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Outreach to Customers for COVID-19 
Payment Plans

• SCE began enrolling eligible residential and Small Business 
customers in their respective COVID-19 Payment Plans during the 
week of Sept. 6, 2021.

• Due to the number of eligible customers, SCE requested an 
extension of time to comply to Oct. 29, 2021.
– This proposed extension will not negatively impact SCE’s customers as 

SCE will not disconnect any residential or Small Business customer for 
non-payment in the interim.

• SCE has also begun notifying customers of their automatic 
enrollment in payment plans via mailed letters, which notify the 
customer of:
– Enrollment in a payment plan 
– Details on the payment plan
– Options should the customer choose to opt-out of the payment plan
– SCE contact information for any questions

29/27/2021
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Example of Letter Sent to Residential 
Customer

39/27/2021
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Updates to 
SCE’s Website 

and 
Factsheets

• In response to the extension of 
moratorium on disconnections for 
non-payment until Sept. 30, 2021, 
SCE updated its website and 
factsheets to reflect the new date.

– www.sce.com/findsupport
– www.sce.com/safety/coronavir

us

9/27/2021 4
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Customer Protections and Key Milestones

PG&E Emergency Customer Protections launched March 2020

Arrearage Management Plan launched February 2021
• Eligible PG&E customers may have up to $8,000 in past due balance forgiven

PG&E Emergency Customer Protections extended through June 30, 2021:
• Post-enrollment verification and re-enrollment requirements have been paused for the California Alternate Rates for 

Energy Program (CARE) and Family Electric Rate Assistance (FERA) Program (FERA); 
• Security deposits waived for small commercial customers (N/A for residential customers)
• Customers on the Medical Baseline program with qualifying medical conditions are not being asked to re-certify through a 

doctor or other eligible medical professionals for up to one year.

PG&E Emergency Customer Protections extended through September 30, 2021:
• Moratorium on service disconnections for non-payment for residential and small business customers

COVID Relief Payment Plan launched September 2021
• Qualified PG&E customers will be automatically enrolled and be successful when they pay the plan installment amount 

and current charges each month. 
• Ongoing cross-promotion of Housing is Key: CA COVID-19 Rent Relief, LIHEAP, and other assistance programs

Customer Protections and Key Milestones
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COVID Relief Payment Plan on pge.com

Residential page here.

Small Business page here.

COVID Relief Payment Plan on pge.com
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COVID Relief Pay Plan Outreach
Channel Format Key Message Timing (start)

News Release Systemwide – Media Outreach Continue systemwide updates on COVID-19 emergency customer 
protections and new default payment plan.

September

Direct Mail Customer Enrollment Letter Default Enrollment Confirmation Pay Plan default letter notification September

Email COVID Relief Pay Plan – enrollment notification Pay Plan default email – point to FAQs September - October

Direct Outreach Person to Person Outreach - Outbound Call from Reps Outbound calls promoting number of programs – income qualified, 
budget billing, and Rate Changes

September

Digital Media Search Engine Marketing and Display Advertising Drive to default pay plan information on pge.com/covid19 Mid-September -
November

Digital Radio Pandora Build awareness of auto-enroll Mid-September -
November

Community Outreach Content coordination and distribution facilitated by community -
based organizations

Outreach support – provide content for communications, webinars, 
website, in-office (depends on CBO's capacity and network)

September

Website Update Update key pages with relevant content. Translation into 15 
additional languages on www.pge.com/covid19

• www.pge.com/covid19
• SMB Page

September

PG&E Call Center Talking points Customer-oriented talking points on what customers can expect and 
their alternative payment options. 

September 

PG&E Call Center Help Center FAQs Update help center sections – ‘Bills’; ‘Financial Help’ September 

Social media Facebook 
Twitter 

Leverage communications such as news release and drive traffic to 
support resources 

September

Direct Mail Relief Pay Plan Missed Payment Letter Payment alert letter notification Developed –
first use TBD 

Direct Mail COVID Relief Pay Plan – removal letter Payment alert letter notification of removal from program for non-
payment

Developed –
first use TBD 

Planned
Supplementary Web Content FAQ updates Provide answer questions to customer questions and link/add 

content to payment assistance page
October

IVR Pre-recorded outbound call Past due customer alert TBD

COVID Relief Pay Plan Outreach
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News Releases & Newsletters

Link here.

News Releases & Newsletters
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Social Media 

Social Media 
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Payment Plan Auto-Enroll Letters

Residential Small Business Small Business in DAC

Payment Plan Auto-Enroll Letters
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Digital Displays

Payment Plan Post Enrollment Support

Radio Ads

Social Media

Payment Plan Post Enrollment Support
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PG&E Timeline of Activities

Objectives

Effectively ease customers through the transition from COVID-
19 protections: 
• Create early awareness around the expiration of COVID-

19 consumer protections 
• Educate customers about the status of their account and 

resources to help
• Help get customers out of arrears
• Enable customers to stay current through ongoing 

support and financial assistance programs

Guiding 
Principles

Key Strategies

Focus on 
the 
customer 
experience

• Make it easy to pay and/or get assistance through 
tailored programs and services

• Communicate early and with repetition
• Make messaging actionable and understandable
• Incorporate customer feedback as part of continuous 

improvement

Engage 
stakeholder
s

• Build community relationships
• Consult a broad range of stakeholders and incorporate 

feedback into plans when feasible
• Use multiple channels and coordinate campaign efforts 

COVID-19 Customer 
Protections
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Residential Collection 
Activities

Financial 
Assistance, 

Payment Plan, 
Medical 
Baseline 

(MBL) and 
Income-
Qualified 
Program 

enrollment

Launch New 
Financial 

Assistance 
and Support 

Campaign

Protections End

N N C C D

Small Business Collection 
Activities

N C D

CARE/FERA Recertifications N N N B

CARE/FERA Post Enrollment 
Verifications

N N B

MBL Self-Certification N N B

MBL Recertification through 
Medical Practitioner

N N B

ME&O Campaigns Ongoing communications on customer assistance via multiple channels (direct mail, digital media, outbound calls, etc.)

Ongoing communications on customer assistance includes:
• New customer enrollment campaigns for MBL, CARE, FERA and ESA (email, direct mail, search marketing, online 

advertising, radio and CBO outreach) 
• Targeted phone-based outreach and direct mail (payment plans, LIHEAP, REACH, CARE, FERA)
• Integrated customer protections messaging in channels such as pge.com, residential newsletters, and the monthly bill 

package (includes referral to LIHEAP, REACH, and other assistance programs)

Timeline of Earliest Possible Dates for Resumption of Activities

Key
Notice sent to customer N
Customer response period
Call made to customer C
First Possible Disconnection D
Removed in 1 - 2 billing 
cycles B

Presented 
March 2021 at 
LIOB
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COVID Customer Protections Transition 
Communications Plan - Overview

PG&E is using the Access and Functional Needs (AFN) Plan for Public Safety Power Shutoff Support PSPS and Community Wildfire Safety Program outreach as models for customer protections transition 
communications and currently has planned: 
• Website translations in 15 non-English languages
• Multi-cultural media engagement 
• Call center support for non-English speakers (250+ languages supported via Language Line) 
• CBO partnerships, including those that support customers in the agricultural economy + speak indigenous languages (Mixteco/Zapoteco)
• Bills, notices, and collateral in non-standard format (braille and large print)
• Proactive outbound calls to connect customers (with support for non-English speakers via Language Line)
• Bill insert to inform customers on the end of COVID-19 customer protections and available support sent in English and Spanish

Residential Customers Small Business Customers

Target Audience
General Residential Enrolled in Income Qualified Programs (IQP)

IQP-enrolled – Past Due and Meet Arrearage 
Management Plan (AMP) Eligibility Criteria Past Due and Meet Size of Business Criteria

Key Messages
PG&E is committed to helping customers. 
We offer bill payment options and 
programs that can help you better manage 
your bill.

In these tough times, we’re dedicated to serving 
our customer’s needs. Together we can find 
solutions that work for you.

If you are struggling to pay your energy, we 
offer special relief and bill assistance 
programs.

We understand the increasing struggles 
businesses are facing, and we remain committed 
to helping you find ways to save energy and 
money.

Example Programs, 
Services and/or 
Tools Marketed 

Convenient Ways to Pay

• Flexible payment arrangements
• One-time payments
• Recurring payments
• Budget Billing

Financial Assistance and Customer 
Support

• Income Qualified Programs –
CARE, FERA, ESA

• Medical Baseline 

Financial Assistance Programs

• LIHEAP
• REACH

Complementary Customer Support and 
Programs

• Medical Baseline 
• ESA 
• Flexible payment arrangements
• Lifeline, Internet for All

Financial Assistance and Debt Forgiveness 
Programs

• AMP
• LIHEAP
• REACH

Complementary Customer Support and 
Programs

• Medical Baseline
• State, Local and Federal Programs 

referrals

Convenient Ways to Pay

• Flexible payment arrangements
• Economic Development Rate (EDR) 

discount for qualified businesses 

Other tools and resources
• Find the best Rate Plan option (TOU)
• On-Bill Financing (OBF) for energy 

efficiency projects
• Business Energy Savings Tool – Online 

Energy Audit

Example ME&O 
Channels Used

Broad Reach and Awareness: pge.com, social media, paid media, earned media and media relations, bill messages, customer newsletters

Targeted Marketing: Direct-to-customer mail and email

Community Outreach: Coordinated outreach with Tribal, Local Government, CCA’s, and Community Based Organizations

Phone-Based Outreach: Outbound calls from Credit Operations and Small Business Advisors from PG&E

Presented 
March 2021 at 
LIOB
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Pre-Enrollment Communications  
Residential and Small Business Customers

14

Date Email Amount

8/9 Residential - English 34,038

8/9 Residential - Spanish 4,997

8/12 Small Business 7,409

8/16 Residential - English 34,166

8/16 Residential - Spanish 5,012

8/16 Res EN & SP Direct Mail 7,897

Customer Criteria
• Unpaid bills at least 60 days past due
• Never been enrolled in a COVID-19 Payment Plan
• Not enrolled in AMP, LPP, or NEM

Auto Enrollment Payment Plan 
communications began August 9, 2021
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COVID-19 Impacts: 
Additional Marketing Materials

15

• Ongoing updates to 
sdge.com/Covid

• Updated sdge.com 
homepage with 
customer assistance 
& ERAP messaging

Continued social media posts 
(Facebook, Instagram & NextDoor)
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COVID-19 Impacts: 
Additional Marketing Materials

16

Targeted Emergency Customer 
Protection Emails & Direct Mail

Bill Onserts
(English & Spanish)
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COVID-19 Relief Payment Plan
Pre-enrollment Communications

• SoCalGas began sending pre-enrollment communications (mailed letters and 
emails) to targeted Residential and Small Business customers on September 13.

• Pre-enrollment communications notify customers of:
o Upcoming automatic enrollment
o Payment plan details
o SoCalGas contact information
o Options should they not want to participate
o Additional communications should they be automatically enrolled

• Mailed letters and emails promote a COVID-19 Relief Payment Plan web page 
with payment plan details, eligibility criteria, and frequently asked questions.

• SoCalGas will begin automatically enrolling eligible Residential and Small 
Business customers on September 30.
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COVID-19 Relief Payment Plan
Mailed Letter, Email, and Web Page Content

Residential Customers
English: socalgas.com/Relief
Spanish: socalgas.com/Alivio

Small Business Customers
English: socalgas.com/SmallBusinessRelief
Spanish: socalgas.com/AlivioNegocios

1

2

3

[1] Mailed Letter
(English & Spanish)

[2] Email
(English, with promotion 
of Spanish-language web 
page and phone number)

[3] Web Page
(English & Spanish)
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Other Program and Payment Assistance
• SoCalGas continues to cross-promote the Arrearage Management Plan (AMP) 

with CARE across marketing efforts, including mailed letters, email, website, bill 
communications, and customer assistance program collateral.

• SoCalGas continues to cross-promote other payment assistance such as the 
Level Pay Plan where appropriate.
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