
 

 
 
 
 
 
March 21, 2022  

 
VIA ELECTRONIC FILING 
 
Public Utility Commission of Oregon 
Attn: Filing Center 
201 High Street SE, Suite 100 
P.O. Box 1088 
Salem, OR 97308-1088 
 
Re:  ADV 1373 / NWN OPUC Advice No. 22-01 – NW Natural’s Comments 
 
Northwest Natural Gas Company, dba NW Natural (NW Natural or Company), provides the 
following comments on the public meeting Staff Report posted in this docket on March 17, 2022. 
 
NW Natural thanks Commission Staff and stakeholders for the ongoing dialogue regarding the 
Company’s Arrearage Management Program (AMP), which has occurred through informal emails, a 
stakeholder roundtable, and written comments. We appreciate the substantive and thoughtful 
consideration and recommendations received from Oregon Citizens’ Utility Board, Community 
Energy Project, Multnomah County Office of Sustainability, and NW Energy Coalition. 
 
The public meeting Staff Report posted March 17, 2022, recommends approval of the Company’s 
request in this proceeding, along with the following conditions and considerations: 
 

• Increase the program participation cap to $1,500. 
• Increase the instant grant option to $600. 
• Increase the Low-Income Instant Grant Option (LIIGO) to $1,500. 
• Establish a self-certified income qualifier for all proposed Schedule R programs at 300 

percent of the Federal Poverty Level (FPL) and below. 
• Establish a self-certified income qualifier for the LIIGO that allows customers to self-certify 

household income at less than or equal to 60 percent SMI2 to receive up to $1,500 toward 
their arrearage balance without a matching requirement or proof of crisis. 

• Supplement existing quarterly reports with AMP participation data reported by month and 5-
digit zip code. 

 
NW Natural’s Response to Staff’s Memo 
 
 Response to Recommendation 
 
NW Natural agrees with Staff’s recommendation to increase the program participation cap and 
LIIGO to $1,500, as well as the instant grant option to $600.1 Increasing these amounts will allow 
the AMP to provide a greater level of assistance to customers. Also, the Company is currently 

 

1 NW Natural notes that it always intended for the program participation cap and the LIIGO cap to be the 
same.  



Public Utility Commission of Oregon 
ADV 1373 / NWN OPUC Advice No. 22-01 
March 21, 2022; Page 2 
 
reporting monthly AMP data by zip code in its quarterly COVID report in docket RG 94 as required 
by Order No. 20-401.  
 
NW Natural, however, respectfully opposes the income-qualifier conditions as proposed in Staff’s 
Report because it introduces a barrier to participation that does not exist today. The Company is 
concerned that this new barrier would prevent some customers from receiving help during the 
heating season and before the high-arrearage season (i.e., the April to May timeframe). NW Natural 
has found that a similar income barrier in its Washington service territory has led to a significantly 
lower participation rate relative to Oregon’s Arrearage Management Program (AMP).2 Implementing 
this barrier to participation will likely create confusion for our customers. As detailed below, NW 
Natural has engaged in a robust community outreach program to raise awareness of the AMP since 
the program’s inception. During this outreach, the Company has not advised customers that income 
self-certification is a requirement for participation. We are concerned that implementing this 
condition now may cause some customers to question, and possibly distrust, NW Natural’s 
programs going forward.3  
 
Moreover, the income threshold proposed by Staff is a significant change to the program that would 
require time and resources to implement that were not contemplated when the AMP was originally 
developed and filed.4 The time spent developing new processes to implement the new income-
qualifier condition proposed by Staff, and then training all of NW Natural’s Customer Service 
Representatives (CSRs) to adhere to the new process will materially affect the pace at which NW 
Natural can distribute AMP funds to its customers during a very critical time of year where 
arrearages are at their highest.5   
 
For these reasons, NW Natural proposes that the Commission does not adopt the income-qualifiers 
proposed by Staff. 
 
 Response to Alternative Consideration.   
 
In Staff’s memo, Staff provided an alternative consideration which stated:  

 
“Staff recognizes the dynamic nature of NW Natural’s proposal and the constraints 
imposed by the current availability of AMP funds. Staff also notes that the spirit of 
interim action is to ensure relief continues to be available while differential rate 
options are being developed. If the Commission believes that Staff’s 
recommendations require further exploration, the Commission may choose to 
approve NW Natural’s proposal without modification and direct the Company to 
investigate Staff’s recommended near term modifications and propose additional to 
the AMP by the end of May 2022.” 

 

 

2 The AMP in Washington is limited to customers at or below 200% FPL, per the COVID-19 agreement 
among utilities and stakeholders.  
3 For more information on the AMP community outreach plan, please see attached AMP workshop 
presentation at slides 10-15; the AMP brochure is on slide 7. 
4 NW Natural notes that the extended funding approved on September 7, 2021, for Portland General Electric 
Company’s Residential Bill Assistance Program in ADV 1301 did not include an income qualifier.   
5 This is still a high-call volume time of year so the required CSR training to implement a new version of our 
AMP could have customer service impacts.   
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NW Natural appreciates this alternative and commits to working with Staff and stakeholders on the 
timeline proposed by Staff. 
 
NW Natural’s AMP Outreach Targets Communities In-Need.   
 
With its current proposal to increase AMP funding, NW Natural’s intent is to leverage the success of 
the AMP by extending available funding to assist customers through the 2021-2022 heating season 
and high-arrearage season. The focus of the proposal was to address the hardships potentially 
faced by all customers with arrearages due to COVID-19 while continuing the community outreach 
targeted to low-income, fixed-income and hard-to-reach communities. Our five-language AMP 
brochure has been distributed to customers in a targeted and thoughtful manner, as evidenced by 
the following four examples out of the more than 140 organizations with which we have been 
working: 
 

• Portland Public Schools – 15,000 brochures provided to families through: 
o Counselors and social workers at 40 schools with the highest percentage of families 

eligible for free lunch programs 
o Direct mail to families that qualify for free lunch programs 

• Meals on Wheels 
o Talking points about the AMP were included in the script for the weekly check-in calls 

to ~1,000 Meals on Wheels clients; these clients are at or below 200% FPL 
o 5,000 physical brochures provided to Meals on Wheels chapters in all counties in 

NW Natural’s service territory 
• Tri-Met 

o AMP brochure was sent to every rider in Tri-Met’s reduced fare program – this 
included 13,000 email addresses. Tri-Met’s reduced fare program requires income 
qualification verified by non-profit organizations and targets veterans, seniors, 
individuals with disabilities and individuals who earn less than 200% FPL. 

• Mobile Home residents 
o Direct mailing of AMP brochure to customers living in a mobile home park in Lane, 

Multnomah, and Washington counties (~1,100 residents). 
o While there are no income qualifiers for this focus area, NW Natural is confident that 

focusing on this sector will reach income-eligible customers. 
 
Keeping the mechanics and design of the Company’s AMP as flexible as possible, when combined 
with robust community outreach focused entirely on low-income, fixed-income and hard-to-reach 
communities has resulted in a successful AMP that focuses on meeting customers’ needs while 
maintaining low barriers to access. 
 
By adding the LIIGO after discussions with Commission Staff, NW Natural believes that its current 
proposal is better targeted to meeting customers’ needs. While this low-income enhancement to the 
AMP proposal was intended as a first step in the Company’s plan to provide relief to energy-
burdened customers and a bridge to the Company’s first HB 2475 program6, it was not meant to 
limit the flexibility of the Program. Rather, NW Natural believes that the Program has been 
successful due to its interchangeable grant options and the ease of enrollment that requires only 

 

6 Please see attached NW Natural’s HB 2475 Interim Action Plan that was filed in docket UM 2211 for 
additional information on the Company’s current plan for HB 2475 programs. 
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expression of hardship with an arrearage balance. As described above, NW Natural will also 
commit to Staff’s Alternative Consideration, if it is acceptable to the Commission.    
 
 
Respectfully submitted, 
 
/s/ Natasha Siores 
 
Natasha Siores 
Manager, Regulatory Affairs 
 
 
Attachments: 

1. NW Natural presentation for ADV 1373 Stakeholder workshop 
2. NW Natural’s Interim Action Plan filed in docket UM 2211 
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Welcome

• AMP Update

• AMP Funding Request & Proposed Change

• Community Outreach Update
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Arrearage Activity
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Current AMP Overview

Launched May 3, 2021 – funding of 1% of retail revenues ~$6.167 million
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Instant Grant Option

• Up to a $300 grant for a residential customer with a smaller past due or full balance who expresses economic 

hardship.

50/50 Matching Grant Option

• Up to a $600 matching grant applied as a credit on a residential customer’s account to eliminate a past due or 

full balance.

Time Payment Arrangement (TPA) with Matching Grant Option

• Up to a $1,200 grant; an option that offers a TPA to a residential customer who then receives a matching grant 

payment to reduce their past due balance each time their own monthly TPA payment posts.

Frequency of Participation 

• Residential customers can participate in the AMP in any combination of options up to a maximum contribution 

from the Program of up to $1,200.
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NW Natural AMP Summary

May 3, 2021 – February 28, 2022

Total AMP Funding of $6,167,000

Grant Type Number of Households Total Funds Granted

Instant Grant – up to $300 17,171 $4,260,597

50/50 Matching Grant – up to $600 4,676 $914,768

TPA w/Matching Grant – up to $1,200 3,828 $532,863

Crisis Grant – up to $1,000 236 $197,474

Total 23,700 $5,905,702

Percentage of Total Granted or Committed 95.76%
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Proposed AMP Enhancements

Proposal filed on February 17, 2022 – docket ADV 1373
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• Add new Low-Income Instant Grant Option 

o Customers would be deemed “low-income” based on receiving Energy Assistance and being income-

qualified since 2019 and auto-enrolled for an instant grant if they have an arrearage balance.

o Addresses the needs of low-income customers impacted by the economic repercussions of the COVID-19 

pandemic in a simple manner that doesn’t present any barriers to customers receiving economic relief.

• Request for an additional 0.5% in AMP funding ~$3.1 million

o $750,000 of this funding set aside for the new Low-Income Instant Grant Option.

o Provides arrearage relief to customers through the heating season as the COVID-19 pandemic persists 

and related economic impacts continue.

o Additional funding provides needed arrearage relief through the spring months, which typically have been 

the months when NW Natural customers experienced the highest arrearage balances in the pre-

pandemic period.
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AMP Brochure & Flyer
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Impacts on Business Processes

© 2021 NW Natural. All Rights Reserved. 8

• Customer contacts increased when past-due notices resumed last summer.

• Major escalation in call volumes and AMP activity in late-September and October with 
resumption of disconnections for non-payment and start of heating season.

• Has required management of heavy queues at times/more customers opting for 
callbacks.

• CSRs having increased number of customer discussions focused on arrearage 
management options, energy assistance, extended TPAs, and combinations of 
options.

• Based on recent AMP usage patterns, fund should be available to customers 
through the end of 2021.

• New Energy Assistance Program Year began on October 1 – LIHEAP + 3 additional 
LIHEAP funding sources from COVID-19 legislation (CARES, EASCR, ARPA), 
OLGA and major GAP fundraising effort begins in November.  

• Low-income customers are eligible for energy assistance and AMP funds.
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Other Energy Assistance Programs
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Energy Assistance Program Number of Households Total Benefits

Program Year 2021-2022

GAP 211 $ 20,550.00

OLGA 2,621 $ 1,090,198.00

LIHEAP 2,335 $ 747,460.77

Totals 5,167 $ 1,858,208.77

Program Year 2020-2021

GAP 1,135 $ 122,029.00

OLGA 5,044 $ 2,243,670.00

LIHEAP 5,241 $ 1,755,170.76

Totals 11,420 $ 4,120,869.76

Distributed $758,225 more in Energy Assistance funds to 1,592 more households in the 2020-2021 Program Year vs. 

the prior 2019-2020 Program Year. On track for a similar distribution in the 2021-2022 Program Year.  
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Enhanced Community Outreach Strategies

• Implement new methods to communicate and disseminate information; create menu of new 

materials to amplify message

• Employ creative solutions to reach hardest to access populations 

• Deliver information through trusted partners to encourage engagement; co-create strategies 

with partners to align with who they serve and how 

• Establish and strengthen relationships with nonprofit community

• Deploy company-wide effort; leverage employee base to expand and diversify outreach

• Create partner list of over 140 distinct community-based partners; engage directly; review 

unique and effective methods to reach client base

• Translate resources into Spanish, Russian, Chinese and Vietnamese; source paid services 

from Immigrant and Refugee Community Organization (IRCO)
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Enhanced Community Outreach Activities
Highlights & Targeted Outreach – key partners, approaches and evolving strategy

• Partner-activated outreach: check-in calls, e-newsletters, organization-wide emails, social media, school and food bank meals, school 

counselors, housing specialists, etc.

• Schools: 15,000 brochures to Portland and Clackamas districts [counselors, social workers & nutrition hubs]; prioritize higher-need areas; 

Portland Public Schools → NW Natural customer referral process; continued outreach through fall; November mailer to families on 

Free/Reduced meals; interpretation services for school staff to help families apply for assistance

• Seniors: 5,000 brochures to Meals on Wheels chapters; e-newsletter to Oregon senior nutrition provider network; over 70 representatives of 

healthcare providers, Area Agency on Aging staff, state and local government contract funders 

Approach – engage partners with large networks, close ties to priority populations and trust of community

• Large networks: Energy Trust of Oregon, Housing Oregon, Oregon Energy Fund

• Culturally-specific: IRCO, Hacienda CDC, Latino Network, Chinese Garden, Oregon Chinese Consolidated Benevolent Association

• NW Natural: 2,500 brochures to field technicians to share with customers; community action managers (North, South and Central Coasts, 

Gorge)
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Enhanced Community Outreach 
Key initiatives since November presentation

TriMet

• New partnership with TriMet – TriMet to send AMP brochure to riders participating in reduced fare programs

o List of 13,000 email addresses

• On the horizon – AMP information to nonprofits that deliver reduced fare tickets to riders and ad space on TriMet transportation

• Low-Income Programs – income threshold aligns with NWN and verified by nonprofit organizations

Mobile Home Parks

• AMP brochure to be mailed to mobile home park customers in Lane, Multnomah and Washington Counties (three most populous counties for NWN) 

• Used publicly available list of parks and paired it with NWN data to generate active service record list 

• On the horizon – expansion to Hood River, Marion & Clackamas Counties

• Low-Income Programs – median income of mobile home residents is half that of all homeowners and mobile home residents pay 70% more in 

energy bills

Seniors 

• Expanded outreach partnership with Meals on Wheels, Friendly House & Hollywood Senior Center

• Home assessments to identify safety hazards – AMP to be added to Home Visit Checklist & annual check-in and onboarding

• Low-Income Programs – referrals to local CAP agencies for weatherization and additional energy assistance

ADV 1373 NWN Comments 
Attachment 1



Enhanced Community Outreach –
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List of Outreach Partners & Networks
Abilities at Work 

AGE+ 

Albertina Kerr 

Amani Center 

Ambleside Meals People 

AntFarm 

Area Agency on Aging Network

Birch Community Services 

Canby Center in Canby

Catholic Charities

Centro Cultural

CAP – Catholic Community Services 

CAP – Clatsop Community Action 

CAP – Community Action Washington 
County

CAP – Community Action Agency 

CAP – Community Action Team 

CAP – Community Services Consortium 

CAP – Mid-Columbia Community Action 
Council 

CAP – Oregon Coast Community Action 

CAP – Yamhill County CAP 

Chinese Consolidated Benevolent 
Association

Collins Foundation 

Community Warehouse 

Country Media 

Dev NW 

Dress for Success 

Eastco Diversified Services 

Energy Trust of Oregon

Farmworker Housing Development 
Corporation 

Food for Lane County 

Friendly House

Friends of the Milwaukie Center

Grantmakers of OR & SW Washington

Hacienda CDC 

Holla 

Hollywood Senior Center

Homes for Good 

Hood River Valley Adult Center 

Housing Alliance

Housing Oregon 

Human Solutions 

Imago Dei Community 

Impact NW

IRCO 

Kairos PDX Ore

KOHI Radio 

Lan Su Chinese Garden 

Latino Network 

LatinoBuilt 

LifeWorks 

Livelihood NW 

Maybelle Clark Macdonald Fund

Meals on Wheels – NWN footprint

Mercy Connections 

Metropolitan Family Service 

Meyer Memorial Trust

Mid-Columbia EDC

Miller Foundation

Molalla Adult Community Center 

My Fathers House 

Neighborhood House 

The Next Door 

Oregon Community Foundation 

Oregon Energy Fund 

Oregon Food Bank 

Oregon Law Center

Oregon Senior Nutrition Provider network

Oregon State Tenants Association

OSU Extension Service

Outside In 

Pioneer Community Center

Portland Homeless Family Solutions

Proud Ground 

Raphael House

Reading Results

Safe & Sound

Salvation Army – Portland 

SEI

School Districts – Beaverton, Gresham, 
North Clackamas, Portland Public Schools

SnowCap 

Society of St Vincent de Paul 

Tribal Housing 

TriMet

United Way of Columbia County 

Verde 

Vernonia's 

Virginia Garcia Memorial Health Center 

Voice 

Volunteers of America

Worship – Lake Oswego United Methodist 

Worship – Our Lady of the Lake

Worship – West Linn Lutheran 

Worship – Jaya Hanuman Temple & Cultural 
Center 

Worship – Miao Fa Temple 

Worship – Muslim Community Center of 
Portland 

Worship – Portland Hindu Temple 

Worship – Trinity Full Gospel Pentecostal 

Worship – Zen Community of Oregon 

Worship – Grace Memorial Episcopal Church

Zarephath Kitchen and Pantry
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February 28, 2022 

VIA ELECTRONIC FILING 

Public Utility Commission of Oregon 
Attention: Filing Center 
201 High Street SE, Suite 100 
Salem, Oregon 97301-3398 

Re:  UM 2211—NW Natural’s Interim Action Plan 

Northwest Natural Gas Company, dba NW Natural (NW Natural or Company), provides its interim 
action proposal to implement HB 2475 programs and activities as requested by Commission Staff’s 
Interim Action Proposal in this docket. 

Currently, NW Natural’s action plan for implementing HB 2475 programs and activities include: i) 
proposing revisions to its Arrearage Management Program (AMP); ii) developing a low-income bill 
discount program to be in place by the next heating season; iii) conducting a Low-Income Needs 
Assessment (LINA); and iv) developing a long-term low-income rate program that is informed by the 
LINA and Staff’s HB 2475 investigation in docket UM 2211.  We note that additional activities may 
be added to this plan as we continue to learn more about useful programs and tools through the UM 
2211 investigation. 

AMP Enhancements 
On February 17, 2022, NW Natural filed tariff revisions to its AMP seeking additional funding 
for the program and to add an additional grant type to serve income-eligible customers.  Our 
AMP proposal meets Commission Staff’s HB 2475 Interim Action Framework that calls for 
natural gas companies to provide enhanced bill assistance for low-income customers to 
address winter heating balances before interim differential rate programs are put in place. 
In addition, NW Natural’s AMP communications focus on community outreach through 
relationships built with organizations, agencies, and other partners with close ties to low-
income, energy-burdened, and hard-to-reach customers. 

A stakeholder workshop on NW Natural’s AMP proposal will be held on March 4, 2022. 

Interim Low-Income Bill Discount Program 
NW Natural is in the process of developing a low-income bill discount program that will be 
filed by April 2022, and, if approved, will be put in place for the 2022-2023 heating season.  
Through the program, NW Natural intends to direct assistance to its most energy-burdened 
customers in a manner that has minimal barriers for participation and is easy to access.  In 
addition, the Company hopes to coordinate the parameters of its program with those of the 
electric utilities that also serve our customers to further accommodate an efficient 
experience for customers to obtain energy assistance.  NW Natural looks forward to working 
with stakeholders and Staff in developing and implementing this program. 

ADV 1373 NWN Comments 
Attachment 2
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LINA 
NW Natural is working with a third-party consultant to perform a LINA to better understand 
the needs of our customers and effective ways to serve and assist them.  The study will help 
the Company better understand the income constraints and energy burden of our 
customers, which will inform our understanding of how to design long-term low-income rate 
programs.  The LINA will be completed by mid-year. 
 
Long-term low-income rate program 
Through the completion of the LINA, as well as learnings from Staff’s UM 2211 investigation 
and our upcoming interim low-income bill discount program, NW Natural hopes to be well-
positioned to develop a potentially comprehensive long-term low-income rate program that 
meets the needs of its most energy-burdened customers and the expectations of HB 2475.  
NW Natural expects that identification and development of the long-term low-income rate 
program will begin in 2023. 

 
Finally, NW Natural is pleased to announce the establishment of our Community and Equity 
Advisory Group (CEAG) in 2022, which will include a broad panel of representatives from 
community-based organizations who can share their expertise and knowledge of the communities 
they serve.  We look forward to having the CEAG as a resource to assist the implementation of the 
elements of our action plan. 
 
NW Natural looks forward to developing the programs and rates contemplated by HB 2475 to better 
serve and assist energy-burdened customers and appreciates the opportunity to continue 
participating in the UM 2211 proceeding. 
 
Please address correspondence on this matter to me with copies to the following: 
 

eFiling 
Rates & Regulatory Affairs 
NW Natural 
250 SW Taylor Street 
Portland, Oregon 97204      
Telephone: (503) 610-7330 
Fax: (503) 220-2579 
eFiling@nwnatural.com 

 
 
Sincerely,  
 
/s/ Natasha Siores 
Natasha Siores 
Manager, Rates and Regulatory Affairs 
NW Natural 
250 SW Taylor Street 
Portland, OR 97204 
(503) 610-7074 
natasha.siores@nwnatural.com 
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