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FOREWORD 

This document provides the evaluator's perspective of the design, management and 
implementation improvements that are viewed as most relevant to Columbia Gas of PA 
Inc. 's (CPA, Columbia or the Company) management to ensure their continuing efforts 
toward effective and efficient Universal Service program implementation. 

Columbia has implemented a myriad of impressive program improvements since their last 
evaluation in 2011, most of which were internally driven. These will be discussed in more 
detail later in the document. 

Data sources for this evaluation included: 

• 2015 Bureau of Consumer Services(BCS) Annual Universal Service and 
Conservation Report 

• Departmental reports from Customer Programs, Regulatory, Customer Contact 
Center, and Revenue Recovery 

• Ad Hoc Universal Service System data base reports 
• Interviews of Columbia Gas supervisory and management staff 
• Interview of Dollar Energy Fund, Inc.-Customer Assistance Program (CAP) 

Administration and Hardship Fund 
• Interview of Essential Energy, lnc.-2017 monthly and semi-annual CAP 

administration third party audit results 
• Interview of Conservation Consultants, Inc.-post inspections for weatherization 

completions for the Low-Income Usage Reduction Program (LIURP) 
• Interview of LIURP subcontractors-Weatherization services providers (One Non

Profit and one private contractor) 
• On site interviews and assessment of Universal Service Call Group at Columbia Gas 

Contact Center located in Smithfield, PA 
• Reference review of third party data requests and Company response from their 

2014, 2015, 2016 rate cases 
• Report on the" Universal Service Program Statement of Over-Under Collections for 

the Twelve Months Ended December 31,2015, 2014, 2013," Public Utility 
Commission (PUC) Bureau of Audits February 14, 2017 

In addition to responding to the required BCS questions for third party evaluators, the 
evaluation included a compliance review of the following : 

• 2010 Universal Service Impact Evaluation recommendations 
• 2010 BCS Recommendations from the 2010 Universal Service Impact Evaluation 
• 2015-2018 Universal Service Plan 
• 2014-2016 BCS Annual Conservation and Universal Service data reports as 

submitted by the Company 

In summary, the evaluator concludes that the Company has adhered to, and is compliant 
with , its Universal Service and Conservation Plan for 2015-2018 as currently filed . 
Columbia's Universal Service programs are well managed, with impressive attention to 
detail, quality control and efficiency. 

Melanie K. Popovich 
September 1, 2017 
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EVALUATION SCOPE 

The Bureau of Consumer Services (BCS) requires all third-party evaluators to address the 
following questions as they relate to the effectiveness and efficiency of the Company's 
Universal Service programs. 

1. Is the appropriate population being served? 

Source 
Needs Assessment 

2. What is the customer distribution by CAP Payment Plan? Payment plans are defined at 
52 PA Code §69.265(2) of the CAP Policy Statement. 

Page Source 
28-29 CAP Payment Plans 

3. Generally, do participants' energy burdens comply with the CAP Policy Statement? 
Energy burden is defined as the percentage of household income spent on energy 
services. 

Source 
CAP Payment Plans 

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

Page Source 
34-35 CAP Retention 
36-39 CAP Default 

5. Is there an effective link between participation in CAP and participation in energy 
assistance programs (LIHEAP, Hardship Funds, and other grants)? 

6. How effective are CAP control features as defined in 52 PA Code §69.265(3) of the CAP 
Policy Statement at limiting program costs? 

Source 
CAP Controls 

7. 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? 

Page Source 
49 CAP Linkages 
22 REE P 
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EVALUATION SCOPE 

8. Has collection on missed CAP payments been timely? Has the Company followed its 
own default procedures in its commission approved Universal Service Plan for CAP 
customers? 

For the most recent 12-month period provide findings for the following Data Requests : 
Number of CAP accounts that have missed 3 or fewer payments 
Number of CAP accounts that have missed 4-6 payments 
Number of CAP accounts that have missed 7-12 payments 
Number of CAP accounts that have missed more than 12 payments 

9. Does participation in Universal Service Programs decrease service terminations? 

Source 
CAP Terminations 

10. Does participation in Universal Service Program decrease collection costs? 

Source 
CAP Terminations 

11. Is the CAP program effective? 

Source 
CAP Analysis 

12. How can Universal Service programs be more cost effective and efficient? 

Page Source 

Key 
6-9 Recommendations 
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KEY RECOMMENDATIONS 

CAP-01 Needs Assessment 
The most current US Program Needs Assessment reveals that the Company has adequately and appropriately 
identified the population of low-income customers eligible for program participation within the territory it serves. 
Outreach efforts have increased and recent CAP reconnection policies have been simplified and streamlined . 
However, CAP participant rates have been on a steady decline since 2009 with an overall 8-year average of 21 ,840 
participants. 

Recommended Action 
The Company to continue their outreach efforts to increase customer participation levels to maintain their projected 
enrollment numbers of 22,000 customers annually. 

CAP-02 DEF Call Volume Statistics 
DEF Administration does not provide Columbia with call center statistics relevant to CAP phone calls. This is 
important for aligning expected performance with the internal US Call Group. 

Recommended Action 
DEF to provide Columbia with monthly call center statistics measuring# calls received,# calls abandoned,# 
calls answered within 30 seconds and average call handle time. 

CAP-03 DEF Audit Action Item Documentation 
Columbia verbally communicates with DEF regarding prioritized action items to be implemented in response to 
Essential Energy's post-audit findings, however, there is no follow-up documentation of the DEF action items nor 
date of resolution . 

Recommended Action 
The Company to assign DEF written action items to resolve prioritized post-audit findings by the date due. DEF 
to follow-up in written response indicating individuals/agencies involved with the resolution and date completed. 
Copies to be provided to Essential Energy. 

CAP-04 CAP Outreach 

The Company manages an impressive number of activities, training sessions, and media communications that 
reach diverse audiences for education and promotion of CAP to eligible customers. Although there is 
coordination with electric utilities to solicit CAP customers for enrollment and recertification, the process is not 
formalized . 

Recommended Action 
Company to consider formalizing coordination with electric companies to increase CAP program efficiencies 

CAP-06 Enrollment by FPIG and Payment Plan 
The majority of CAP participants (46%) have incomes within the 51%-100% FPIG. 

Of the five CAP Payment Plan options, the majority of CAP participants (44%) are enrolled in the Percentage of 
Bill Plan at an average CAP payment of $50.09. The least number of participants (5) are enrolled in the Senior 
CAP Plan with an average payment of $37.20 . 

The Average 2016 CAP Payment for the five payment plan options is $42.61 a 15% decrease compared to 2014 
and 13% decrease compared to 2015. 

Recommended Actions 
Percentage of Bill Plan 
The customers' affordability is directly dependent on weather and the cost of gas. The Company to consider 
increasing their review of those customers enrolled in the Percentage of Bill plan from annual to semi-annual to 
ensure affordability. 

Senior CAP 
With so few participants in Senior CAP (5) the Company to consider phasing out this payment plan option in 
order to streamline the menu of CAP options 
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KEY RECOMMENDATIONS 

CAP-07 Affordability 
The 2016 average CAP annual income was $14,418 or 80% of the annual FPIG of 51-100%. (Households 
members averaged 2.69) The average monthly CAP bill at 7% of that income was $84 month). 

While the majority of CAP customers (46%) fall within the 51-100% of FPLG for al l payment options, customers 
within the 0-50% income seem the most likely to exceed the PUC energy burden targets. 

Recommended Action 
Assess the number of CAP customers within the 0-50% of FPGL who are still experiencing unaffordable energy 
bills (>than the average of $52 .76). Those customers experiencing excessive shortfall should be targeted for 
LIURP and/or REEP. 

CAP-08 Percentage of Bill Paid 
On average, CAP customers pay full and on time 6 out of 12 payments on an annual basis or 50% of the time. 

CAP percentage of bill paid has declined during the most current three- year program period , from a high of 82% 
of bil l paid in 2015 to 75%of bill paid in 2016. 

Recommended Action 
Provide an analysis of payment frequency by CAP payment option to further identify probable causes of payment 
decline including affordability 

CAP-11 CAP Removals 
'Failed to Recertify' was one of the top reasons that customers were removed from CAP in 2016. Approximately 
11 % (2,435) of the total CAP participants year- end December were removed for failure to recertify income. 

Recommended Action 
Provide DEF, the CAP Administrator, with real time information electronically on CAP customers due for 
recertification. 
Include reminder phone calls 30 days prior to the due date to DEF's recertification workflow and establish 
recertification improvement goals. 

CAP-13 Default CAP Balances 
The Company has designed a CAP process for customers who default from CAP and retain gas service that 
balances customer accounts as though the customer had remained on CAP throughout. This process 
encourages year-round participation and avoids seasonal fluctuations in CAP participation . 
Currently there is no time limit imposed upon the customer as to the length of time they can remain out of CAP 
and still get reinstated . 

Recommended Action 
The Company should evaluate the process related to CAP reinstatement as to the allowable length of time a 
customer can remain out of CAP and still be reinstated. 
The evaluator suggests a maximum of a four-year stay-out as it aligns with the Company's collection policy. 
According to the policy, balances older than four years cannot be col lected as per Chapter 56.35 

CAP-18 Avg. Arrearage Forgiveness 
The Company's Arrearage Forgiveness component benefited 56% of the total customers enrolled in CAP year 
end December 2016. 

Arrearage forgiveness costs in 2016 were at their lowest at $313,110 or $27.25 per customer compared to the 
most recent four-year period, while the number of customers receiving those benefits was at its highest at 11 ,489 
customers during the same period. The Company cited warmer than normal temperatures and lower gas costs 
during the 2015-2016 heating season as the reason for the fluctuation. 

Compared to 2015, the Company saw an increase of 1,925 customers receiving benefits but a 69% reduction of 
arrearage forgiveness costs. 

Recommended Action 
Company to perform an analysis to determine if the decline in overall arrearage forgiveness costs are in direct 
proportion to lower pre-CAP arrears upon initial enrollment. 
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KEY RECOMMENDATIONS 

CAP-23 CAP Customers Receiving LIHEAP 
Approximately 50% of those CAP customers eligible for LIHEAP actually applied for and received LIHEAP in 
2016. While LIHEAP outreach efforts continue to be prioritized, the Company has yet to realize results which 
might improve these percentages. However, some percentage of customers may have applied for LIHEAP but 
assigned their grant to their electric utility. 

Recommended Action 
The Company to consider surveying CAP customers who did not receive LIHEAP in 2016 to ascertain reason(s) 
for not applying. 

LIURP-02 Post Inspection Emergencies 
Post Inspection audits revealed that when homes were inspected, some of the households had small gas leaks. 
Inspectors felt this could have been an oversight of the HVAC contractor during the initial customer visit. Or that 
the leaks had newly occurred from the time of the audit to the post inspection . 

Recommended Action 
The Company has already taken action to reduce the lag time between the audit and post inspection visit. 
Currently, the HVAC contractor checks for gas leaks during the furnace clean and tunes. However, the evaluator 
suggests that whenever repairs are made to the house or heating equipment that the house be checked again 
for any disruption in gas pipe which may result in small leaks. 

LIURP-03 LIURP Demographics 
The Company prioritizes high usage CAP customers for LIURP with a reported 78.6% or 405 CAP customers 
receiving weatherization services in 2016. 
The Company began prioritizing CAP customers with CAP Credits exceeding $1,000 as potential LIURP 
participants in 2017 regardless of the 170 Therm usage threshold criteria. 

Recommended Action 
Company to measure the impact of LIURP on both CAP Credits and usage on these customers as a sub set of 
LIURP. 

LIURP-04 De Facto Heat Customers 
Customers who might otherwise be eligible for LIURP except for the usage and 12-month history criteria, may be 
left out of receiving critical services due to non-working furnaces needing repair or replacement. 
Since LIURP is a 'savings driven' program focusing on usage reduction , it disallows these vulnerable customers 
to participate. 

Recommended Action 
The Company to consider the feasibility of a joint gas and electric utility pilot within overlapping service areas to 
target 'de facto ' heat customers who may have received LIURP measures but have not benefited from usage 
reduction from their heat source. 
These customers would be excluded from the expected usage reduction evaluation associated with a savings
driven program, but treated as a sub-set. 

LIURP-05 Landlord Legal Contract 
The language in Columbia's legal contract for LIURP is very restri ctive may be a barrier to landlord participation 
with the program. 

Recommended Action 
Eliminate the restrictive language in the landlord LIURP contract. 
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KEY RECOMMENDATIONS 

LIURP-08 Costs vs. Savings Summary 
Overall, higher LIURP costs equate to higher average savings. However, when segmented by contractor, the 
savings are not consistent among all contractors. 

Recommended Action 
The Company to continue to monitor individual contractors to ensure their LIURP expenditures are warranted 
and meet or exceed the average savings goal of the program. 

LIURP-10 Non-Savers Survey 

A recently completed 2017 survey of 72 identified non-savers in LIURP revealed that 39% or 28 customers used 
a source of supplemental heat prior to LIURP and another eight (8) customers had broken heating systems in the 
pre-period causing their usage to increase significantly. An additional two (2) households experienced gas or hot 
water leaks during the post period . All of these were legitimate reasons for usage increases 

Of significance were 23 jobs identified that should have not been weatherized with LIURP dollars but were 
remediated for health and safety reasons using those dollars. 

Recommended Action 
Company to review with contractors when to walk away from jobs that clearly will not result in usage reduction 
and when to refer eligible jobs to health and safety equipment repair/replacement programs. 

DEF-01 Funding Mechanisms 
The Company's agreement to fund DEF ($375,000) through pipeline penalty credits will most likely deplete the 
credits by 2018. 

Recommended Action 
The Company to explore and implement efforts to identify funding mechanisms for DEF grantmaking beyond 
2019. 
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KEY ANALYSIS 

CAP-05 Enrollment 
• CAP enrollment numbers and CAP participation rates have remained consistent over the most recent 

three-year program period (2014,2015,2016). 

• CAP enrollment numbers average 20,642 CAP participants annually within the last three years. CAP 
participation rates remain at 30% of the Company's identified confirmed low-Income population 
(68,391 ). 

CAP-09 LIHEAP Impact on Missed Payments 
• Those customers without LIHEAP had fewer missed payments in the 'zero to 3 missed payment' 

category compared with customers receiving LIHEAP. 

• The Company maintains that with the full amount of LIHEAP grants received on accounts, customers 
may go several months without being required to make a payment. Once the grant is exhausted, 
customers do not easily get back into the rhythm of making regular payments. 

CAP-1 0 CAP Retention 
• As of year-end December 2016, there were 25% (5,007) of CAP customers who maintained continuous 

participation in CAP for 5 years or more and an additional 21% (4,235) for 3-5 years since their 
enrollment date . 

• Customers within the 51%-100% of FPIG remain in CAP the longest at 55.08 months across all CAP 
payment options. The average length of time customers remain on CAP is 53 months across all FPLG 
income tiers. 

CAP-12 CAP Non-Pay Removals 
• There were 707 customers removed from CAP for non-pay in 2016. 

This number equates to approximately.034% of the total CAP number of participants for that year. 

• Most of the non-pay removals (76%) were within 0-50% and 51%-100% of the FPIG. 

CAP-14 Collection Activity & Cost Savings 
• For 202 customers selected in a sample study, the measured results for collection activities comparing 

Pre-CAP to Post-CAP payment behavior and collection activities were as follows: 
• Payments and Revenues 

Post-CAP customers made 274 more payments due to affordable monthly CAP payments, however 
those lower payments resulted in a decrease of $84,979 in billed revenue; LIHEAP grants increased by 
$11,420. 

Savings-Total of $117- Verv little impact on collection costs 
147 fewer termination notices were sent with a cost savings of $75; 94 fewer telephone attempts were 
made at a cost savings of $28; there was one less termination at a cost savings of $14. 

CAP-15 CAP Recertification 

• Of the 8,721 customers required to recertify , 2,435 or 28% did not recertify . This continues to be an 
ongoing issue. Although the Company sends reminder letters to customers 30 days prior to their 
deadline there was little follow-up by the Administrator with making reminder phone calls. 
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KEY ANALYSIS 

CAP-16 CAP Costs 
• In 2016, the average CAP costs per CAP enrolled customer was $663 .80 , significantly lower than the 

previous year of $855.74. This is primarily due to a 69% reduction in arrearage forgiveness costs . 

• CAP Credits continue to comprise the greatest percentage (90%) of total Gross CAP Costs. 

CAP-17 Avg. Pre-CAP Arrears 
• CAP customers within Option 2 (Average Bill Plan) had the highest average pre-CAP arears at $752 

compared to the other four option plans in 2016. 

• The number of CAP customers who had zero arrears upon enrollment was at an all-time high of 258 
customers 

CAP-19 Average CAP Credits 
• The average annual CAP Credit for customers active in CAP as of December was $598, a decrease of 

21% ($160) compared to $758 in 2015. 

• Another calculation of the number of customers actually receiving CAP credits shows 16,910 customers 
receiving an average CAP credit of $722 a significant decrease of 30% ($311) compared to $1,033 in 
2015. 

• The number of customers receiving over $1 ,000 in CAP Credits significantly decreased from 2,380 
customers in 2015 to 1,201 customers in 2016, approximately a 50% decrease. 

• There were 792 customers receiving zero CAP Credits, an increase of 438 customers from the previous 
year in 2015. 

• Warmer weather, lower gas costs and lower arrearage forgiveness costs attribute to these decreases. 

CAP-20 Administrative Costs 
• CAP administrative costs have remained consistent at 6% of the Company's total CAP costs throughout 

the last three program years 2014-2016. 

• Columbia has one of the lowest administrative costs compared to the other Pa natural gas distribution 
companies. This is due in part to the cost savings gained by the efficient electronic transfer of pre
screen customer data by both the Company and CAP screening agencies into the Administrator's 
OSCAR system. 

CAP-21 Aggregation Savings 
• The Aggregation Model has realized an impressive cumulative savings for CAP customers of 

$11 ,640,529 from its inception in July 2011 through December 2016. This model proved to be a 
successful alternative to traditional CHOICE and served to reduce overall CAP costs. 

CAP-22 CAP Controls 
• The Company is in compliance with all of the CAP control features as described in their most recently 

filed 2015-2018 Universal Service Plan . The remaining control features have already been detailed in 
the section "CAP Description". 

• The evaluator concludes that the Company's CAP is well managed with adequate controls put into 
place for limiting program costs 
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KEY ANALYSIS 

LIURP-01 Quality Assurance 
• The Company has taken extraordinary steps in ensuring quality and consistency with its LIURP 

implementation. Columbia 's LIURP process and procedures are well written and easily understood . 

• The new data base , Vision, is exceptional in tracking LIURP workflow and is regarded as a useful tool 
by both the internal and external LIURP team. Impressive! 

LIURP-06 Costs vs Savings 2010 
• In 2010, The Company experienced a 23% savings on average with some contractors experiencing as 

high as 29%. 

LIURP-07 Costs vs Savings 2011 
• In 2011 the LIURP program achieved an overalls savings of 24% on average with one contractor 

realizing more than 30% savings. 

LIURP-09 Savers vs. Non-Savers 2010-2011 

Savers 

• 2010 
Of the 495 completions, 92% (452) of customers realized annual average savings of 40 Mcf or 23% (12 
months post weatherization). The majority of savers (336) were within the 51-100% and 101-150% of 
income levels. 

• 2011 
Of the 524 completions, 88% (459) of customers realized annual average savings of 
37 Mcf or 24%. The majority of savers (373) were within the 51-100% and 101-150% of income levels. 

Non-Savers 

• 2010 
Of the 495 completions, .08% or 37 customers were non-savers showing increases in usage averaging 
.07% (12 months post weatherization) . The majority of non-savers (29) were within the 51-100% and 
101-150% income levels. 

2011 
• Of the 524 completions, 12% or 60 customers were non-savers showing increases in annual usage 

averaging 15% (12 months post weatherization). The majority of non-savers (42) were within the 51-
100% and 101-150% of income levels. 

Zero Changes in Usage 

• 2010 
Of the 495 completions, .01% or 6 customers showed zero change in consumption 12 months post 
weatherization. All of this group fell within the 51-100% and 101-150% of income levels. 
2011 

• Of the 524 completions, .008% or 4 customers showed zero change in consumption 12 months post 
weatherization . All 4 fell within the 0-50% of income levels. 
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KEY ANALYSIS 

LIURP-11 LIURP Impacts 
• CAP customers who receive LIURP saw a greater decrease in the average bill reduction and shortfall 

compared to CAP customers not receiving weatherization services. Although not weather normalized, 
comparing the two groups during the same time frame does demonstrate impacts of the LIURP. 

• Non-CAP customers receiving LIURP in 2014 realized a 31% decrease in arrears 12 months post 
weatherization 

LIURP-12 LIURP Improvements 
• The Company has consistently and proactively implemented changes to LIURP to increase efficiency 

and effectiveness. 

• Notable is the Contractor Corner website for LIURP contractors only for access to forms, processes, 
procedures; implementation of a contract management database, Vision, to more efficiently manage 
LIURP workflow, contractors, and customer data, and implementation of more creative ways to solicit 
landlord participation with rental properties. 

CARES-01 LIHEAP Grants 

• In 2016, the number of CARES participants increased by 16 customers over the previous year, resulting 
in increased payments of $3,927 and increased LIHEAP grants of $1 ,194. CRISIS grants decreased by 
$1,143. 

LIHEAP- 01 LIHEAP Trends 2015/2016 
• Within the last four years, the Company has experienced a decrease of 16% (3, 727) in the number of 

customers receiving a LIHEAP Cash grant. With fewer LIHEAP Cash recipients , the average grant 
amount of $308 in 2015/2016 has increased by $94 compared to the previous year. 

• The number of customers receiving a LIHEAP Crisis grant has decreased by .05% (287). The average 
Crisis grant has decreased slightly by $33. 

LIHEAP 02 LIHEAP Impact on CAP Customers 
• Since 2010, the Company began posting LIHEAP as a customer payment rather than to reduce shortfall 

when CAP customers received a LIHEAP grant. A formula proposed by OCA initiated a new component 
of CAP called CAP Plus, to reduce the impact of this change to non-CAP ratepayers. 

• The 'plus' amount currently is an additional $3, a significant decrease by 82% or $14 since 2010, 
resulting in lower monthly customer CAP payments. 

DEF-02 Company Fundraising 
• The Company ranks third highest in its contribution per customer revenues at 0.39 compared with 12 

PA gas and electric utilities in 2015. 

• They also are one of two companies in the state who offer electronic options for customers to donate to 
DEF and one of two companies who utilize social media for promoting DEF events and fundraisers . 

DEF-03 DEF Grants 

• The average number of customers as well as the average grant amount has decreased over the past four 
year period. The Company reports that this decrease is attributable to customers who are in Level 1 who 
have never been on CAP and are not required to apply for DEF. More dollars are left for those customers 
who have no other avenues for funding . 
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COMPANY DESCRIPTION 

Columbia Gas Company of Pennsylvania , Inc. serves approximately 426,000 residential , 
commercial, and industrial customers throughout 26 counties in Pennsylvania , primarily in 
the western and central part of the state. Columbia 's headquarters are located in 
Canonsburg , Pennsylvania . 

Of the 394,209 residential customers the Company serves, 17.4% or 68,391 residential 
customers were identified on Columbia's Distribution Information System (DIS) as confirmed 
low income customers. 1 By definition, all customers who met the 150% or less of the 
Federal Poverty Level Guidelines (FPIG) as shown in their financial summaries were 
included in the confirmed low-income group. 

Additional criteria for the identification process included the following: 

• All Income Level 1 customers who have had payment agreements 
• All customers that have received the Low-Income Usage Reduction Program 

(LIURP); the Customer Assistance Program (CAP); the Low-Income Home Energy 
Assistance Program (LIHEAP); Hardship Funds; or other energy assistance 
programs 

• All customers who self-declare that they meet the income criteria but who were not 
on payment plans 

CAP has been in existence for 25 years, evolving from a 1992 pilot of 1 ,000 customers into 
the current fully implemented program of 20,405 customers in 2016. 

LIURP was first implemented in 1988 and since then , approximately 8,000 homes 
weatherized with consumption savings averaging 21 -24% annually. 

CARES, as a short-term program for payment troubled customers, was implemented in 
1986 with over 45,000 customers receiving assistance through resource referrals and 
consumer education to date. 

1 20 16 BCS Universa l Service Programs & Collection Performance Report 

Page \14 



UNIVERSAL SERVICE TEAM 

Columbia's Universal Service Team includes internal staff reporting to the Director of Rates 
and Regulatory Affairs and external subcontractors as indicated in Tables 1 and 2 below: 

Table 1 
Universal Service Staff 

Internal 

Universal Service Position Responsibility 

• Manages oversight of Company's 
Manager Universal Services Universal Service programs to ensure 
(Deb Davis) regulatory compliance and alignment 

with revenue requirements 
Weatherization Specialist • Implements referrals, pre-screening 
(Jacqueline Martin) and invoicing of all weatherization work 

• Maintains accurate and complete files 
for all LIURP customers 

Quality Assurance Coordinator • Implements all LIURP quality 
(Julie Wilson) assurance programs to ensure efficient 

and effective implementation 

Coordinator Outreach Education (2) • Outreach coordination of all programs 

• CARES; LIHEAP; Dollar Energy Fund 
(Elizabeth Focer-Western PA) for Western and Central PA. and 
(Tammy Ravier-Central PA) 

vulnerable CAP customers 

Columbia Customer Care Center Location 

• Coordination of LIHEAP, Fuel Fund, 
Universal Service Coordinator and agencies for customer grants and 
(Eva Cipriani) 

applications; accounting support for 
CAP and other Universal Service 
Programs 

Team Leader Energy Assistance • Supervises the LIHEAP hotline; daily 
(Carolina Hunter) compliance of LIHEAP vendor 

agreements, reconciliation of LIHEAP 
receipts 

Energy Assistance Clerk • LIHEAP hotline response, customer 

(Cheryl Peterman) payment postings and customer inquiry 
response 

• Low Income program information, 
Universal Service Call Group Reps (20) referral and enrollment 
Team Leaders (2) 
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UNIVERSAL SERVICE TEAM 

Figure 1 
CPA Universal Service Organization Chart 
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UNIVERSAL SERVICE TEAM 

External Partners 

Columbia utilizes Community Based Organizations (CBOs) for assistance in the 
administration of its Universal Service Programs. 

Dollar Energy Fund (DEF) is the central administrator for CAP. They handle income 
verification, application processing, data entry and training. In addition, DEF subcontracts 
with 46 local Community Based Organizations (CBOs) to take applications for vulnerable 
customers, customers without service, and other customers who prefer a face to face 
application appointments. All other applications are taken by phone by DEF. 

Hardship Fund 

DEF contracts with 164 local CBOs throughout Columbia 's service territory to take 100% of 
the applications for the Hardship Fund. The applications are then sent to DEF's central 
office for verification and processing. 

LIURP 

A combination of private agencies and local CBOs provide LIURP administrative services 
and/or implementation measures as follows: 

• Weatherization measure installations-5 private companies and 6 CBOs 
• Post inspections-1 non-profit; 2 private companies 

Table 2 
Universal Service Partners 

External 

Contractor Responsibility 
Dollar Energy Fund, Inc. Outreach and intake administration for 

CAP, Fuel Funds and agency training 
Dollar Energy Fund Screening On site income verification and 
Agencies applications for CAP, Hardship Funds, 
(36-CAP) (164 Dollar Energy Fund) LIHEAP 

Essential Energy, Inc. Quality Assurance-CAP Administration 
(Private) 

Conservation Consultants, Inc. LIURP-Energy efficiency education/post 
(Non-Profit) Western PA inspections 
Pure Energy, Inc. LIURP-Energy efficiency education/post 
(Private) Central PA inspections 

Private Weatherization Contractors (5) LIURP weatherization service 
CBO Contractors (6) providers, customer communication and 

data tracking 
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NEEDS ASSESSMENT 

Columbia references two sources utilized to complete the needs assessment for Universal 
Service Programs. The first is the most current, 2016 Federal Census Data. The second is 
Columbia 's Distribution Information System (DIS). Six criteria to help define and illustrate the 
content expected for the needs assessment were developed by the Bureau of Consumer 
Services (BCS). 2 All of the criteria were compared and utilized to establish the Company's 
best estimated averages for program planning purposes including enrollment estimates and 
program costs. 

1. Identified Low -Income Customers (68,391)3 

Columbia identified potential CAP customers by reviewing customers who have 
continued to meet certain criteria for a twelve-month period. 
These included: all accounts that have received LIURP, CAP, Low Income Home 
Energy Assistance Program (LIHEAP) or other agency assistance programs 
including Hardship Funds; all accounts whose financial summaries show incomes at 
or below 150% of FPIG. 

2. Estimated Low-Income Customers (98,375) 
Updated federal census data is used to estimate the number of low income 
customers that Columbia serves. Table 3 references the number of households that 
it serves and equates that to a percentage (17.67%) compared to the total number of 
households within each county. The census data indicates that there are 431,333 
low-income households within the counties Columbia serves. Applying the 17.67% 
results is an estimated 98,375 low-income Columbia households. 

3. The Number of Identified Payment-Troubled , Low-income Customers (12,294) 
Payment troubled is defined as a household that has failed to maintain one or more 
payment arrangements in a one-year period. 4 Columbia util ized data from their DIS 
system to review confirmed low- income accounts that were in arrears on payment 
agreements and not on payment agreements . They then took the average monthly 
of both to arrive at the identified payment-troubled total of 12,294. 

4. Estimates of Potentially Payment-Troubled, Low-Income customers 
Next, Columbia compared the data obtained from its customer information system 
(DIS) to census data. The 2016 system number was 68,391 customers as compared 
to census data of 98,375. The census data suggests that Columbia may have an 
additional potential 29,984 payment troubled, low -income customers who are not 
identified on Columbia 's DIS system. However, this does not mean that all of these 
customers require CAP. 

2 BCS Needs Assessment Proposal May 9, 2001 
3 201 6 Universal Service Reporting Requirements Line 6 as of December 20 16 
4 "Payment Troubled" as defined by 52 Pa. Code §54.72, §62.2, and §69.262 
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NEEDS ASSESSMENT 

Table 3 
CPA Low Income Customer Estimates5 

B c D E F 

2016 2012 2016 2012 2016 
County CPA Census CPA Census CPA 

Customers Household %Customers Low-Income Low-Income 

Adams 13,469 37,829 35.60% 8,501 3,027 

Allegheny 98,994 525,776 18.83% 133,670 25,168 

Armstrong 876 28,557 3.07% 8,376 257 

Beaver 34,730 70 ,853 49.02% 19,128 9,376 

Bedford 11 20,065 0.05% 6,608 4 

Butler 8,937 73,503 12.16% 15,473 1,881 

Centre 11 ,622 57,447 20.23% 19,759 3,997 

Clarion 3,553 15,872 22.39% 5,869 1,314 

Elk 30 13,212 0.23% 2,824 6 

Fayette 22,146 53,842 41 .13% 20,392 8,388 

Franklin 4,472 58,244 7.68% 15,053 1 '156 
Fulton 3 5,659 0.05% 1,225 1 

Greene 2,703 14,478 18.67% 4,366 815 

Indiana 557 34,162 1.63% 12,699 207 

Jefferson 365 18,661 1.96% 6,469 127 

Lawrence 18,087 87,397 20.70% 11 ,698 2,421 

McKean 3,181 17,465 18.21% 5,967 1,087 

Mercer 29 45,924 0.06% 14,969 9 

Somerset 4,595 29,6746 15.45% 9,077 1,402 

Venango 682 22,429 3.04% 7,761 236 

Warren 2,352 17,053 13.79% 5,169 713 
Washington 41,505 83 ,615 49.64% 19,671 9,764 

Westmoreland 20,536 151 ,279 13.57% 38,247 5,192 

York 94,978 166,924 56.90% 38,362 21,828 

17.67% 431,333 98,.315 

Column B- Columbia Customer Count-Number of households per county served by Columbia 
Column C-Census Household-Number of households per county identified by census data 
Column D-Percent Customers Columbia-Percent of total county households served by Columbia (AlB) 
Column E-Census Household Low-Income-Number of low-income households per county identified by census data 
Column F-Low-Income Columbia-estimated number of low-income households per county served by 
Columbia (CxD) 

5 CPA BCS Data Request 
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NEEDS ASSESSMENT 

Although the Company's outreach efforts have remained steady or increased over 
the years, the CAP participant rate continues to decline. While the Company has not 
undertaken a formal analysis to determine why CAP participation has declined since 
2009, Columbia suggests that a possible contributor is the increased funding made 
available for the Hardship Fund in 2010-2014 thus eliminating the need for CAP. 

In addition to increased outreach, the Company recently implemented a less 
stringent reconnection policy which simplifies the process for customers to reenter 
CAP. 

Table 4 
Actual CAP Participants6 

2009 2010 2011 2012 2013 2014 2015 2016 

CAP 25,201 22,606 22,314 20,026 22,203 20,589 21,274 20,405 

Finding CAP-01 Needs Assessment 
The most current US Program Needs Assessment reveals that the Company has 
adequately and appropriately identified the population of low-income customers 
eligible for program participation within the territory it serves. Outreach efforts have 
increased and recent CAP reconnection policies have been simplified and 
streamlined . 
However, CAP participant rates have been on a steady decline since 2009 with an 
overall 8-year average of 21 ,840 participants . 

Recommended Action 
The Company to continue their outreach efforts to increase customer participation 
levels to maintain their projected enrollment numbers of 22,000 customers annually. 

6 CPA Response to OCA 4-037 Data Request R-201 6-2529660 
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CAP PROGRAM DESCRIPTION 

The Company's CAP was created in 1992 as a non-traditional approach to assist long-term , 
payment troubled customers. The program offered affordable payment plan options towards 
monthly bill amounts in combination with a plan to reduce past arrearages. 

Throughout the past years 25 years, CAP has successfully offered these affordable 
payment plans to an approximate average of 23,000 customers annually. To date, there is 
no limit on the number of customers the Company will enroll into the program. Currently, the 
Company reports a total of 20,405 customers active in CAP as of year-end December 
2016.7 

Columbia 's CAP offers discounted rates to payment-troubled , residential heating customers 
whose household incomes are at or less than 150% of the Federal Poverty Income 
Guidelines (FPIG). Columbia defines a payment troubled customer as someone who has 
received a termination notice, broken payment agreement within the past 12 months, or has 
been identified as financially vulnerable because of a low credit score, or reports being 
enrolled in an electric utility's CAP. In addition to reduced utility bills , CAP customers also 
receive the opportunity to have their pre-program arrearages completely forgiven within 36 
months of entering the program. 

CAP Objectives 

• Provide affordable bill payment options 
• Reduce credit and collection costs 
• Reduce arrearage write-offs 
• Increase frequency of customer on time payments 
• Encourage energy efficiency 
• Min imize bill shortfall (CAP Credits) through conservation and energy measures 

Columbia calculates a customer's CAP bill utilizing five different payment options, selecting 
the option closest the customer's ability to payS. 

Table 5 
CAP Payment Plan Options 

Option Payment Plan 

Perce ntage of Income 
#1 0-11 0% FPL =7% 

11 0-1 50% FPL =9% 

Average of Payments 
Average of payme nts 12 m onths prio r to 
j o i n ing CAP 
Only avai lab le for custome rs with 6 

#2 months of uninterrupted service 

Percentage of Bill 
# 3 Fla t ra te adjus ted annua lly of 50% of bi ll 

# 4 Minimum Payment ($25 )* 
Senior CAP 
F lat ra te of 75% of budget bi lli ng for 
cus tomers over 60 yea rs of age wi th no 

#5 a rrears o r payment plan default 

7 2016 BCS Universal Service Programs and Collections Perform ance Report Requirement 
8 The option selected should never be less than the average amount the customer has been paying during the previous 12-
month period . 
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CAP PROGRAM DESCRIPTION 

Minimum Payment 
CAP Bill vs. Budget Bill 

The minimum monthly payment in CAP is $25. The CAP bill should never exceed the 
budget bill amount. If an active CAP customer's bill is higher than budget billing , the account 
is reviewed to determine whether monthly CAP payments can be lowered or if the customer 
should be removed from CAP. 

CAP Payment Charges 

All payment options include two additional charges: 
1. $5 monthly co-payment applied to pre-program arrears (if applicable) 
2. CAP Plus amount 

The monthly CAP Plus calculation is as follows: 

• Divide the total LIHEAP cash dollars received on CAP accounts in the 
prior year's heating season by the number of current CAP customers 

• The monthly "plus amount" is 1 /121h of the final total 
• This amount is recalculated annually beginning with the October 

bill ing cycle9 

CAP Controls 

Excessive Usage 
CAP customers whose average winter consumption exceeds 170 Therms are prioritized for 
the Low- Income Usage Reduction Program (LIURP). 

Excessive Shortfall10 (CAP Credits) 
If a customer's shortfall continues to exceed $1 ,000 annually post LIURP services, the 
customer 

• Will be invited to participate in the Remedial Energy Efficiency Program (REEP). A 
third party provides individualized energy education and on-going feedback on 
household usage 

• May experience a raise in their monthly CAP payment amount 
• May be removed from the program 

Default for Non-Pay 
Termination procedures for CAP customers are in itiated after two missed payments. If the 
customer fails to make up the missed CAP payments within ten (1 0 days) of the date of the 
termination notice, Columbia will attempt to terminate service. However, termination may be 
delayed due to extenuating circumstances. 
CAP customers do not pay security deposits or re-connect fees for restoration of service. 

9 The amount of the CAP Plus charges change based on federal LIH EAP funding each year. (e.g. 2013-2014 the 
CAP Plus charge was $9 monthly; 2014-2015 the CAP charge was $6 monthly). 

10 Shortfa ll (a lso known as CAP credits) is the di fference between the actual cost of gas service and the discounted 
amount that a CAP customer is billed. 
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CAP PROGRAM DESCRIPTION 

CAP Controls Continued 

CAP Recertification 
CAP customers are required to recertify annually with the following exceptions: 

• Receipt of a LIHEAP grant 
• Receipt of a Dollar Energy Fund (DEF) grant 
• Enrollee in another Columbia Universal Service Program within the past 12 months 
• CAP customers age 60 or older who receive social security or disability benefits (only 

need to recertify every other year) 

The Company sends a recertification notification letter 30 days prior to the anniversary date 
of the customer's enrollment date into CAP. If the customer does not recertify within 60 days 
of the letter, they may be removed from CAP. As a final step prior to removing a customer, 
the Company will attempt to re-verify income and household information through the 
customer's electric utility CAP program if the customer is a participant. 11 

Zero Income CAP customers reporting zero income are required to re-verify their income 
after three months and every three months thereafter as long as they report income as zero. 
They are now required to sign a 'Zero Income Form ' as documentation each time they re
verify. 

Self-Removal from CAP 
If requesting removal from CAP, the customer must sign a confirmation form indicating their 
understanding of the benefits they receive from the program . The household may notre
enroll for a period of one year after removal. This is to prevent constant churn with removal 
in the summer months when customer bills are lower than their CAP bill amount. 

11 Dollar Energy Fund administers both Columbia and FirstEnergy's CAP programs where income and household information 
is collected . Information provided for FirstEnergy may be used by DEF to re-certify a Columbia customer. This is only used by 
Columbia as a final step prior to program removal. 
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CAP ENROLLMENT 

How are Customers Referred, Prescreened and Enrolled into CAP? 

Columbia uniquely organized their Customer Care Center to include highly trained Customer 
Service Representatives (CSRs) who became the Universal Services Call Group (US Call 
Group or Call Group). The Company has continued to maintain the integrity of this team. 
Today, the US Call Group is comprised of 20 agents (17 onsite; 3 in home) who handle all 
low-income customer calls and pre-screens for CAP, CARES, LIURP, LIHEAP, and 
Hardship Fund eligibility. Within the Call Group, there are four representatives serving as 
Senior Reps and one Team Leader who receives escalated customer calls. 

The emphasis for the US Call Group is on first call resolution and zero calls in queue. 

Referrals 

Low income customers are referred to the US Call Group as follows: 

• As customers give their financial information to a Customer Service Representative 
(CSR) over the phone, the representative ascertains that the customer is low income 
and payment troubled and transfers the call to the US Call Group 

• As customers enter their account number into the Interactive Voice Response Unit 
(IVRU) there is system recognition and the call routes directly to the US Call group 

• Agency referrals route through the Company's toll free Universal Service line 

CAP Prescreening 

The US Call Group next utilizes the Call Aid feature on the Company's Distribution 
Information System (DIS) to reference procedures, income guidelines and any program 
updates relevant to all low-income programs. See Appendix A-Call Aid Screens 

The Call Group then prescreens the customer for eligibility and populates a series of custom 
CAP screens capturing customer demographics, income, payment history and CAP 
payment options. Based on this data, the system pre-selects the best payment option plan 
for the customer pending verification. See Appendix B- CAP Pre-Screens 

If CAP eligible, customer data is electronically transferred to the Dollar Energy Online 
System for Customer Assistance Records (OSCAR). 12 The DEF Central Office (the Central 
Office) as well as all participating Columbia CAP agencies are trained and have access to 
OSCAR. In addition to OSCAR, agency training on Columbia CAP guidelines is provided by 
DEF annually and more often upon request. 

The US Call Group sends the OSCAR screens electronically either to the DEF Central 
Office or to the appropriate screening agency for customer follow-up for on-site or telephonic 
applications. The majority of CAP customer applications are telephonic and therefore reduce 
overall administrative costs. 13 

12 The OSCAR system was developed in partnership with the Company to manage, track and streamline the case 
management of CAP customers throughout the entire lifecycle of the CAP customer (prescreen, customer appointments , 
intake, enrollment, recertification , removal , and reporting). 
13 Telephone Interview with DEF Supervisor for Columbia CAP 

Page I 24 



CAP ENROLLMENT 

The DEF supervisor reports that Columbia does an excellent job in sorting and routing the 
referrals to the appropriate agency which resu lts in alleviating the call volume at the DEF 
Central Office. 14 The Central Office (comprised of one supervisor and five customer service 
representatives specific to Columbia CAP) or the agency schedules the telephonic customer 
appointment, verifies income and assists with completing the CAP application. In previous 
years, the DEF central office would review all CAP agency enrollment screens for accuracy. 
Since the advent of OSCAR and electronic transfer of pre-screen customer data, th is step 
has been eliminated. 

Quality Assurance for CAP Enrollment 

The Company takes additional steps to ensure quality control for CAP administration. 
Here are a few observations. 
Although the Company and DEF meet monthly on the status of the CAP program there is no 
information provided to the Company on monthly telephone statistics (i.e. # calls received, # 
calls abandoned,# calls answered within 30 seconds, and average call handle time).15 

For additional quality assurance, the evaluator suggests obtaining monthly DEF CAP call 
statistics enabling the Company to compare those with Columbia 's US Call Group statistics . 
Performance should be tracked and aligned with the Company's internal Call Group. 
See statistics in Table 6 below. 

Table 6 
PA Universal Service Call Group 

2013-June 201616 

PA - Universal Serv ices Team Call Statistics 

Average Service Level 
Offered Handled Abandon Speed of Within 30 

% Answer sec. 
2013 0.639 

196,648 190,769 2.99% 37 
201 4 

1 

0.657 
204,174 198,020 3.01 % 37 

2015 l 207,651 
0.865 

205,314 1.13% 14 
2016 

1 
0.801 

190,472 187,501 1.56% 23 

Finding CAP-02 DEF Call Volume Statistics 
DEF Administration does not provide Columbia with call center statistics relevant to CAP 
phone calls. This is important for aligning expected performance with the internal US Call 
Group. 

Recommended Action 
DEF to provide Columbia with monthly call center statistics measuring# calls received , # 
calls abandoned, #calls answered within 30 seconds and average call handle time. 

14Telephone Interview wi th DEF Supervisor for Columbia CAP 
15 Interview CPA CAP Manager 
16 Interview CPA Call Center Manager 
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CAP ENROLLMENT 

Columbia employs the services of Essential Energy, a third-party contractor who performs 
monthly Columbia CAP quality audits at the DEF central office. The audits consist of 
reviewing 10% of new CAP enrollments each month checking for CAP intake 
documentation, appropriate selection of the CAP payment plan and support documents for 
income validation. In addition, Essential Energy provides a more thorough bi-annual review 
where the lead CAP administrator, DEF customer service representatives and a sampling of 
CAP intake agencies are interviewed for program consistency. 17 

Here are a few inconsistencies brought to DEF's attention in the most recent 2017 audit: 

• Agency receipt of and/or use of CAP scripted customer talking points and newly 
revised CAP contract forms was inconsistent among agencies . 
Resolution: DEF to re-send appropriate forms and scripts to all agencies. 

• New agencies added to Columbia CAP and/or turnover in agency staff at existing 
agencies resulted in a gap with DEF provided training . 
Resolution: DEF to assign a supervisor to specifically manage training and ensure 
agencies have the proper program materials and script on hand. 

In reviewing Essential Energy's audit findings for January and June 2017, the evaluator 
found that CAP Administration findings were mostly positive and running fairly smoothly. 
However, according to Essential Energy, for those items needing addressed it appears that 
the Company communicates verbally to DEF regarding action items with no follow-up 
documentation. 

Finding CAP-03 DEF Audit Action Item Documentation 
Columbia verbally communicates with DEF regarding prioritized action items to be 
implemented in response to Essential Energy's post-audit findings, however, there is no 
follow-up documentation of the DEF action items nor date of resolution . 

Recommended Action 
The Company to assign DEF written action items to resolve prioritized post-audit findings by 
the date due. DEF to follow-up in written response indicating individuals/agencies involved 
with the resolution and date completed. Copies to be provided to Essential Energy. 

17 Telephone interview with Essential Energy Columbia CAP July 27, 201 7. Audit Evaluation Reports January and June 2017 
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CAP ENROLLMEN 

Universal Service Program Outreach 

Columbia promotes its Universal Service programs and engages in external outreach 
activities throughout its service territory. These include the following : 

• Sponsorship and participation at Senior Fairs 
• Representation on local community assistance boards and task forces 
• Participation and coordination of Be Utility Wise events 
• Provision of program information on Columbia's website 
• Bill inserts targeted to specific Universal Service Programs 
• Customer Contact Center Referrals 
• Bi-Annual community roundtables 

Specific to CAP, the Company reports the following outreach activities to encourage CAP 
enrollment: 18 

• Coordination with electric utilities to solicit CAP customers for enrollment and 
recertification however it is not formalized 

• Coordination with the Dollar Energy Fund Grant Program 
• Limited solicitation of targeted groups including previous Dollar Energy grant 

customers, LIHEAP Crisis recipients, Housing Authority tenants, CAP agency staff 
• Mail solicitation of targeted groups including previous and potential LIHEAP 

recipients and inactive account customers (Cold Weather Survey packets) 
• Annual training for: 

o Customer Contact Center Customer Service representatives 
o DEF CAP Administrator and screening agencies 
o Credit and Collections Representatives 
o Field and Construction Services personnel 

Finding CAP-04 CAP Outreach 
The Company manages an impressive number of activities, training sessions, and media 
communications that reach diverse audiences for education and promotion of CAP to 
eligible customers . Although there is coordination with electric utilities to solicit CAP 
customers for enrollment and recertification, the process is not formalized . 

Recommended Action 
Company to consider formalizing coordination with electric companies to increase CAP 
program efficiencies . 

18 CPA 2015-2018 Universal Service and Conservation Plan 
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CAP ENROLLMENT 

What is the Customer Distribution for CAP by Federal Poverty Income 
Guidelines? 

Trends by FPIG 

• Within the last three years, the majority of CAP participants (46-47%) fall into the 
51%-100% of FPIG. This is consistent with other PA natural gas utility distribution 
company CAP statistics. 19 

Year 
2016 

2015 

2014 

Table 7 
CAP Distribution by FPIG20 

2014-2016 

FPIG # CAP Participants 
0-50% 4,307 
51%-100% 9,389 
101%-150% 6,709 
Total 20,405 
0-50% 4,470 
51%-100o/o 9,884 
101%-150% 6,920 
Total 21,274 
0-50% 4,439 
51%-100% 9,61 2 
101%-150% 6,538 
Total 20,589 

% 

46% 

47% 

41% 

19 Report on 2015 Universal Service Programs & Collections Performance of the PA Electric Distribution and Natural Gas 
Distribution Companies Bureau of Consumer Services 
2° Company provided data for 2014-2016 Universal Services Programs Report-Section Item 33-35 
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CAP PAYMENT PLANS 

What is the Customer Distribution for CAP by Payment Plan Option? 
Generally, do participants' Energy Burdens Comply with the CAP Policy 
Statement at §69.265(2) (i)-(B)? 

Trends 2014-2016 

• CAP Enrollment numbers during the most recent three-year period have fluctuated, 
first as a slight increase in 2015 and then a slight decrease in 2016. This appears to 
be similar with enrollments reported by the majority of PA gas utility distribution 
companies 21 

• CAP participant rates remain fairly consistent at 30% (2016), 31% (2015) and 30% 
(2014) 22 

• The majority of 2016 CAP customers ( 44%) are enrolled in the Percentage of Bill 
plan at 50% of bill adjusted annually. Second highest enrollment is Average of 
Payments (35%) and third highest is Percentage of Income (15% ). This pattern of 
enrollment option type is consistent year to year 

• The average monthly CAP payment is $42.61, a decrease of $7.69 over the past 
three years 

Table 8 
Participation by CAP Payment Plan 

2014-2016 

2016 2015 2014 
Average Average Average 

Option Payment Plan Number CAP Number CAP Number 
Plan Plan 

#1 
Percentage of Income 
0-110% FPIG=7% 
110-150% FPIG=9% 2925 $51.60 3037 $55.61 2849 
Average of Payments 
Average of payments 12 months 

#2 prior to joining CAP 
Only available for customers 
with 6 months of uninterrupted 

$44.55 $49.62 service 7062 7359 7605 

#3 
Percentage of Bill 
Flat rate adjusted annually of 
50% of bill 9041 $50.09 9089 $59.76 9036 

#4 Minimum Payment ($25) 1,479 $33.86 1315 $33.86 1219 

Senior CAP 
Flat rate of 75% of budget billing 
for customers over 60 years of 

#5 
age with no arrears or payment 

$37.20 $46.00 plan default 5 7 6 

Total CAP Participants 20,405 20,807 20,715 

Avg. CAP Payment $42.61 $48.97 

2 1 Report on 2015 Universal Service Programs & Collections Performance of the PA Electric Distribution and Natural Gas 
Distribution Companies Bureau of Consumer Services 
22 Participation rates are computed by taking the Company's number of confirmed low income customers and dividing it into 
the number of CAP participants year end December. 

CAP 
Plan 

$55.38 

$52.34 

$60 .50 

$35.43 

$47.83 

$50.30 
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CAP PAYMENT PLANS 

Finding CAP-05 Enrollment 
CAP enrollment numbers and CAP participation rates have remained consistent over the 
most recent three-year program period (2014,2015,2016). 

CAP enrollment numbers average 20,642 CAP participants annually within the last three 
years. CAP participation rates remain at 30% of the Company's identified confirmed low
Income population (68,391 ). 

Finding CAP-06 Enrollment by FPIG and Payment Plan 
The majority of CAP participants (46%) have incomes within the 51%-100% FPIG. 

Of the five CAP Payment Plan options, the majority of CAP participants ( 44%) are enrolled 
in the Percentage of Bill Plan at an average CAP payment of $50.09. The least number of 
participants (5) are enrolled in the Senior CAP Plan with an average payment of $37.20. 

The Average 2016 CAP Payment for the five payment plan options is $42.61 a 15% 
decrease compared to 2014 and 13% decrease compared to 2015. 

Recommended Actions 
Percentage of Bill Plan 
The customers' affordability is directly dependent on weather and the cost of gas. The 
Company to consider increasing their review of those customers enrolled in the Percentage 
of Bill plan from annual to semi-annual to ensure affordability. 

Senior CAP 
With so few participants in Senior CAP (5) the Company to consider phasing out this 
payment plan option in order to streamline the menu of CAP options. 
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CAP PAYMENT PLANS 

Affordability 

The 2016 reported average member household for CAP is 2.69 and the average reported 
annual CAP income is $14,418. To further view bill affordability, 7% and 9% of that income 
was calculated. 

Table 9 
CAP Bill Affordability by Payment Plan 

2016 

Annual FPIG 0-50% 
51%- 101%-
100% 150% 

Allowable Income for 2.69 $9,045 $18,090 $27,135 
23Member Household 

Averaged $14,418 24or 80% 
$14,418 

of FPIG 51-100% 

Payment Options 

Percentage of Income $84 

Monthly @ 7% of 0-110% $52.76 $105.53 

Monthly@ 9% of 111-150% $203.51 

Average of 12 months of Bill 

% of Bill @ 50% 

Minimum Bill 
Sr. CAP @ 75% of Budget 

Bill 

Finding CAP-07 Affordability 

Avg. 
CAP 

$51.60 

$44.55 

$50.09 

$33.86 

$37.20 

The 2016 average CAP annual income was $14,418 or 80% of the annual FPIG of 51-
100%. (Households members averaged 2.69) The average monthly CAP bill at 7% of that 
income was $84 month). 

While the majority of CAP customers (46%) fall within the 51-100% of FPIG for all payment 
options, customers within the 0-50% income seem the most likely to exceed the PUC energy 
burden targets . 

Recommended Action 
Assess the number of CAP customers within the 0-50% of FPGL who are still experiencing 
unaffordable energy bills (>than the average of $52. 76). Those customers experiencing 
excessive shortfall should be targeted for LIURP and/or REEP. 

23 2016 Universal Service Reporting Requirements Line Items 30, 31 . 
24 Ibid 
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CAP PAYMENT FREQUENCY 

CAP Payment Trends 

In terms of payment frequency, the Company's active CAP participants during the most 
current three-year period end of month December have fluctuating results. 

Taking the annual total amount of dollars received by CAP customers divided by the total 
amount billed reveals the following: 25 

Table 10 
Percentage of Bill Paid 

Year CAP Billed CAP Paid % #Full On- Active Avg. #Full 
Paid Time CAP26 Pmts. 

Pmts. 
2016 $12,845,293 $9,641,462 75% 125,133 20,405 6.1 

2015 $13,889,138 $11,276,816 82% 134,638 21,274 6.3 
2014 $14,019,886 $ 11 ,208,37 4 80% 122,675 20,589 6.0 

The Company has no further analysis as to the breakdown of these percentages by CAP 
payment option to ascertain if these percentages are consistent among all types. 

Finding CAP-08 Percentage of Bill Paid 
On average, CAP customers pay full and on time 6 out of 12 payments on an annual basis 
or 50% of the time. 

CAP percentage of bill paid has declined during the most current three- year program 
period, from a high of 82% of bill paid in 2015 to 75%of bill paid in 2016. 

Recommended Action 
Provide an analysis of payment frequency by CAP payment option to further identify 
probable causes of payment decline including affordability. 

25 2014, 2015, 2016 CPA Universal Service Programs Reporting Requirements Items #43, #45 , #46 
26 Ibid 
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CAP PAYMENT FREQUENCY 

CAP Customers with Missed Payments 

The Company provided a breakdown of 2016 CAP customers during a consecutive 12-
month billing period with respect to the number of missed payments throughout that 
period. Results were compared with CAP customers who did not receive LIHEAP with those 
who did. 27 

The assumption was that for customers who receive LIHEAP the number of missed 
payments would be reduced significantly, since the LIHEAP payment serves as the CAP 
payment as long as there is a LIHEAP credit. However, LIHEAP does not cover the 
arrearage forgiveness or CAP Plus component of the asked to pay monthly amount. 

Number of 
Missed Payments 
0-3 
4-6 
7-12 

Table 11 
CAP Customers 

Missed Payments 
2016 

2016 Without 
LIHEAP 
9,893 
2,703 

973 

2016 With 
LIHEAP 
Counted as 1 
12,095 

1,539 
535 

Those customers without LIHEAP had fewer missed payments in the 'zero to 3 missed 
payment' category compared with customers receiving LIHEAP. However, in the two 
remaining categories 4-6 and 7-12 missed payments, the customers receiving LIHEAP had 
fewer missed payments than those not receiving LIHEAP. 

The Company conjectures that since the LIHEAP grant is often posted 'in full' onto a 
customer account, this relieves the customer of any payment for several months or longer. 
This is counter to the original intent of the CAP design feature, whereby participants are 
expected to develop new payment behaviors of making timely and regular account 
payments.28 This situation only appears in the 'zero to 3' missed payment category and 
seems to reverse itself with fewer missed payments with LIHEAP in the '4-6' and '?to 12'. 
missed payment categories. 

Finding CAP-09 LIHEAP Impact on Missed Payments 
Those customers without LIHEAP had fewer missed payments in the 'zero to 3 missed 
payment' category compared with customers receiving LIHEAP. The Company maintains 
that with the full amount of LIHEAP grants received on accounts, customers may go several 
months without being required to make a payment. Once the grant is exhausted, customers 
do not easily get back into the rhythm of making regular payments. 

27 CPA Data Response 1- CAP-15 CAP Missed Payments 
28 CPA USECP Comments Docket No. M-2017-2596907 Page 11 LIHEAP Grants 
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CAP RETENTION 

What are CAP Retention Rates? 

One indicator as to the success of a company's CAP is the length of continuous enrollment 
from their time of original enrollment to the present. Of particular significance is Columbia's 
CAP retention percentage for customers within the '3-5 year' and '5 years or more' 
categories. 

A retention history of Columbia customers billed as CAP in December 2016 disaggregated 
by number of months of consecutive service since enrollment revealed a total of 5,007 
customers enrolled in CAP with a continuous retention history of 5 years or more.29 Another 
21% (4,235) maintained consecutive service for 3-5 years. 

Table 12 
Number of CAP Customers with Consecutive Service 

Enrollment thru December Year End 2016 

Number of CAP 
Duration Customers Percentage 
Less than 5 months 2,960 14% 
6-12 months 4,178 20% 
13-24 months 4,103 20% 
3-5 years 4,235 21% 

I 5 years or more 5001 25% 
TOTAL 20,483 

Average Length of Time CAP Customers Remain on CAP 

Another view of CAP participation disaggregates CAP customers by FPIG income which 
looks at average length of time customers remain on CAP across all CAP plan options. 

29 CPA Data Response 1-CAP-14 

Table 13 
Average Length of CAP Participation 

By FPIG in 201530 

FPIG Number of Months 

0%-50% 52.25 

51%-10W/o 55.00 

101%-150% 51 .61 

3° CAUSE-PA2-002 CPA Data Response R-2015 
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CAP RETENTION 

Finding CAP-10 CAP Retention 
As of year-end December 2016, there were 25% (5,007) of CAP customers who maintained 
continuous participation in CAP for 5 years or more and an additional 21% (4,235) for 3-5 
years since their enrollment date. 

Customers within the 51%-100% of FPIG remain in CAP the longest at 55.08 months across 
all CAP payment options. 

The average length of time customers remain on CAP is 53 months across all FPIG income 
tiers. 
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CAP DEFAULT 

Why Are Customers Removed From CAP? 

Despite Columbia's best efforts to maintain and/or increase CAP participation, customers 
leave or are dropped from CAP for various reasons. 

Code 
201 

203 

204 
206 
208 

210 

212 

213 

214 
215 

Table 14 
Total CAP Removals 

2013-201631 

Reason 2013 2014 
Non- Pay 632 720 
Fai~ed to 
1Reoell1ify 1067 1359 
Zero 
Income 1 7 
Deceased 6 4 
Moved/Final 1866 2265 

No access 
to meter 0 3 

Customer 
Request 31 33 

Did not 
receive Wx. 12 18 
Over 
Income 0 0 
Other 482 512 

Finding CAP-11 CAP Removals 

2015 2016 

730 707 

2254 24135 
0 

0 
15 13 

2382 2313 

0 0 

34 47 

16 53 

13 515 
687 180 

'Failed to Recertify' was one of the top reasons that customers were removed from CAP in 
2016. Approximately 11 % (2,435) of the total CAP participants year- end December were 
removed for failure to recertify income. 

Recommended Actions 
Provide DEF, the CAP Administrator, with real time information electronically on CAP 
customers due for recertification. 
Include reminder phone calls 30 days prior to the due date to DEF's recertification workflow 
and establish recertification improvement goals. 

3 1 CPA Data Response 1-CAP-1 2 
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CAP DEFAULT 

CAP Non-Payment, Self-removals, and High Consumption Explanations 32 

1. Non-Payment of CAP Budgets 

April 1-0ctober 31 

A CAP customer is considered in default after two missed CAP budget payments. 
Ten days after the missed due date, a termination notice is issued. The Company will 
then attempt to terminate service for non-payment but may, in its sole discretion 
delay termination for extenuating circumstances. 

A customer may restore their service by paying all missed CAP budget payments 
that were the cause of the termination in addition to any missed CAP budget 
payments that became past due during the termination period notice. 

November 1-March 31 

A customer will not be removed from CAP during the winter period . Commencing 
April 1, the Company will issue termination notices for all missed CAP payments to 
CAP customers who failed to pay any or all of their CAP budget payments during the 
November to March period. 

The following table provides a view of CAP customers removed for non-pay by FPIG. 
Since most customers who participate in CAP (46%) are within the 51%-100% of 
FPIG, it is not surprising that most of the non-pay defaults correspond to the same 
income range. 

Table 15 
CAP Non -Pay Removals by FPIG33 

Year 0-50% 51 -100% >100% Totals 
2016 237 297 173 707 
2015 192 345 177 714 
2014 226 302 178 706 
2013 185 296 143 624 

Finding CAP-12 CAP Non-Pay Removals 
There were 707 customers removed from CAP for non-pay in 2016. 
This number equates to approximately.034% of the total CAP number of participants for that 
year. Most of the non-pay removals (76%) were within 0-50% and 51%-100% of the FPIG. 

32 CPA Universal Service and Conservation Plan 2015-2018 
33 CPA Data Response 1-CAP-09 
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CAP DEFAULT 

2. Customer Self-Removals 

A customer who requests removal from CAP is sent a letter explaining their benefits 
wh ile in CAP and be required to sign their acknowledgement of such within a 
returned letter. Upon the Company's receipt of the executed letter, the customer is 
removed from CAP. The consequence of self-removal is that the customer may not 
re-enroll in CAP for one year from the time of self- removal. 

3. Customers with High Consumptions 

Customers with high consumption are automatically referred to the Company's 
LIURP program to receive weatherization. If a customer refuses LIURP without 
demonstration of a legitimate exemption , their CAP budget payment may be raised 
or they may be removed from the program after Company review. 

How Does the Company Treat CAP Balances and Arrears for Defaulted CAP 
Customers but who Remain Columbia Gas Customers? 

The Company designed a process for CAP defaulted customers who retain their gas service 
in order to simplify re-entry into CAP at any time. 

CAP Balances 

• The CAP balance is retained separately including CAP arrears if any 
• For each non-CAP bill amount received, the CAP balance will increase by the 

monthly 'Asked to Pay' amount 
• As customers pay each non-CAP bill or receive a LIHEAP grant, the customer's CAP 

balance will be reduced by that amount 
• Should the customer want to reapply for CAP, they must first pay the full CAP 

balance, including amount accrued while a non-CAP customer 

CAP Arrears 

• Once the CAP balance is paid in full and the customer is re-enrolled in CAP, 1/36th of 
the pre-program arrearage is applied for each month the customer spent outside the 
program 

• Any new non-CAP arrears created since CAP removal are removed and treated as 
customer shortfall 
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CAP DEFAULT 

Finding CAP-13 Default CAP Balances 
The Company has designed a CAP process for customers who default from CAP and retain 
gas service that balances customer accounts as though the customer had remained on CAP 
throughout. This process encourages year-round participation and avoids seasonal 
fluctuations in CAP participation . 
Currently there is no time limit imposed upon the customer as to the length of time they can 
remain out of CAP and still get reinstated. 

Recommended Action 
The Company should evaluate the process related to CAP reinstatement as to the allowable 
length of time a customer can remain out of CAP and still be reinstated. 
The evaluator suggests a maximum of a four-year stay-out as it aligns with the Company's 
collection policy. According to the policy, balances older than four years cannot be collected 
as per Chapter 56 .35. 
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CAP TERMINATIONS 

Does Participation in Universal Service Programs Decrease Service 
Terminations and Collections Costs? 

CAP Revenue Recovery Activity 

The Company's CAP revenue recovery cycle mirrors the regular cycle for residential 
customers except that it adds two additional steps. First, the Company sends a late payment 
reminder notice five days after the first missed CAP payment due date. Second, the 
Company prioritizes the CAP accounts for termination over non-CAP account terminations.34 

In order to measure the impact of CAP participation on terminations and collection costs a 
sample size of 202 customers with available 12 months Pre- and 12-months Post CAP 
payment history was analyzed for collection activity. 

#Payments 
$ of Payments 
#Term Notices 
LIHEAP Grant 
#Phone 
Attempts 
# Disconnect 
Orders 
Generated 
#ShutOffs 

Table 16 
CAP Collection Activity Pre-CAP vs. Post-CAP 

Sample of 202 Customers 
2016 

Cost 
Pre-CAP Post-CAP + - Savings 

1,890 2,164 274 
$200,679 $115,700 $84,979 

150 3 147 $75 
$17,467 $28,887 $11,420 

$28 
94 0 94 

Not 
8 8 available 

1 1 $14 

Finding CAP-14 Collection Activity & Cost Savings 
For 202 customers selected in a sample study, the measured results for collection activities 
comparing Pre-CAP to Post-CAP payment behavior and collection activities were as follows: 
Payments and Revenues 
Post-CAP customers made 27 4 more payments due to affordable monthly CAP payments, 
however those lower payments resulted in a decrease of $84,979 in billed revenue; LIHEAP 
grants increased by $11,420 
Savings-Total of $117- Very little impact on collection costs 
147 fewer termination notices were sent with a cost savings of $75; 94 fewer telephone 
attempts were made at a cost savings of $28; there was one less termination at a cost 

savings of $14 

34 CPA Response 1-CAP-10 CPA Regulatory and Company Shut Off Procedures for CAP 
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CAP REINSTATEMENTS 

How Are Customers Re-Instated Into CAP? 

There are two different procedures for re-instating customers into CAP depending whether 
the applicant's gas service has been terminated or gas service was retained after removal 
from CAP. 

Pay All 

After CAP Missed 

Removal CAP 
Pmts. & 
$5 Co-
pay to 
Arrears 

Gas Service 
Terminated Yes 

Gas Service Yes 
Retained36 

Table 17 
CAP Reinstatement Procedures 

Gas Service Terminated vs. Retained 35 

Pmts. Unpaid Without Moved to 
made Charges Service New 
After CAP Incurred for 6 or Address? 
Removal After more 

Default months? 

Deducted Treated Must All 
from as reapply procedures 
Program current for CAP apply 
Re-Entry bill including 
Amount Shortfall proof of 

income 

Deducted Treated N/A All 
from as procedures 
Program current apply for 
Re-Entry bill non-
Amt. shortfall interruption 

of service. 
Other 
Issues 
relating to 
CAP 
default 
must be 
resolved .37 

35 Summarized from 2015-201 8 Universal Service and Energy Conservation Plan 
36 The pre-program arrearage will be the same at the tim e of reinstatement as at the tim e of defaul t 
37 Verifica tion of current income, acceptance of free weatheriza tion 

Security Re-
Deposits? Connect 

Fees? 

Waived. 

Already 
paid Waived 
deposits 
are appl ied 
to arrears 
prior to re-
enroll. 

N/A N/A 
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CAP RECERTIFICATON 

Recertification of income is necessary to remain a CAP customer to ensure that only low
income customers are enrolled. CAP customers are required to provide proof of income 
annually except for the following exceptions: 

• Customers receiving LIHEAP, Dollar Energy, or another Columbia US program. 
• CAP customers age 60 or older who receive social security or disability benefits are 

required to provide proof of income every other year. 
• Zero income customers are required to recertify every three months of participation 

and are required to complete a form requiring written documentation. 

Controls 

Columbia issues notification letters requiring income reverification each year to customers 
30 days prior to their CAP enrollment anniversary date. CAP participants are then required 
to mail/fax income verification to DEF (the Administrator). Once received, DEF mails a letter 
confirming the customer's continued participation in CAP and detailing any changes, if any, 
made to their required CAP payment. 

Although DEF was tasked with making reminder CAP recertification customer phone calls 
the calls were made only as time and resources permitted. 38 Additionally, the Company 
acknowledged that the recertification information that was provided to DEF was manual and 
not always timely. The Company has now put in place an electronic notice on the CAP 
account in OSCAR when reminder customer letters are sent to improve the process. 39 

Eligible to Recertify 
Re-verified via 
LIHEAP 
Remaining required 
to Recertify 

Deemed ineligible 
Did not recertify 

Table 18 
CAP Recertification40 

2013-2016 

2016 2015 

17,494 21,563 

8,773 13,824 

8,721 7,739 

512 395 
2,435 1,773 

Finding CAP-15 CAP Recertification 

2014 2013 

21,271 20,297 

10,742 9,444 

10,529 10,853 

308 273 
1,353 1,065 

Of the 8,721 customers required to recertify, 2,435 or 28% did not recertify. This continues 
to be an ongoing issue. Although the Company sends reminder letters to customers 30 days 
prior to their deadline there was little follow-up by the Administrator with making reminder 
phone calls. 

Recommended Action-See CAP-11 

38 Interview DEF Supervisor 
39 lnterview CPA CAP Manager 
4° CPA Data Response 1-CAP-15 CAP Recertification 
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CAP COSTS 

What Are the CAP Costs and How Are They Recovered? 

Universal Service costs are recovered through the Rider USP-Universal Service 

Plan. The Rider is applicable to all residential customers except for CAP customers 

and was established to recover costs related to the Company's Universal Service 

and Conservation programs. See Appendix C-Rider USP Universal Service Plan 

The Rider USP is calculated quarterly to recover costs for the following programs: LIURP, 
CAP, Emergency Repair Program (ERP) and the Warm Wise® Audits and Rebates 

Universal Service costs are calculated to include the projected: 

• CAP Shortfall (the difference between residential RSS bill and the CAP bill) 
• CAP administrative costs (application fees, DEF administration, quality assurance) 
• Pre-Program arrearage to be forgiven and written off within the next 12-month period 
• LIURP costs will be calculated based on the projected budget spend and the number 

of Income Level1 income homes to be weatherized. All underspent dollars will be 
carried over into the next year's LIURP budget 

• Warm Wise® Audits and Rebates program costs will be calculated on the projected 
number of Level 2a and 2b income homes provided with an energy audit, 
programmable thermostat and/or rebates. These two programs are not within the 
scope of this evaluation. The budget is not to exceed $750,000 

• ERP is not to exceed $600,000 
• Warm Wise® Audits and Rebates and the ERP program are outside the scope of 

this evaluation 

Beginning in 2010, the Company began filing an annual reconciliation of Universal 
Service Costs under Rider USP. 

Year Admin 

2016 $1,027,252 

2015 $1,041,519 

2014 $1,077,864 

Finding CAP-16 CAP Costs 

Table 19 
CAP Costs Per CAP Enrolled41 

2014-2016 

CAP Credits Arrearage 
Forgiveness 

$12,204,305 $313,110 

$16,131,673 $1,031,677 

$16,298,248 $861,295 

Total Gross Avg. Prog. 
Cap Costs Costs per 

CAP Enroll 

$13,544,667 $663.80 

$18,204,869 $855.74 

$18,237,407 $885.78 

In 2016, the average CAP costs per CAP enrolled customer was $663.80, significantly lower 
than the previous year of $855.7 4. This is primarily due to a 69% reduction in arrearage 
forgiveness costs. 

CAP Credits continue to comprise the greatest percentage (90%) of total Gross CAP Costs. 

41 CAP Enrolled as of December 2014, 2015, 2015 Universal Service Reporting Requirements Lines 23, 24, 25. 
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CAP COSTS 

Arrearage Forgiveness 

When a customer is enrolled into CAP the total amount of their pre-CAP arrears except fo r 
$180 customer co-pay ($5 co-pay x 36 months) is recovered by the Company through the 
USP Rider. 

As an active participant in CAP, the customer is eligible for arrearage forgiveness over a 
three-year period or 1/361h per month. The monthly CAP payment plus the $5 co-pay must 
be paid in full and on-time as a condition of receiving arrearage forgiveness benefits. For 
missed payments, arrearage is forgiven retroactively once the customer makes catch up 
payments. 

For example, if a CAP customer misses three months of payments but only makes two 
months of catch up payments, those two months will be eligible for arrearage forgiveness. 
A customer's total pre-program arrearage will be forgiven after 36 months of full CAP 
payments . 

The evaluator finds the Columbia CAP bills to be very clear and well presented with the 
customer co-pay and retirement clearly noted on the account summary portion of the 
monthly CAP bill. 

Year 

2016 
2015 
2014 
2013 

Table 20 
Average Pre-CAP Arrearage by CAP Plan Option42 

2013-2016 

Option 1 Option 2 Option 3 Option 4 Option 5 
%of Avg. Bill %of Bill Min Pay Sr. CAP 

Income 
687 752 557 569 0 
776 714 609 679 370 
670 663 558 512 n/a 
681 642 606 544 775 

Finding CAP-17 Avg. Pre-CAP Arrears 

Number of 
Customers 
with Zero 
Arrears 

258 
167 
127 
90 

CAP customers within Option 2 (Average Bill Plan) had the highest average pre-CAP arears 
at $752 compared to the other four option plans in 2016. 

The number of CAP customers who had zero arrears upon enrollment was at an all-time 
high of 258 customers . 

42 CPA Data Response 1-CAP-17 Pre-Program Arrea rs 
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CAP COSTS 

The number of CAP customers receiving arrearage forgiveness benefits fluctuates from year 
to year as does the average forgiveness amount per customer. Compared to the other PA 
natural gas utility distribution companies' CAP spending by component, the weighted 
average was at a 12% spend for arrearage forgiveness in 2015. Columbia had the lowest at 
6% of total program costs attributed to arrearage forgiveness. 43 

The Company attributed the weather and gas costs as being major drivers in the changes in 
pre-program arrears balances. In 2014-2015, the weather was colder than normal resulting 
in higher gas costs. CAP customers would have higher balances that would need to be 
forgiven. In 2015-2016 the weather was drastically warmer resulting in much lower gas 
costs. Customer bills were significantly lower that year so there would have been less need 
for CAP forgiveness . 

Table 21 
Average Arrearage Forgiveness Per Customer44 

2013-2016 

Year Arrearage # of Average 
Forgiveness Customers Arrears 

Forgiven 
201'6 $313,110 11,489 $27.25 
2015 $1 ,031 ,677 9,525 $108.31 
2014 $861,295 8,662 $99.43 
2013 $551,146 6,599 $83.52 

Finding CAP-18 Avg. Arrearage Forgiveness 
The Company's Arrearage Forgiveness component benefited 56% of the total customers 
enrolled in CAP year end December 2016. 

Arrearage forgiveness costs in 2016 were at their lowest at $313,110 or $27.25 per 
customer compared to the most recent four-year period , while the number of customers 
receiving those benefits was at its highest at 11,489 customers during the same period . The 
Company cited warmer than normal temperatures and lower gas costs during the 2015-
2016 heating season as the reason for the fluctuation . 

Compared to 2015, the Company saw an increase of 1,925 customers receiving benefits but 
a 69% reduction of arrearage forgiveness costs . 

Recommended Action 
Company to perform an analysis to determine if the decline in overall arrearage forgiveness 
costs are in direct proportion to lower pre-CAP arrears upon initial enrollment. 

43 2015 BCS Report on Universal Service Programs &Collections Perform ance of PA Electric & Natura l Gas Distribution 
Companies Total CAP Spending by CAP Component pg. 46 
44 CPA Data Response 1-CAP-18 Arrearage Forgiveness Includes a combination of new CAP, removed CAP, and reentered 
CAP. 
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CAP COSTS 

CAP Credits 

The primary driver of the fluctuation in CAP Credits is linked to the fluctuation in arrearage 
forgiveness. CAP Credits also vary based on the number of customers in CAP, the 
distribution and commodity prices, and the weather. Colder weather will increase CAP 
credits dramatically and conversely warmer weather will result in a decrease of CAP credits . 

CAP Credit Controls 

For those customers who have already received weatherization services and still exceed 
$1,000 annually in CAP Credits, the Remedial Energy Efficiency Program (REEP) will be put 
into place. Energy efficiency education will be provided by a third party on an individual 
basis for up to 200 customers per year. The contractor will also monitor usage and provide 
feedback on an on-going basis for one year. If usage continues to exceed the allowable 
shortfall limits and the customer does not meet any exemption criteria identified in the CAP 
policy statement, the customer may be required to make an increased payment or may be 
removed from CAP. 

Table 22 
2015-2016 Average Annual CAP Credit Per Customer 

Average Average Total No. 
No. of CAP No. of Annual Annual Customers 
Customers Customers CAP CAP Credit Over 

Year Total Receiving Receiving Credit Per Per Total $1 ,000 in 
Annual Credits45 Zero Customer Customers CAP 
CAP Credits46 Receiving Enrolled in Credits 
Credits Credits CAP47 

2016 $12,204,305 16,910 792 $722 $598 1,201 

2015 $16,131,673 15,623 354 $1,033 $758 2,380 

Finding CAP-19 Average CAP Credits 
The average annual CAP Credit for customers active in CAP as of December was $598, a 
decrease of 21% ($160) compared to $758 in 2015. 

Another calculation of the number of customers actually receiving CAP credits shows 
16,910 customers receiving an average CAP credit of $722 a significant decrease of 30% 
($311) compared to $1 ,033 in 2015. 

The number of customers receiving over $1 ,000 in CAP Credits significantly decreased from 
2,380 customers in 2015 to 1,201 customers in 2016, approximately a 50% decrease. 

45 CPA Data Response 1-CAP-15&16 
46 Ibid 
47 2015-2016 Universal Service Reporting Requirements- Cap participants as of December. 
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CAP COSTS 

CAP-19 Continued 

There were 792 customers receiving zero CAP Credits, an increase of 438 customers from 
the previous year in 2015. 

Warmer weather, lower gas costs and lower arrearage forgiveness costs attribute to these 
decreases. 

Administrative Costs 

Administrative costs include: contract and utility staffing , account monitoring, intake, 
outreach, consumer education and conservation training, recertification processing, 
computer programming, program evaluation , quality assurance and other fixed overhead 
costs. The Company's administrative costs in 2015 were one of the lowest percentages 
(6%) of overall CAP costs as compared with the other PA natural gas utility distribution 
companies ' weighted average of 5%.48 

Table 23 
Administrative Costs Detail49 

2014-2016 

2016 2015 

Labor $ 67,118 $ 66,291 
Materials & Supplies $ 594 $ 595 

Outside Services $ 282,132 $ 253,251 

Employee Expenses $ 3,328 $ 4,154 

Application Fees $ 262,766 $ 238,434 
Call Center Costs $ 411 ,315 $ 478,795 

Total $1,027,252 $ 1,041 ,519 

Finding CAP-20 Administrative Costs 

2014 

$ 65,076 

$ 291 

$ 274,743 

$ 3,410 

$ 231 ,296 

$ 503,048 

$ 1,077,864 

CAP administrative costs have remained consistent at 6% of the Company's total CAP costs 
throughout the last three program years 2014-2016. Columbia has one of the lowest 
administrative costs compared to the other Pa natural gas distribution companies . 
This is due in part to the cost savings gained by the efficient electronic transfer of pre-screen 
customer data by both the Company and CAP screening agencies into the Administrator's 
OSCAR system. 

48 2015 Universal Service Programs & Collections Performance of the PA Electric and Natural Gas Distribution Companies 
BCS- Page 46 
49 CPA Data Response CAP-1 9 Administrati ve Costs 
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CAP CONTROLS 

How Effective are the CAP Control Features at Limiting Program Costs? 

Aggregation Model 

As a result of the Natural Gas Choice and Competition Act, the Company formulated a low
income aggregation for CAP customers concurrent with Columbia 's Choice program. 

As a condition of CAP, customers must agree to allow the Company to act as their agent to 
contract for the purchase of gas supplies form a licensed natural gas supplier (NGS). The 
NGS is selected from interested licensed suppliers who respond to a Request for Proposal 
(RFP) sent out by the Company. The purpose of this arrangement is to make CAP more 
cost effective by contracting for the cost of gas that is lower than Company's sales service 
rate . Through this arrangement CAP customers benefit from the competitive market for gas 
supply and from the economies of scale gained through the aggregation of their volumes 
into the larger CAP group. 5° 

Finding CAP-21 Aggregation Savings 
The Aggregation Model has realized an impressive cumulative savings for CAP customers 
of $11 ,640,529 from its inception in July 2011 through December 2016. This model proved 
to be a successful alternative to traditional CHOICE and served to reduce overall CAP costs. 

Finding CAP-22 CAP Controls 
The Company is in compliance with all of the CAP control features as described in their 
most recently filed 2015-2018 Universal Service Plan. 
The remaining control features have already been detailed in Section "CAP Description," 
pages 22-23. The evaluator concludes that the Company's CAP is well managed with 
adequate controls put into place for limiting program costs. 

5° CPA Ad Hoc Data Response- CAP Agg regation Model Savings 
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CAP IMPROVEMENTS 

Multiple changes have been made to the Company's CAP since the last Universal Service 
Evaluation conducted in 2010. Some of these changes were the result of recommendations 
made in thei r 2010 Universal Service Evaluation while others were independent 
improvements made by the management team. 

This is a testament to Columbia 's proactive approach in striving towards continuous 
improvements not only with CAP but with the ir other Universal Service Prog rams as well. 
See Sections on L/URP, CARES and Hardship Funds Improvements 

2011 201 2 

tritiated 2 year CAP 

tritiated CAP Plus 
max credi piot to 

l'kich added aS 
review tigh CAP 

amollll to al 
shortfal accolllls. 
SliVey to delerrrine 

customers i1 Nov 1\h€iher exceptions 
2010 existed was 

COfl1)1eted. 

Allowed DEF to use 
First Enagy Income to 
verly CAP ei~biity 

CAP 

Table 24 
CAP Improvements 

2011-2017 

2013 2014 
Reqlired all poteriiaJ 

Cal aid for U!Wersat 
llardslip fllldgrari 

SeiVices was l.lldaled 
redpieriS to go to an 

to ifTl!l<OVe cred~ 
agency railer tihan to 
DEF ceriral office to 

reconned quotes & ilcrease agency 
displtes 

lvobne 

Partnered wlh Bealer 
Colllly Housing 
at.thority to take CAP 
appications on site to 
help avoid overdue 
e ictions 

CAP ag;!ncy 
rolllda!JI!>sto explain 
upcorring changes 

2015 2016 2017 

ChaJl!)ed Option #2 
calc:Uation to reflec t pre 

Brougti CCC back in 
Create erihancemerts 

CAP runber instead of re 
house to irrprove 

forttird party 
customer satisfaction 

cabJating each reeriry or & increase referrals ootification usage 
revEfifJCmon 

Rol<!d ot.t OSCAR 2 Etedroric 
Adopted a standard z.ero 

v.tieh tfl1)roved 
cormuicationwih 

income form efficiency for ag;!ndes DEF 1\ith rerna'Jals 
:rld Cotll11bia US 

and reeriry no CAP Reps 

ChaiJ!l8d ;nearag;! Progr.miS t.l anager Refreshed alletters to 
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CAP LINKAGES 

CPA Universal Service representatives use a holistic approach to resolve a customer's 
payment troubled issue after identifying them as low income. All energy programs are 
considered based on availability, program funding and eligibility criteria. 

The table below captures linkages made to other low-income programs during the time 
when the customer is enrolled in CAP. Of particular significance is that only 50% of those 
enrolled in CAP in 2016 received LIHEAP grants. This implies that either the customer never 
applied for LIHEAP or that LIHEAP was applied for and designated to their electric provider. 
In addition, as with other programs, warmer weather and lower gas costs in 2015-2016 
might account for less of a need for LIHEAP. 

Table 25 
CAP Customer Multiple Program Participation51 

2013-2016 

2016 2015 2014 
#of CAP 
customers 10,545 8,964 13,146 
receiving LIHEAP 
#of CAP 
customers 414 385 357 
receiving LIURP 
Average$ amount 
of LIHEAP grant $268.32 $239.24 $259.50 
per CAP customer 
#of CAP 
customers 497 531 1377 
receiving DEF 
Average$ amount Unable to Unable to Unable to 
of DEF grant per Provide Provide Provide 
CAP customer 

Finding CAP-23 CAP Customers Receiving LIHEAP 

2013 

11,463 

428 

$224.59 

1267 

Unable to 
Provide 

Approximately 50% of those CAP customers eligible for LIHEAP actually applied for and 
received LIHEAP in 2016. While LIHEAP outreach efforts continue to be prioritized, the 
Company has yet to realize results which might improve these percentages. However, some 
percentage of customers may have applied for LIHEAP but assigned their grant to their 
electric util ity. 

Recommended Action 
The Company to consider surveying CAP customers who did not receive LIHEAP in 2016 to 
ascertain reason( s) for not applying. 

5 1 CPA Data Response 1-CAP-22 Multiple Program Participation 
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LIURP PROGRAM DESCRIPTION 

Since the inception of LIURP in 1988, the Company has weatherized approximately 8,000 
homes with consumption savings averaging between 21-24%. Average expenditure per 
home in 2016 was $7,076 with an expected payback of 7-12 years for each installed 
measure. 52 

Columbia's current level of funding was increased to $4,750,000 annually pursuant to the 
approved settlement of R-2012-2321748. 

LIURP Key Objectives53 

• Safe, affordable energy for low-income customers 
• Reduced uncollectible arrearages and write-offs 
• Reduced consumption 
• Affordable budgets/bills for customers 
• Improved payment frequency 
• Reduced CAP shortfall deficit through bill reduction 
• Improved customer satisfaction 
• Environmental awareness/protection 
• Responsible energy use 

Eligibility Criteria54 

• Columbia residential heating customer 
• Customer must be enrolled in Columbia's CAP and must not have received 

weatherization services in the past seven years at their current dwelling 
• Up to 20% of annual budget eligible for special needs customers as defined in Section 

58.2, (relating to definitions) including non-CAP customers who otherwise meet the 
LIURP eligibility requirements 

• Homeowner or renter; renter must have property owner permission 
• Average winter monthly consumption greater than 170 Therms 
• Dwelling must be approved during audit to be in proper condition to weatherize 
• A premise may be disqualified if Columbia makes a determination that providing 

weatherization services would not be cost-effective 

Program Components55 

• Home Energy Audit 
o Each home is audited to determine if the dwelling is in proper condition for 

weatherization. Weatherization measures are recommended at the time of the 
audit. 

o Referrals to other housing development agencies for repair work are made if 
necessary. Referrals to other utility weatherization programs are made as 
necessary. 

52 Universal Services Reporting Requirements Line Item 22 . 
53 CPA Universal Service and Energy Conserva tion Plan 201 5-201 8 
54 Ibid 
55 Ibid 
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LIURP PROGRAM DESCRIPTION 

• Energy education provided concurrent with audit 
• Coordination with other utilities and weatherization programs to leverage funds and 

increase customer satisfaction 
• Heating system is inspected, cleaned and repaired as needed prior to weatherization 

treatment 
• Gas furnace may be upgraded to 92% efficiency or higher if deemed inefficient 
• Gas boiler systems may be upgraded to 80% or higher if deemed inefficient 
• Health and Safety (H&S) allowance up to $650.00 not including heating system 

replacements , which are deemed as an efficiency measure 
• Weatherization measures are performed specific to audit recommendations 

o Treatment is determined based on highest efficiency results . Measures 
include sidewall and attic insulation, blower door guided air sealing measures 
such as caulking, sealing and window stripping 

• Twenty-five percent of weatherized homes are inspected for quality and safety 
• Program is evaluated by comparing weather normalized pre-treatment usage to 

weather normalized post treatment usage to determine savings 

Referrals to LIURP 

Columbia uses existing CAP customer lists to pre-screen for LIURP eligibility since the 
majority of LIURP recipients are CAP customers. In addition , referrals come through other 
channels via community agencies and two electric utilities, Duquesne Light and FirstEnergy. 
The Columbia Cold Weather Survey Team, LIHEAP Hot Line Team and Universal Service 
representatives make referrals to all available assistance programs (CAP, LIHEAP, and 
Hardship Funds) when interacting with payment troubled, low-income customers. 56 

Managing the LIURP Work Flow 

In April 2016, the Company implemented an impressive electronic data base called 'Vision ' 
which manages the entire LIURP process from customer pre-screen to contractor 
completion. All LIURP contractors have access to Vision and are required to update their 
audits and findings , install measures, clean and tunes, repairs, post inspections and to 
submit invoices once work has been completed . Comments from interviewed contractors 
said that they were pleased with the database and found it to be user friendly. 

With this tool , Columbia can now access in real time LIURP information with visual 
dashboards summarizing : 

• Total Projects Per Month by Year 
• Projects Average Time to Close 
• Projects by Current Status Project to Date 
• Total# Projects vs Goal 

Other benefits include reduction of manual entries, letter creation from Vision, elimination of 
written documentation and overnight updates into the Company's DIS system. 

56 2015-2018 Universal Service and Conservation Plan 
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LIURP PROGRAM DESCRIPTION 

Once the internal Weatherization Specialist pre-screens the customers for eligibility and 
verifies usage, a letter is sent in Vision informing the customer that a contractor will be 
calling them to schedule an appointment. CAP customers with high usage are prioritized. In 
Vision, the specialist assigns a contractor for the approved LIURP customer.57 

Columbia contracts with 13 weatherization and 50 HVAC contractors . The weatherization 
contractor schedules an appointment, notifies the HVAC contractor to complete a clean and 
tune of the furnace and assigns the HVAC contractor in Vision. After the heating equipment 
is deemed to be safe and all repairs (if any) are completed, the Weatherization contractor 
begins installing the measures. If jobs are cancelled or otherwise put on hold, this is also 
noted in Vision. 

To ensure a good customer experience with LIURP, Columbia strives to cause as little 
disruption as possible while providing weatherization services . Additionally, the Company 
places importance on providing these services within a reasonable amount of time from 
LIURP referral to weatherization completion . 

From a 2016 sample of 5-7 jobs per LIURP contractor, the Company reported an average of 
120 days from customer referral to weatherization completed . From the time of the 
scheduled audit to weatherization complete the length of time reported was 70 days. 58 

These are reasonable durations for weatherization completion. 

The LIURP workflow is impacted by the actual length of time it takes for the contractor to 
reach the customer to set an appointment, customer's schedule of availability and 
completion of the heating equipment safety check/follow-up. 

57 Interview LIURP Weatheriza tion Specialist 
58 CPA Data Response 1-LIURP- 13 Workflow 
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LIURP PROGRAM DESCRIPTION 

Quality Assurance Coordinator 

Since the last US evaluation in 2010, the Company has added the position of Quality 
Assurance Coordinator (QAC) to the LIURP team . The QAC assigns all post inspections to 
contractors in Vision (random selection of 25% completions each); ensures all inspection 
emergency findings are handled the same day; ensures all inspection non-emergency 
findings are followed up by a HVAC or a weatherization contractor as appropriate; ensures 
all documentation, pictures and notes are uploaded into Vision , and reconciles all contractor 

invoices before sending to the Weatherization specialist for processing. 

The QAC performs mid-year reviews with all the contractors to further check on quality and 
customer service. Five field visits are performed annually. Contractors who request to 
exceed the ' soft cap' on weatherization expenditures per individual job must receive prior 
approval from the QAC. Factors comprising the 'soft cap' are calculated on an individual 
basis and those include the number of therms of usage plus projected savings from installed 
measures meeting the 12-year payback criteria.59 

Finding LIURP-01 Quality Assurance 

The Company has taken extraordinary steps in ensuring quality and consistency with its 
LIURP implementation. Columbia 's LIURP process and procedures are well written and 
easily understood . The new data base, Vision , is exceptional in tracking LIURP workflow 
and is regarded as a useful tool by both the internal and external LIURP team. Impressive! 

59 Interview LIURP Quality Assurance Coordinator 
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LIURP PERFORMANCE 

Program Measures 

Program measures that meet a simple 12-year payback are installed. The major measures 
include: 

o Sidewall insulation 
o Attic insulation 
o Furnace repair/replacement 
o Water Heater replacement 

Post Inspections for Quality Control 

Although most of the weatherization contractors perform their own quality inspections, the 
Company contracts with Conservation Consultants, Inc., (CCI) a non-profit organization and 
Pure Energy, Inc., a private company to perform post inspections on 25% of completed jobs 
with all weatherization contractors . 

In a few cases where the weatherization contractors do not perform their own inspections, 
by the time CCI arrives on the scene, there have been cases where a small gas leak is 
discovered at the customer's home. This should have been checked during the HVAC visit 
to the customer's home while performing the furnace clean and tune up. The CCI inspector 
was concerned that even though most of the leaks have been small and were quickly 
repaired, it puts an additional burden on the customer who now has to wait for equipment 
repair or replacement. 60 

CCI reports that 95% of customers inspected are pleased with the LIURP process. A 
customer survey is sent out upon completion of the weatherization installation to further 
ensure quality of contractor work. 

Finding LIURP-02 Post Inspection Emergencies 
Post Inspection audits revealed that when homes were inspected , some of the households 
had small gas leaks. 
Inspectors felt this could have been an oversight of the HVAC contractor during the initial 
customer visit. Or that the leaks had newly occurred from the time of the audit to the post 
inspection. 

Recommended Action 
The Company has already taken action to reduce the lag time between the audit and post 
inspection visit. Currently, the HVAC contractor checks for gas leaks during the furnace 
clean and tune. However, the evaluator suggests that whenever repairs are made to the 
house or heating equipment that the house be checked again for any disruption in gas pipe 
which may result in small leaks. 

60 Interview CCI Post Inspections 
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LIURP PERFORMANCE 

LIURP Participation 

Columbia continues to prioritize CAP customers with high usage for LIURP participation. 
High usage is defined as the average winter consumption of 170 Therms annually. 
However, with increased emphasis on reducing shortfall for CAP customers and therefore 
reducing CAP credits it seems logical to begin prioritizing CAP customers with CAP Credits 
over $1,000 annually for weatherization regardless of compliance with the 170 Therm 
threshold . As identified in the CAP Credits section of this document, there were 1,201 CAP 
customers exceeding $1,000 in CAP Credits in 2016. 
This pool should be added to the priority list going forward for future weatherization services. 

As indicated in the table below, 78.6% of LIURP participants in 2016 were CAP customers. 
Special needs customers between 150%-200% of FPGL represented 7.4% of total LIURP 
participants, with expenditures well within the allowable 20% of the annual budget of 
$4,750,000. 

Table 26 
LIURP Demographics61 

2016 2015 2014 2013 
Total# Customers Weatherized 515 615 518 571 
#of CAP 405 453 364 445 
%of CAP 78.6% 74.3% 72% 78% 
# of Customers between 150% 38 102 59 41 
and 200% 
% of Customers between 150% 7.4% 16.7% 11.6% 7.2% 
and 200% 
#of Renters 34 48 40 38 
%of Renters 6.6% 7.9% 7.9% 6.7% 

Finding LIURP-03 LIURP Demographics 
The Company prioritizes high usage CAP customers for LIURP with a reported 78.6% or 
405 CAP customer receiving weatherization services in 2016. 
The Company began prioritizing CAP customers with CAP Credits exceeding $1,000 as 
potential LIURP participants in 2017 regardless of the 170 Therm usage threshold criteria. 

Recommended Action 
Company to measure the impact of LIURP on both CAP Credits and usage on these 
customers as a sub set of LIURP. 

61 CPA Data Response 1-LIURP-1 2 Demographics 
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LIURP PARTICIPATION 

LIURP Removals 

There are significantly more customers who are pre-screened for LIURP than who actually 
enroll into the program . In most cases, except for being over income, the reasons for 
customers being removed for further LIURP consideration are often out of their control. 

Structura I Issues 

Table 27 
LIURP Removals62 

2013-2017 

2016 & 
2017 2015 

339 83 

No Response/ Cust Request 595 115 

Alrdy Wx 44 4 

Deceased 0 2 

Moving/Foreclosure 26 15 

Low Consumption 395 18 

Landlord Refusal 415 3 

Mobile Home 4 2 

Over Income 80 16 

Misc/U nknown 88 33 

2014 2013 

11 10 

176 290 

4 5 

0 0 

6 5 

66 88 

40 78 

2 0 

2 33 

33 73 

Of the total customers removed for further LIURP consideration , the evaluator would like to 
address those being rejected for low consumption and landlord rejection . 

Low Consumption 

Columbia performs the annual Cold Weather Survey for all customers who are without gas 
service prior to the start of each winter heating season . For these customers, the Company 
makes numerous attempts to contact them to determine if other supplemental heat sources 
are being used for health and safety purposes (e .g. electric space heaters, kerosene 
heaters, heating oil) . 

In 2016, Columbia identified 436 heat related premises that were occupied but the gas 
service was not reconnected. Of those, 218 accounts were using alternative heating 
sources, the majority of which heated with electric space heaters. This is important to 
understand 63because customers who might otherwise be eligible for LIURP except for the 
usage criteria , may be left out of receiving critical services due to non-working furnaces 
needing repair/replacement and/or they do not have a history of 12 months of heat usage for 
evaluation purposes. 

Included in this discussion are the results of two mini-pilots conducted by electric utilities 
experiencing similar roadblocks to LIURP participation for usage reduction. 

62 CPA Data Response1-LI URP -1 4 Removals 
63 CPA 2016 Cold Weather Survey 
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LIURP PARTICIPATION 

'De Facto Heat Pilots'64 

As part of this evaluation a review was conducted with PPL and PECO who had developed 
small pilot programs attempting to study their "de facto" heat customers whereby the electric 

utility was not the primary heating source. 

PPL's pilot was very labor intensive in terms of locating eligible customers. They started with 
the assumption that heat pumps would be provided to "de facto" heating low income 
homeowners with ranch style houses. They had a lot of difficulty finding the target 
population which resulted in only 12 participants with most of the homes being row houses. 
Achieved savings for the 1 0-month pilot was 3.5 Mhw per year, less than the projection of 
7.4 Mhw. Customers received LIURP at the same time with those measures being tracked 
separately. PPL concluded that the small savings was due in part to the small sample size 
and the higher cost/per home for row houses vs . ranch houses as originally targeted . The 
company recommended a mini split heat pump pilot to include de facto heating accounts . 

PECO's pilot pre-selected 100 customers who were CAP customers with balances over 
$1 ,000. These had previously received LIURP but could not be helped with usage reduction 
since their heating systems could not be addressed. Eighty-two (82) customers decreased 
usage by 11 % with eighteen (18) customers increased usage by almost 30%. If the 
customer's heating services were not available or the system was too expensive to replace, 
heat pumps were installed. It was determined that heat pumps were not a cost-effective 
alternative to heating systems. PECO concluded that they must avoid expanding electric 
usage with new measure installation. 

Neither of the pilots was funded by LIURP funds . Both companies recommended studying 
the feasib ility of working with local natural gas utilities for similar pilots. 

Finding LIURP-04 De Facto Heat Customers 
Customers who might otherwise be eligible for LIURP except for the usage and 12-month 
history criteria, may be left out of receiving critical services due to non-working furnaces 
needing repair or replacement. 
Since LIURP is a 'savings driven ' program focusing on usage reduction , it disallows these 
vulnerable customers to participate. 

Recommended Action 
The Company to consider the feasibility of a joint gas and electric utility pilot within 
overlapping service areas to target 'de facto ' heat customers who may have received LIURP 
measures but have not benefited from usage reduction from their heat source. 
These customers would be excluded from the expected usage reduction evaluation 
associated with a savings-driven program, but treated as a sub-set. 

64 Telephone interview PECO and PP&L 
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LIURP PARTICIPATION 

Landlord Refusals 

Landlords refusing weatherization on behalf of their tenants is an ongoing challenge to 
Columbia's LIURP. In 2016 and 2017, landlord refusals were reported at 415. 

Although the Company took action to make improved modifications to the landlord 
acceptance letter, the evaluator reviewed the legal contract and discovered the language 
below:65 

"I further agree that the rent at the address below shall not be increased, nor the tenants residing at 
said address evicted, during the twelve month period immediately following the completion of 
said weatherization work by Columbia Gas of Pennsylvania, Inc.; provided that the tenants comply 
with their ongoing obligations and responsibilities as provided by law." 

Finding LIURP-05 
The language in Columbia's legal contract for LIURP is very restrictive and may be a barrier 
to landlord participation with the program. 

Recommended Action 
Eliminate the restrictive language in the landlord LIURP contract. 

65 CPA Ad Hoc Data Response Landlord LIURP Contract 
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LIURP SPENDING 

LIURP Budget vs Actuals 

The BCS guidelines for LIURP spending require .2% of a covered utility's jurisdictional 
revenues to be spent annually. In 2015, Columbia's jurisdictional revenues at .2% would 
require spending of $1,072,605. The Company has significantly increased its spending 
levels over and above this requirement. Columbia has the second highest LIURP spending 
as compared to other PA natural gas utilities, but has the highest average savings per 
heating job.66 

Year 

2016 
2015 
2014 
2013 

Table 28 
LIURP Budget & Total Spend 

2013-201667 

Budget Actual Completions 
Spent 

$4,906,58169 $ 5,000,477 515 
$5 ,003,968 $4,847,387 608 
$4,511 ,758 $4,266,008 518 
$4,125,076 $ 4,363,318 574 

Costs of Weatherization Measures 

Avg. 
Cost per 
Heating 

Jobss 
$7,076 
$6,527 
$7,274 
$6 ,792 

In 2010 and 2011, insulation and repair/replacement of heating equipment were the most 
common measures installed. The "other" cost category includes auditing , installing carbon 
monoxide detectors, and other miscellaneous repairs. 70 

Figure 2 
Total Costs of Measures Installed 

2010-2011 

66 2015 Universal Service Programs & Collections Performance Page 38,40 
67 CPA Data Response 1-LI URP-04 & 05 LI URP Budget and Spend 
68 CPA Universal Service Reporting Requirements 201 3-2016 Line Item 22 
69 Includes $156,581 in unspent 2015 carryover costs 
7° CPA Annual Report Warm Wise LIURP 2010-20 11 Program Year 
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LIURP SPENDING 

BCS Requested Analysis for LIURP Program Years 2010-2011 
Costs vs. Savings 

2010 
The 494 customers who received weatherization in 2010 saw an average of 22.9% 
reduction of weather normalized energy use as compared to the previous calendar year. 
The average decrease in consumption was 40.29 Mcf per year. The average pre-usage 
consumption was 171 Mcf per year. 71 

While maintaining their philosophy of installing cost effective measures, Columbia managed 
LIURP expenditures with a 'soft cap' of $5,000 per home. 

The Company has maintained metrics to show the relationship between costs of measures 
installed and savings achieved. Overall, it appears that the higher costs receive the highest 
savings . However, when the metrics are separated out by contractor, we see that the 
relationship of high costs, high savings is not experienced by all contractors. 

0% 
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Contractor J 

Contracto r I 

Contract or H 
~ 

Contrac tor G 

Contract or F 

Cont racto r E 
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$0.00 

Figure 3 
LIURP Costs vs. Savings 

2010 

D To t al Cost • % Sav ings 

5% 10% 15% 20% 25% 

$2,000.00 $4,000.00 $6,000.00 

Finding LIURP-06 Costs vs Savings 2010 

30% 35% 
"--~ 

$8,000.00 

In 2010, The Company experienced a 23% savings on average with some contractors 
experiencing as high as 29%. 

71 CPA LIURP Annual Report 2010 
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LIURP SPENDING 

2011 

The 522 customers who received weatherization in 2011 saw an average of 24% reduction 
of weather normalized energy usage as compared to the previous calendar year. The 
average decrease in consumption was 37 Mcf per year. The average pre-usage 
consumption was 159 Mcf per year. 

Figure 4 
LIURP Costs vs Savings 
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Finding LIURP-07 Costs vs Savings 2011 
In 2011 the LIURP program achieved an overall savings of 24% on average with one 
contractor realizing more than 30% savings. 

Furnace Replacement 

In 2009, Columbia policy was changed to allow for the upgrade of inefficient heating 
systems rather than just repairing/replacing due to health and safety issues. Those homes 
that had a furnace replaced saw an average of 26% savings. Those homes without a 
furnace replaced experienced an average of 19% savings. Columbia reports that it 
continues to find value in replacing inefficient and unsafe heating systems. 

Finding LIURP-08 Costs vs. Savings Summary 
Overall, higher LIURP costs equate to higher average savings. However, when segmented 
by contractor, the savings are not consistent among all contractors. 

Recommended Action 
The Company to continue to monitor individual contractors to ensure their LIURP 
expenditures are warranted and meet or exceed the average savings goal of the program . 
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LIURP SAVERS vs. NON-SAVERS 

LIURP Program Years 2010 and 2011 

BCS requested that the evaluator conduct a trend analysis for LIURP program years 2010-
2011 regarding savers vs non-savers aggregated by % of income level and correlate any 
impacts if any on arrearage reduction as a direct result of weatherization . See the results in 
the table below. 

lUlU 

Completions Total 

495 452 

Avg. MCF Save 40 

Avg. %Saved 23% 

2011 
Completions Total 

524 460 

Avg. MCF Save 37 
Avg. %Saved 24% 

Table 29 
LIURP Savers vs Non- Savers by FPIG72 

2010-2011 

LIURP Savers vs Non Savers 
Savers Non Savers 

No. by Inc. Level Total No. by Inc. Level 

83 0-50% 37 7 0-50% 
158 51-100% 16 51-100% 
178 01-150% 13 01-150% 
34 >150% 1 >150% 

.07% inc. 

No. by Inc. Level Total No. by lnc.Level 

50 0-50% 60 15 0-50% 
185 51-100% 22 51-100% 
188 01-150% 20 01-150% 
37 >150% 3 >150% 

15% inc. 

Findings LIURP-09 Savers vs. Non-Savers 2010-2011 

Savers-Decrease in Usage 

2010 

Zero 

Total No. by Inc. Level 

6 0-50% 
5 51-100% 
1 101-150% 

0 

0% 

Total No. by Inc. Level 

4 4 0-50% 
51-100% 

101-150% 

0 
0% 

Of the 495 completions, 92% (452) of customers realized annual average savings of 40 Mcf 
or 23% (12 months post weatherization). The majority of savers (336) were within the 51-
100% and 101-150% of income levels . 

2011 
Of the 524 completions, 88% ( 459) of customers realized annual average savings of 
37 Mcf or 24%. The majority of savers (373) were within the 51-100% and 101-150% of 
income levels . 

72 Average LIURP spend in 2010 was $5,811 per customer compared with $5,077 in 2011 . 

Page I 63 



LIURP SAVERS vs. NON SAVERS 

Non-Savers-Increase in Usage 

2010 
Of the 495 completions, .08% or 37 customers were non-savers showing increases in usage 
averaging .07% (12 months post weatherization). The majority of non-savers (29) were 
with in the 51-100% and 101-150% income levels. 

2011 
Of the 524 completions, 12% or 60 customers were non-savers showing increases in annual 
usage averaging 15% (12 months post weatherization). The majority of non-savers (42) 
were within the 51-100% and 101-150% of income levels . 

Zero Changes in Usage 

2010 
Of the 495 completions, .01% or 6 customers showed zero change in consumption 12 
months post weatherization . All of this group fell within the 51-100% and 101-150% of 
income levels. 

2011 
Of the 524 completions, .008% or 4 customers showed zero change in consumption 12 
months post weatherization. All 4 fell within the 0-50% of income levels. 

Usage Monitoring for LIURP 

The Company's LIURP management team prepares the annual LIURP report and reviews 
usage. In 2015, Columbia began querying for non- savers and sharing the non-saver list 
with the LIURP contractors . This was to increase the understanding of why usage increased 
for a certain percentage of weatherized customers each program year. 

In 2017, Columbia identified and surveyed 72 customers whose usage, once weather 
normalized, was higher post weatherization than pre- weatherization. The goal was to 
understand if there were reasonable explanations which caused the increase in household 
consumption . 

Process 

• Letters were mailed to each customer explaining their usage increased after 
weatherization and asking them to complete a short survey. Attachment A 

• Each account was researched verifying the following: 
o Whether usage was impacted by service suspensions 
o Was there a change in customer or house occupancy 
o Did income change drastically 
o What measures were installed to consider this a completion 
o Were the dates associated with work installed accurate 

• Each customer was called to review the returned survey or survey by phone 
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LIURP SAVERS vs NON-SAVERS 

Demographics 

• Twenty-eight (28) customers used a source of supplemental heat in the pre- period 
That number was reduced to nine (9) in the post period 

• The average increase in consumption was 13.21 Therms per year ranging between 
.2 and 86.1 Therms per year 

Results: 

15 homes > 20 Therms per year 
16 homes between 1 0 and 20 Therms per year 
21 homes between 5 and 10 Therms per year 

• Nine (9) customers changed their behaviors causing the increased usage including 
turning up the thermostat 

o Examples: stopped secondary heat use (space heaters, wood burners) 

• Eight (8) customers replaced a broken, unused heat system during the pre- period 

• Two (2) jobs had gas or hot water leaks during post period 
• Twenty-three (23) jobs were deemed, in hindsight that they should not have been 

weatherized since usage reduction was not projected and/or remediation needed to 
occur using health and safety dollars 

• Three (3) jobs were erroneously marked as complete, rather than incomplete 

• Five (5) customers moved or had inactive service for some time during the post 
period 

• 19 jobs could not be determined as to why the household increased usage 

• Three (3) jobs had usage reported incorrectly that did show a decrease in usage 
once corrected 

Finding LIURP-10 Non-Savers Survey 
A recently completed 2017 survey of 72 identified non-savers in LIURP revealed that 39% or 
28 customers used a source of supplemental heat prior to LIURP and another eight (8) 
customers had broken heating systems in the pre-period causing their usage to increase 
significantly. An additional two (2) households experienced gas or hot water leaks during the 
post period. All of these were legitimate reasons for usage increases. 

Of significance were 23 jobs identified that should have not been weatherized with LIURP 
dollars but were remediated for health and safety reasons using those dollars. 

Recommended Action 
Company to review with contractors when to walk away from jobs that clearly will not result 
in usage reduction and when to refer eligible jobs to health and safety equipment 
repair/replacement programs. 
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LIURP IMPACTS ON PAYMENT BEHAVIOR 

Does LIURP Impact Customer Payment Behavior? 

CAP Customers Program Years 2010 & 2011 

After reviewing previous LIURP program years, the evaluator noted that the majority of 
customers receiving LIURP are also CAP participants . Assessing payment impacts 
attributable to weatherization only is difficult since CAP plays a major role in offering 
affordable payments with strict policies for non-payment. It would be almost impossible to 
differentiate between the two programs and resulting impacts on payment behavior. 

However, in collaboration with the CAP Manager, we came up with an approach to compare 
the Average Annual Bill, Average Bill Reduction and Average Shortfall Reduction for all CAP 
customers vs CAP+LIURP customers within the same timeframe of 2010-2011. Since a goal 
of CAP is to reduce CAP shortfall and the resulting costs of CAP to non-participants, this 
approach was used to demonstrate that most likely, CAP+LIURP customers would overall 
see a greater decrease in average bill , bill reduction and shortfall. 

Table 30 
Impact of LIURP on CAP Program 

201 0-2011 73 

Avg. Annual Avg. Bill Avg. Shortfall 
2010 Bill Reduction Reduction 

2009 2011 * 2011 
All CAP $1 356 23% 36% 

CAP+LIURP $1982 36% 50% 

Avg. Annual Avg . Bill Avg. Shortfall 
2011 Bill Reduction Reduction 

2010 2012* 2012 
All CAP $1106 24% 42% 

CAP+LIURP $1557 41% 64% 

* oata is not weather normalized. Weather will impact bill. 

Non-CAP Customers Program Year 201474 

The Company reviewed 140 non-CAP customers' pre-and post-weatherization payment 
behaviors. Collectively, these customers paid less often (6 .3 vs .5.8 payments), they paid 
more in the pre-period than the post period ($936 vs . $769) but notably their ending arrears 
after 12 months post were lower than their pre-period ($288 vs.$198). 
This suggests that their payments went farther to reduce their debt and pay their full bill post 
weatherization . 

73 Compi led from CPA Data 2010-2011 Annual LIURP Reports 
74 CPA LI URP Annual Report 2014 Program Year 
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LIURP IMPACTS ON PAYMENT BEHAVIOR 

Finding LIURP-11 LIURP Impacts 
CAP customers who receive LIURP saw a greater decrease in the average bill reduction 
and shortfall compared to CAP customers not receiving weatherization services. Although 
not weather normalized , comparing the two groups during the same time frame does 
demonstrate impacts of the LIURP. 

Non-CAP customers receiving LIURP in 2014 realized a 31% decrease in arrears 12 months 
post weatherization 

Profile of a LIURP Customer 

Typically, LIURP is referred to any customer meeting the eligibility guidelines through 
community action CAP and DEF screening agencies, CPA's Customer Service 
Representatives as well as self-referrals from information placed on the Company's web 
site. LIURP links most often with CAP and Hardship Funds. 

As discussed in the previous section on payment behavior, the most significant benefits are 
to customers who participate in both LIURP and CAP. 

Table 31 
LIURP Participants in Multiple Programs75 

2014-2016 

2016 2015 
LIURP and CAP 405 385 

LIURP and CARES 5 5 

LIURP and Hardship Fund 21 15 

LIURP, CAP and CARES 2 2 

LIURP, CAP and Hardship Fund 12 7 

LIURP, CARES and Hardship Fund 3 0 

LIURP, CAP, CARES and Hardship Fund 0 0 

75 2014,2015,2016 Universal Service Reporting Requirements 

2014 

357 

5 

26 

2 

12 

3 

0 
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LIURP IMPROVEMENTS 

The Columbia LIURP management team has consistently made changes to improve their 
LIURP program since the last US Evaluation in 2010. Of significance was the Company's 
attempt at improving contractor communications with a contractor website , increased efforts 
at soliciting landlord participation in LIURP and implementing a new database, Vision, to 
improve contract management and quality control. The Company is to be commended for 
its desire to improve efficiency and effectiveness with LIURP. 

I 2011 20U I 

Created Contractor 
Corner. A website for Formalize Ot.el ty 
contraclors orly lhal Ass~.Iarce and 
provides helpft.l nnts. develop Program 
all company fonns , Melrics an:l 
contact Information., commlricate them to 
procediJes and coriractors 
processes. 

LI URP 

Table 32 
LIURP Improvements 

2011-2017 

2013 2014 2015 
Implemented new 
form!Aa for soft CAP 
based on gas costs , 
contractor tistorical Hosted a joint meeting 

Began handwriting savirgs & customer wHh weatherization 
envelopes ID lan:llords usage. AlkJ\YS the contractors an:l post 
to ircrease landlord contractor to better inspectors to cafibrate 
participation estimate the amolllt expeclations an:l 

lhey can spen:l per responses. 

home to achieve a 7 
to 12 year payback. 

Referrals from CAP 
MAX credit pilot 
aeated need to re- Increased H & S 1o 5650. 
weatherize marrt 
homes 

Implemented b!Ak 
Hek:l corporate wide 
Energy Efficiency 

invoicing for larger Created new Wekome 
comactors to red~..ee Packel for al LIURP 

week to promote 
invoice processing & customers 

programs intemaly 
checl< writing 

Implemented an Implemented a new KAIR 
electnoric LIURP method for calc!Aating 

Slamped envelope 
record keeping reqLired vok.me. Ths 

with red 1'ree benefits 
storage reducing reduced the runber of 

erdosecl• tor 
paper. need for file homes being red lagged 

customer maiings. 
storage & easier for coriined space 
access to files. Rles without risking safety. 
can be accessed by 
Ill II>P o 

Finding LIURP-12 LIURP Improvements 

2016 2017 

Implemented new Program Manager 
database to inck.Jde invited to represent 
cortact management PA state Gas utiuties 
an:l streaml ne on lhe DCED Po l ey 
processes Advisory Cotreil 

Prioritized CAP 
shortfaR over 51 .000 
for weatherization 

Hosled a joint 
Peoples-Columbia 
cortractor meeting 
to reduce contractor 
meeting time wnle stil 
commll'icating with 

corUactors & share 
trairing costs 

Partnered vrilh llree 
new colrty 
weatherization 
agencies 

The Company has consistently and proactively implemented changes to LIURP to increase 
efficiency and effectiveness. Notable is the Contractor Corner website for LIURP contractors 
only for access to forms, processes, procedures ; implementation of a contract management 
database, Vision, to more efficiently manage LIURP workflow, contractors, and customer 
data, and implementation of more creative ways to solicit landlord participation with rental 
properties. 
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LIURP NEEDS ASSESSMENT 

The LIURP needs assessment is required to be filed with the USECP plan. The 

following is the latest filed Needs Assessment.76 

Number of Customers Who Still Need LIURP Services and the Cost to Serve that 
Number 

Pursuant to BCS's May 9, 2001, document, Columbia identified the number of 
customers that meet the LIURP eligibility criteria , excluding those customers who have 
already received weatherization services. According to data from Columbia 's customer 
information system, 22,409 customers meet the LIURP eligibility criteria. Of that total , 
12,599 are property owners while the remaining 9,810 are renters. Columbia 
historically has had difficulty obtaining landlord approvals to weatherize homes. 
Assuming a 50% success rate , Columbia anticipates that 1/2 of the 9,810 renters in 
addition to the 12,599 property owners, totaling 17,504 could receive weatherization 
services. The estimated cost to serve these customers is $101,960,800 at Columbia's 
current average expenditure per weatherized household. 

In Columbia's 2016 rate case proceeding the Company provided this testimony 
regarding the LIURP funding level. 

Although the needs assessment identified 17,504 customers, the needs assessment 
cannot identify the number of customers within that group that will not qualify due to 
structural issues or other barriers. Under Columbia's LIURP, homes must be 
structurally sound, without mold issues, knob and tube wiring or roof leaks. The 
owner of the home also must consent to the work. In that regard, a large number of 
identified households (44%) are rental properties. Furthermore, the needs 
assessment included customers who previously were denied weatherization benefits 
for various reasons. The Company does not remove these customers from its needs 
assessment, as it is possible the reason for the denial will be resolved in the future. 
Thus, the figure of 17,504 customers identified by CAAP witness overstates the 
number of residences that can receive cost-effective weatherization services. 

76 CPA Data Response 1-LIURP-02 Needs Assessment 
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CARES PROGRAM DESCRIPTION 

The CARES program is staffed by social workers providing resource referrals , consumer 
education , LIHEAP Outreach and affordable payment plans ta ilored to the customer's ability 
to pay. CARES is designed to be a short-term program for first time payment-troubled 
customers who require energy assistance and other necessary resources and referrals. 

In addition , CARES assists vulnerable CAP customers who need extra protection and account 
monitoring. It is also the final step in the Cold Weather Survey intervention process. The 
Customer/Community Outreach Coordinator makes additional attempts to contact those 
customers without heat. This intervention is continuous throughout the heating season. In 
addition, CARES acts as a gatekeeper for victims of domestic abuse in providing one on one 
support to those customers in compliance with 52 PA Code, Chapter 56 . 

The CARES program is also the network that informs all customers of available programs and 
resources through an information and referral call group at the customer contact center. The 
Customer/Community Outreach Coordinator trains Columbia employees on available 
resources. 

Since 1986, the CARES program has assisted over 45,000 customers. 77 

Key Objectives 

• Safe, sustained energy 
• Customer self-sufficiency 
• Resource development 
• Successful payment recovery 
• Continuous payment frequency 
• Reduced credit/collection costs 
• Identification and cost avoidance associated with crisis/safety issues 
• Customer satisfaction 
• Crisis intervention 
• Reduced commission complaints 
• Community networking 
• Goodwill 

Eligibility Criteria 

CARES is designed to be a short-term or temporary program for residential-heat customers 
who must demonstrate one of the following scenarios: 

• Payment-troubled customer, evidenced by missed payments or anticipated payment 
barriers due to a personal crisis that is likely to result in a financial hardship (i.e. 
situations involving medical, financial , employment, familial or psycho-social issues) 

• Special-needs customer, evidenced by the onset of a crisis having a profound impact 
on an individual or family (e.g . sudden loss of income, divorce, major life-threatening 
illness, death of the wage earner or, service emergency during harsh weather) 

77 CPA Data Response CARE S-01 CARES Description 
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CARES PROGRAM DESCRIPTION 

• Vulnerable customer, defined as someone whose impaired intellect or mental health, 
extreme physical disability or, chronic mismanagement of finances has the serious 
potential to interfere with good payment behavior. These vulnerable customers wil.l 
have diminished capacity to take care of basic needs, make reasonably sound 
decisions, take responsibility for their own personal safety or have barriers for 
communication with the outside world 

• Domestic abuse customer, with a valid and active PFA (Protection from Abuse) court 
order, who is trying to obtain or maintain gas service 

• Cold Weather Survey customer, age 62 or older, who is without their regular gas 
service and using space heaters such as, kerosene, wood , coal or electric 

Program Components78 

• Case management approach to solving individual payment problems 
• Home visit assessment when necessary 
• Protection from termination during program 
• Short-term, affordable payment plans based on "ability to pay" and case specific 

options designed by the coordinators for each specific customer 
• Budget counseling 
• Referrals and linkage to community, state and federal resources for direct and indirect 

monetary assistance 
• Information dissemination and referrals 
• Crisis intervention 
• Oversight of accounts with active Protection from Abuse orders 

Vision Data Base79 

The CARES program was also incorporated into the development of the new electronic data 
base, Vision. With this tool, the Company can track all the status points of CARES customers: 
referrals, acceptance, defaults, quick fix, deceased, transfers and graduated. Customer letters 
can also be sent in Vision for CARES contracts, LIHEAP, dismissals from CARES and other 
exits. 

78 CPA Universal Service and Energy Conservation Plan 2015-201 8 
79 CPA Data Response 1-CARES-01 Vision Procedures 
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CARES PROGRAM PERFORMANCE 

CARES Referrals vs Acceptance 

Most customers who are referred to CARES result in being assisted through a process the 
Company calls 'quick fixes '. Typically, these customers are referred to a network of 
programs, community agencies and a myriad of other resources specific to their immediate 
need. Most times, the customer need is eliminated with this approach. A very small 
percentage of customers require more of an individual case management approach and are 
accepted into CARES for monitoring and other assistance. The average length of time a 
customer remains in CARES is 18 months.80 

Table 33 
CARES Activity81 

2014-2016 

CARES 2016 
Referred 911 
Accepted 63 
Transferred to CAP 7 
Graduated 21 
Defaulted 25 
Quick Fix 690 
Deceased 5 
Moved 5 

2015 2014 
928 899 

47 66 
7 12 

21 20 
19 26 

691 716 
0 416 
2 4 

Table 34 below, shows customer payments, LIHEAP, Hardship Funds and benevolent 
community donations summed together next to 'Payments'. 
The 2nd and 3rd sum break out LIHEAP and CRISIS separately. 

Payments 
LIHEAP 
CRISIS 

Finding CARES-01 LIHEAP Grants 

Table 34 
CARES Benefits82 

2014-2016 

2016 2015 
$101,245 $97,318 
$ 6,554 $5,360 
$ 3,173 $ 4,316 

2014 
$74,057 
$7,181 
$ 4,385 

In 2016, the number of CARES participants increased by 16 customers over the previous 
year, resulting in increased payments of $3,927 and increased LIHEAP grants of $1,194. 
LIHEAP Crisis grants decreased by $1,143. 

8° CPA Data Response 1-CARES-03 Length of CARES Enrol lment 
81 CPA Data Response 1-CARES-02 CARES Activity. The answer was derived using a query of all customers that were made active 
in CARES since 2000 including those that were active prior to 2000 and sti ll active and then ca lcu lating their average participation 
82 Universal Services Reporting Requirements 2014-2015-2016 
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CARES IMPROVEMENTS 

As with the other US programs, CARES has made continuous improvements since the last 
US evaluation in 2010. Of note, is the creation of the Heat Wise program where Columbia 
provides free 'clean and tunes' of heating systems as well as safety checks to eligible 
homeowners.83 

In 2016, the CARES Department implemented low income program refresher training to the 
Call Center representatives to improve US call handling. The department is always seeking 
new opportunities for program referrals and outreach. Recognized in the communities they 
serve as the 'face of Columbia ', CARES representatives continue to be true advocates for 
the payment troubled, low income, and special needs customers. 

2011 2012 

CARES 

Table 35 
CARES Improvements 

2013 2014 
Began Commurity 

Began Heat Wise. a 
partnerstip where 
members of the US 

program providing 
team station 

free C & rs of heating 
themselves at various 

systems and safety 
agencies to take 

checks to Ll home 
apptications and 

o'Nilers 
provide infonnation on 
a reqlAar basis. 

Increased outreach to 
Construction Services 
Department which 
increased referrals 
and awareness of 

roarams 

83 CPA Ad Hoc Data Response US Program Improvements 2011 -2017 

2015 2016 

Emanced Lotus Notes Implemented new 
referral system from database to include 
CSR's to CARES reps to contact management 
ease navigation fo and streamtine 
Coordinators processes 

Implemented new US 
refresher training at 
CCC to improve US 
reps caD handting 
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ENERGY ASSISTANCE 

LIHEAP Outreach 

LIHEAP outreach and networking are vital pieces of Columbia's low-income programs 
especially when addressing important health and safety concern. Columbia takes a serious 
approach to promoting and communicating LIHEAP benefits, dates of program opening and 
closing and providing LIHEAP application information to external and internal audiences. 

External Outreach84 

• Outbound calls to all previous LIHEAP recipients, CAP customers and all other 
Income Level 1 customers reminding them to apply for LIHEAP 

• Bill inserts in all November bills promoting LIHEAP-Cash program 
• Inserts in all Termination notices regarding LIHEAP Crisis during appropriate days in 

March and April (depending on Department of Human Services-DHS acceptance of 
termination notices) 

• Outbound LIHEAP Crisis calls to Income Level 1 customers with terms which 
extends from mid-February to close to the end of March 

• Staffing of hotline to answer agency calls 
• Letters and posters to all Allegheny County Senior centers 
• Coordination/ Participation/Sponsor of Be Utility Wise events throughout service 

territory 
• Information on LIHEAP and all programs at many Senior and legislative events 
• Universal Service line handles all incoming customer calls 
• Opening Day Press Conference announcing LIHEAP is available 
• Partnership with Peoples Gas on Media advertising campaign including: 

o toll free number 
o $30,000 advertising budget for various media outlets. Franco Harris serves 

as spokesperson promoting LIHEAP 

Internal Outreach Promotions85 

• LIHEAP Kick Off Day includes dissemination ofT-Shirts to all employees, 
Breakfast, contest & prizes, information tables at the Columbia Call Center 

• "LIHEAP Wednesday" reminder message to appear on call center monitors on 
Tuesdays . TV monitors are checked for timely displays and reminder messages 

• 1st week of November- Distribute CSR Kleenex boxes with LIHEAP information 
• Update and maintain electronic bulletin board 
• Weekly winners of a VIP LIHEAP Parking space in the front of the building 
• Weekly LIHEAP Trivia questions 
• 'Frog ' will visit on Wednesdays and will distribute a ticket to those wearing their 

THINK LIHEAP T-shirt or displays a THINK LIHEAP fan. During November 
through March , there will be two nominal prizes awarded each month then , one 
significant grand prize at the end of heating season. Tickets will be held 
throughout the LIHEAP season to be used in the final grand prize drawing 

• Conduct Customer Programs update and LIHEAP season meetings at all service 
areas in PA and MD 

• THINK LIHEAP fans will be distributed to new employees hired after the T-shirts 
have been distributed. 

84 CPA Data Response 1-LIHEAP-02 LIHEAP Outreach 
85 Ibid 
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ENERGY ASSISTANCE 

LIHEAP Distribution 

Despite the extraordinary outreach efforts for LIHEAP, the Company saw a decline in the 
number of customers who received the LIHEAP Cash and LIHEAP Crisis grants for the 
fourth year in a row. 

LIHEAP 
# Cash Customers 
Avg. Cash Grant 
# of Crisis Customers 
Avg. Crisis Grant 

Table 36 
LIHEAP Distribution 

2015/2016 2014/2015 
19,559 22,000 
$308 $214 
5,385 5,672 
$251 $284 

2013/2014 
22,319 
$206 
4,642 
$291 

LIHEAP Crisis 'Turn on Program' Supplemental Grants86 

2012-2013 
23,286 
$222 
4,687 
$253 

This program was announced on July 21 , 2016 for utility customers who were currently terminated as 
of May 21-July 21 or had a pending termination notice. This was an additional program to assist 
customers whose emergency could be resolved by $500 or less. See statistics below. 

• 24,944 2015-2016 LHEAP Cash and Crisis recipients 
• 5,936 households identified as potentially eligible because gas service was off or had 

a term notice during the designated time frame. Each was manually reviewed to 
ensure eligibility 

• 7 40 letters mailed out 
• Columbia reported that more customers would have been eligible for the 'Turn on 

Program', however, the Department of Human Services (DHS) specified a timeframe 
for termination notices which made some households ineligible. Unfortunately, the 
Company did not track the number of affected households. 

• 486 Turn on Program grants were received 
o 375 to prevent termination 
o 111 to restore service 

• $125,473.07 Total Grant 

The Company stated that DHS's timeline was aggressive (3.5 weeks) to complete the entire 
process from determining eligible households, obtaining permission/mailing letters and 
gathering the data to submit to DHS by August 12, 2016. 

Finding LIHEAP- 01 LIHEAP Trends 2015/2016 
Within the last four years, the Company has experienced a decrease of 16% (3, 727) in the 
number of customers receiving a LIHEAP Cash grant. With fewer LIHEAP Cash recipients, 
the average grant amount of $308 in 2015/2016 has increased by $94 compared to the 
previous year. 
The number of customers receiving a LIHEAP Crisis grant has decreased by .05%(287). 
The average LIHEAP Crisis grant has decreased slightly by $33. 

86 CPA Ad Hoc Data Response LIHEAP Crisis Turn on Program 2016 
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LIHEAP IMPACT ON CAP CUSTOMERS 

In 2010, Columbia was required to begin posting LIHEAP as a customer payment rather 
than to the shortfall when CAP customers received a LIHEAP grant. At the same time, 
Columbia initiated a new component of CAP that had been proposed by Office of Consumer 
Advocate (OCA) in order to reduce the impact of this change to non- CAP ratepayers .87 

CAP Plus , as it is named, considers the amount of LIHEAP the company received on CAP 
accounts in the prior program year and divides that equally by the number of customers 
currently in CAP as of September. Each customer's CAP payment is then billed an 
additional 1 /121h of that amount. In Columbia's 2011 base rate case, a consumer advocacy 
group called Pennsylvania Communities Organizing for Change, challenged CAP Plus. 
When the Commission rejected that challenge, PCOC appealed to the Pennsylvania 
Commonwealth Court to overturn the Commission's decision. In April 2015, the Court 
issued an order denying PCOC's appeal. 

Employing the Commission-approved formula for determining the CAP Plus amount, the 
CAP Plus amounts since 2010 have been as follows: 

2010-$17 

2011-$18 

2012-$13 

2013-$9 

2014-$6 

2015-$6 

2016- $3 

Finding LIHEAP 02 LIHEAP Impact on CAP Customers 
Since 2010, the Company began posting LIHEAP as a customer payment rather than to 
reduce shortfall when CAP customers received a LIHEAP grant. A formula proposed by 
OCA initiated a new component of CAP called CAP Plus , to reduce the impact of this 
change to non-CAP ratepayers . 
The 'plus' amount currently is an additional $3, a significant decrease by 82% or $14 since 
2010 resulting in lower monthly customers ' CAP payments. 

87 CPA Data Response 1-LIHEAP-03 DHS Impact 
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LIHEAP CHANGES 

Columbia has made continuous changes, internal to the company, in order to effectively 
manage the coord ination of LIHEAP.88 

• Additional resources were hired to handle the multiple supplemental programs as 
well as the new Federal reporting requirements 

• The US Call Group took back the task of LIHEAP customer mailings to reduce errors 
and decrease mail time 

• Due to Federal government legislation, utilities were required to provide usage and 
billing information to all LIHEAP recipients. The process to automate this began in 
2015 

2011 2012 

Allowed LIHEAP 
Began posting 

grants to go to CAP 
LIHEAP to marketer 
charges when 

amt asked to pay and 
Colunbia ptn:hased 

future payments 
gas supply. 

LIHEAP 

Table 37 
LIHEAP Changes 

2013 2014 

Ordered wireless 
haadsels for Holline 
team ircreasing safely 
& efficiency 

88 CPA Ad Hoc Data Response US Program Changes 2011 -2017 

2015 

Federal govt passed 
legislation reqLiring usage 
and billing information for 
an LIHEAP recipients. 
Process began to 
automate as mu:h as 
possible. 

Participated in sunmer 
tum on program 
attempting to contact au 
customers without service 
or with a term notice. 

2016 2017 
Implemented 3 

Hired a second separate supplemental 
UHEAP clerk to 

programs ircluding the 
handle ircreased 

tt.m on program. 
wor1doad aeated by Stream i ned tt.m on 

program to redu:e 
mUtiple supplemental 

outbot.nl cans witholi 
programs and rew 

impacting customer federal reporting 

service neqLirements 

Took back maiting of 
LIHEAP appfications Prevented the use of 
from central maiting LIHEAP ft.nls going 
center to internal US toward previously 
group to reduce errors billed LPC's 
& decrease mail time. 
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HARDSHIP FUNDS 

Columbia 's hardship fund is a partnership with the Dollar Energy Fund, lnc.(DEF), an 
independent non-profit organization that provides utility financial assistance to customers 
who are on a low or fixed income. 

Funding Mechanism 

DEF is funded through donations from utility shareholders, customers and employees. 
Columbia contributes one dollar of shareholder money for every dollar contributed to DEF by 
its customers up to $150,000. 

Approximately 10% of awarded grant dollars are designated for administration of the 
program . DEF acts as the administrator for the outreach and application process in the 
community. Currently, 164 CBOs take applications for Columbia customers within thei r 
service territory. 

Shareholder 
Year Funds 
201 6 $150,000.00 

2015 $150,000.00 
2014 $175,000.00 
2013 $195,000.00 

I 201 2 $161,000.00 

I 2011 $150,000.00 

In explanation: 

Table 3889 

Columbia Hardship Funding 

Customer Citizen's Rider USP Penalty 
Contributions Energy Credits 

$150,000.00 $0.00 $375,000.00 
$150,000.00 $0.00 $375,000.00 $0.00 
$175,000.00 $0.00 $375,000.00 $0.00 
$195,000.00 $37 5,000.00 $0.00 $600,000.00 

$150,000.00 $375,000.00 $0.00 $133,339.04 
$150,000.00 $375,000.00 $0.00 $0.00 

• Matching Dollars funded by Shareholder Funds 

Tota l 
Pipefine Calendar 
Refunds Year 

$67 5,000.00 

$0.00 $675,000.00 

$0.00 $725,000.00 

$228,305.00 $1,593,305.00 

$553,424.00 $1,372,763.04 
$648,776.00 $1,323,776.00 

o $150,000 is matched with $150,000 in Customer Contributions 

• Dollars for Grant Making funded by Pipeline Refunds /Credits 
o $375,000 annually for grant making through 2018 
o Money for grant making has come from multiple sources throughout the years 
o Until recently, this money was included with the USP Rider as a charge funded 

by non-CAP residential customers 
o An agreement through the Company's 2016 rate case settlement was made to 

remove Hardship Funding from the USP Rider and fund it through pipeline 
penalty credits . The Company also agreed to increase fundraising efforts to fund 
the Hardship Fund. The penalty credit proceeds will adequately fund the 
Hardship Fund for at least 3 years (2017 -2019)90 

Finding DEF-01 Funding Mechanism 
The Company's agreement to fund DEF ($375,000) through pipeline penalty credits will 
most likely deplete the credits by 2019. 

Recommended Action 
The Company to explore and implement efforts to identify funding mechanisms for DEF 
grantmaking beyond 2019. 

89 CPA Data Response 1-DEF-03 Contributions 
9° CPA Data Response CAAP 1-002 R-2016-2529660 
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HARDSHIP FUND 

Company Support and Promotion 

In addition to providing annual funding for DEF grantmaking, Columbia also supports and 
promotes DEF through bill inserts, messages on the bill, electronic promotions and social 
media . All of Columbia 's shareholder funds of $150,000 have been matched each year. 

2015/2016 Total Raisec 

Columbia Gas $ 150,000 

DEF Fundraising Events91 

$per 
Customer 

Table 39 
DEF Promotions 

Bill Participate in 

Insert? DEF sponsored 
Event 

0.39 X X 

Targeted 
On Bill Electronic Event or 

Option Campaign 

X X X 

The Company has also participated in the DEF fundraising events listed below (held 
annually for the past three years): 

Dollar Energy Fund's Warmathon 
• Staffed volunteers for the phone bank 
• Sponsorship Cost: $25,000 

Dollar Energy Fund's Golf Outing 
• Sponsorship Cost: $25,000 

Cool Down for Warmth Fundraiser 

Social 
Media 

X 

• Provided CPA Executive to sit in the Ice House until adequate funds were acquired 
for his release 

• Donations totaled $14,800 over the three year period 

Columbia Sponsored Fundraising Event 

TransSiberian Orchestra Concert 
• Sponsorship Cost $15,000 (Benefit Range $11 ,000-$12,000) 

Finding DEF-02 Company Fundraising 
The Company ranks third highest in its contribution per customer revenues at 0.39 
compared with 12 PA gas and electric utilities in 2015. They also are one of two companies 
in the state who offer electronic options for customers to donate to DEF and one of two 
companies who utilize social media for promoting DEF events and fundraisers .92 

9 1 CPA Data Response 1-DEF-Fundraising 
92 CPA Data Response CAUSE 3-003 BCS Report on PA Util ity DEF Fundraising 
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HARDSHIP FUNDS 

Customer Eligibility Requirements for DEF Grant 

DEF is a fund of last resort 

• Opening and closing dates for the program are established annually based on 
funding 

• Households where gas service is off and are eligible for LIHEAP and LIHEAP Crisis 
benefits must first apply for those funds when available 

• The household income must be at, or below 200% of FPIG 
• Customer must have a minimum average balance; and recently made a utility 

payment 
• CAP customers are eligible if they are without service for non-pay during the months 

of October, November, or December, or if the customer has been out of CAP for 
more than one year 

• For CAP reinstatements , Columbia will allow the Harship Fund grant to substitute as 
a customer payment 

• Maximum grant amount is $500 
• Grants do not assist with security deposits or reconnection fees since all fees are 

waived for Hardship Fund recipients 

Dollar Energy Fund 
# of Customers 
Average Grant Amt. 

Finding DEF-03 DEF Grants 

Table 40 
Dollar Energy Grants 

2015/2016 2014/2015 
1,491 1,565 
$401 $407 

2013/2014 2012/2013 
3,051 3,205 
$402 $379 

The average number of customers as well as the average grant amount has decreased over 
the past four year period. The Company reports that this decrease is attributable to 
customers who are in Income Level 1 who have never been on CAP and are not required to 
apply for DEF. More dollars are left for those customers who have no other avenues for 
funding . 

Page I 80 



HARDSHIP FUNDS CHANGES 

Since 2012, the Company has undergone many changes to its Hardship Fund . 

Significant changes included the use of supplier refunds to increase funding, elimination of 
the Citizen's Energy contract as part of the USP Rider, and changes to the processes in 
order to extend the benefits to non-CAP customers.93 

2011 20 U 

Requested suppler 
refurds/credts to furd 
Hardslip Funds. 

Hardship 
Increased fundilg 
subslartialy 

Funds 

Table 41 
Hardship Fund Changes 

2013 2014 

E~ corilact ..nh 
Citiz.erfs Ener and 
fed in rate case to 
ha1e tt1e S375,!XXl as 
part of tt1e USP Rirer 

93 CPA Ad Hoc Data Response US Program Changes 2011-2017 

2015 2016 2017 

Eirrinated need to 
rec;a, e OEF fulds if 
customer \as ne er CAP Lost th! option to use 

Exploring Fun<taisilg 
prior to ertefirg CAP. USP Rider flllds as 

options to increase 
settlemerlt of rate Helped to extend beneris cuS omer co rtribl.tion:; 

of ~ogam to non CAP case. 
customers 

I partner ~ted to 
in1Jrave Oashboa-ds a"ld 
provic!e agency 
.edl3nce!rms 
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Appendix A 
Call Aid Screen Examples 

~BSEI88El~E1El 
Searct.PA ColumblaG.nofPenm.\llv<Jnlo!CilDAld 

. AM .. aCal 

. Rev.w~&Oeterm.RuloOIII'otc.J 

· A~qiAtJ>V 

. Ptume'*"'Mn 

• 1'/c!n.tu 

. PACAP 

. PACARES 

. PAOorrlllniAa:uun!Survcy - Cklllld 

~- PA~ncyllflllir~ - Opon 

~c.:'::•:::'""'=~:::-=':::""'""='-'-' · :::'"="='--- ,, 
. PALJiEAJ' . C.Ioaed 

. J.IDIIEAI' At.:~II"!!APPIIOr20 1 6-20H 

. I.IDUSPP 

. VA~• - CID .. d 

. VA fu~Bertelb 

IIITERIIAL TRAIISFER 

If call was llanslan!id mternally from another department 

• Proceed to Review AccoynL II. Detemline Reagan for Call 

Ho1u: 

Columb .. GnoiPenna ylvaoua 

• If a cilll ti tumderred to US$ born a11 rnside sourtt', 1\ would bf up to the CSR lhii\ transfi!trtd the call to completg the ~·e n!kauon poe en pnor tu pelforll¥llg the trans let If the USS il!ltnl dKrdu to h<r19 the 
CIJSiomerr&-\11trfytiH!UIOformation. d rsuptothat <~gent's dlsuetoon . butd!snotreq~.llled 

• If a callr~ oecer.oed a5 a uansfer, and the calie(s name does nol match the !itreen pop, the USS agent nus! wnfy the callerlcll!ltomer s tnformalron 

D IRECT C ALL 

If cus tomer c311ed USS directly 

1Fcnow st;mdan:l~then 

2. Pmc.nd to Rcyi11w Accpum & P rurrmin11 Reupn fpr Call 

] Ri!fer customer to :1ppmpnate programs 

Jfoftowstandard~ 

UISOUICe- Fat l'lkmaJUse OI\If 

Seai"Ch PA Columbia Gas of Pcnnsyfvunm CaD Aid 

~ PACAP 

• Overview 

• Acceptabllt Proofofncol!llt 

• App~lion~uiy 

• BiiExpldnalion 

• Cholce ld RAAccounts 

• Credit 

• Customer Agreement Form 

• OtsScreens 

• Enro~EigibiiyRequifen!fi\S 

• El!planalklnScr~ 

• HowloUseOscer 

• rtcomeGuideltnes 

• nco~Ra-Venfrcolion 

• ncomcrSourclliS 

• Mise B&!g hquifies 

• Misceloneous 

• PDymcntOptions 

• Pre-:~c.reenilg 

• Re-Entry 

• Rerrovol$ 
• Usage Wlllout Co~ny Know~ge 

• war,ilgSecurtyOeposts 

~ PACARfS 

~ PA Cris~ Closed 

~ PADillarEncrgy -Open 

I!HERNAL TRANSFER 

If call was transferred internally from another department: 

• Proceed to Review Account & Detmmine Reason fm Ca11 

Notes: 

• If a call is transferred to USS hom an inside source . it would be up to the CSR that transferred the call to complete the verification process prior to performing the transl 
customer re..varify their information, it is up to that agenfs discretion , but it is not required. 

• If a call is received as a transfer. and the caller"s name does not match the screen pop, the USS agent must verify the caller/customer's information 

DIRECT CALL 

If customer called USS directly 

1. Follow standard lmhal 4 Call Steps . then 

2. Proceed to Review Account & Oetermme Reason for Call. 

3. Refer customer to appropnate programs. 

4 Follow standard~-

~~-PA_D_,._m_m_A_~_"_"'_S,_N~oy~--C~_•_•d_______ V 

• Appb!DIIhq~iy 

• BI~ 

•CI!oi::.er.lAAAccounts 

Account Review 
CA P Cu sl 
O A...r1T.-eKct llat.ce 
or~ 

• 2ndCal 
KCAP Cul l les s Than 12/.! lhs 
0 Adi-teNoHatn 
o r~ 

o llu!!rralirnl 
ConnetlTypeQfdef 
• 2ndCt.l 

o ~gPUC 

"""""' KCAPCul tMofelhln 12Uthl 
:> Adttt!lollota 
o Tem~ 
~ Re~ablnl 

CoMcdTYP*Onler 
• 2ndCJI 

O l'endngPUC 

""""" Never CAP Cul l 
O A.dltllloHtrll:e 
o Te1111 
0 Rt\lllrllbnl 

Connedl)"peO!ckr 
• 2ndCII 

o Pcn4n~PUC 
C~nl 

• Cllstc.mer At;nemmt fOfm 

• EnrotnM!IUQiljty~lllS 

• bo6rui!IMI S~ 

lliUV£RSALSERVJCfSllS£0fllY Columbi.IG.no/Pennsylvanis ' 

Review the following: 

• Cannot be I meter. multirJe dwellings 

• Check fnr Usage wlo Company Knowledge 

• Ch&k Account St11tus 11s gas off or on?) 

• Check &lance Owed See Also DICP 

• Chack Ooy of Shut Off Follow normal Crecfrt Guidelines rf day af shut o.'f See Also OlPt . OlTR 

• Check Revenue Closs ond Revenue Clou EKtenslon - Must bf! ras1~ntial heat only to jom CAP Check far high summer usage if pool hea!el - can not Join CAP if poGI heater usage 

• Check tiSF chocks SeeAlso Oit/F 

• Check fm CSPIESP -Ad-~se custome1 they carmot be b111ed monthly if on CAP customer needs to request to be bil led annually directly through CSP/ESP instead on lhe gas bill Sea AJso 
DIAB 

• Ch~ k if on Autopay - A<Mse OlGA balance l'lill be deducted if reniO'I'fd from CAP 

• Ch~k if on CARES program - kty payment plan mquiries need to bf! sent through the CARES Rele·nal database. See Also OICI. OIRfA. 

• Check Rema1 ks 

• Check for Bankruptcy remarks - CAP amount ll'liiY need to be ad)lsted I. 
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• c ..... 
AecountRevtew 

a 2ndC.t 
JtCAPC us t lonll'lan 12LttNI 

o r .. m 
O RU~nl 

c;ra;;:;;~orde' 

o ~ruc 
Co~nt 

XCAP Cusll.llor•Than t l U th a 
o AeWcllgllati:e 

0 Re&londllnl 
CoMeCTY!IeOrd~ 

"""'"' O ~I'U~ 

co•i'll 
Uava rCAP Cual 
0 AdflotflgtfOIICI 
0 ,~ 

C4MeCType Ordtr 
• 2ndC.I 

O ~PIJC 
Co!$bnt 

a CUS:Omet~Fonn 

a ADpic.alilB~tY 

• 61EJ:pllnstmn 
a Choicelo!RAAtaiUIIIS 

• Cr.roil 
Account Aovilrw 
CAPC11al 
o ActiveNo t&nu: 

o Aa.louttkln 
a 2ndC.I 

XCAPCual l anThan 12 Utlls 
o .a.ctt.etloiiG'.X:. 
o Term 
0 RHtwltJ:II\I 

Coru!edTypeOrdl!t 
1 2nGCal 

0 PendilgPUC 
Comllai'll 

XCAP Cuttl.lor!!ltlan1ll_.lhs 

o Trtm 
o RattJratbtl/ 

CoMKI.TypeOr~ 

• 2ndCal 
0 Pendi1gi'UC 

COITCIIailt 
llever CAPCust 
o Ac!NeNottati:ll! 
0 Te~m 

o R-.tura!iJI\I 
COMedTypeOrdH 
• 2MCfl 

o Pe~;PIJC 
~llli'll 

a ChKk Balance Owed Sn Al!io OlGA 

• Check Customer Type -Alethey CAP. XCI<P or Newt CAP? 

• Check for Cun enl/Oofaulred Payment Pl!m. See Also !MPP and DITR 

• Check for Tennlnotlon notice. Se9 Also OICC 

• Check Day of Shut Off. s~ Also D1GA. DIPl 

o No Pttlp!lrty O.Oet lnfonn4!lion on Fde 

o PropMy Reru&d- Prop Ownet Info en F~e 

o CustomflrtsProp!!nyOY.Tler 

o Ptopeny Rented - 1/o Prop Ownet Info 

CAP CREDIT 

Active No flo rice Quote· Never CAP CustOIJ'I{'I 

A chon 

IMPORTArH . Call tJansferred from Customer Service. Level 1 Customer: 

If financial \YiiS updaled 3fldlor customer was placed_on a paymelll plan p10r to the caD !Jansfer- go to Slep 3 otheMse continue below 

Obtain and enter financial information using the~ ~ia OEPA- Budget Plus Payment Plan 

• lflgo,gl1residentialheataccoumcontinuebelow. 

• lfanyotherrevenueclassor income level, foliO",vnormalcreditgu:delinesandado.tseofeligtbleenergyassislilflteprogram.;; 

• Customer has acredrl tmlanceandexoressingdifficultvpayrngt.lls. 

Establish Budget Plus Plan 11 eh!Jibte based on message that appears allhe bottom olthe Budget Plus Payment Plan screen 

• lffinanctal taken on DEPA. go 1nto DEOF: Flnoncllll lo enler brnkdown of income. 

• If Bt~dget plus plan cannot be established. go to DEDF: Flnancillflo update and determine in corm leu!! 

• If Budget plus plan is decflned, p-ess F24 to reiect payment pliln ilnd go to DEDF: Financial to enter breakdCMn oi income 

Determine if dispule IS ne2d~d (No dispute within last 120 days on OIDR screen) 

Detr:rrrune if Security De~it exists on account (DISD] 

• 06Sc:aens • lfnosecuritydepositonaccount. goto StepS. 

-~lt.R.wlll!ell -------->~"~-.:..-~ 
1lt rJJ /robowebooiumbta.rusource.netJPennwlvamaJCAUA!DPA.hlrn 1 

• Chotc tiRAAecou/115 

• Cr•dil 
A~ount Review 

CAPCU:tl 
o ActivelloNobCII 
0 T~rm 

XCAPCu:t!Leu Than12Lirh:t 
0 Active llo !Iobeii 
o T~rm 

o Resloratbnl 
ConnedTypeOIUer 
• lnd Cd 

0 PendtlgPUC 
Cofll)l&i11 

XCAP Cust l.fore Than 1l r~ltls 
o Ad!vetlotloDCe 

Conned Type Order 
• 2ndCal 

0 PendingPUC 
Co. ill 

tlever CAP Cusl 

0 T~rm 

Conned Type Order 
• 2ndCal 

0 ~fldi"lgPUC 

co~ru 

• Cuslomer Agreement Form 
• O!SScreens 

Determine if Energy programs are available and/or recei\·ed in current program a\'ailabifll.y dates. {OlEA) 

• L!HFAP mt[delines 

Oehmnme 1f CAP IS the riqht O!li:IOO 

• Reyjeyt Cap Ehgjbjljty regunemeD!!i 

Exo!mn the CAP pmnram 

• II cuslomet tS interested 111 and ehg1ble lor CAP go to Step 8 

• II customer does not want CAP or CAP •s not lhe•r best 0p11on 

1 Ar:Mse the customer why CAP may not be the right opCion 

2 Ad'llSB of aligrble energy assistance programs 

3 GotoStep9 

pre-screen lor CAP 

Close cal! 

1 Summanze call to customer including requrrements and available energy programs. 

2 M11se customers IYllh a cred1l balance that they can not be entered mlo CAP unt1lthe credit ts used 

3 Post contact on the account 

J Emer remarks (PF8) 

5 Enter dtspute if needed (as determmed m Step 3) 

• 'Pay Plan- CAP'- If customer was el!grble lor a Budg!!l Plus plan (Adjust dt~pute wordmg to delete transferring to CAP verbiage) 

• 'Quote -CAP'"- If customet was not elrg1ble for a Budge! Plus plan (Ad1ust dispute wonting to delete lransfewng to CAP verbiage) 
a _f.runinefiiEWLifV.Reri!Jt,.JTio".n\s - - , 

lttp://robowebcolumbia.ntsource.net;Pennsylvama/PA_Currem_Pt!ots_5pec_Proj/PA_Curr_Ptlot_Spec_ProJ_FS.htm fY need to adrust or add addrtmnal wording to teflect the Situation 
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Appendix B 
CAP Screen Guidelines 

CAP Payment Selection Screens 

Payment Plan Options 

1. Percent of Income 
0% - 110% of poverty guidelines pay 7% of income 
110% - 150% of poverty guidelines pay 9% of income 

2. Average payment 
Average of payments for the last 12 months prior to joining CAP. Total customer 
payments divided by the number of months in service up to 12 months (i.e. , customer 
makes seven payments in 12 months for a total of $360. Divide $360 by 12 = $30.) 

3. Percent of Bill 
The May Promoted Budget multiplied by 50%. This will be recalculated every May 

4. Minimum Payment 
The lowest payment available is $25 
**This is a default payment plan . It is not given as a quote. 

5. Senior CAP 
75% of budget amount 

~ All above payment plans will have an additional $5 toward co-pay if a pre-program 
balance exists . 

~ All above payment plans will have a CAP Plus amount added. See CAP Plus section for 
more details 

Guidelines for Selection 

Columbia DIS mainframe will calculate and suggest the best option based on the following criteria: 

1. The minimum payment will be selected if the minimum payment is the highest option available. 

2. Option #2 will be selected if option #2 (average payment) is the highest. 

3. Average options 1, 2 & 3. The option closest to the average will be selected . If two are 
equidistant, the higher option will be selected . 

~ If extenuating circumstances exist which would make a higher payment not affordable for a 
customer, another option may be suggested by the screening agency subject to approval by 
Dollar Energy CAP or Universal Services . 

~ Senior CAP is not factored into payment schedule. 

If Option #1 is less than $25, the minimum payment will be 

Page I 85 



CAP Payment Selection Option Screens 

Initial Customer Screen 

Select # 5 from the Plan Menu - CAP Payment Plan 

Enter Customer Income and Household Information 
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DIS system selects lowest plan 

Once income is verified, 
Option #3 is entered in the exam 
1111 

Initial CAP Account Set Up 
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Appendix C 

Supplement No. 235 to Tariff Gas- Pa. P.U.C. No.9 Ninth Revised Page No. 139 Columbia Gas 
of Pennsylvania, Inc. Canceling Eighth Revised Page No. 139 
Issued: August 7, 2015 M. R. Kempic Effective: July 8, 2015 President 

RATE CAP - CUSTOMER ASSISTANCE PLAN 
APPLICABILITY 
Throughout the territory served under this Tariff. 
AVAILABILITY 
Available to any residential customer at one location using natural gas as their main heating source 
and meeting the following requirements: 

1. This rate will serve 100% of the total requirements. 

2. The total household income is equal to or less than 150% of the Federal Poverty Level. 

3. The customer does not take service under any other rate schedule. 

4. The customer is either over sixty years old or is payment-troubled (i.e. , has at least one failed 
payment arrangement with the Company within the past 12 months, has received a termination 
notice from the Company within the past 12 months, has been verified as a current participant 
in another utility's CAP, or is unable to establish creditworthiness through the use of generally 
accepted credit scoring methodology). 

5. The meter at the premise must serve only the customer's dwelling space. 
6. The customer must agree with the terms specified in the Company's CAP Customer Agreement 

Form. 
CAP CUSTOMER APPLICATION AND RESPONSIBILITIES 
In order to gain acceptance in CAP and to maintain participation in CAP after acceptance into the 
Program, a customer must agree to, and comply with, the following: 

(C) 

(C) 

1. Verify gross monthly income for all adult household members at time of application. 

2. Reverify gross monthly household income annually. This requirement shall be waived in any 
year that the customer applies for, and receives , an Energy Assistance Grant that is posted to 
the Company. 

3. Notify the Company's Universal Services representative of any changes in income, household 
size, or residence . 

4. Make timely monthly CAP payments, including a $5.00 co-payment on arrears . 

5. Apply for federal Low-Income Home Energy Assistance Program (LIHEAP) benefits , and direct 
the payment of LIHEAP to the Company. 

6. Apply for any free weatherization service , including the Company's Warm Wise Program, as well 
as local county weatherization programs if the customer meets eligibility requirements . 

7. Release the Company from any liability associated with the customer's participation in CAP. 

(C) Indicates Change 
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Supplement No. 235 to Tariff Gas- Pa. P.U.C. No.9 Eighth Revised Page No. 140 Columbia 
Gas of Pennsylvania, Inc. Canceling Seventh Revised Page No. 140 
Issued: August 7, 2015 M. R. Kempic Effective: July 8, 2015 President 

Rate CAP- CUSTOMER ASSISTANCE PLAN (Continued) 
8. Agree not to use any non-essential gas appliance, such as a pool heater. 
9. Allow the Company to purchase gas on the customer's behalf. 
10. In the case of a CAP applicant who is currently without service, and who has a balance from a 
prior account, make an upfront payment in satisfaction of the prior balance up to, but no more than, 
$150 . 

MONTHLY PAYMENT OPTIONS 
The most affordable payment option for the eligible CAP customer shall be selected from the Options 
below. The monthly payment will not be less than the average payment received from the customer in 
the previous twelve (12) months. A minimum payment amount of twenty-five dollars ($25.00) is 
required . 

Option #1 : Percentage of Income. 
0 - 11 0% of Poverty = 7% 
11 0 - 150% of Poverty = 9% 

(C) 
Option #2 : Average of last 12 months of customer payments prior to joining CAP. (Available for 

customers with at least six months of uninterrupted service.) 
Option #3: Flat rate of 50% of budget billing (adjusted annually) 
Senior CAP Option: Flat rate of 75% of budget billing for all customers over 60 years of age with no 

arrears or payment arrangement default. 
In addition to the monthly payment established under either Option #1 , #2, #3, or Senior CAP Option, 
the CAP customer is required to pay a five-dollar ($5.00) co-payment towards pre-program arrears , as 
well as an additional amount calculated each year based on the previous year's LIHEAP grants applied 
to CAP accounts ("plus amount"). The "plus amount" is determined by dividing the total LIHEAP cash 
dollars received on CAP accounts in the prior heating season by the number of current CAP customers . 
The monthly plus amount will be one-twelfth (1/12) of the final total. This amount will be calculated 
yearly and effective with the October billing cycle. 
(C) 
A CAP customer's monthly payment shall not exceed the non-CAP budget payment applicable to the 
customer's account, exclusive of the $5.00 co-payment towards pre-program arrears . In the event that 
a CAP customer's monthly payment is determined to exceed the non-CAP budget payment applicable 
to the customer's account, the applicable information is reviewed to determine if the CAP payment 
should be lowered or if the customer should be removed from CAP. 
SECURITY DEPOSITS 
CAP customers will not be charged security deposits . 
Any paid security deposits on accounts with an approved CAP application will be credited to the arrears 
prior to CAP enrollment. 
Unpaid security deposits for customers entering into the CAP will be waived after income verification is 
complete. 
(C) Indicates Change 
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Supplement No. 200 to Tariff Gas- Pa. P.U.C. No.9 Fourth Revised Page No. 141 Columbia 
Gas of Pennsylvania, Inc. Canceling Second and Third Revised Page No. 141 
Issued: June 13, 2013 M. R. Kempic Effective: July 1, 2013 President 

RATE CAP- CUSTOMER ASSISTANCE PLAN (Continued) 
(C) 

REVERIFICATION 

CAP Customers are required to reverify their income annually. 
CAP customers 60 years and older who are also on Social Security or Disability Assistance are exempt 
from annual re-verification . 
A customer who has been removed from CAP for failure to reverify will be re-entered into CAP 
immediately, once eligible proof of income is received . 

DEFAULT PROVISIONS 

Nonpayment of CAP During the Period April 1 through November 30 
A CAP customer shall be considered to be in default after two-missed CAP payments, whether 
consecutive or not, and will be eligible for termination of service in compliance with the Termination of 
Service provisions of this tariff and all laws and regulations regarding termination of service. The 
termination notice will reflect all missed CAP payments. 
In order to avoid termination of service, a CAP customer who has received a termination notice shall 
furnish a make-up payment as set forth in the termination notice prior to the scheduled termination date. 
The Company may, in its sole discretion, delay termination , but such delay shall not be deemed a 
waiver of the right to terminate service. 
Nonpayment of CAP During the Period November 1 through March 31 
During the period November 1 through March 31 , a CAP customer will neither be removed from CAP 
nor receive a termination notice for failing to make monthly CAP payments. 
Starting with the April f'termination date, Columbia will issue termination notices to CAP customers 
who failed to pay CAP budget payments during the November to March period . The amount on the 
termination notice shall be for all missed CAP payments . 
In order to avoid termination of service, a CAP customer who has received a termination notice shall 
furnish a make-up payment as set forth in the termination notice prior to the scheduled termination date. 
The Company may, in its sole discretion, delay termination, but such delay shall not be deemed a 
waiver of the right to terminate service. 
Customers Requesting Removal 
A customer requesting removal from CAP in writing shall be removed from CAP immediately upon the 
Company's receipt of such request. The customer may not reenter the CAP for one year after the time 
of requested removal. 
(C) Indicates Change 
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Supplement No. 235 to Tariff Gas- Pa. P.U.C. No.9 Sixth Revised Page No. 142 Columbia Gas 
of Pennsylvania, Inc. Canceling Fifth Revised Page No. 142 
Issued: August 7, 2015 M. R. Kempic Effective: July 8, 2015 President 

RATE CAP- CUSTOMER ASSISTANCE PLAN- (Continued) 
Noncompliance with Weatherization Measures 
The Company may, at its discretion, remove from CAP, or increase the monthly CAP payment for, a 
customer: 

1. Refusing a referral for weatherization services . 
2. Who has received weatherization services, but who has not reduced monthly consumption. 

Failure to Reverify Income 
The Company will issue a letter to the customer 30 days prior to the customer's CAP participation 
anniversary date, notifying the customer of the requirement to reverify household income in order to 
remain in CAP. The Company shall remove from CAP any customer failing to reverify household 
income within 30 days after the anniversary date and 60 days after the initial notification that 
reverification of income is required . 
RE-INSTATEMENT PRODECURES 
The Company will re-instate to CAP customers who have been removed from CAP as follows : 

1. The customer must pay the entire balance of missed CAP payments including the five-dollar co
pay to the pre-program arrears. 

2. Any payments made by the customer after removal are deducted from the amount needed for 
program re-entry. 

3. The pre-program arrearage will be the same at the time of reinstatement as at the time of default. 
4. Any charges incurred after default, which are not paid by the customer, are treated as current 

bill shortfall. 
5. This process also applies to CAP customers who move to a new service address with no 

interruption of service due to termination. 
ARREARAGE RETIREMENT 
(C) 
A CAP customer will have their entire pre-program arrears forgiven in equal monthly installments over 
a three year period. Each installment will be forgiven upon receipt of a full monthly CAP payment. 
(C) Indicates Change 
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Supplement No. to Tariff Gas- Pa. P.U.C. No.9 Eighth Revised Page No. 143 Columbia Gas of 
Pennsylvania, Inc. Canceling Sixth and Seventh Revised Page No. 143 
Issued: June 13, 2013 M. R. Kempic Effective: July 1, 2013 President 

RATE CAP - CUSTOMER ASSISTANCE PLAN - (Continued) 

(C) 
CAP AGGREGATION 

A CAP customer is required to agree in writing to allow Columbia to act as an agent, on their behalf to 
contract for the purchase of gas supplies from a licensed natural gas suppl ier (NGS). 
At least quarterly, the Company will solicit Commission licensed NGSs to provide the CAP gas supply 
service at a discount in relation to the Company's applicable Purchased Gas Cost rates. 

(C) 
RIDER PGC 

The Pass-through Charge includes recovery of purchased gas costs pursuant to the Purchased Gas 
Cost Rider of th is Tariff. 
In the event that no licensed NGS responds to a quarterly solicitation to provide CAP gas supply 
service, the Company will provide natural gas supply to the CAP program participants, and the Gas 
Supply Charge to be used to determine current bill shortfall will include recovery of purchased gas costs 
pursuant to the Purchased Gas Cost Rider of this Tariff. 

TERMS OF PAYMENT 

The CAP monthly payment must be paid by the due date. 
Any customer found stealing gas will be charged separately from their CAP payment or billed 
separately for CAP prior to reconnection for the amount of the theft. 

RULES AND REGULATIONS 

The Rules and Regulations Governing the Distribution and Sale of Gas of this Tariff, which are not 
inconsistent with the provisions of this rate schedule , shall govern, where applicable , the supply of gas 
service under this rate schedule. 
(C) Indicates Change 
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Supplement No. 238 to Tariff Gas- Pa. P.U.C. No.9 Twenty-seventh Revised Page No. 146 
Canceling Twenty-fifth and Columbia Gas of Pennsylvania, Inc. Twenty-sixth Revised Page 
No. 146 
Issued: December 15, 2015 Mark Kempic Effective: December 18, 2015 President 

RIDER USP- UNIVERSAL SERVICE PLAN 
APPLICABILITY 
Throughout the territory served under this Tariff. 
AVAILABILITY 
This Rider shall be applicable to all residential customers except customers in the Company's Customer 
Assistance Plan ("CAP"). 
CHARACTER OF RATE 
This Rider has been established to recover costs related to the Company's Universal Service and 
Conservation Programs. 
RATE 
The Rider USP rate shall be included in the Pass-through Charges on the customer's bill for Rate 
Schedules RSS, and RDS . The Rider USP shall not be billed to customers being served on Rate CAP. 
The rate information is detailed in the Rate Summary pages of this Tariff. 
CALCULATION OF RATE 
The Rider USP rate shall be calculated to recover costs for the following programs: Low Income Usage 
Reduction Program (LIURP); Customer Assistance Program (CAP); and the WarmWise® Audits and 
Rebates program ; and the Emergency Repair Program (ERP). 
(C) 
LIURP costs will be calculated based on the projected number of Level 1 income homes to be 
weatherized. WarmWise® Audits and Rebates program costs will be calculated on the projected 
number of Level 2 income homes provided with an energy audit, programmable thermostat and/or 
rebates. 
(C) 
CAP costs will be calculated to include the projected CAP Shortfall (the difference between the total 
calculated RSS bill excluding Rider CC and Rider USP and the CAP bill) based upon the current 
discounts at normalized annual quantities of the then-current CAP participants , the projected CAP 
Shortfall for projected customer additions to CAP during the period that the USP Rider rate will be in 
effect at the average discount of current CAP participants at normalized annual quantities, the projected 
CAP customer application and administration costs , the projected CAP pre-program arrearages to be 
forgiven and written off during the next 12 months. 
If the Company is successful in obtaining a CAP gas supply aggregator as provided in Rate CAP
Customer Assistance Plan, then the shortfall will be adjusted to reflect the RDS rate plus the gas costs 
resulting from the aggregation service. 
The costs shall be divided by the total annual projected throughput quantities of all residential non-CAP 
customers as established in the Company's most recent Purchased Gas Cost proceeding to determine 
the rate per thm for this Rider. 
(C) Indicates Change 
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RIDER USP- UNIVERSAL SERVICE PLAN- Continued 
QUARTERLY ADJUSTMENT 
Each quarter, and at any time that the Company makes a change in base rates or Purchased Gas Cost 
rates affecting residential customers , the Company shall recalculate the Rider USP rate pursuant to the 
calculation described above to reflect the Company's current data for the components used in the USP 
rate calculation . The Company shall file the updated rate with the Commission to be effective one (1) 
day after filing . 
ANNUAL RECONCILIATION 
On or before April 1 each year, the Company shall file with the Commission data showing the 
reconciliation of actual revenues received under this Rider and actual recoverable costs incurred for 
the preceding twelve months ended December. The resulting over/undercollection (plus interest 
calculated at 6% annually) will be reflected in the CAP quarterly rate adjustment to be effective April 1. 
Actual recoverable costs shall reflect actual application costs , actual Ll URP costs, and actual 
WarmWise® Audits and Rebates program costs . Actual recoverable costs shall also reflect actual 
shortfall costs and actual pre-program arrearages, provided that CAP participation on an average 
annual basis for the preceding year did not exceed 23,000 participants. In the event that CAP 
participation in the preceding year exceeded 23,000 on an average annual basis, actual recoverable 
costs shall reflect actual shortfall cost and actual pre-program arrearages for all customers up to the 
23,000 participation level. For any and all CAP customers exceeding the 23,000 participation level on 
an average annual basis, Columbia shall offset the actual shortfall and actual pre-program arrearages 
by 7.5%. Except for the offset that is applied when CAP participation exceeds 23,000 on an average 
annual basis, actual CAP shortfall costs shall be based upon actual numbers of CAP customers, actual 
CAP throughput quantities, actual CAP payments received . 
(C Indicates Change 
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