table V-1D displays the data attrition for the analysis of all 2015 CAP participants and all 

2016 E-CAP participants.  Customers were included in this analysis if they had a CAP credit 

or arrearage forgiveness credit in 2015 (or 2016 for E-CAP).  The table shows that 78 percent 

of those at or below 150 percent of the poverty level had enough data to be included and 70 

percent of those in the E-CAP group had enough data to be included. 

Table V-1D 

All 2015 Participants 

Data Attrition Analysis 

 

 

All 2015 CAP 

Participants 

≤150% 

All 2016 CAP 

Participants 

151%-200% 

# % % % 

All Eligible 36,426 100% 1,233 100% 

12 Months of Billing Data in 2015 or 2016 28,285 78% 869 70% 

Analysis Group
*
 28,265 78% 869 70% 

*Billing outliers were removed from analysis group. 

 

Table V-2 compares the characteristics of all CAP participants to those included in the billing 

analysis to assess whether there are potential biases caused by the data attrition. 

 Seniors: These households contain at least one member that is 62 years old or older.  The 

table shows that the Treatment and Later Participant analysis groups are more likely to 

have senior household members than the full population.    

 Children: These households contain at least one member that is 18 years old or younger.  

The table shows that the Treatment and Later Participant Analysis Groups are less likely 

to have children than the full population. 

 Annual Income: The table shows that the 2016 E-CAP participants, the Treatment, and 

the Later Participant Analysis Groups are less likely to have customers with income 

below $10,000 and are more likely to have income between $10,000 and $20,000. 

 Poverty Group: The table shows that the Treatment and the Later Participant Analysis 

Groups are more likely to have customers between 100 and 150 percent of the poverty 

level and are less likely to have customers in the lower poverty level groups. 

 Division: The Treatment Analysis Group is more likely to have customers in the 

Equitable Division and the Later Participant Analysis Groups is more likely to have 

customers in the Peoples Division.  
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Table V-2 

Customer Characteristics Comparison 

 

 

All 2015 CAP 

Participants 

All 2016 E-CAP 

Participants 

Treatment Group 

2015 Enrollees 

No Participation 

Year Prior to 

Enrollment 

Later Participant 

Comparison  

2016 Enrollees 

No Participation 

in 2 Years Prior 

to Enrollment 

Nonparticipant 

Comparison 

Group 

≤150% 151%-200% ≤150% 0%-150% 

All  
Analysis 

Group 
All  

Analysis 

Group 
All 

Analysis 

Group 
All 

Analysis 

Group 
All 

Analysis 

Group 

Observations 36,426 28,265 1,233 869 10,078 3,519 11,467 1,894 7,998 7,021 

Senior 27% 29% 21% 22% 17% 26% 14% 28% 34% 35% 

Children 46% 44% 52% 53% 54% 47% 60% 50% 21% 21% 

Annual Income           

≤ $10,000 85% 85% 37% 27% 89% 80% 91% 69% 81% 82% 

$10,001-$20,000 12% 12% 35% 39% 8% 15% 7% 21% 4% 4% 

$20,001-$30,000 2% 2% 16% 19% 2% 3% 1% 7% 1% 1% 

$30,001-$40,000 1% 1% 7% 9% <1% 1% <1% 2% <1% <1% 

>$40,000 <1% <1% 6% 6% <1% <1% <1% 1% <1% <1% 

Missing <1% 0% 0% 0% 0% 0% 0% 0% 14% 14% 

Poverty Group           

≤ 50% 26% 25% 0% 0% 25% 21% 25% 15% 

67% 67% 51% – 100% 47% 48% 0% 0% 44% 40% 42% 36% 

101% – 150% 27% 27% 0% 0% 31% 39% 33% 50% 

151%-200% 0% 0% 100% 100% 0% 0% 0% 0% 
10% 10% 

201%-250% 0% 0% 0% 0% 0% 0% 0% 0% 

251%+ 0% 0% 0% 0% 0% 0% 0% 0% 2% 3% 

Unknown 1% <1% 0% 0% <1% <1% <1% 0% 21% 20% 

Income Source           

Employment  20% 19% 58% 58% 26% 23% 31% 32% 2% 2% 

Disability 11% 11% 9% 10% 11% 10% 10% 10% 1% 1% 

Retirement 22% 22% 16% 16% 18% 19% 14% 17% 3% 3% 

Unemployment 2% 2% 4% 4% 3% 3% 3% 4% <1% <1% 

Other Income 14% 14% 7% 7% 15% 14% 12% 11% 1% <1% 

Missing 37% 39% 16% 15% 33% 39% 35% 33% 94% 94% 

Division           

Peoples 63% 60% 64% 63% 57% 45% 55% 62% 100% 100% 

Equitable 37% 40% 36% 37% 43% 55% 45% 38% 0% 0% 
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B. CAP Participation and Discounts 
This section examines the length of CAP participation for the analysis groups.  Table V-3A 

shows that 61 percent of the 2015 participants had enrolled on or before January 1, 2015 and 

had not been deactivated prior to January 1, 2016.  Only one percent of the 2016 E-CAP 

participants with income between 151 and 200 percent of the poverty level participated for 

all of 2016 because most enrolled after January 2016. 

 

The table also shows that 82 percent of the treatment group who enrolled in 2015 and did not 

participate in CAP in the year prior to enrollment remained on CAP for at least a full year. 

 

Table V-3A 

Full Year CAP Participation  

 

 

All 2015 CAP 

Participants 

All 2016 E-CAP 

Participants 

Treatment Group 

2015 Enrollees That Did Not 

Participate in the Year Prior to 

Enrollment 

≤150% 151%-200% ≤150% 

# % # % # % 

Final Analysis Group 28,265 100% 869 100% 3,519 100% 

Full Year in CAP 17,130 61% 6 1% 2,893 82% 

Not Full Year in CAP 11,135 39% 863 99% 626 18% 

Enrolled after January 5,693 20% 703 81%   

Removed before December 2,656 9% 4 <1%   

Enrolled after Jan and 

removed before Dec 
2,786 10% 156 18%   

 

Table V-3B displays full year CAP participation by division.  The table shows that full year 

CAP participation was higher for the Peoples treatment group than for the Equitable 

treatment group.  While 92 percent of the Peoples treatment group participated in CAP for 

the full year, 74 percent of the Equitable treatment group participated in CAP for the full 

year. 
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Table V-3B 

Full Year CAP Participation  

 

 

2015 CAP Participants 

≤150%  

 

All 2016 E-CAP 

Participants 

151%-200% 

Treatment Group 

2015 Enrollees That Did 

Not Participate in the 

Year Prior to Enrollment 

<150% 

Peoples Equitable Peoples Equitable Peoples Equitable 

# % # % # % # % # % # % 

Final Analysis Group 17,095 100% 11,170 100% 542 100% 321 100% 1,593 100% 1,926 100% 

Full Year CAP 10,118 59% 7,021 63% 4 1% 2 1% 1,459 92% 1,434 74% 

Not Full Year CAP 6,977 41% 4,158 37% 538 99% 319 99% 134 8% 492 26% 

 

Table V-4 displays the CAP removal reason for customers in each group who were 

deactivated.  The table shows that the most common removal reason was that the customer 

did not provide documentation.  Customers in E-CAP and treatment group were likely to 

have income that was too high and customers in the treatment group were likely to have a 

final bill or be disconnected.   

 

Table V-4 

CAP Removal Reason 

  

 

All 2015 CAP 

Participants 

All 2016 E-CAP 

Participants 

Treatment Group 

2015 Enrollees That 

Did Not Participate 

in the Year Prior to 

Enrollment 

≤150% 151%-200% ≤150% 

# % # % # % 

Did Not Provide Documentation 3,820 70% 42 26% 250 40% 

Income Too High 727 13% 74 46% 129 21% 

Customer Request 294 5% 1 1% 76 12% 

Final Bill or Disconnected 223 4% 11 7% 150 24% 

System Error Correction 177 3% 26 16% 11 2% 

Set up in Error 167 3% 6 4% 8 1% 

Annual Credit Exceeds $1,000 34 1% 0 0% 1 <1% 

Usage Exceeds 125% 0 0% 0 0% 1 <1% 

Total 5,442 100% 160 100% 626 100% 

 

Table V-5 displays the mean number of CAP credits and amount of CAP credits received for 

all CAP participants in the group and for those in the group who were in CAP for a full year.  

The table also shows the percent of each group that received $1,000 or more in CAP credits.  

The table provides the following information. 
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 All 2015 Participants: All 2015 participants received an average of 4.6 credits and $467, 

and full year participants received an average of 5.3 credits and $541.  While ten percent 

of all 2015 participants received $1,000 or more in CAP credits, 12 percent of the full 

year participants received $1,000 or more in CAP credits. 

 

 Peoples 2015 Participants: All 2015 Peoples participants received an average of 4.5 

credits and $426, and full year participants received an average of 5.1 credits and $487.  

While seven percent of all 2015 Peoples participants received $1,000 or more in CAP 

credits, nine percent of the full year Peoples participants received $1,000 or more in CAP 

credits. 

 

 Equitable 2015 Participants: All 2015 Equitable participants received an average of 4.8 

credits and $529, and Equitable full year participants received an average of 5.6 credits 

and $620.  While 14 percent of all 2015 Equitable participants received $1,000 or more in 

CAP credits, 17 percent of the Equitable full year participants received $1,000 or more in 

CAP credits. 

 

 All 2016 E-CAP participants: These customers received an average of 1.6 credits and an 

average of $81 in credits.  Low credits were partly due to the fact that very few 

participated for the full year. 

 

The treatment group analysis focuses on credits received in the year after the 2015 

enrollment.  Therefore, most of these customers received credits for winter 2016, the 2nd 

warmest year on record in Pittsburgh according to the National Oceanic and Atmospheric 

Administration (NOAA)
3
.  As a result, the 2015 treatment group had average CAP credits 

that were significantly lower than all 2015 participants whose data included winter 2015 

when the weather was much colder than average.  While the January to March mean 2015 

temperature in Pittsburgh was 27 degrees Fahrenheit, the January to March mean 2016 

temperature in Pittsburgh was 36 degrees Fahrenheit. 

 

 Treatment Group: The treatment group received an average of 3.9 credits and $194, and 

full year participants received an average of 4.2 credits and $205.  Only one percent 

received $1,000 or more in CAP credits. 

 

 Peoples Treatment Group: The Peoples treatment group received an average of 4.2 

credits and $206, and full year participants received an average of 4.3 credits and $211.  

Only one percent received $1,000 or more in CAP credits. 

 

 Equitable Treatment Group: The Equitable treatment group received an average of 3.7 

credits and $185, and full year participants received an average of 4.0 credits and $200.  

Only one percent received $1,000 or more in CAP credits. 

                                                 
3
 https://www.ncdc.noaa.gov/sotc/national/2016/13/supplemental/page-1 
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Table V-5 

CAP Credits Received  

 

 Obs. 

Mean 

# CAP 

Credits 

Mean  

Credits 

Median  

Credits 

Received 

$1,000 or 

More CAP 

Credits 

 Credits Received in 2015 

All 2015 Participants (0-150%)      

All  28,265 4.6 $467 $378 10% 

Full Year CAP  17,130 5.3 $541 $452 12% 

Peoples 2015 Participants (0-150%)      

All  17,095 4.5 $426 $335 7% 

Full Year CAP  10,118 5.1 $487 $392 9% 

Equitable 2015 Participants (0-150%)      

All  11,170 4.8 $529 $470 14% 

Full Year CAP  7,012 5.6 $620 $561 17% 

 Credits Received in 2016 

All 2016 E-CAP Participants (151-200%)      

All  869 1.6 $81 $53 0% 

Peoples 546 1.6 $76 $47 0% 

Equitable 323 1.7 $89 $61 0% 

All Full Year E-CAP  6 4.0 $195 $204 0% 

 Credits Received in Year after Enrollment 

Treatment Group      

All  3,519 3.9 $194 $125 1% 

Full Year CAP  2,893 4.2 $205 $131 1% 

Peoples Treatment Group      

All  1,593 4.2 $206 $138 1% 

Full Year CAP  1,459 4.3 $211 $139 1% 

Equitable Treatment Group      

All  1,926 3.7 $185 $110 1% 

Full Year CAP  1,434 4.0 $200 $119 1% 

 

Table V-6 displays the percent of treatment group participants who had a bill each month and 

the percent that received a credit each month.  While almost all had a bill each month as 

required by the analysis, approximately 28 to 40 percent had a CAP credit each month. 

 



www.appriseinc.org Transactions Analysis 

APPRISE Incorporated Page 69 

Table V-6 

Percent who Received CAP Credit Each Month Following Enrollment 

Treatment Group  
 

 Obs. 
Full Treatment Group - Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

Has Bill 

3,519 

99% >99% >99% >99% >99% >99% >99% >99% >99% >99% >99% 98% 

CAP Credit-# 1,102 1,016 988 973 1,051 1,096 1,145 1,280 1,374 1,392 1,292 1,118 

CAP Credit-% 31% 29% 28% 28% 30% 31% 33% 36% 39% 40% 37% 32% 

 

 Obs. 
Peoples Treatment Group – Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

Has Bill 

1,593 

99% 99% >99% >99% >99% 99% 99% >99% 99% >99% >99% 99% 

CAP Credit-# 569 482 439 391 409 452 568 690 755 711 628 576 

CAP Credit-% 36% 30% 28% 25% 26% 28% 36% 43% 47% 45% 39% 36% 

 

 Obs. 
Equitable Treatment Group – Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

Has Bill 

1,926 

99% >99% >99% >99% >99% >99% 99% >99% >99% >99% >99% 97% 

CAP Credit-# 533 534 549 582 642 644 577 590 619 681 664 542 

CAP Credit-% 28% 28% 29% 30% 33% 33% 30% 31% 32% 35% 34% 28% 

 

Table V-7 displays the percent discount received by the treatment group.  This is defined as 

the CAP credits divided by the customer’s full bill.  The table shows that the mean discount 

across the full treatment group was 22 percent, and it was approximately the same for 

Peoples and Equitable.  Customers with income below 50 percent of the poverty level had the 

greatest percent discount, averaging 40 percent, and ten percent of these customers had a 

discount above 67 percent. 

 

Table V-7 

Percent Discount on Peoples Bill by Poverty Level 

Treatment Group  

 

Poverty 

Level 

Full Treatment Group 
Peoples  

Treatment Group 

Equitable  

Treatment Group 

Mean 
Percentile 

Mean 
Percentile 

Mean 
Percentile 

10 25 50 75 90 25 50 75 25 50 75 

≤50% 40% 13% 25% 41% 56% 67% 43% 27% 44% 58% 39% 23% 39% 54% 

51%-100% 18% 2% 8% 15% 25% 39% 20% 11% 16% 26% 17% 6% 15% 25% 

101%-150% 15% 2% 9% 14% 19% 26% 17% 11% 16% 21% 12% 6% 12% 16% 

All  22% 4% 10% 17% 29% 48% 23% 12% 18% 29% 21% 36% 15% 29% 
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Table V-8 provides additional information on the discount received.  The table shows that 

within the full treatment group, 69 percent had a discount of less than 25 percent, 22 percent 

had a discount between 25 and 49 percent, eight percent had a discount between 50 and 74 

percent, and one percent had a discount of 75 percent or more. 

 

Discounts were greater for the lower poverty level groups.  The table shows that of those 

with income below 50 percent of the poverty level, 24 percent had a discount under 25 

percent, 39 percent had a discount between 25 and 49 percent, 33 percent had a discount 

between 50 and 74 percent, and three percent had a discount of 75 percent or more. 

 

Table V-8 

Distribution of Discount on Peoples Bill by Poverty Level 

Treatment Group  

 

Percent 

Discount 

Full Treatment Group Peoples Treatment Group Equitable Treatment Group 

Poverty Level 

All 

Poverty Level 

All 

Poverty Level 

All 
≤50% 

51%-

100% 

101%-

150% 
≤50% 

51%-

100% 

101%-

150% 
≤50% 

51%-

100% 

101%-

150% 

<25% 24% 73% 88% 69% 20% 72% 85% 68% 27% 74% 92% 70% 

25%-49% 39% 23% 11% 22% 42% 25% 14% 24% 38% 22% 8% 21% 

50%-74% 33% 3% <1% 8% 34% 3% <1% 8% 33% 4% <1% 9% 

≥75% 3% <1% 0% 1% 4% 0% 0% 1% 2% <1% 0% 1% 

Total 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 100% 

 

Table V-9 displays the mean percent discount by whether or not the customer was in CAP for 

the full year.  While the mean discount for those on CAP for the full year was 23 percent, the 

mean discount for those not on CAP for the full year was 16 percent. 

 

Table V-9 

Mean Percent Discount on Peoples Bill by Full Year CAP Status and Poverty Level 

Treatment Group  
 

CAP Participation 
Poverty Level 

All 
≤50% 51%-100% 101%-150% 

Full Year CAP 42% 19% 16% 23% 

Not full year CAP 31% 15% 10% 16% 

All 40% 18% 15% 22% 
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C. Affordability Impacts 
This section examines the impacts of CAP on affordability.  One commonly used measure of 

energy affordability is energy burden, which is defined as the percent of income that is spent 

on energy.   

 

Table V-10 shows the calculated monthly CAP payment based on the customer’s annual 

household income and poverty level.  The payment is calculated as eight, nine, or ten percent 

of income, depending on the poverty level. These values are consistent with the PUC’s 

energy burden targets for CAP participants, also shown in the table.  For example, for 

customers with income between 101 and 150 percent of the poverty level, the energy burden 

target is nine to ten percent and Peoples percent of income payment is ten percent. 

 

Table V-10 also shows the mean calculated monthly CAP payment and the percent of 

participants with a minimum payment because the designated percent of income payment 

would be less than $25 per month.  The table shows that a large percentage of CAP 

participants have the minimum payment, especially in the lowest poverty group.  While 71 

percent of all 2015 participants with income below 50 percent of the poverty level have the 

minimum payment, 44 percent of all 2015 participants have the minimum payment. 

 

Table V-10 

Calculated Monthly Payment 
 

Poverty Level 

Percent of 

Income 

Payment 

PUC 

Energy 

Burden 

Target 

All 2015 Participants 

(0-150% of Poverty) 
Treatment Group 

Mean 

Payment 

% with Minimum 

Payment 

Mean 

Payment 

% with Minimum 

Payment 

≤50% 8% 5%-8% $32 71% $34 68% 

51%-100% 9% 7%-10% $43 47% $47 46% 

101%-150% 10% 9%-10% $77 14% $77 16% 

All   $50 44% $56 39% 

 

While the CAP payment is designed to provide an energy burden that falls within the PUC 

targeted affordability level, there are several reasons why a CAP participant’s energy burden 

would be higher than this calculated target. 

 

 Minimum payment:  As shown above, a large percentage of CAP participants have the 

minimum payment level assigned.  By definition, these customers will have an energy 

burden that exceeds the percentage of income payment level. 

 

 Full year: Customers who are not on CAP for the full year will not receive all CAP 

credits. 
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 Did not receive all credits: Historically, customers who did not make timely payments did 

not receive all CAP credits.  The credit application policy has changed so that currently 

customers do receive a credit each month they are on CAP. 

 

 Arrearage forgiveness co-payment: Customers with arrearages pay $5 per month to 

reduce the arrearage while they are receiving arrearage forgiveness.  This increases the 

monthly payment above the targeted percentage of income payment level. 

 

 

 CAP Plus co-payment: All CAP participants have a CAP Plus co-payment which 

increases the monthly payment above the targeted percentage of income payment level. 

 

Table V-11A shows the energy burden for the treatment group before and after participating 

in CAP.  The table shows a large reduction in average burden from 59 percent before 

participation to 35 percent while participating for customers with income below 50 percent of 

the poverty level.  However, given the reasons noted above, a large percentage of these 

customers still have an energy burden that exceeds the PUC target. 

 

Table V-11A 

Treatment Group Unadjusted Gas Burden 

 

Poverty 

Level 

Treatment Group  

Mean Unadjusted 

Gas Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 59% 35% 5%-8%  ≤ 50% 96% 85% 

51 – 100% 41% 25% 7%-10%  51 – 100% 86% 71% 

101 – 150% 24% 15% 9%-10%  101 – 150% 71% 48% 

 

Table V-11B shows the impact that some of these factors have on energy burden.  This table 

excludes customers with the minimum payment, excludes customers who did not participate 

in CAP for the full year, and excludes the arrearage forgiveness co-pay and the CAP Plus 

amount.  When all of these adjustments are made, only ten percent of those with income 

below 50 percent of the poverty level have an energy burden above the target level. 
 

Table V-11B 

Treatment Group Adjusted Gas Burden 

 

Poverty 

Level 

Treatment Group  

Mean Adjusted Gas 

Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 20% 3% 5%-8%  ≤ 50% 88% 10% 

51 – 100% 18% 7% 7%-10%  51 – 100% 73% 21% 

101 – 150% 16% 7% 9%-10%  101 – 150% 64% 21% 
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Table V-12A provides additional information on energy affordability and the impact of CAP 

on affordability.  The following information is displayed. 

 

 Full Bill: The full bill is the total amount billed in the identified time period.  For CAP 

customers, this is the bill prior to the application of the CAP credit.  The table shows 

that the bill declined significantly for all groups due to the warmer winter weather in the 

post enrollment year.  The bill declined by more for the treatment group than for the 

comparison group, probably due to home conditions and higher pre-treatment winter 

usage among the treatment group. 

 

 CAP Credits: The table shows that the treatment group received a mean of $194 in CAP 

credits in the year following enrollment.  The relatively low amount is due to the warm 

winter in the post-enrollment year. 

 

 CAP Plus: The treatment group was charged an average of $46 in CAP Plus charges in 

the post enrollment year. 

 

 Discounted Bill: The discounted bill is defined as the Full Bill minus the CAP Credits, 

plus the CAP Plus Charge.  CAP participants’ bills declined by an average of $590 due 

to both the CAP credits and the warmer winter.  Compared to the average comparison 

group change, CAP participants’ bills declined by $324. 

 

 Energy Burden: Energy burden is defined as the customer’s bill divided by the 

customer’s income.  Energy burden declined for CAP participants due to the warmer 

winter and the CAP credits received.  While energy burden was 38 percent in the year 

prior to CAP enrollment when there was a cold winter, energy burden averaged 23 

percent in the year following CAP enrollment, a decline of 15 percentage points.  

Relative to the comparison group, energy burden declined by nine percentage points.  

The CAP has a significant positive impact on energy bill affordability. 

 

Table V-12A 

Affordability Impacts 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
3,519 2,290 7,021 9,311  

Full Bill $1,234 $792 -$442
** 

$1,133 $803 -$330
**

 $817 $614 -$203
** 

-$267 -$175
** 

CAP Credits $0 $194 $194
** 

$0 $0 $0 $0 $0 $0 $0 $194
** 

CAP Plus $0 $46 $46
** 

$0 $0 $0 $0 $0 $0 $0 $46
** 

Discounted Bill $1,234 $643 -$590
** 

$1,133 $803 -$330
** 

$817 $614 -$203
** 

-$267 -$324
** 

Energy Burden 38% 23% -15%
**

 19% 14% -5%
** 

49% 41% -8%
** 

-6% -9%
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 
Note: 953 customers in the Nonparticipant Comparison group are excluded from the Energy Burden analysis due to missing information on annual income. 

Note: “Discounted Bill” includes CAP Plus Charges (only applicable for the Treatment Group) 
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Table V-12B displays the affordability impacts for Peoples division.  The table shows results 

that are similar to the full population.  Peoples’ customers’ pre-enrollment bills were lower 

than the overall average and did not decline as much.  They had lower energy burdens in the 

pre- and post-enrollment periods. 

 

Table V-12B 

Affordability Impacts - Peoples 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
1,593 1,521 7,021 8,542  

Full Bill $1,093 $785 -$308
** 

$1,083 $806 -$277
** 

$817 $614 -$203
** 

-$240 -$68
** 

Discount $0 $206 $206
** 

$0 $0 $0 $0 $0 $0 $0 $206
** 

CAP Plus $0 $70 $70
** 

$0 $0 $0 $0 $0 $0 $0 $70
** 

Discounted Bill $1,093 $650 -$443
** 

$1,083 $806 -$277
** 

$817 $614 -$203
** 

-$240 -$203
** 

Energy Burden 21% 13% -8%
** 

14% 11% -3%
** 

49% 41% -8%
** 

-5% -3%
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 
Note: 953 customers in the Nonparticipant Comparison group are excluded from the Energy Burden analysis due to missing information on annual income. 

Note: “Discounted Bill” includes CAP Plus Charges (only applicable for the Treatment Group) 

 

Table V-12C displays the affordability impacts for the Equitable division.  The table shows 

results that are similar to the full population.  Equitable’s customers’ pre-enrollment bills 

were higher than the overall average and declined by more than the overall average.  They 

had higher energy burdens in the pre- and post-enrollment periods. 

 

Table V-12C 

Affordability Impacts – Equitable 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group
1 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
1,926 769 7,021 7,790  

Full Bill $1,350 $797 -$553
** 

$1,232 $796 -$436
** 

$817 $614 -$203
** 

-$320 -$233
** 

Discount $0 $185 $185
** 

$0 $0 $0 $0 $0 $0 $0 $185
** 

CAP Plus $0 $26 $26
** 

$0 $0 $0 $0 $0 $0 $0 $26
** 

Discounted Bill $1,350 $638 -$712
** 

$1,232 $796 -$436
** 

$817 $614 -$203
** 

-$320 -$392
** 

Energy Burden 52% 31% -21%
** 

30% 20% -10%
** 

49% 41% -8%
** 

-9% -12%
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

Note: “Discounted Bill” includes CAP Plus Charges (only applicable for the Treatment Group) 
1The nonparticipant comparison group is comprised of Peoples’ customers. 
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The CAP Plus amount is calculated by Peoples as the LIHEAP receipts for customers 

participating in the CAP program for the previous LIHEAP heating season divided by 

number of current active CAP participants and the projected number of CAP participants to 

join CAP that quarter.   The CAP Plus amount is added to the calculated monthly CAP 

payment amount for all participating CAP customers.  The monthly CAP Plus charge has 

varied over time as shown in the table below.  It was introduced for the Equitable division in 

March 2016. 

 

Table V-13A 

CAP Plus Monthly Charge 

 

Division November 2014 February 2016 March 2016 July 2016 

Equitable -- -- $7 $7 

Peoples $6 $6 $5 $8 

T.W. Phillips $3 $9 $8 $8 

 

Table V-13B displays CAP Plus charges for all 2015 participants and the treatment group.  

The table shows that the 2015 participants received a mean of 6.3 CAP Plus charges totaling 

$38 and the treatment group received a mean of 7.3 CAP Plus charges totaling $46.  The 

CAP Plus charges made up 5.8 percent of the discounted bill for all 2015 participants and 7.8 

percent of the discounted bill for the treatment group. 

 

Table V-13B 

CAP Plus 
  

 

All 2015 

Participants 

All 2016 E-CAP 

Participants 
Treatment Group  

(Year Following 

Enrollment) 0-150% 151-200% 

Number of Customers  28,265 869 3,519 

Number of CAP Plus Charges 6.3 6.8 7.3 

Total Amount of CAP Plus Charges $38 $49 $46 

Discounted Bill without CAP Plus Charges $717 $781 $597 

Discounted Bill with CAP Plus Charges $755 $829 $643 

% of Discounted Bill made up by CAP Plus Charges 5.8% 6.4% 7.8% 

 

Table V-13C displays CAP Plus charges for all 2015 Peoples division participants and the 

treatment group.  The table shows that the 2015 participants received a mean of 10.5 CAP 

Plus charges totaling $63 and the treatment group received a mean of 11.7 CAP Plus charges 

totaling $70.  The CAP Plus charges made up 9.6 percent of the discounted bill for all 2015 

participants and 11.8 percent of the discounted bill for the treatment group. 
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Table V-13C 

CAP PLUS - Peoples 
  

 
All 2015 

Participants 

All 2016 E-CAP 

Participants 
Treatment Group  

(Year Following 

Enrollment) 0-150% 151-200% 

Number of Customers  17,095 546 1,593 

Number of CAP Plus Charges 10.5 6.9 11.7 

Total Amount of CAP Plus Charges $63 $50 $70 

Discounted Bill without CAP Plus Charges $681 $786 $579 

Discounted Bill with CAP Plus Charges $744 $837 $650 

% of Discounted Bill made up by CAP Plus Charges 9.6% 6.6% 11.8% 

 

Table V-13D displays CAP Plus charges for all 2015 Equitable division participants and the 

treatment group.  The table shows that the 2015 participants did not receive CAP Plus 

charges because they were introduced in March 2016 for Equitable customers.  The treatment 

group received a mean of 3.7 CAP Plus charges totaling $26.  The CAP Plus charges made 

up 4.6 percent of the discounted bill for the treatment group. 

 

Table V-13D 

CAP PLUS - Equitable 
  

 
All 2015 

Participants 

All 2016 E-CAP 

Participants 
Treatment Group  

(Year Following 

Enrollment) 0-150% 151-200% 

Number of Customers  11,170 323 1,926 

Number of CAP Plus Charges 0 6.5 3.7 

Total Amount of CAP Plus Charges $0 $46 $26 

Discounted Bill without CAP Plus Charges $771 $771 $612 

Discounted Bill with CAP Plus Charges $771 $817 $638 

% of Discounted Bill made up by CAP Plus Charges 0% 6.0% 4.6% 

 

D. Payment Impacts 
This section examines the impact of CAP on participants’ bill payment.  Table V-14 provides 

the following information. 

 

 Total Charges: Customers’ charges declined significantly due to the CAP credits and the 

warmer winter in the post-CAP enrollment period. 

  

 LIHEAP and Crisis: While there was no significant net change in the amount of LIHEAP 

received, there was a decline in the amount of LIHEAP Crisis assistance received, likely 

due to a more affordable bill. 
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 Cash Payments: As a result of the reduced charges, customers reduced the amount of 

cash payments made.  However, the net change was a slight increase in cash payments. 

 

 Number of Cash Payments: CAP participants increased the number of cash payments 

made as compared to the decline experienced by the comparison groups. 

 

 Cash Coverage Rate: The cash coverage rate is the percent of charges covered by the 

customer’s cash payments.  The table shows that the treatment group increased their cash 

coverage rate from 69 percent in the pre-CAP enrollment period to 95 percent in the post-

CAP enrollment period.  This compares to a decline for the comparison group.  The net 

change was an increase of 34 percentage points. 

 

 Total Coverage Rate: The total coverage rate is the percent of charges covered by the 

customer’s cash payments and all other credits, including assistance payments.  The table 

shows that the treatment group increased their total coverage rate from 85 percent in the 

pre-CAP enrollment period to 123 percent in the post-CAP enrollment period, indicating 

that these customers were paying off some of their arrearages.  The net change was an 

increase of 36 percentage points. 

 

 Shortfall: The shortfall is defined as the total charges minus the total payments.  

Customers averaged $211 in shortfall in the pre-treatment period, but their payments 

exceed the bills by $147 in the post period.  The net change in shortfall was a decline of 

$318. 

 

 Arrearage Forgiveness: CAP participants received an average of $118 in arrearage 

forgiveness in the post treatment period. 

 

Table V-14 

Payment Impacts 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
3,516 2,288 7,021 9,309  

Total Charges $1,234 $644 -$590
**

 $1,134 $803 -$331
** 

$817 $614 -$203
** 

-$267 -$323
** 

CAP Credits $0 $194 $194
**

 $0 $0 $0 $0 $0 $0 $0 $194
** 

LIHEAP $82 $102 $19
**

 $58 $69 $11
** 

$182 $202 $19
** 

$15 $4 

LIHEAP Crisis $68 $38 -$30
** 

$44 $58 $14
** 

$13 $8 -$5
** 

$5 -$35
** 

Hardship Fund $20 $17 -$3 $20 $35 $15
** 

$0 $0 $0 $8 -$10
** 

Other Assistance <$1 $2 $2
** 

<$1 $2 $2
** 

<$1 <$1 <$1 $1 $1 

Cash Payments $851 $632 -$220
** 

$919 $645 -$274
** 

$752 $515 -$237
** 

-$255 $36
** 

Total Payments $1,022 $790 -$232
** 

$1,040 $808 -$232
** 

$947 $726 -$222
** 

-$227 -$5 

# Cash Payments 6.0 5.8 -0.2
** 

5.9 4.4 -1.5
** 

8.2 7.0 -1.2
** 

-1.3 1.2
** 
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Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Cash Coverage 

Rate 
69% 95% 26%

** 
83% 78% -4%

** 
91% 80% -12% -8% 34%

** 

Total Coverage 

Rate 
85% 123% 39%

** 
95% 101% 6%

** 
119% 119% >-1% 2% 36%

** 

Shortfall $211 -$147 -$358
** 

$93 -$6 -$99
** 

-$130 -$111 $19
** 

-$40 -$318
** 

Arrearage 

Forgiveness 
$0 $118 $118

** 
$0 $0 $0 $0 $0 $0 $0 $118

** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

Note: 3 accounts in the treatment group and 2 accounts in the later participant comparison group were excluded from this table because they do not have detailed 

payment information. 

 

Table V-15 displays the total bill coverage rates distribution.  The table shows that while 

only 33 percent of the treatment group paid their full bill or more prior to enrollment in CAP, 

71 percent paid their full bill or more following enrollment.  The comparison groups did not 

see the same improvement in bill coverage rates.   

 

Table V-15 

Total Bill Coverage Rates 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 3,519 2,290 7,021 9,311  

≥ 100%  33% 71% 37%
** 

44% 49% 5%
** 

69% 67% -3%
** 

1% 36%
** 

90%-99% 15% 9% -5%
** 

12% 9% -3%
** 

13% 14% 1% -1% -4%
** 

80%-89% 12% 6% -6%
** 

9% 7% -2%
** 

6% 7% 1%
** 

>-1% -6%
** 

< 80% 40% 14% -26%
** 

35% 35% <1% 11% 12% <1% <1% -26%
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

 

Table V-16 displays the percent of customers who received LIHEAP and the mean LIHEAP 

grants.  Approximately the same percent of customers received LIHEAP after enrolling in 

CAP and the mean grant remained approximately the same. 

 

Table V-16 

Percent Received LIHEAP 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 3,516 2,288 7,021 9,309  

Percent Received LIHEAP  38% 42% 4%
** 

26% 33% 6%
** 

81% 81% <1% 4% 1% 

Mean LIHEAP Grant – 

All Customers 
$82 $102 $19

** 
$58 $69 $11

** 
$182 $202 $19

** 
$15 $4 
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Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Mean LIHEAP Grant –

Received LIHEAP 
$219 $242 $23

** 
$220 $211 -$9 $226 $248 $22

** 
$7 $17 

Percent Received LIHEAP 

Crisis  
16% 11% -5%

** 
11% 14% 3%

** 
3% 2% -1%

** 
1% -6%

** 

Mean LIHEAP Crisis 

Grant – All Customers 
$68 $38 -$30

** 
$44 $58 $14

** 
$13 $8 -$5

** 
$5 -$35

** 

Mean LIHEAP Crisis 

Grant – Received LIHEAP 

Crisis 

$425 $357 -$68
** 

$398 $422 $23
# 

$393 $443 $50
** 

$37 -$105
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

Note: 3 accounts in the treatment group and 2 accounts in the later participant comparison group were excluded from this table because they do not have detailed 
payment information. 

 

E. Arrearage Forgiveness 
This section provides an analysis of the arrearage forgiveness received by CAP participants.  

Table V-17A shows that all customers with arrearages received at least one arrearage 

forgiveness payment.  The full year 2015 CAP participants with arrearages received an 

average of 5.1 arrearage forgiveness payments and $203 in arrearage forgiveness.  The full 

year treatment group with arrearages received an average of 5.2 arrearage forgiveness 

payments and $176 in arrearage forgiveness. 

 

Table V-17A 

Arrearage Forgiveness Received  

 

 Obs. 

% Received 

Arrearage 

Forgiveness 

Mean # of 

Arrearage 

Forgiveness 

Payments 

Mean 

Forgiven 

Median 

Forgiven 

 Forgiveness Received in 2015 

All 2015 Participants (0-150%) 28,265 40% 1.7 $69 $0 

2015 Participants with Arrearages 11,168 100% 4.2 $175 $81 

2015 Full Year CAP 17,130 31% 1.6 $64 $0 

2015 Full Year CAP with Arrearages 5,351 100% 5.1 $203 $107 

 Forgiveness Received in 2016 

All 2016 Participants (151-200%) 869 89% 3.0 $192 $102 

2016 Participants with Arrearages 771 100% 3.3 $216 $117 

2016 Full Year CAP 6 100% 4.8 $267 $225 

2016 Full Year CAP with Arrearages 6 100% 4.8 $267 $225 

 Forgiveness Received in Year after Enrollment 

Treatment Group 3,519 71% 3.5 $118 $40 

Treatment Group with Arrearages 2,483 100% 5.0 $167 $80 

Treatment Group – Full Year CAP 2,893 73% 3.8 $128 $49 

Treatment Group – Full Year CAP with Arrearages 2,107 100% 5.2 $176 $87 
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Table V-17B shows the same information for Peoples division.  The table shows that all 

customers with arrearages received at least one arrearage forgiveness payment.  The full year 

2015 CAP participants received an average of 5.7 arrearage forgiveness payments and $230 

in arrearage forgiveness.  The full year treatment group with arrearages received an average 

of 5.9 arrearage forgiveness payments and $239 in arrearage forgiveness. 

 

Table V-17B 

Arrearage Forgiveness Received - Peoples 

 

 Obs. 

% Received 

Arrearage 

Forgiveness 

Mean # of 

Arrearage 

Forgiveness 

Payments 

Mean 

Forgiven 

Median 

Forgiven 

 Forgiveness Received in 2015 

All 2015 Participants (0-150%) 17,095 44% 2.1 $92 $0 

2015 Participants with Arrearages 7,465 100% 4.8 $210 $83 

2015 Full Year CAP 10,118 31% 2.1 $86 $0 

2015 Full Year CAP with Arrearages 3,790 100% 5.7 $230 $96 

 Forgiveness Received in 2016 

All 2016 Participants (151-200%) 546 89% 3.0 $238 $113 

2016 Participants with Arrearages 485 100% 3.4 $268 $143 

2016 Full Year CAP 4 100% 6.3 $321 $284 

2016 Full Year CAP with Arrearages 4 100% 6.3 $321 $284 

 Forgiveness Received in Year after Enrollment 

Treatment Group 1,593 75% 4.4 $179 $71 

Treatment Group with Arrearages 1,196 100% 5.8 $239 $126 

Treatment Group – Full Year CAP 1,459 76% 4.5 $183 $74 

Treatment Group – Full Year CAP with Arrearages 1,112 100% 5.9 $239 $128 

 

Table V-17C shows the same information for the Equitable division.  The table shows that all 

customers with arrearages received at least one arrearage forgiveness payment.  The full year 

2015 CAP participants received an average of 3.6 arrearage forgiveness payments and $139 

in forgiveness.  The full year treatment group with arrearages received an average of 4.5 

arrearage forgiveness payments and $106 in arrearage forgiveness. 
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Table V-17C 

Arrearage Forgiveness Received - Equitable 

 

 Obs. 

% Received 

Arrearage 

Forgiveness 

Mean # of 

Arrearage 

Forgiveness 

Payments 

Mean 

Forgiven 

Median 

Forgiven 

 Forgiveness Received in 2015 

All 2015 Participants (0-150%) 11,170 33% 1.0 $35 $0 

2015 Participants with Arrearages 3,703 100% 3.1 $104 $80 

2015 Full Year CAP 7,012 31% 0.8 $31 $0 

2015 Full Year CAP with Arrearages 1,561 100% 3.6 $139 $120 

 Forgiveness Received in 2016 

All 2016 Participants (151-200%) 323 89% 2.8 $113 $89 

2016 Participants with Arrearages 286 100% 3.2 $127 $101 

2016 Full Year CAP 2 100% 2.0 $158 $158 

2016 Full Year CAP with Arrearages 2 100% 2.0 $158 $158 

 Forgiveness Received in Year after Enrollment 

Treatment Group 1,926 67% 2.8 $67 $34 

Treatment Group with Arrearages 1,287 100% 4.2 $100 $60 

Treatment Group – Full Year CAP 1,434 69% 3.1 $73 $40 

Treatment Group – Full Year CAP with Arrearages 995 100% 4.5 $106 $65 

 

Table V-18A displays the percent of treatment group customers who received arrearage 

forgiveness in each month following CAP enrollment.  Of the full year CAP participants with 

arrearages, between 33 and 59 percent received the forgiveness payment each month. 

 

Table V-18A 

Percent Received Arrearage Forgiveness Each Month Following Enrollment 

Treatment Group  
 

 Obs. 
Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

All Treatment Group 3,519 23% 42% 35% 30% 28% 25% 26% 27% 28% 29% 29% 29% 

Treatment Group with 

Arrearages 
2,483 33% 59% 49% 43% 40% 36% 38% 39% 40% 41% 41% 41% 

Treatment Group – Full 

Year CAP 
2,893 24% 43% 37% 32% 30% 27% 29% 30% 31% 32% 32% 34% 

Treatment Group – Full 

Year CAP with Arrearages 
2,107 33% 59% 50% 44% 41% 38% 40% 41% 43% 44% 44% 47% 

 

Table V-18B displays the percent of Peoples division treatment group customers who 

received arrearage forgiveness in each month following CAP enrollment.  Of the full year  

 



www.appriseinc.org Transactions Analysis 

APPRISE Incorporated Page 82 

 

CAP participants with arrearages, between 30 and 61 percent received the forgiveness 

payment each month. 

 

Table V-18B 

Percent Received Arrearage Forgiveness Each Month Following Enrollment 

Peoples Treatment Group  
 

 Obs. 
Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

All Treatment Group 1,593 23% 46% 42% 37% 37% 34% 36% 37% 37% 36% 36% 37% 

Treatment Group with 

Arrearages 
1,196 30% 61% 56% 50% 49% 46% 48% 49% 50% 49% 47% 49% 

Treatment Group – Full Year 

CAP 
1,459 23% 46% 43% 38% 38% 35% 37% 38% 39% 38% 37% 39% 

Treatment Group – Full Year 

CAP with Arrearages 
1,112 30% 61% 56% 50% 50% 46% 49% 50% 51% 50% 49% 51% 

 

Table V-18C displays the percent of Equitable division treatment group customers who 

received arrearage forgiveness in each month following CAP enrollment.  Of the full year 

CAP participants with arrearages, between 28 and 57 percent received the forgiveness 

payment each month. 

 

Table V-18C 

Percent Received Arrearage Forgiveness Each Month Following Enrollment 

Equitable Treatment Group  
 

 Obs. 
Months After Enrollment 

1 2 3 4 5 6 7 8 9 10 11 12 

All Treatment Group 1,926 24% 38% 29% 24% 20% 18% 19% 19% 21% 22% 23% 23% 

Treatment Group with 

Arrearages 
1,287 36% 58% 43% 37% 31% 26% 28% 29% 31% 33% 35% 34% 

Treatment Group – Full Year 

CAP 
1,434 25% 39% 30% 26% 22% 19% 21% 22% 23% 25% 27% 29% 

Treatment Group – Full Year 

CAP with Arrearages 
995 36% 57% 44% 38% 32% 28% 30% 32% 34% 36% 39% 41% 

 

F. Collections Impacts 
This section examines the impacts of CAP on collections actions and costs.  Table V-19A 

shows that there was a small, statistically significant reduction in the number of collection 

calls for the treatment group as compared to the comparison groups. 
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Table V-19A 

Number of Collections Actions 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 3,517 2,287 7,007 9,294  

Letters 0.05 0.09 0.04
** 

0.05 0.14 0.09
** 

0.05 0.04 -0.02
** 

0.04 <0.01 

Calls 0.07 0.12 0.05
** 

0.09 0.16 0.07
** 

0.04 0.02 -0.1
** 

0.03 0.03* 

Termination Processing 

step – No Cost 
0.12 0.19 0.07

** 
0.16 0.29 0.13

** 
0.04 0.04 -0.01 0.06 0.01 

Termination Processing 

Step – With Cost 
0.01 0.01 0.01 0.01 0.01 0.01 0.01 0.01 -0.01

** 
>-0.01 <0.01 

Terminations 0.08 0.10 0.02
* 

0.11 0.18 0.07
** 

0.03 0.03 -0.01
# 

0.03 -0.01 
**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

Note: 2 accounts in the Treatment Group, 3 accounts in the Later Participant Comparison Group, and 14 accounts in the Nonparticipant Comparison Group are excluded 

from this tables due to missing Collections Actions information. 
 

Table V-19B shows the results for the Peoples division customers. This table shows that 

there was a significant decline in the number of letters, calls, and terminations for the 

treatment group as compared to the comparison groups. 

 

Table V-19B 

Number of Collections Actions - Peoples 

 

 

Treatment Group 
Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 
Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post 

Chang

e 

Number of Customers 1,591 1,518 7,007 8,525  

Letters 0.10 0.06 -0.04
** 

0.07 0.13 0.06
** 

0.05 0.04 -0.02
** 

0.02 -0.06
** 

Calls 0.13 0.08 -0.06
** 

0.14 0.19 0.05
** 

0.04 0.02 -0.1
** 

0.02 -0.07
** 

Termination Processing 

step – No Cost 
0.24 0.14 -0.10

** 
0.24 0.33 0.09

** 
0.04 0.04 -0.01 0.04 -0.14

** 

Termination Processing 

Step – With Cost 
0.01 0.01 -0.01 0.01 0.01 >-0.01 0.01 0.01 -0.01

** 
-0.01 -0.01 

Terminations 0.17 0.10 -0.08
** 

0.21 0.16 0.05
** 

0.03 0.03 -0.01
# 

0.02 -0.10
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 
Note: 2 accounts in the Treatment Group, 3 accounts in the Later Participant Comparison Group, and 14 accounts in the Nonparticipant Comparison Group are 

excluded from this tables due to missing Collections Actions information. 

 
Table V-19C shows the results for the Equitable division customers. This table shows that 

there was a significant increase in the number of letters, calls, and terminations for the 

treatment group as compared to the comparison groups. 
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Table V-19C 

Number of Collections Actions – Equitable 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 1,926 769 7,007   

Letters 0.01 0.12 0.11
** 

0.01 0.15 0.15
** 

0.05 0.04 -0.02
** 

0.07 0.04
** 

Calls 0.02 0.16 0.14
** 

0.01 0.11 0.10
** 

0.04 0.02 -0.01
** 

0.05 0.10
** 

Termination Processing 

step – No Cost 
0.02 0.23 0.21

** 
0.01 0.21 0.20

** 
0.04 0.04 -0.01 0.10 0.11

** 

Termination Processing 

Step – With Cost 
0.01 0.01 0.01

** 
0.01 0.01 0.01 0.01 0.01 -0.01

** 
0.01 0.01

* 

Terminations 0.01 0.11 0.10
** 

0.01 0.12 0.12
** 

0.03 0.03 -0.01
# 

0.06 0.04
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

The nonparticipant comparison group is comprised of Peoples customers. 

 

Table V-20A shows that there was not a statistically significant change in the cost of 

collections for the treatment group as compared to the comparison groups. 

 
Table VI-20A 

Cost of Collections Actions 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
3,517 2,287 7,007 9,294  

Letters $0.05 $0.09 $0.04
** 

$0.05 $0.14 $0.09
** 

$0.05 $0.04 -$0.02
** 

$0.04 $0.01 

Calls $0.01 $0.01 $0.01
** 

$0.01 $0.02 0.01
** 

$0.01 $0.01 -$0.01
** 

$0.01 $0.01* 

Termination 

Processing Step  
$0.27 $0.42 $0.15 $0.54 $0.62 $0.08 $0.32 $0.16 -$0.17

** 
-$0.04 $0.19 

Terminations $5.46 $6.71 $1.25
* 

$6.99 $11.61 $4.62
** 

$1.95 $1.62 -$0.33
# 

$2.15 -$0.90 

Total Cost $5.79 $7.23 $1.44
** 

$7.59 $12.39 $4.80
** 

$2.33 $1.82 -$0.51
** 

$2.14 -$0.71 
**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 

Note: 2 accounts in the Treatment Group, 3 accounts in the Later Participant Comparison Group, and 14 accounts in the Nonparticipant Comparison Group are 

excluded from this tables due to missing Collections Actions information. 
 

 

Table V-20B shows the results for the Peoples division customers. This table shows that 

there was a significant decline in the cost of collections of $6.52 for the treatment group as 

compared to the comparison groups. 
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Table V-20B 

Cost of Collections Actions - Peoples 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
1,591 1,518 7,007 8,525  

Letters $0.10 $0.06 -$0.04
** 

$0.08 $0.13 $0.06
** 

$0.05 $0.04 -$0.02
** 

$0.02 -$0.06
** 

Calls $0.01 $0.01 -$0.01
** 

$0.01 $0.02 <$0.01
** 

<$0.01 <$0.01 >-$0.01
** 

<$0.01 -$0.01
** 

Termination 

Processing– 

With Cost 

$0.57 $0.32 -$0.24 $0.76 $0.72 -$0.04 $0.32 $0.16 -$0.17
** 

-$0.10 -$0.14 

Terminations $11.06 $6.16 -$4.90
** 

$10.40 $13.55 $3.14
** 

$1.95 $1.62 -$0.33
# 

$1.41 -$6.31
** 

Total Cost $11.74 $6.55 -$5.19
** 

$11.26 $14.42 $3.16
** 

$2.33 $1.82 -$0.51
** 

$1.32 -$6.52
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 
Note: 2 accounts in the Treatment Group, 3 accounts in the Later Participant Comparison Group, and 14 accounts in the Nonparticipant Comparison Group are 

excluded from this tables due to missing Collections Actions information. 
 

Table V-20C shows that there was a statistically significant increase in the cost of collections 

for the Equitable treatment group of $3.15 as compared to the comparison groups. 

 
Table V-20C 

Cost of Collections Actions – Equitable 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group  

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
1,926 769 7,007 7,776  

Letters $0.01 $0.12 $0.11
** 

$0.01 $0.15 $0.15
** 

$0.05 $0.04 -$0.02
** 

$0.07 $0.04
** 

Calls <$0.01 $0.02 $0.01
** 

<$0.01 $0.01 $0.01
** 

<$0.01 <$0.01 >-$0.01
** 

<$0.01 $0.01
** 

Termination 

Processing Step 

– With Cost 

$0.03 $0.50 $0.47
** 

$0.08 $0.42 $0.34 $0.32 $0.16 -$0.17
** 

$0.08 $0.38
* 

Terminations $0.84 $7.16 $6.33
** 

$0.25 $7.80 $7.54
** 

$1.95 $1.62 -$0.33
# 

$3.61 $2.72
** 

Total Cost $0.88 $7.80 $6.91
** 

$0.34 $8.38 $8.04
** 

$2.33 $1.82 -$0.51
** 

$3.76 $3.15
** 

**Denotes significance at the 99 percent level. *Denotes significance at the 95 percent level. #Denotes significance at the 90 percent level. 
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G. Summary 
This section provided an analysis of Peoples’ CAP impacts on affordability, bill payment 

compliance, and collections actions.  Key findings from the analysis are summarized below. 

 CAP Participation: 82 percent of the treatment group who enrolled in 2015 and did not 

participate in CAP in the year prior to enrollment remained on CAP for at least a full 

year.  While 92 percent of the Peoples treatment group participated in CAP for the full 

year, 74 percent of the Equitable treatment group participated in CAP for the full year. 

 

 CAP Credits: All 2015 participants received an average of 4.6 credits and $467, and full 

year participants received an average of 5.3 credits and $541.  While ten percent of all 

2015 participants received $1,000 or more in CAP credits, 12 percent of the full year 

participants received $1,000 or more in CAP credits. 

 

The treatment group analysis focuses on credits received in the year after the 2015 

enrollment.  Therefore, most of these customers are receiving credits for winter 2016, the 

2nd warmest year on record in Pittsburgh according to the National Oceanic and 

Atmospheric Administration (NOAA)
4
.  As a result, the 2015 treatment group has 

average CAP credits that are significant lower than all 2015 participants whose data 

includes winter 2015 when the weather was much colder than average.  The treatment 

group received an average of 3.9 credits and $194, and full year participants received an 

average of 4.2 credits and $205.  Only one percent received $1,000 or more in CAP 

credits. 

 

 Monthly CAP Credit Receipt: Approximately 28 to 40 percent of the treatment group had 

a CAP credit each month in the year following CAP enrollment. 

 

 CAP Discount:  The CAP discount is defined as the CAP credits divided by the 

customer’s full bill.  The mean discount across the full treatment group was 22 percent.  

Customers with income below 50 percent of the poverty level had the greatest percent 

discount, averaging 40 percent, and ten percent of these customers had a discount above 

67 percent. 

 

 Calculated CAP Payment: The CAP payment is calculated as eight, nine, or ten percent 

of income, depending on the poverty level. These values are consistent with the PUC’s 

energy burden targets for CAP participants.  For example, for customers with income 

between 101 and 150 percent of the poverty level, the energy burden target is nine to ten 

percent and Peoples percent of income payment is ten percent. 

 

 Minimum CAP Payment: A large percentage of CAP participants have the minimum 

payment of $25/month, especially in the lowest poverty group.  While 71 percent of all 

2015 participants with income below 50 percent of the poverty level have the minimum 

payment, 44 percent of all 2015 participants from zero to 150 percent of poverty have the 

minimum payment. 

 

                                                 
4
 https://www.ncdc.noaa.gov/sotc/national/2016/13/supplemental/page-1 
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 Energy Burden: Energy burden is defined as the annual gas bill divided by annual 

household income.  While energy burden was 38 percent in the year prior to CAP 

enrollment when there was a cold winter, energy burden averaged 23 percent in the year 

following CAP enrollment, a decline of 15 percentage points.  Relative to the comparison 

group, CAP participants’ energy burden declined by nine percentage points.  The CAP 

had a significant positive impact on energy bill affordability. 

 

 CAP Bills: CAP participants’ bills declined by an average of $590 due to both the CAP 

credits and the warmer winter.  Compared to the average comparison group change, CAP 

participants’ bills declined by $324. 

 

 CAP Plus: The CAP Plus amount is calculated by Peoples as the LIHEAP receipts for 

customers participating in the CAP program for the previous LIHEAP heating season 

divided by number of current active CAP participants and the projected number of CAP 

participants to join CAP that quarter.   The CAP Plus amount is added to the calculated 

monthly CAP payment amount for all participating CAP customers.  The 2015 

participants received a mean of 6.3 CAP Plus charges totaling $38 and the treatment 

group received a mean of 7.3 CAP Plus charges totaling $46.  The CAP Plus charges 

made up 5.8 percent of the discounted bill for all 2015 participants and 7.8 percent of the 

discounted bill for the treatment group. 

 

 LIHEAP and Crisis: While there was no significant net change in the amount of LIHEAP 

received, there was a decline in the amount of LIHEAP Crisis assistance received, likely 

due to a more affordable bill. 

 

 CAP Payments Made: CAP participants increased the number of cash payments made as 

compared to the decline experienced by the comparison groups.  As a result of the 

reduced charges, customers reduced the amount of cash payments made.  However, the 

net change, compared to the comparison groups, was a slight increase in cash payments. 

 

 Total Coverage Rate: The total coverage rate is the percent of charges covered by the 

customer’s cash payments and all other credits, including assistance payments.  The 

treatment group increased their total coverage rate from 85 percent in the pre-CAP 

enrollment period to 123 percent in the post-CAP enrollment period, indicating that these 

customers were paying off some of their balances.  The net change was an increase of 36 

percentage points compared to the comparison groups.  

 

While only 33 percent of the treatment group paid their full bill or more prior to 

enrollment in CAP, 71 percent paid their full bill or more following enrollment.  The 

comparison groups did not see the same improvement in bill coverage rates.   

 

 Arrearage Forgiveness: CAP participants received an average of $118 in arrearage 

forgiveness in the post-treatment period. 

 

All customers with arrearages received at least one arrearage forgiveness payment.  The 

full year 2015 CAP participants with arrearages received an average of 5.1 arrearage 

forgiveness payments and $203 in arrearage forgiveness.  The full year treatment group 
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with arrearages received an average of 5.2 arrearage forgiveness payments and $176 in 

arrearage forgiveness. 

 

 Collections Actions: There was a small, statistically significant reduction in the number 

of collection calls for the treatment group as compared to the comparison groups.  There 

was a significant decline in the number of letters, calls, and terminations for the Peoples 

treatment group as compared to the comparison groups.  There was a significant increase 

in the number of letters, calls, and terminations for the Equitable treatment group as 

compared to the comparison groups. 

 

 Collections Costs: There was a significant decline in the cost of collections of $6.52 for 

the Peoples treatment group as compared to the comparison groups.  There was an 

increase in the cost of collections for the Equitable treatment group of $3.15 as compared 

to the comparison groups. 
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VI. Summary of Findings and Recommendations 

This section provides responses to the evaluation questions and key findings and 

recommendations for each program. 

 

A. Evaluation Questions 
The Evaluation of Peoples Natural Gas’ Universal Service Programs answered the following 

research questions. 

1. Is the appropriate population being served?  Does the enrollment level meet the needs in 

the service territory?  Are the participants eligible for the programs as defined in the 

Universal Service Plan?  Is re-certification completed according to the Universal Service 

Plan?  

 

The evaluation analyzed the number of households with gas heating service who were 

income-eligible for CAP and calculated the number who participated in Peoples CAP at 

any point in 2015.  The table below shows that 44 percent of eligible households 

participated in CAP in 2015 and that participation rates were about 60 percent for 

households with income below the poverty level. 

 

Poverty Group 

2015 Data 

Eligible 

(American 

Community 

Survey) 

CAP 

Participants 

Participation 

Rate 

≤ 50% 16,565 9,471 57% 

51% – 100% 26,668 17,120 64% 

101% – 150% 39,193 9,835 25% 

Total 82,426 36,426 44% 

 

In addition to serving income-eligible households, the program serves a high percentage 

of households with vulnerable members.  The analysis showed that 27 percent of the 

2015 participants had a senior in the home and 46 percent had a child. 

 

Re-certification is conducted according to the program plan.  CAP recertification is 

generally completed on an annual basis. Customers who have received LIHEAP in the 

past 24 months or who have certain fixed income types (pension, social security, or 

disability) are recertified once every two years. DEF sends customers a letter 60 days 

prior to their recertification date requesting that the customer submit proof of income to 

remain active in the CAP program. A second letter is mailed 30 days later. If the 

customer does not provide the required income documentation within the 60-day period, 

the customer is dismissed from CAP.  
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2. What is the customer distribution by CAP payment plan?  Do participants’ energy 

burdens comply with the CAP Policy Statement?  How many and what percent of 

customers have a minimum payment?  

 

The table below shows that 26 percent of the 2015 CAP participants had income at or 

below 50 percent of the poverty level, 47 percent had income between 51 and 100 

percent, and 27 percent had income between 101 and 150 percent of the poverty level.  

The associated payment levels of eight, nine, and ten percent of income payments are in 

accordance with the CAP Policy Statement.  Forty-four percent of all 2015 participants 

had the minimum payment of $25 per month. 

 

Poverty Level 

Percent of  

All 2015 

Participants 

Percent of 

Income 

Payment 

PUC Energy 

Burden 

Target 

All 2015 Participants Treatment Group 

Mean 

Payment 

% with 

Minimum 

Payment 

Mean 

Payment 

% with 

Minimum 

Payment 

≤50% 26% 8% 5%-8% $32 71% $34 68% 

51%-100% 47% 9% 7%-10% $43 47% $47 46% 

101%-150% 27% 10% 9%-10% $77 14% $77 16% 

All 100%   $50 44% $56 39% 

 

While the CAP payment is designed to provide an energy burden that falls within the 

PUC targeted affordability level, there are several reasons why an individual CAP 

participant’s energy burden would be higher than this calculated target. 

 

 Minimum payment:  As shown above, a large percentage of CAP participants have 

the minimum payment level assigned.  By definition, these customers will have an 

energy burden that exceeds the percentage of income payment level. 

 

 Full year: Customers who are not on CAP for the full year will not receive all CAP 

credits. 

 

 Did not receive all credits: Historically, customers who did not make timely payments 

did not receive all CAP credits.  The credit application policy has changed so that 

currently customers do receive a credit each month they are on CAP. 

 

 Arrearage forgiveness co-payment: Customers with arrearages pay $5 per month to 

reduce the arrearage while they are receiving arrearage forgiveness.  This increases 

the monthly payment above the targeted percentage of income payment level. 

 

 CAP Plus co-payment: All CAP participants have a CAP Plus co-payment which 

increases the monthly payment above the targeted percentage of income payment 

level. 
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The table below shows the energy burden for the treatment group before and after 

participating in CAP.  The table shows a large reduction in average burden from 59 

percent before participation to 35 percent while participating for customers with income 

below 50 percent of the poverty level.  However, given the reasons noted above, a large 

percentage of these customers still have an energy burden that exceeds the PUC target. 

 

Poverty 

Level 

Treatment Group  

Mean Unadjusted 

Gas Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 59% 35% 5%-8%  ≤ 50% 96% 85% 

51 – 100% 41% 25% 7%-10%  51 – 100% 86% 71% 

101 – 150% 24% 15% 9%-10%  101 – 150% 71% 48% 

 

The table below shows the impact that some of these factors have on energy burden.  

This table excludes customers with the minimum payment, excludes customers who did 

not participate in CAP for the full year, and excludes the arrearage forgiveness co-pay 

and the CAP Plus amount.  When all of these adjustments are made, only ten percent of 

those with income below 50 percent of the poverty level have an energy burden above the 

target level. 

 

Poverty 

Level 

Treatment Group  

Mean Adjusted Gas 

Energy Burden 

PUC 

Energy 

Burden 

Target 

 

Poverty 

Level 

Treatment Group  

Percent with 

Burden Above 

PUC Target 

 

Pre Post  Pre Post 

≤ 50% 20% 3% 5%-8%  ≤ 50% 88% 10% 

51 – 100% 18% 7% 7%-10%  51 – 100% 73% 21% 

101 – 150% 16% 7% 9%-10%  101 – 150% 64% 21% 

 

3. What are the CAP retention rates?  Why do customers leave CAP?  

 

The table below shows that 61 percent of the 2015 participants had enrolled on or before 

January 1, 2015 and had not been deactivated prior to January 1, 2016.  Twenty percent 

did not participate for all of 2015 because they enrolled after January 2015, nine percent 

enrolled in January 2015 but were removed before December 2015, and ten percent 

enrolled after January 2015 and were removed before December 2015. 

 

 
All 2015 CAP Participants 

# % 

Final Analysis Group 28,265 100% 

Full Year in CAP 17,130 61% 
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All 2015 CAP Participants 

# % 

Not Full Year in CAP 11,135 39% 

Enrolled after January 5,693 20% 

Removed before 

December 
2,656 9% 

Enrolled after Jan and 

removed before Dec 
2,786 10% 

 

The table below displays the CAP removal reason for customers in each group who were 

deactivated.  The table shows that the most common removal reason was that the 

customer did not provide documentation.   

 

 
All 2015 CAP Participants 

# % 

Did Not Provide Documentation 3,820 70% 

Income Too High 727 13% 

Customer Request 294 5% 

Final Bill or Disconnected 223 4% 

System Error Correction 177 3% 

Set up in Error 167 3% 

Annual Credit Exceeds $1,000 34 1% 

Usage Exceeds 125% 0 0% 

Total 5,442 100% 

 

4. Is there an effective link between CAP and energy assistance programs (LIHEAP, 

hardship, and other grants)?   

 

There is an effective link between CAP and energy assistance programs.  Peoples 

encourages customers to apply for LIHEAP with bill inserts, posters, outreach, 

community events, and application assistance.  If requested, Peoples will hand write the 

LIHEAP application for the customer and mail it to the customer to be signed and 

submitted.  Dollar Energy asks customers if they applied for LIHEAP/Crisis if they are 

eligible.  Customers must apply for LIHEAP/Crisis prior to receiving the Dollar Energy 

grant. 

 

The table below shows that 38 percent of the CAP treatment group received LIHEAP in 

the year before CAP enrollment and 42 percent received LIHEAP in the year following 

CAP enrollment. 
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Treatment Group 

Pre Post Change 

Number of Customers 3,516 

Percent Received LIHEAP  38% 42% 4%
** 

Mean LIHEAP Grant – All Customers $82 $102 $19
** 

Mean LIHEAP Grant –Received LIHEAP $219 $242 $23
** 

Percent Received LIHEAP Crisis  16% 11% -5%
** 

Mean LIHEAP Crisis Grant – All Customers $68 $38 -$30
** 

Mean LIHEAP Crisis Grant – Received Crisis $425 $357 -$68
** 

 

5. How effective are the CAP control features at limiting program costs?  What are the 

number and percent of customers with minimum payments?  What are the number and 

percent of customers who exceed the maximum CAP credits?  

 

The table below shows that approximately 40 percent of the CAP participants had the 

minimum payment. 

 

Poverty Level 

All 2015 Participants Treatment Group 

Mean 

Payment 

% with 

Minimum 

Payment 

Mean 

Payment 

% with 

Minimum 

Payment 

≤50% $32 71% $34 68% 

51%-100% $43 47% $47 46% 

101%-150% $77 14% $77 16% 

All $50 44% $56 39% 

 

Peoples generates a report to monitor customers who exceed $1,000 in CAP credits. 

Customers are notified of their current use of CAP credits and offered information about 

the LIURP weatherization program when they reach $500 in CAP credits and $750 in 

CAP credits annually. The notification includes a description of the customer’s 

responsibility to monitor gas usage and advises the customer that he/she may be 

responsible for CAP credits over $1,000.  

 

When an account exceeds the $1,000 CAP credit amount, the account is reviewed and the 

customer is contacted to determine if excess CAP credits are justified. DEF completes a 

questionnaire with the customer.  Justification may include an increase in household size, 

serious illness of a family member, usage was beyond the household’s ability to control, 

or a very low CAP payment. Special needs customers identified through this process are 

referred to the CARES program. High usage customers are referred for weatherization. 

 

Unjustified CAP credits in excess of $1,000 may be reversed and the resulting bill will be 

the responsibility of the CAP participant.  
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The table below shows that only ten percent of the 2015 participants and one percent of 

the treatment group had $1,000 or more in CAP credits. 

 

 Obs. 

Mean 

# CAP 

Credits 

Mean  

Credits 

Median  

Credits 

Received 

$1,000 or 

More CAP 

Credits 

 Credits Received in 2015 

All 2015 Participants (0-150%)      

All  28,265 4.6 $467 $378 10% 

Full Year CAP  17,130 5.3 $541 $452 12% 

 Credits Received in Year after Enrollment 

Treatment Group      

All  3,519 3.9 $194 $125 1% 

Full Year CAP  2,893 4.2 $205 $131 1% 

 

6. How effective is the CAP and LIURP link?  Is the company’s procedure for dealing with 

excessively high usage effective?  If not, how can it be improved?  

 

At the time of CAP enrollment, participants receive information on conservation tips and 

weatherization programs. Customers with a history of high energy usage are referred to 

LIURP and any other appropriate programs. All participants are advised that their usage 

will be reviewed on an ongoing basis and unjustified excess CAP usage may be billed to 

the CAP customer or the CAP customer may be removed from CAP.  

 

Peoples generates a daily report that allows the Company to identify CAP customers 

whose weather-normalized annual usage has increased by more than 25 percent. When a 

CAP customer’s account appears in the report, the Company representative reviews the 

account and the customer is contacted to determine if the increase in gas usage is justified 

due to an increase in household size, serious illness of a family member, or usage was 

beyond the household’s ability to control. Peoples has a questionnaire they provided to 

DEF to use when discussing usage with the customer.  The majority of the cases 

reviewed meet one of these justified reasons for an increase in usage. 

 Number of people living in the home increased 

 Medical condition in the home 

 New gas appliances installed 

 Furnace condition 

 Window condition 

 Attic insulation condition 

 Home drafts 

 Whether home has been weatherized 

 Other reasons 
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If DEF does not get in touch with the customer on the phone, they mail the questionnaire, 

the customer fills it in and mails it back, and they use the information that the customer 

provided. 

 

7. Has collection on missed CAP payments been timely?  Has the company followed its own 

default procedures in its Universal Service Plan for CAP customers?   

 

Peoples follows normal collections procedures for CAP participants who do not make 

their payments in a timely manner. Customers who do not make their monthly payments 

may be placed in collections and have their service terminated. To avoid termination, the 

customer must pay the amount set forth in the termination notice prior to the scheduled 

termination date.  

 

8. Does participation in Universal Service Programs reduce service terminations?   

 

There was a small, statistically significant reduction in the number of collection calls for 

the treatment group as compared to the comparison groups, but no significant change in 

terminations. 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of Customers 3,517 2,287 7,007 9,294  

Letters 0.05 0.09 0.04
** 

0.05 0.14 0.09
** 

0.05 0.04 -0.02
** 

0.04 <0.01 

Calls 0.07 0.12 0.05
** 

0.09 0.16 0.07
** 

0.04 0.02 -0.1
** 

0.03 0.03* 

Termination Processing 

step – No Cost 
0.12 0.19 0.07

** 
0.16 0.29 0.13

** 
0.04 0.04 -0.01 0.06 0.01 

Termination Processing 

Step – With Cost 
0.01 0.01 0.01 0.01 0.01 0.01 0.01 0.01 -0.01

** 
>-0.01 <0.01 

Terminations 0.08 0.10 0.02
* 

0.11 0.18 0.07
** 

0.03 0.03 -0.01
# 

0.03 -0.01 

 

9. Does participation in Universal Service Programs decrease collections costs? 

 

There was not a statistically significant change in the cost of collections for the treatment 

group as compared to the comparison groups. 
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Table VI-2A 

Cost of Collections Actions 

 

 
Treatment Group 

Later Participant 

Comparison Group 

Nonparticipant  

Comparison Group 

Average 

Comparison 

Group 

Change 

Net 

Change 
Pre Post Change Pre Post Change Pre Post Change 

Number of 

Customers 
3,517 2,287 7,007 9,294  

Letters $0.05 $0.09 $0.04
** 

$0.05 $0.14 $0.09
** 

$0.05 $0.04 -$0.02
** 

$0.04 $0.01 

Calls $0.01 $0.01 $0.01
** 

$0.01 $0.02 0.01
** 

$0.01 $0.01 -$0.01
** 

$0.01 $0.01* 

Termination 

Processing Step  
$0.27 $0.42 $0.15 $0.54 $0.62 $0.08 $0.32 $0.16 -$0.17

** 
-$0.04 $0.19 

Terminations $5.46 $6.71 $1.25
* 

$6.99 $11.61 $4.62
** 

$1.95 $1.62 -$0.33
# 

$2.15 -$0.90 

Total Cost $5.79 $7.23 $1.44
** 

$7.59 $12.39 $4.80
** 

$2.33 $1.82 -$0.51
** 

$2.14 -$0.71 

 

 

10. Is the CAP program cost-effective?  

 

The CAP provides large subsidies to participants, averaging several hundred dollars each 

year, to improve the affordability of their energy bills.  Given the size of these subsidies, 

it is not possible for the program to be cost-effective, defined as a subsidy cost that is less 

than the amount saved on collections costs and termination costs.  However, there is 

evidence that the program provides important benefits to participants to improve their 

health and well-being, many of which cannot be quantified. 

 

11. How can Universal Service Programs be more cost-effective and efficient?  

 

Based on the evaluation research, we have the following recommendations to improve 

the effectiveness and efficiency of the Universal Service Programs.   

 

CAP 

 Enrollment: Peoples should consider whether there are cases where agency 

enrollment (rather than telephone enrollment) may provide important benefits to the 

customer such as quicker enrollment or more education and referrals, and should be 

recommended. 

 

 Re-certification: It may be beneficial for Peoples to suggest that certain customers 

visit an agency to recertify to obtain a better understanding of the program, the 

importance of making the monthly CAP payment, and additional resources that may 

be available to assist them in meeting their needs. 

 

 CAP Bill: Peoples could add information on the amount of arrearage forgiveness that 

will be received when they pay their bill to make this even more apparent. 
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 CAP Plus: The CAP Plus adder impacts energy burden and affordability.  Peoples 

should continue to monitor this adder and assess how increases impact affordability, 

especially for the lowest-income customers.   

 

LIURP 

 Targeting: Peoples should consider whether they want to make additional efforts to 

serve the highest of the high users or the customers who are most payment-troubled.  

They could target a subset of their high-usage list for additional LIURP outreach to 

encourage participation. 

 

 Measures: Peoples should assess whether there are opportunities to reduce the 

number of heating system replacements and increase the emphasis on air sealing and 

insulation. 

 

 Coordination: Peoples should continue to work with the electric companies, as 

planned, to try to increase coordination, thus providing improved energy efficiency 

through a holistic approach. 

 

12. Is the program sufficiently funded?  

 

The CAP budget as planned in Peoples’ three-year Universal Services Plan was lower 

than the actual program costs.  Over 230 percent of the planned budget was spent.  The 

planned budget was based on natural gas rates at the time and approximate enrollment.  

In addition to changes in rates and enrollment, there are changes in vendor administration 

costs and payment behavior that impact the amount of arrearage forgiveness benefits.  

The transition from CAP credit application upon payment to CAP credit application upon 

billing resulted in a significant one-time increase in CAP costs.   

 

2015 

Company Budget Expenditures 
Percent of 

Budget Spent 

Peoples $5,583,793  $12,607,004 226% 

Equitable $3,606,966 $8,614,710 239% 

Total $9,190,759 $21,221,714 231% 

 

B. Customer Assistance Program 
Peoples has worked to make CAP as easy as possible for the customer to participate and 

remain enrolled.  We have the following key findings and recommendations with respect to 

CAP. 

1. Phone and Agency Enrollment 
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Most customers enroll in CAP over the telephone by calling DEF.  Customers who have 

received LIHEAP in the past two years or are participating in an electric CAP and 

provide permission for that income verification to be used are not required to document 

their income.  Customers who have not recently verified their income in one of these 

ways are required to mail or fax proof of income and are enrolled in CAP following 

receipt and approval of that documentation. 

 

Customers appear to appreciate the convenience of CAP telephone enrollment.  Most 

respondents to the CAP survey reported that the enrollment and the recertification 

process were very or somewhat easy.  The few customers who stated that enrollment was 

somewhat or very difficult stated that it was difficult to find the time to visit the agency.   

 

Very few customers visit an agency to enroll in CAP. Agency enrollment was developed 

mainly for those customers who were unable to enroll by phone.    However, there may 

be additional cases where agency enrollment may provide important benefits to the 

customer and should be recommended. 

 

 Danger of Termination: The DEF call center noted that the greatest challenge with 

CAP is obtaining information from customers to prove their income level.  They ask 

customers to send their last two pay stubs and proof of employment, but customers do 

not always follow through.  There are times when DEF only receives partial income 

even though they have sent letters and made several attempts to contact the customer.  

This is especially a challenge in termination season when the customer has a 

termination notice and receiving the information in time is a challenge. In these cases, 

Peoples should consider instructing DEF to recommend that the customer visit an 

agency to apply for CAP. 

 

 Challenged Customers:  Agencies have been trained to screen customers for CAP if 

customers visit the agency to apply for the DEF hardship fund.  When the agency 

screens for DEF, they can also screen for CAP and provide the CAP enrollment.  This 

is a beneficial service for such customers who have had serious problems making 

their gas bill payments. 

 

At the time of CAP enrollment, customers are given a handout with energy 

conservation tips and a copy of the CAP customer agreement so they know how to be 

successful in CAP. Peoples has noted that they would like to provide more education 

at enrollment and ensure that they are doing a good job of explaining the CAP 

benefits.  They want to emphasize the benefit of making the monthly payment, 

remaining on CAP, and receiving arrearage forgiveness.  These benefits may be 

clarified if the customer meets with an agency caseworker in person.  Such 

enrollment may be especially beneficial for customers who continue to struggle with 

their CAP payments, are re-enrolling in CAP following a termination, or express a 

need for additional assistance and referrals. 

 

2. Income Verification 
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Peoples has reported that they are working to make it even easier for customers to 

provide income documentation, by creating additional mechanisms for customers to 

submit the information.  Currently, customers can only mail or fax in the documentation, 

which requires a trip to the post office or library.  DEF is working with a vendor to 

provide a method to allow customers to upload documents from a smart phone.  This 

should provide benefits to customers who use this technology and an additional avenue to 

quickly enroll if they are facing a termination. 

3. Recertification 

As with enrollment, customers appear to appreciate the ability to recertify by mailing in 

their documentation rather than visiting an agency.  Most respondents reported that the 

recertification process was very or somewhat easy.  Peoples is working to understand 

how to make the recertification process more informative for customers.  It may be 

beneficial for Peoples to suggest that certain customers visit an agency to recertify to 

obtain a better understanding of the program, the importance of making the monthly CAP 

payment, and additional resources that may be available to assist them in meeting their 

needs. 

4. CAP Bill 

Peoples has designed a CAP bill that provides a clear presentation of the monthly CAP 

payment, the five dollar contribution for arrearages, and the CAP credit as the difference 

between actual usage and the CAP payment.  The bill also shows the pre-CAP balance 

and customers who pay their bill will continue to see this amount decline as they receive 

arrearage forgiveness.  The CAP survey shows that the bill does a good job of providing 

this information.  While 97 percent said that the CAP bills shows the CAP payment in a 

way that is clear and easy to locate and understand, 91 percent said it showed the CAP 

credit benefit in a way that is clear and easy to locate and understand, and 84 percent said 

that it showed the arrearage forgiveness amount in a way that is clear and easy to locate 

and understand.  Peoples could add information on the amount of arrearage forgiveness 

that will be received when they pay their bill to make this even more apparent. 

 

5. CAP Plus 

The CAP Plus adder impacts energy burden and affordability.  Peoples should continue to 

monitor this adder and assess how increases impact affordability, especially for the 

lowest-income customers.   

 

6. Affordability 

The CAP survey and the transactions data analysis clearly showed that the program has 

improved affordability for participants. 

 

 CAP survey respondents were much less likely to state that their CAP bills were 

difficult to pay after enrollment in CAP.  While 58 percent said it was very difficult to 

pay the monthly gas bill prior to CAP enrollment, only five percent said it was very 

difficult to pay the bill following enrollment. 
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 CAP survey respondents were less likely to report that they had to delay the 

expenditure or skip paying the bill following enrollment in CAP.  While 60 percent 

said they had to skip paying for food prior to CAP enrollment, 24 percent said they 

did so following CAP enrollment.  Large declines in difficulty paying bills were also 

reported for the telephone, medical or dental, mortgage or rent, and credit card or 

loans. 

 

 Relative to the comparison group, CAP participants’ energy burden declined by nine 

percentage points.   

 

 CAP participants’ bills declined by an average of $590 due to both the CAP credits 

and the warmer winter.  Compared to the average comparison group change, CAP 

participants’ bills declined by $324. 

 

 There was a decline in the amount of LIHEAP Crisis assistance received, likely due 

to a more affordable bill. 

 

7. Bill Payment 

CAP also had a positive impact on bill payment. 

 CAP participants increased the number of cash payments made as compared to the 

decline experienced by the comparison groups.   

 

 The total coverage rate is the percent of charges covered by the customer’s cash 

payments and all other credits, including assistance payments.  The treatment group 

increased their total coverage rate from 85 percent in the pre-CAP enrollment period 

to 123 percent in the post-CAP enrollment period, indicating that these customers 

were paying off some of their balances.  The net change was an increase of 36 

percentage points compared to the comparison groups.  

 

 While only 33 percent of the treatment group paid their full bill or more prior to 

enrollment in CAP, 71 percent paid their full bill or more following enrollment.  The 

comparison groups did not see the same improvement in bill coverage rates.   

 

8. CAP Satisfaction 

Customers reported that CAP was very important in helping them to meet their needs and 

their satisfaction was high. 

 When asked how important CAP had been in helping them meet their needs, 92 

percent said it was very important and five percent said it was somewhat important. 

 

 When asked about satisfaction with CAP, 93 percent said they were very satisfied and 

six percent said they were somewhat satisfied. 
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C. Hardship Fund 
The following key findings and recommendations were made with respect to the Hardship 

Fund. 

1. DEF Partnership 

Peoples has developed a good partnership with DEF to deliver Hardship Fund grants.  

There are over 150 local organizations that participate and some organizations may have 

multiple locations, so there are several hundred physical locations where customers can 

apply.  The agencies that process the grant applications refer eligible customers to CAP, 

LIURP and CARES. 

2. Customer Communication 

DEF continues to work to improve the process for the customer.  They are working to 

enhance their phone system to enable customers to use text messaging in place of 

speaking with a representative. This would help lower income customers whose cell 

phone plan includes only a certain amount of calling, but has unlimited texting. 

D. CARES 
The following key findings and recommendations were made with respect to CARES. 

1. Benefits 

CARES provides important benefits to special needs customers, including education 

about the Earned Income Tax Credit and LIHEAP, thermostats for visually-impaired 

customers, and short-term assistance to ensure that customers are able to access the 

resources that they are referred to. The program referrals include Peoples’ Universal 

Service Programs, available energy assistance sources, and public assistance such as 

Supplemental Nutrition Assistance Program (“SNAP”), and Medicaid.  CARES 

customers receive substantial financial assistance from social service agencies including 

Catholic Charities, the Salvation Army, and St. Vincent de Paul Society, in addition to 

traditional energy assistance programs. 

 

2. Employee Education 

Peoples has leveraged CARES to educate employees about special needs customers, 

increase the sensitivity of their employees, and increase customer referrals. 

 

E. LIURP 
The following key findings and recommendations were made with respect to LIURP. 

1. Energy Education 

Peoples has developed an extensive education program for their LIURP participants.    

They implemented a Pledge Form to involve the customers with the contractor. The 

Pledge Form helps the LIURP participants understand that the purpose of the program is 

energy conservation and to understand the measures that were installed in their home.  

There is also an Action Plan form that lists the actions that the customer committed to 

take to further reduce gas usage.   
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Peoples contracts with energy consultants who perform random inspections on about 25 

percent of the completed jobs.  The consultants provide additional energy education to 

the customers about the work completed and additional actions the customers can take to 

save energy.   

 

2. Energy Savings 

Peoples has achieved high savings from LIURP, averaging about 20 percent of the 

customers’ pre-treatment natural gas usage.  However, given the high level of pre-

treatment usage, and the investment level, Peoples should consider whether it may be 

possible to achieve even higher savings through targeting and the efficiency services that 

are provided. 

 

3. Targeting 

Once each year Peoples puts together a referral list of income-eligible customers who 

have not received weatherization in the last seven years. CCI sends mailings to customers 

on Peoples contact list with an instruction letter and application form. Generally the 

response rate to the mailing is about 15 to 20 percent. In December 2016 CCI mailed 

2,000 letters with the goal of serving about 400 customers in 2017.  

 

Peoples should consider whether they want to make additional efforts to serve the highest 

of the high users or the customers who are most payment-troubled.  They could target a 

subset of the list for additional outreach to encourage participation. 

 

4. Energy Efficiency Measures 

Peoples should assess whether there are opportunities to reduce the number of heating 

system replacements and increase the emphasis on air sealing and insulation. 

 

5. Coordination 

Peoples Gas works to complete jobs that are combined with the PA Department of 

Community and Economic Development Weatherization Program and with electric 

companies.  They completed 17 combined jobs in 2014, 23 combined jobs in 2013, and 

33 combined jobs in 2012.  Peoples should continue to work with the electric companies, 

as planned, to try to increase coordination, thus providing improved energy efficiency 

through a holistic approach. 
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For 24/7 account access: peopleseaccount.com

Page 1 Bill Prepared:  Jun 12, 2018
Account Number

CAP BILL

Current Payments & Charges - May 11 - Jun 11
Balance From Previous Bill $114.00 
Payment Applied - Thank You ($114.00)
Your Monthly CAP Amount $109.00 
Your Monthly Pre-CAP Amount $5.00 

Other Credits (see back for detail) $0.00 
Other Charges (see back for detail) $0.00 

Total Current Balance $114.00 

Pay This Amount No Later Than  Jul 5, 2018 $114.00

When you make your CAP payment, you will receive an additional
credit of $19.23 towards your balance.

Other important information on back

Return this part to the address below with a check made payable to Peoples.

DUE DATE Account No. Jul 5, 2018

$114.00

CAP Amount Due Amount Enclosed

        

PEOPLES
PO BOX 644760
PITTSBURGH, PA 15264-4760

Questions about this bill?
Please contact us before the
due date on your bill at
1-800-400-WARM (9276)
Monday through Friday
7:00 a.m. to 5:00 p.m.

To Report an Emergency:
1-800-400-4271
Answers 24 hours a day.

Write to us at:
Peoples
P.O.Box 535323
Pittsburgh, PA 15253-5323
or www.peoples-gas.com

Hearing Impaired Customers
Call 711 or 1-800-654-5988

Account Information

Customer Assistance Program
(CAP) is a special payment plan
that allows income eligible customers
to make monthly payments based on
their income and family size.

Pre-CAP amount you owed when you
joined CAP $872.12. $5.00 of your CAP
payment was applied to your pre-CAP
balance and you received a credit of
$19.23 for making your CAP payment.
Your pre-CAP balance is $847.89.

Actual Usage Bill $40.91
Monthly CAP Amount $109.00
Monthly CAP Credit $0.00

Your CAP Monthly Credit is the difference between your actual usage bill and
your CAP payment amount. When your actual bill is greater than your CAP
payment amount, a CAP Credit is applied to your account.



Page 2 Bill Prepared:  Jun 12, 2018
Account Number

Questions about this bill?
Please contact us before 
the due date on your bill
at 1-800-400-WARM (9276)
Monday through Friday
7:00 a.m. to 5:00 p.m.

To Report an Emergency:
1-800-400-4271
Answers 24 hours a day.

Write to us at:
Peoples
P.O.Box 535323
Pittsburgh, PA 15253-5323
or www.peoples-gas.com

Hearing Impaired Customers
Call 711 or 1-800-654-5988

Credits and Charges Since Last Bill
Credits
Customer Payment $114.00 06/01/2018

Charges

Actual Charges for 3.2 McF    $40.91

Gas Use in MCF

2017 2018
Aug Sep Oct Nov Dec Jan Feb Mar Apr May

24

18

12

6

0

Actual Estimate Customer Read Adjusted Usage

This is an Estimated Bill.

Average - May
2017 2018

Temperature 60 F66F

McF per Day 0.0 0.1

Average Monthly Use: 11.5 McF
Total Annual Use: 115.7 McF

Meter Reading Information
Meter # 

JUN 11, 2018 Estimate 214.5

MAY 10, 2018 Actual 211.3

32 Days of McF Billed 3.2

Understanding Your BILL

Natural Gas Use
This graph shows your natural gas
use over the last 13 months.

Next meter reading on 
07/11 - 07/12/2018.

Types of Meter Readings Actual - A reading by Peoples.

Estimated - Usage based on the weather and your past energy use.

Customer - A reading you give Peoples.

Adjusted - We determine your usage from our actual reading we got close to the billing date.

How to Pay Your Bill Self-Service Portal - Register or Log-in at www.peopleseaccount.com to pay your bill using your
checking or savings account. NO FEES APPLY!

Bank Draft - Deducts the amount of your monthly gas bill directly from your checking or savings
account. For more information, visit our website at www.peoples-gas.com  or call us at 1-800-400-
WARM (9276).

Payment Agencies - Find a list of approved Payment Agencies in your area on our website at
www.peoples-gas.com or call us at 1-800-400-WARM (9276) for the list.

US Mail - Mail your payment in the envelope we provide or to: Peoples, P.O.Box 644760,
Pittsburgh, PA 15264-4760. Please do not send cash.

By Phone - You can pay this bill by Credit/Debit card or Electronic Check. Call Western Union
Speedpay at 1-866-338-5491. Service fees apply. Vist our website at www.peoples-gas.com for
further information.
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1    THE ENERGY AUDITOR:
    • told you that you use much more gas than the average customer uses
    • explained that you use more gas than you pay for
    • described how you might be using so much gas
    • asked if you want to use less gas

Our Weatherization Team has completed work on your home!  However, our Partnership is not yet over. When the project 
started, we talked with your family about how to be most successful at using less gas.

We agreed on the program steps:  
• what is the utility’s job
• what is the contractor’s job
• what is your job 
We’ve completed steps 1, 2, and 3. Step 4 is for you to complete.

WRAP-UP PLEDGE

3 THE WEATHERIZATION CONTRACTOR 
made major improvements to your home.  
This is a list of some of the things done to reduce 
your gas use:

YOUR GAS USE 
LOOKS LIKE THIS

YOUR HOME

AND WE WANT 
IT TO LOOK 
MORE LIKE 

THIS

EFFICIENT HOME

Your gas use 
looks like this

We want it to 
look more like 
this

EFFICIENT HOMEYOUR HOME

2 YOU AND THE ENERGY AUDITOR:
• discussed your role, the contractor’s role, and 
the gas company’s role to meet your goal of using 
less gas

Here is a list of what you agreed to do to use less gas:

4

It
’s

 A
ll 

Co
nn

ected YOUR
GAS

USAGE

• DUCTS

• CLOTHES 
  DRYING
• COOKING

• HEATING
• WATER 
  HEATING

• THE 
  BUILDING

• YOUR HOME

YOUR
FAMILY’S
CHOICES

=

Everything is Connected

 YOU KNOW NOW 
• the reasons for high gas use in your 
home
• that the utility is committed to finding 
ways to help you reduce your gas use 

In order for our program to be 
successful, we need you to commit 
to taking the steps you agreed to take 
in your gas-saving plan, above.

• If there is a major change in your 
home that will make you use more 
gas, such as a hot water leak or 
broken window, please call us at 
412-431-4570 to report it.

It
’s

 A
ll 

Co
nn

ected 1
3
5
7

10

DEGREES 
REDUCED

How Much You Save by 
Turning Down Your Heat

3%
9%

15%
21%
30%

1%
3%
5%
7%

10%

HEAT COST SAVINGS OVER TIME 

AFTER
8 HOURS

AFTER
24 HOURS

YOUR SIGNATURE

Your new heating system is much 
more efficient, and it sends the heat 
to the rooms where you need it. 
The new system, along with other 
improvements we made, will keep 
your house at a consistent 
comfortable temperature.
• When your heating system is on, 
please don’t overheat your house. 
Turning the thermostat down even 
one degree will save gas.

• If you got a new heating system, 
your house will probably feel 
different. Your old heating system 
probably wasted a lot of gas by 
leaking heat in places that didn’t 
help keep your family warm. 

Also, please remember:

• came up with an Action Plan to reduce your gas use

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________

__________________________________________



As Partners in my home’s project with Peoples Gas and the weatherization contractor, we want to save gas and money.

We will take the action steps which are checked below:

ACTION PLAN

LIURP: Bringing you warmth, peace of mind, lower gas use, affordability, and knowledge about energy efficiency.

YOUR SIGNATURE DATE

HEAT

HOT WATER

APPLIANCES

OTHER

We will turn our gas heat down when we will not be home for two hours or more.

We will turn our gas heat down to a lower temperature while we sleep.

We will keep windows and doors closed when the heat is on.

We will take short showers and/or shallow baths to use less hot water.

We will not let the hot water run when we do the dishes.

We will wash our clothes in cold water as much as possible.

We will set our gas dryer on sensor dry so the dryer runs for as short a time as possible.

We agree not to use any unvented combustion appliances.
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WE  
WANT  
TO HELP…

PEOPLES PROGRAMS 
TO HELP CUSTOMERS



Customer Assistance Program (CAP)

Peoples (CAP) offers an affordable monthly payment based on income. 
Customers with arrearages can earn monthly credits to reduce their 
balances faster. 

You may be eligible for CAP if: 

•	 Your household income meets the guidelines in the back  
of the brochure.

•	 You use natural gas heat in your home.

Gas Usage Reduction Program 

Peoples offers a gas usage reduction program with the goal of 
increasing the safety and health of your home while reducing your 
natural gas usage. 

An “energy auditor” will visit your home and carefully inspect it from  
the basement to the attic. They will be looking for areas where heat is 
escaping and cold air is entering the home. 

Some of the improvements that provide the greatest energy savings may 
include: Furnace boiler repair or replacement, attic & wall Insulation, 
caulking and weather-stripping. 

Please call to learn more if:

•	 Your household income meets the guidelines in the back  
of the brochure.

•	 You have high natural gas usage.

Emergency Furnace / Line Repair Assistance

Peoples provides Emergency Furnace and Line Repair assistance to 
homeowners facing an emergency situation. This could be a furnace 
failure or gas line leak.

When a sudden loss of your heating system occurs or your gas line 
fails, please call us if:

•	 Your household income meets the guidelines in the back  
of the brochure.

•	 You own your home.

WE  
WANT  
TO HELP…

Peoples helps customers make 
their gas bill more affordable 
through energy assistance, 
lower payments and reducing 
energy usage. 

Call 1-800-400-WARM (9276)  
to learn more.



Thermostats for the Visually Impaired

We can install a large dial thermostat in the customer’s home at no 
charge for vision impaired customers (proof of impairment is necessary). 
As adjustments are made to the thermostat, the cover produces an audible 
clicking sound. This sound allows low vision customers to count how 
many degrees their adjustment makes, up or down on the thermostat.

Large Print Bill

Customers who have low vision may request to receive a large print bill 
summary. The customer will receive the current monthly bill and in  
addition, they will receive a large print summary page. 

BRAILLE Bills

Customers with no or low vision may 
request to receive a BRAILLE bill at no 
cost. The customer will receive the current 
monthly bill. In addition, they will receive a 
BRAILLE bill. 

Pennsylvania Relay Service

Customers with profound deafness or speech disabled customers can 
use the Pennsylvania Relay service to communicate with Peoples. This 
service allows users to utilize a Communications Assistance person to 
relay the message to the other person. The Pennsylvania Relay Service 
number is 711 or 1-800-654-5988.

LIHEAP Crisis

Additional money is available if you have an emergency situation such as: 

•	 Being without heat.

•	 Your gas service is OFF or is in threat of shut off.

•	 Broken heating equipment or leaking lines. 

Dollar Energy Fund (DEF) Hardship Fund

Dollar Energy Fund (DEF) provides grants to people with limited incomes 
who make a good faith payment towards their bill. Please call today if 
you need help paying your bill and:

•	 Your gas service is OFF or is in threat of shut off.

•	 Your total monthly household income is at or below the amounts 
shown in the chart at the back of the brochure.

Low Income Home Energy 
Assistance Program (LIHEAP)

LIHEAP is federal government money that 
helps customers meet their home heating 
needs. LIHEAP funds are grants that 
customers do not pay back. If you meet the 
income guidelines shown in the chart in 
the back of the brochure, apply for a grant.

Call Peoples for an application at  
1-800-400-WARM (9276) or apply  
online at: www.compass.state.pa.us.



Third Party Notification

Peoples Third Party Notice lets any customer give permission for Peoples 
to notify a friend, relative, clergy person or even Social Service agency 
before service to their home is shut off due to unpaid bills. This person 
or agency will receive a copy of any shutoff notice. Although this service 
will not stop a shutoff, it will alert others that the customer needs help. 
The third party is under no obligation to pay the bill. Landlords are not 
eligible for this service. Both the customer and the third party must 
sign the notification form. To learn more about Third Party Notification, 
please visit our website at www.peoples-gas.com. 

Protection from Abuse Order

If a customer has a valid Protection from Abuse Order (PFA) from a court 
of law, there are some additional utility service protections available. 
Please contact Peoples to learn more.

WE  
WANT  
TO HELP…

Telephone number: 

1-800-400-WARM

Website: 

www.peoples-gas.com

E-mail address: 

Peopleshelps@peoples-gas.com

PEOPLES PROGRAMS 
TO HELP CUSTOMERS
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ATTACHMENT F 
 



Customer Assistance Program (CAP) 

Peoples Natural Gas and Peoples Gas Consumer Education and Outreach Plan 

Purpose:  To provide a multi-pronged approach to consumer education with the goal of connecting 
eligible populations, for whom CAP is the most beneficial plan, to enrollment.   Emphasis will be placed 
on outreach activities and methods that provide education and begin the enrollment process 
simultaneously.  All outreach activities are designed to increase awareness of income eligible programs 
which include available energy assistance as well as CAP.  A detailed map of advertising and outreach 
efforts, including the number of expected impressions, is provided as an attachment.   

   

General Audience Education & Outreach Activities  

Activity Frequency 
Annual focused bill inserts Singular section of fall insert; expanded sections 

in November and December inserts 
Website self-screening tool Available 24/7 
Website program information Available 24/7 
Social Media Advertisements Multi-season messaging; aligning with colder 

weather; opening of energy assistance programs, 
etc.   

Community education Posters/handouts provided to schools, churches, 
agencies regarding LIHEAP and CAP. 

 

Additional Target Audience Education & Outreach Activities 

Activity Details 
Incoming callers screened for eligibility Application for service; bill payment discussions; 

termination/restoration calls; PFA calls 
Identification of limited income customers using 
online payment arrangement tool (e-account) 

Direct outreach effort to explain benefits of CAP; 
offer enrollment.  List of eligible customers 
generated weekly for outreach. 

Hardship Grant applications at Dollar Energy 
Fund agencies 

Benefits of CAP described; customers enroll 
remaining balances after grant into CAP. 

LIHEAP recipient identification List generated weekly of LIHEAP grants received 
that week on accounts that are not currently 
enrolled in CAP. 

Limited Income Events Provide representatives and materials to local 
events:  senior fairs, resource fairs, etc. 

Termination Notices Contain eligibility information regarding CAP and 
energy assistance. 

Plain English Notice (prior to Termination) Mailed via US mail beginning spring of 2020. 
Help at Peoples Now (HAPN Program) Field employees utilize dedicated phone line to 

refer customers for assistance with CAP and 
energy assistance to avoid termination. 

 



 

Annual Training/Community Education Opportunities 

Association Training/Support 
PA 211 Call Center On-site training provided at least once per 

year regarding available energy assistance 
grants, CAP eligibility and enrollment 
processes. 

Project Destiny (Pittsburgh’s north side) Multi-pronged support including regular 
training for field workers who visit customer 
homes; case management assistance to 
enroll customers in CAP, resolve 
terminations, etc.; participation in monthly 
resource meetings. 

BeUtilityWise (Allegheny County & 
Johnstown) 

Annual participation in planning, program 
development and presentations to attendees 
regarding CAP.   

Allegheny Link Participate in regular meetings with 
community partners to provide information 
on eligibility and enrollment. 

Cornerstone (Beaver County) Participate in meetings and provide 
presentations regarding Peoples’ CAP. 

Mission of Mercy Two-day free dental clinic held at PPG Paints 
Area in downtown Pittsburgh in the summer.  
In 2019, over 1,300 were served.  Peoples 
staff answers questions and offers 
information while also distributing program 
materials.   

State Legislator Events Multiple events in the fall of each year with 
local state reps.  Provide presentations and 
one-on-one assistance, distribute materials, 
etc.    

Resource Fairs Held throughout the service territory on 
various dates in the fall/winter season.  
Peoples staff answer questions/distribute 
information.  (historical examples:  YWCA of 
Greater Pittsburgh, Allegheny Health 
Network Health Fair) 

Aging Consortium Lunch/Presentation Will begin in 2020/details TBD – partner with 
other utilities; hold first event in 
Johnstown/Altoona area; 

Train the Trainer events Will begin in 2020. Offer training to 
additional local agencies, community 
partners.    



Outreach mailings Targeting school districts with a high 
percentage of free/reduced lunch students; 
local churches 

 

Special Needs/Limited English Proficiency/Protection From Abuse   

• Outreach materials (posters/handouts) are prepared in both English and Spanish translations. 
• Language Line used for LEP customers. 
• All PFA customers screened for CAP. 
• All customers receiving other Universal Service programs (LIURP, Emergency Repair Program, 

CARES) are screened for CAP.   
• Support to vulnerable customers provided by CARES representatives when customers are having 

difficulty understanding and/or completing steps to enroll in CAP.   
• Help at Peoples Now – Field employees provided with education and dedicated phone line to 

reach customer program staff to help customers that need CAP or other income eligible 
programs.  Field employees also carry business cards to be given to customers to encourage 
them to call for assisstance. 

 

CAP Enrollment Methods 

Method Availability 
Via telephone (most commonly used method) Monday through Friday from 7 a.m. to 5 p.m.; 

customers that must provide income 
documentation can submit those via email, fax, 
or US mail. 

Dollar Energy Fund Screening Agency Applications by appointment with local agency. 
Self-service online application Planned implementation through CAP 

administrator, Dollar Energy, third quarter of 
2020.  Applications will be available at 
www.dollarenergy.org;  

 

 

Ease of Enrollment Efforts 

• No income documentation required if customer has received LIHEAP. 
• Customers who receive Hardship Grants that do not cover their entire balance are enrolled into 

CAP for remaining balance. 
• Income submitted to other utility programs managed by CAP administrator (Dollar Energy Fund) 

can be used to avoid multiple submissions. 
• Applicants to Duquesne Light’s CAP can provide their permission for DLC to share their data with 

Peoples to enroll in CAP.   

http://www.dollarenergy.org/


Customer Support Program Advertising, Education & Outreach Plan
2019-2020 Winter Season

Prep

Delivery 10/1: Dollar Energy Fund Opens
Target 11/1: LIHEAP Opens LIHEAP Closes

Impressions

Be Utility Wise Conference
WV SRRS Mailing
Posters w/Tear off pads
Peoples Programs to Help Customer 
guidelines tab
General Posters (English & Spanish)
Help me Pay Postcards
Kids Weekend Backpack Program

Butler Christmas Parade Library bags
Project Bundle Up Goodie Bags
Peoples Gas Holiday Market
Customer Service Center Event
Peoples@Peoples employee newsletter
Customer Supporrt Program Field 
Handout
PeoplesPlace masthead
PeoplesPlace alert overlay
PeoplesPlace alert overlay: weather 
triggered
LED Screen messages - 15 field offices
Email Marketing message
Call to Action Email - spread the word in 
your community; pick up posters; social 
media
Digital Toolkit

Social media "shareables" for employees
Facebook Paid Promotion
Twitter Paid Promotion
Peoples-Gas.com Web article
Email Marketing Message: Programs are 
available
Email Marketing Message: Weather 
Triggered
Email Marketing Message: Reminder/Last 
Chance
You Tube Ads
Google Search ads
Google Display ads
Digital Ads on select news websites 
(based on traditional placements)
Altoona Mirror Ad (daily) 71,000
Beaver County Times 49,551
Johnstown Tribune Democrat Ad (daily), 
Includes digital support 183,435
Butler Eagle (daily) 68,000
KDKA Storm Center Sponsorship Nov-
March 720,000
IN Community Magazine: Brentwood, 
McKeesport, Penn Hills, West Jefferson, 
Woodland Hills (based on target zip codes) 61,000                 

New Pittsburgh Courier 13,000

Indiana Gazette 34,800

La Journada Latina 54,000
Trib Live (Pennysaver, Valley News, Friday Blairsville, 
Connellsville Courier, Kittaning Leader, Monessen Valley 
Independent) 442,300
Allegheny Guide for Good Health 50,000

Mar-20 Apr-20 May-20Aug-19 Sep-19 Oct-19 Nov-19 Dec-19 Jan-20 Feb-20
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TRANSIT - Port Authority (interior and 
exterior ads) 18,022,000
Pittsburgh Magazine
Holiday Lights Regent Square
Mon Valley Initiative
Post Gazette Holiday Guide
CAP Customer outreach; direct mail 
postcard

WSSH - ROS 666,000               

Greene County Magazine 11,250                 

Fairmont Times & West Virginia (WV) 23,250                 
Washington Observer Reporter 148,000               
WESA Weather-Triggered

Y 108 (KDKA Additional Spend)

Bill Inserts (Sept, Nov, Dec, Jan & Feb)
Press Release: LIHEAP is Open
Press Release: Last Chance; LIHEAP 
Closing
Press Release: Weather Triggered
Radio Interview Scheduling
Public Service Announcements
Pittsburg media public affair shows - TBD

TOTAL: 20,617,586.00   
Social Media Posts
Press Release
Media Outreach
PeoplesPlace overlay
WSSH Radio
Alert Bar on website
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Additional Needs Assessment and Customer Count Data 

 

Confirmed Low Income Counts 

 Up to 150% FPL 151 to 200% FPL 
Peoples Division – PNG 84,437 13,416 
Equitable Division – PNG 58,791 8,549 
Peoples Gas 13,159 2,472 

 

LIURP Eligible Accounts – Peoples Natural Gas 

Each January, Peoples Natural assesses eligibility of current accounts, identifying customers that meet 
the following eligibility requirements of LIURP.  Namely: 

• Annual income at or below 150% of Federal Poverty Level 
• Annual natural gas usage at or above 140 MCF 
• Active service for a minimum of 12 consecutive months. 
• Have not received weatherization services within the past 7 years 

When this analysis was conducted in January of 2020, the following accounts were identified as 
potentially eligible for LIURP services: 

 Number of potentially eligible Percentage of total 
Equitable Division 5,081 42% 
Peoples Division 6,906 58% 
Total 11,987  

 

LIURP Eligible Accounts – Peoples Gas 

Each January, Peoples Natural assesses eligibility of current accounts, identifying customers that meet 
the following eligibility requirements of LIURP.  Namely: 

• Annual income at or below 150% of Federal Poverty Level 
• Annual natural gas usage at or above 120 MCF 
• Active service for a minimum of 12 consecutive months. 
• Have not received weatherization services within the past 7 years 

When this analysis was conducted in January of 2020, the following accounts were identified as 
potentially eligible for LIURP services: 

 Number of potentially eligible 
Peoples Gas 845 

 

 

 



Hardship Fund Participation 

 Peoples Natural Gas Peoples Gas 
2019 Actual 2,663 197 
2020 Projection 3,050 230 
2021 Projection 3,050 230 
2022 Projection 3,050 230 
2023 Projection 3,050 230 
2024 Projection 3,050 230 
2025 Projection 3,050 230 

 

Historical Peoples Gas residential customer counts  

 

 

 

 2017 2018 2019 
Residential 56,727 57,776 57,917 
CAP 3,331 3,316 3,146 
E-CAP 214 274 280 
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Zero Income Claim Form  

Customer Information 

Utility Co  Account #  

First Name  Last Name  

Address 1  

Address 2  

City  State  Zip  

 

Household Zero Income Claim 

I,   , confirm/state that no adult member of  

                                   (print name) 
 

my household is currently receiving income from any source 
 

Household Expenses 

Identify how you and your household meet monthly living expenses, such as those expenses for housing 

(mortgage or rent), food, and utilities (electric, gas, water, and/or phone bill). Check all that apply. 

 I am using money from savings 

 I receive financial support from friends/family/community 

 Other. Please explain below: 
 

 

 

Affidavit 

I certify that the information presented in this application is true and accurate to the best of my 

knowledge. I understand that providing false information in this application is grounds for denial and 

dismissal of my application. I acknowledge that I am responsible for notifying Dollar Energy Fund if my 

household or income information changes. 

Signature   Date  

 


