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Catherine Nguyen 
Assistant General Counsel 
2301 Market Street / S23-1 
Philadelphia, PA  19101 
 
Direct Dial:    267-533-0361 
catherine.nguyen@exeloncorp.com 
 
 

February 25, 2026 

 

VIA E-FILING 

Matthew Homsher, Secretary 

Pennsylvania Public Utility Commission 

Commonwealth Keystone Building  

400 North Street, Second Floor 

Harrisburg, PA  17120 

 

 

RE:   PECO Energy Company’s 2019-2028 Universal Service and Energy Conservation  

          Plan - Dockets: M-2018-3005795, P-2020-3020727, P-2020-3022154 

 

Dear Secretary, Homsher:  

 

Enclosed for filing in the above-captioned proceedings is the 2026 Customer Education and 

Outreach Plan (“CEOP”) of PECO Energy Company (“PECO”), which is being filed in 

accordance with Ordering Paragraph 14 of the Commission’s June 2022 Order on PECO’s 

Universal Service and Energy Conservation Plan.  

 

If you have any questions or concerns, please feel free to contact me directly at 267-533-0361. 

 

 

Very truly yours, 

 
Catherine Nguyen, Esquire  

Assistant General Counsel, PECO Energy Company 

 
 

cc: Joseph Magee, jmagee@pa.gov 

 Jennifer Johnson, jennifjohn@pa.gov  

 Christina Chase-Pettis, cchasepett@pa.gov 

 Louise Fink Smith, finksmith@pa.gov  

 

mailto:jmagee@pa.gov
mailto:jennifjohn@pa.gov
mailto:cchasepett@pa.gov
mailto:finksmith@pa.gov


 

PECO Energy Company’s Customer Education and Outreach Plan (CEOP) – 20261 

 

Background: PECO’s Low-Income Programs  

 

PECO Energy Company (“PECO” or the “Company”) has a comprehensive, complementary suite 

of low-income programs designed to help provide energy security for low-income households. 

PECO’s programs address bill payment assistance, utility and government grant programs, 

usage reduction, and situational assistance.  

 

PECO’s Customer Assistance Program (“CAP”) provides ongoing bill payment assistance for 

households at or below 150% of the Federal Poverty Level (“FPL”).  

 

In addition to ongoing bill payment assistance via CAP, PECO provides usage reduction services 

via its Low-Income Usage Reduction Program (“LIURP”).   LIURP is designed to complement CAP 

by providing usage reduction education and, if eligible, remediation measures to decrease the 

amount of energy used, thereby reducing bills and increasing affordability.  LIURP income 

eligibility is 200% FPL or below. 

 

PECO also has a hardship program – Matching Energy Assistance Fund (“MEAF”) – that provides 

customers at or below 200% FPL whose service is in threat of termination or has been 

terminated for non-payment with a grant to cure their hardship.  

 

PECO provides support for customers who seek a Low-Income Home Energy Assistance 

Program (LIHEAP) grant.  PECO provides the LIHEAP application in English and Spanish on its 

website and a LIHEAP hotline to assist customers with LIHEAP questions.  The Company also 

serves as a liaison between the customer and the Department of Human Services (“DHS”) to 

assist with and address questions regarding LIHEAP. 

 

PECO has a Customer Assistance Referral and Evaluation Service (“CARES”) team that provides 

referral and information services to assist special-needs, low-income customers who have 

financial hardships. 

 

 

 

 

 

 

 
1 This CEOP is filed in accordance with the Pennsylvania Utility Commission’s June 16, 2022 Order at Docket No. M-
2018-3005795 (OP 14); as described in that Order (OP 5.f), this CEOP may be modified and enhanced within the 
duration of the 2019-2028 Universal Service and Energy Conservation Plan.   
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Programs identified above and listed below represent PECO’s suite of low-income assistance 

programs: 

 
Program Name      Acronym Program Type 

Customer Assistance Program    CAP  Ongoing bill assistance 

Low-Income Usage Reduction Program   LIURP  Usage reduction  

Matching Energy Assistance Fund   MEAF  Hardship grant  

Low-Income Home Energy Assistance Program  LIHEAP  Government grant  

Customer Assistance Referral and Evaluation Service CARES  Situational assistance 

 

PECO’s Community Engagement Team: 

 

PECO’s Community Engagement (“CE”) team was launched in 2019.  CE is responsible for 

Outreach and Education regarding the core programs that serve our low-income customers.  CE 

is also responsible for engaging community partners and service providers who support low-

income communities.   

 

The primary purpose of PECO’s CE team is to increase: 

 

• Awareness  

• Access 

• Enrollment  

 

Each of the three pillars above builds off the preceding pillar.   

 

Awareness: 

 

As noted above, awareness is the first building block of PECO’s outreach strategy.  For this 

reason, PECO conducts a variety of outreach events/efforts throughout our service territory 

every year.  Outreach locations are strategically selected and come from a variety of sources.  

PECO also uses external agencies to advance awareness.   

 

External Relationships/Community Partners: 

Beginning in 2019, PECO established relationships with Community Based Organizations 

(“CBOs”) to become PECO “CAP Enrollment Sites”.  These CBOs, strategically located 

throughout PECO’s service territory, are trusted entities in low-income communities.   

 

To date, PECO has onboarded a total of thirty-four (34) PECO CAP Enrollment Sites.  The list of 

PECO’s CAP enrollment sites is included as Attachment A. 
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In addition to onboarding CAP Enrollment Sites, PECO expanded its relationships with other 

specialized organizations that support various vulnerable low-income populations, including 

hospital systems. In 2024, PECO established a partnership with the School District of Phila.   

 

PECO created a process and provided training whereby these organizations can formally refer 

their clients to us. This new referral process expands PECO’s reach to these vulnerable 

populations.  In 2023, PECO received and worked 1,614 referrals from various entities including 

those noted above. In 2024, PECO received and worked 2,600 referrals, and in 2025, PECO 

received and worked 3,308 referrals.  Customer referrals have become a major focus area for 

the CE team, and we anticipate continuing referral relationships for the foreseeable future. 

 

See Attachment B for a full list of PECO outreach events for calendar year 2025.   

 

Outreach Location Selection Strategy: 

PECO receives numerous outreach requests annually from various entities (e.g., CBOs, elected 

officials’ offices, etc.).  PECO considers U.S. Census and PECO customer zip code data when 

selecting and/or soliciting outreach event locations.  Specifically, PECO prioritizes the following 

for outreach locations: 

• Low-income zip codes: 0–200% FPL 

• LEP (Limited English Proficiency) zip codes  

• 0-50% FPL zip codes 

• Zip codes that have the highest levels of termination activity  

 

Outreach Staffing Strategy: 

Staffing for outreach events is determined on a case-by-case basis. PECO considers the 

following factors in determining staffing needs for each individual outreach event: 

• Type of event – table, enrollment, or presentation  

• Number of anticipated attendees 

• LEP areas – for Spanish-speaking zip codes, PECO makes every attempt to staff those 

events with Spanish-speaking resources.  For non-Spanish-speaking LEP areas, PECO 

works with event organizers and/or community partners to solicit interpreters who 

speak the language requested. 

 

Enhancements in Outreach since Community Engagement’s Inception in 2019:  

• Low Income Simulations: 

o A 3-hour simulation exercise designed to help participants better understand the 

challenges and lived experiences of low-income individuals and families.     

o The purpose is to engage in a shared experience that illustrates structural 

barriers, as well as personal and emotional challenges faced by people in poverty 

every day.   
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• Virtual Assistance Sessions: 

o PECO identifies customer segments who could benefit from Virtual Assistance 

sessions (e.g., CAP customers for whom PECO has not received a LIHEAP grant) 

and solicits their participation via email and social media.  

o In 2025, PECO conducted 38 Virtual Assistance sessions assisting over 1,600 

customers with a variety of services based on their specific needs, including 

enrollment in CAP and LIHEAP assistance.  Approximately 5,300 customers 

signed up for these sessions.  Customers who did not attend were contacted and 

assisted (if reached) the day after their missed virtual appointment.   

• Collaborations  

o PECO collaborates with agencies that support low-income communities with a 

variety of utility and non-utility assistance options.  

o PECO recognizes that low-income customers may need assistance with matters 

other than their utilities.  To that end, PECO has partnered with Findhelp.org, a 

national online assistance finder portal that provides information and links to a 

variety of free or low-cost assistance resources (e.g., pharmacy assistance, food 

pantries, etc.).  PECO promotes Findhelp.org on its website 

http://peco.findhelp.com and received 3,007 Findhelp referrals in 2025.   

 

Access: 

 

The second outreach pillar is Access. A variety of methods exist to access PECO’s assistance 

programs. PECO understands that customers have different engagement tolerances and 

preferences.  While PECO maintains and encourages simple, online enrollment options, the 

Company recognizes that some customers are either uncomfortable with online enrollment or 

lack the IT tools necessary for online enrollment.  For this reason, PECO continues to offer a 

variety of enrollment options, including2: 

• Online 

• Virtual Customer Sessions 

• U.S. Mail 

• Email 

• Fax 

• Community Partners 

• In-person Outreach Events 

 

 

 
2 For customers who have disabilities or are otherwise unable to attend an in-person event or utilize technology-
based enrollment methods (e.g., online, virtual sessions), PECO’s MEAF agencies will, on a limited basis, provide in-
home enrollment assistance.   
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0-50% FPL Outreach: 

Income eligibility for PECO’s CAP is 0-150% FPL.  That number is broken down into 3 tiers (0-

50% FPL; 51-100% FPL; and 101-150% FPL).  The lowest tier (0-50% FPL) is also referred to as 

the “poorest of the poor” and has historically been the hardest group to reach.  PECO 

recognizes there are unique challenges with this customer segment and has increased its 

targeted outreach to this customer population.  

 

PECO’s target for CAP participation of 0-50% FPL customers for the 5-year period of 2024 to 

2027 is a 5% increase year over year.  As total enrollment is a product of both new enrollment 

and recertification retentions, PECO focuses on both new enrollees as well as recertification 

retentions for the 0-50% FPL population. 

 

The CAP participation for 0-50% FPL for calendar year 2025 was as follows: 

 

Category 2025 Projection 2025 Actual Percent Variance 

CAP 0-50% FPL 31,400 44,919  +43% 

 

In 2025, CAP participation of the 0-50% FPL population was 43% higher than the 2025 

projection. 

 

CAP enrollment goals for 2024 through 2027 for customers under 50% FPL are as follows: 

 

Calendar Year Ending CAP 0-50% FPL Customers 

2024 29,905 

2025 31,400 

2026 32,970 

2027 34,618 

 

LEP – Limited English Proficiency: 

 

PECO conducted analysis using government data (U.S. Census and American Community Survey 

– ACS) to determine dominant languages in our service territory.  PECO defines a dominant 

language as one spoken by 5% or more of the residents in our service territory.  Spanish is the 

only language that hits that 5% threshold (Chinese dialects are second, at 3% of our service 

territory).   

 

PECO provides certain documents, including the Low-Income Customer Brochure, CAP 

application, no-income form, LIHEAP application, and “New Customer Handbook” in English and 

Spanish. 
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PECO provides language assistance to our LEP customer base via a variety of other methods 

including: 

• LEP assistance via Language Line for up to 128 different languages  

• Portions of PECO’s website translated into Spanish and Simplified Chinese  

• LEP community organizations onboarded as PECO CAP enrollment sites  

• Spanish-speaking staff at PECO virtual enrollment sessions 

• Outreach presentations in Spanish for Spanish-dominant zip codes  

• Radio interviews and advertising in English and Spanish 

• LEP placards for outside field forces to assist in language translations as needed 

 

Enrollment: 
 
The final pillar of PECO’s outreach plan is enrollment. Enrollment of customers that are new to 
CAP is one measure of the success of the Company’s outreach efforts.  To that end, annual 
projections and totals for CAP new enrollment participation of 0-150% FPL are shown below: 
 

Measurement 2025 Projection 2025 Actual Percent Variance  

CAP New Enrollees 13,998 24,679 +76% 

 
In 2025, CAP new enrollment of the 0-150% FPL population was 76% higher than projected. The 
CAP New Enrollee projection for 2026 is 20,400. 
 

Other Outreach Metrics: 

 

 In addition, PECO has other measures of success related to its low-income outreach, 

specifically:  

• LIHEAP Dollars 

• Outreach Events 

• Limited English Proficiency (LEP) Outreach Events 

 

Measurement 2025 Projections 2025 Actuals Percent Variance or 
Difference 

LIHEAP Dollars $17M $17.3M +1.76% 

Outreach Events 235 351 + 49% 

LEP Outreach Events n/a *  54 n/a 

 

*LEP – 2022 is the first year PECO tracked LEP events. PECO will continue to track LEP efforts for 

2023, 2024 and 2025 and will set targets for outer years based on actuals as well as customer 

needs. 
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In calendar year 2025, the CE team completed 351 outreach events. The outreach event 

projection for 2025 was 235 events.  Any given year can present more, or fewer, outreach 

opportunities based on outside organization events.   

   

Below represents outreach efforts in calendar year 2025 by category: 

 

▪ Total number of events – In-Person and Virtual: 351 

o Total number of in-person events:281  

o Total number of virtual events: 70 

- PECO virtual enrollment sessions: 38 

- Virtual radio events: 21 

- Other virtual events: 11 

▪ Total number of LEP events:80 (subset of 351 total) 

▪ Total number of 0-50% FPL events: 158 (subset of 351 total) 

 

For 2026, PECO’s projections are as follows: 

• LIHEAP Dollars – 8% of the total Pennsylvania LIHEAP allocation  

• Outreach – 235 events  

• LEP –PECO committed to track LEP events for 3 calendar years and establish an LEP 

Outreach goal for 2026 and beyond. (Projection: 59 (Avg for past three years: 43, 54 and 

80)  

 

Additional Outreach Data Collection and Reporting: 

 

In addition to the previously noted measures of success, PECO will collect data on outreach 

elements in calendar year 2026 to evaluate establishing additional goals for 2027 and beyond.  

Those elements include: 

• Number of referrals received from various partners (i.e., Findhelp) (Projection: 2,507 

(Avg for past three years: 1,614, 2,600 and 3,308) 

• Number of Virtual Enrollment events (i.e., number of customers signed up, number of 

customers assisted during the sessions) (Projection: (Projection: 30 (Avg for past three 

years: 23, 30 and 38) 

 
  

  

PECO Customer Education and Outreach Plan – 2026                                                        Page 7 of 20



  PECO CEOP 2026 – Attachment A 
  Page 1 of 1 

PECO’s Community Partners 
 

1. ACHIEVEability 
2. ACLAMO 
3. Action Wellness 
4. Bucks County Opportunity Council (BCOC) 
5. Cambodian Assoc of Greater Phila 
6. Campaign for Working Families 
7. Center in the Park 
8. Coalition of Culturally Competent Providers 
9. Community Action Agency of Delaware County (CAADC) 
10. Concilio De Organizaciones Hispana 
11. Congreso De Latinos Unidos 
12. Greater Philadelphia Community Alliance (formerly “Diversified Community Services”) 
13. Germantown Avenue Crisis Ministry 
14. Greater Philadelphia Alliance Social Service Center  
15. HOPE PHL (formerly “People Emergency Center”) 
16. Housing Opportunities Program for Equity (HOPE) 
17. Hispanic Association of Contractors & Enterprises (HACE) 
18. Human Services, Inc. 
19. Hunting Park Community Revitalization Corp  
20. Mason Dixon Community Services 
21. Montgomery County Community Action Development Agency (CADCOM) 
22. MT. Vernon Manor 
23. New Kensington CDC 
24. Nicetown CDC 
25. Open Hearth Chester 
26. Orion Communities 
27. Philadelphia Chinatown Development Corporation (PCDC) 
28. Strawberry Mansion Neighborhood Action Center, Inc. 
29. United Communities Southeast Philadelphia 
30. Urban League of Philadelphia 
31. Utility Emergency Services Fund (UESF) 
32. United Way of Bucks County 
33. We Never Say Never 
34. YWCA Tri-County 
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List of 2025 Outreach Events 
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BEFORE THE  

PENNSYLVANIA PUBLIC UTILITY COMMISSION 

 

PECO ENERGY COMPANY’S 2019-   : 

2028 UNIVERSAL SERVICE AND   : Docket: M-2018-3005795 

ENERGY CONSERVATION PLAN  : 

   

       :  

PETITION OF PECO ENERGY COMPANY : Docket: P-2020-3020727 

TO AMEND ITS AMENDED PROPOSED :         

2019-2024 UNIVERSAL SERVICE AND  : 

ENERGY CONSERVATION PLAN  : 

FILED JULY 9, 2020    : 

  

PETITION OF PECO ENERGY COMPANY : Docket: P-2020-3022154 

TO AMEND ITS AMENDED PROPOSED :  

2019-2024 UNIVERSAL SERVICE AND  : 

ENERGY CONSERVATION PLAN  : 

FILED SEPTEMBER 25, 2020   : 

______________________________________________________________________________ 

 

 

CERTIFICATE OF SERVICE 

 

 I hereby certify and affirm that I have served a copy of PECO Energy Company’s 2026 

Customer Education and Outreach Plan (“CEOP”) on the following persons in the manner 

specified in accordance with the requirements of 52 Pa. Code § 1.54: 

 

VIA ELECTRONIC MAIL 

 

Christy M. Appleby 

Darryl A. Lawrence  

Office of Consumer Advocate 

Forum Place, 5th Floor 

555 Walnut Street 

Harrisburg, PA 17101-1923 

cappleby@paoca.org 

dlawrence@paoca.org 

Counsel for Office of Consumer 

Advocate (“OCA”) 

 

Steven C. Gray 

Rebecca Lyttle 

Office of Small Business Advocate 

Forum Place 

555 Walnut Street, 1st Floor 

Harrisburg, PA 17101 

sgray@pa.gov 

relyttle@pa.gov 

ra-sba@pa.gov 

Counsel for Office of Small Business Advocate 

(“OSBA”) 
 
 
 
 
 
 
 
 

mailto:cappleby@paoca.org
mailto:dlawrence@paoca.org
mailto:sgray@pa.gov
mailto:relyttle@pa.gov
mailto:ra-sba@pa.gov


Allison Kaster 

Director and Chief Prosecutor 

Bureau of Investigation & Enforcement 

Pennsylvania Public Utility Commission 

Keystone Building 

400 North Street, 2nd Floor 

Harrisburg, PA 17105-3265 

akaster@pa.gov  

 

 

Robert W. Ballenger 

Joline R. Price 

Community Legal Services 

1424 Chestnut Street 

Philadelphia, PA 19102 

rballenger@clsphila.org 

jprice@clsphila.org  

Counsel for TURN and Action Alliance 

Community Legal Services, Inc. 

 

Elizabeth R. Marx 

John W. Sweet 

Ria M. Pereira 

Pennsylvania Utility Law Project 

118 Locust Street 

Harrisburg, PA 17101 

emarxpulp@palegalaid.net  

jsweet@pautilitylawproject.org  

rpereriapulp@palegalaid.com  

rpereira@pautilitylawproject.org  

pulp@palegalaid.net 

pulp@pautilitylawproject.org 

Counsel for CAUSE-PA 

 

  

  

                                                                                         
                                                                          _________________________________ 

Catherine Nguyen, Esquire  

                                                                       Counsel for PECO Energy Company 

                                                                      2301 Market Street, S23-1 

                                                                        Philadelphia, PA  19101-8699 

                                                                       267-533-0361 

                                                                       Fax: (215) 568-3389 

 

Dated: February 25, 2026    
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