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Harrisburg, PA 17105-3265

Re:  Duquesne Light Company Universal Service and Encrgy Conservation Three Ycar
Plan 2014-2016
Docket No. M-2013-2350946

Dear Sccretary Chiavetta:
Enclosed for filing on behalf of Duquesne Light Company is a Revised Universal Service and
Encrgy Conservation Three Year Plan 2014-2016 (“Revised Universal Service Plan™ or “Plan™).
Clean and red-lined versions of the Revised Universal Service Plan are included.

The Plan has been revised to remove language indicating that Dollar Energy grants will be
applicd to future bills and also added language regarding the LIURP needs assessment.

Plcasc direct any questions regarding this matter to Tishekia Williams at (412) 393-1541.
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Duquesne Light Company

CUSTOMER ASSISTANCE PROGRAM (CAP)

I, Background

Duquesne Light Company’s (“Duquesne Light” or “Company™) Customer Assistance
Program (“CAP”) was first implemented as a pilot in September 1995. CAP is a special
payment program for low-income, payment-troubled customers. The initial CAP pilot was
designed to help customers’ lower their electric consumption thereby achieving an affordable
electric bill. Eligibility for the initial CAP pilot was limited to customers with 1) a gross
household income at or below 150% of the federal poverty guidelines, 2) at least one year
residency at their address, 3) housing expenses that were more than 45% of their gross income,
4) customers who made 3 to 9 payments in the past year, and 5) had at least a $400 arrearage on
their electric bill. The program’s case management approach offered significant support and in
depth guidance to the customer to change their payment and usage behavior patterns. Different
iterations of the main program offered diffcrent program benefits to micro-segments of the

eligible population.

* In January of 2001, Duquesne Light simplified the program by easing eligibility
requirements and removing the residency, arrearage and payment history requirements. The
Company alse eliminated the 3-year program limit requirements, so now any and all income-
eligible, payment-troubled customers who maintain a satisfactory payment-history under CAP
are able to stay in the program, regardless of arrearages.

In 2004, Duquesne Light simplified the program further by eliminating the customer co-pay
of §5 per month. The Company also reduced the CAP customers’ payment requirements for
customers below 50% of poverty guidelines, and between 51% and 100% of poverty guidelines
in accordance with the Pennsylvania Public Utility Commission (“Commission”) CAP
Compliance Guidelines.

In January 2007, Duquesne Light again adjusted the CAP customers’ payment requirements
in accordance with the 52 Pa.Code. §69.265, related to CAP Design Elements and provide bill
affordability. During this same period, analysis was done to determine if CAP percentage levels
should be adjusted in accordance to the federal poverty guidelines released in February 2006.
This analysis was completed using income and occupant information provided to DLC by the
CAP customer. It was found that CAP customers in certain income categories were able to
afford a higher percentage of their budget bill. Accordingly, CAP customers required payments

~were increased between 5%-10% percent for the following three income levels.

> 101%-150% non-heat CAP customers (RS) (5% Increase)
»  51%-100% heat CAP customers (RH) (5% Increase)
» 101%-150% heat CAP customers (RH) (10% Increase)

Finally, in January 2011, Duquesne initiated the “Automatic Enrollment” feature into the
CAP Program. Upon receipt of a LIHEAP grant, customers were automatically referred for
potential enrollment in the Company’s CAP program and collections were temporarily halted to
permit customers time to complete the CAP enrollment process including income verification.



Also, in order to encourage conservation, minimum payments and maximum annual CAP credits
were strictly enforced. Consistent with the Company’s commitment to encouraging energy
conservation, in January 2012, Duquesne Light piloted the installation of Smart Strip surge
protectors as part of a collaborative with its Energy Efficiency and Conservation Act 129
program, “Watt Choices.”

II. Program Description

Building on the Company’s experience and evaluation, Duquesne Light’s proposed program
maintains important features while enhancing affordability for low income customers,
strengthening the program integrity, and minimizing cost to other residential customers.
Duquesne Light’s CAP will continue to provide needed assistance to low-income, payment-
troubled customers (i.e., at or below.150% of the Federal Poverty Level (“FPL.”) and a
demonstrated or expressed inability to pay their electric service bill). Universal Service Program
costs, including CAP costs, are recovered through a reconcilable surcharge found in Duquesne

Light’s Tariff.

The 2014-2016 Universal Services Three Year Plan mcludes several program enhancements.
Namely, under this plan, the Company will:

» Allow CAP customers to receive restoration payment agreements while remaining
in CAP;

o . (Clarify that CAP credits will be calculated as the difference between the
Duquesne Light Company budget amount and the CAP budget amount. The
difference or “CAP Credit” will then be written off on a monthly basis until
exhausted when Duquesne launches the Company’s new Customer Care and
Billing System which is expected to be July 2014;

¢ Clarify that customers are permitted to receive the benefits of CAP at one service
location at a time. CAP customers may not enroll in CAP at two separate service

locations concurrently;

e Shorten the arrears forgiveness timeframe from 36 to 24 months beginning with
the launch of the Company’s new Customer Care and Billing System which is
expected to be July 2014. Arrearage forgiveness will be provided on a month-to-
month basis as full and timely bill payments are received or as customers “catch
up” their monthly payments beginning in the first quarter of 2015;

e Clarify and add that a customer may be defaulted from CAP for engaging in
fraud, material misrepresentations, meter tampering, theft of service, failure to
recertify their income, failure to complete an energy conservation visit, or failure
to apply for grant assistance. In the case of theft of service or material
misrepresentations regarding eligibility criteria, a defaulted customer may be
back-billed in accordance with Commission regulations for previously unbilled
consumption, or the full tariff rate;




¢ Increase maximum CAP credits from $560 to $700 for non-heating customers and
$1,400 to $1,800 for heating customers upon approval of the Rate Case
Settlement Agreement at Docket No. R-2013-2372129 or January 1, 2015,
whichever occurs later;

o Apply excess CAP customer payments to future “asked to pay” amounts
beginning with the launch of the Company’s new Customer Care and Billing
System which is expected to be July 2014. Customer payments in excess of the
requested CAP amount due will be applied to any missed monthly CAP payment
and if none were past due, the excess amount will be applied to the next month’s
bill;

o Beginning with the implementation of Duquesne’s new Customer Information
System expected in July 2014, all CAP customers will be recertified annually.
Each year, a letter will be sent requesting updated information for all household
members. The receipt of a LIIEAP grant will be used to automatically recertify
a household for CAP provided the income requirements for LIHEAP and CAP are
the same. Customers will be removed from CAP if they do not provide their
income and occupancy information on a biennial basis;

The primary features of CAP include:

¢ An opportunity for arrearage forgiveness over a specified period of time;
e A reduced payment arrangement based on ability to pay;

e CAP credit write off;

¢ Protection against loss of clectric service;

e Referrals to other community programs and services.

A major benefit to customers who make full and timely monthly payments in accordance with
their CAP payment arrangement is the complete forgiveness of their pre-program arrears. For
customers who enroll in CAP with an outstanding balance, they have an opportunity to eliminate
their pre-program arrears by making full and timely payments each month. As customers make
full, on-time monthly payments in CAP, 1/24 of their arrearage will be forgiven each month.

An additional benefit of CAP is reduced monthly payments. CAP customers are enrolled in
Duquesne Light’s budget billing program.’ Rather than paying their total budget amount based
on the full tariff rate, CAP customers are required to pay a percentage of their total budget
amount based on the household size and gross houschold income. The remaining deficiency is
considered the customer’s monthly CAP credit and will be applied until the customer reaches the
annual CAP credit maximums. The maximum annual CAP credit will be increased from $560

' Budget billing allows customers to pay approximately the same amount on their Duquesne Light bill cach month
based on historical usage. The CAP budget bill payment is calculated by taking the customers’ estimated monthly
budget bill amount multiplied by the appropriate percentage based on income.



for non-heating customers to $700 and from $1,400 to $1,800 for electric heating customers
upon approval of the Rate Case Settlement Agreement at Docket No. R-2013-2372129 or
January 1, 2015, whichever occurs later. High use customers have the option to enroll at a
higher income category to reduce the likelihood of hitting the annual maximum credit.

Security deposits, if requested, are waived for applicants or customers who enroll in CAP for the
first time. As part of the Prepare Now Campaign, if a customer was determined to be low
income, a security deposit would be added to the customer’s bill to restore service. The
customer would then be referred to CAP. If they enrolled in CAP for the first time, the security

deposit would be waived.

CAP customers are billed at a percentage of the tariff budget bill, based on their income level, as

- outlined in the chart below:

Income Category: Residential Service Residential Electric
Percentage of Budget Heat Percentage of
Bill Payment: Budget Bill Payment:
0% to 50% of Poverty 30% 45%
51% to 100% of Poverty 60% 65%
101% to 150% of Poverty 85% 80%
LIHEAP Recipient * 100% 100%

*Upon receipt of a LIHEAP grant for a customer, an “automatic enrollment” will occur.
When the Company receives a LIHEAP grant, it will send an outreach letter to the
customer that describes CAP, the criteria necessary to participate and a request to provide
the household occupancy and income information. The customer will be placed on
budget billing and any outstanding balance will be frozen for potential forgiveness upon
enrollment in the program. The customer is required to complete the CAP application
process and provide all required documents within six (6) months from the date the
outreach letter was mailed.

If income information is received within the six-month timeframe and all additional
criteria satisfied, the customer will be placed in the proper income percentage category
based on the number of residents at the prentise and will receive the reduced payment
associated with that category. If, however, the customer fails to provide the requested
criteria in the allotted timeframe or has not met the additional criteria requirements, the
account will be defaulted from the CAP Prograin and all outstanding monies will be
returned to the total account balance.

Grandfathered senior participants between 150% and 200% of FPL will pay 85% of their budget
amount for RS — Residential Service and 80% of their budget amount for RH — Residential
Electric Heat Service.

Additionally, customers that are currently enrolled in CAP at a special discount rate due to
extenuating circumstances shall be grandfathered at those rates so long as the extenuating

circumstances continue.

a. Exceptions to Income Categories



Percent of budget bill and CAP maximum deficiency amounts for CAP participants may be
adjusted for extenuating circumstances including, but not limited to, the following:

Addition to the household

Serious illness or medical condition

Consumption increase beyond control of customer (health related)
Severe weather conditions

Structural damage to home

If, in their opinion, the calculated payment is out of reach of the customer, CAP Case
Representatives can recommend a CAP budget percentage payment that is tailored to these
special circumstances, However, because of the potential for abuses in the system, Duquesne
Light may require that all customers recommended for exceptions receive an in-home visit and
energy audit. Duquesne Light will rely on Company records and/or the results of the audit and
visit on a case-by-case basis to approve or disapprove the exception.

b. Customer Obligations

All customers would remain in the program for as long as they are income qualified and comply
with the CAP requirements and guidelines. Additionally, energy conservation plays an
important role in helping CAP customers control their energy costs. Accordingly, customer
obligations under CAP include:

e Customers are required to pay their bill each month, on time and in full.

e All electric heat customers may be required to complete a Smart Comfort (LIURP)
visit before enrollment in CAP,

e All residential service customers who own their home and have a base load usage in
excess of 500 kWh per month may be required to complete a Smart Comfort visit
before enrollment in CAP.

e All residential service customers who are renters, have a base load usage in excess of
500 kWh per month, and have resided at the premise for at least six months may be
required to complete a Smart Comfort visit before enrollment in CAP.

» CAP customers whose base load usage exceeds 500 kWh and who have not had a
Smart Comfort (LIURP) visit within the last seven years may be required to complete
a Smart Comfort visit.

o Customers who report $0 household income at the time of enrollment are required to
complete the “Zero Income Form” and give Duquesne Light permission to verify the
income with government agencies. The Company requests that the customer identify
all household members, the address where service is provided and a brief explanation
of how household expenses are met on the form. This process is similar to the
process used by the Pennsylvania Department of Public Welfare. The customer must
sign and date the form; however, the Company does not require that the form be




notarized, The customer’s income status may be reviewed periodically to determine
if employment or income status has changed.

o All CAP customers are requested to recertify their income and occupancy information
annually. Each year, a letter will be sent requesting updated information for all
household members. The receipt of a LIHEAP grant will be used to automatically
recertify a household for CAP provided the income requirements for LIHEAP and
CAP are the same. Customers will be removed from CAP if they do not provide their
income and occupancy information on a biennial basis.

o CAP participants are required to apply for LIHEAP assistance.
¢. Customer Defaults

Duquesne Light extends every reasonable consideration to CAP customers to avoid dismissal
from the program. Program requirements and benefits are clearly explained up front; customer
communications are frequent if problems arise; and extenuating circumstances are carefully
evaluated. However, CAP cannot function properly without the commitment and cooperation of
customers, social service agencies, and Duquesne Light. Customers’ non-compliance with CAP
obligations may lead to dismissal from the program.

CAP customers are required to pay their CAP amount in full and on time cach month. If
payment is not received within five business days after the bill due date, the collection process
will begin. If a CAP account is terminated, the customer may be required to pay their entire past
due balance as a condition of restoration unless eligible for a payment agreement. CAP customer
restoration agreements will be issued in accordance with 66 Pa.C.S.§1407.

If a CAP account is terminated and service is not restored within 14 days, the customer will be
defaulted from CAP and required to reapply. Once defaulted from CAP, the customer may not
be permitted to re-enroll for a period of one year, or until the cause of default has been satisfied

at the Company’s discretion.

If a CAP customer’s base load usage exceeds 500kWh and they refuse to complete a Smart
Comfort (LIURP) visit, they may be defaulted from the CAP program. Additionally, if a
customer fails to provide updated household information or updated houschold income when
requested, the account may be defaulted from CAP. If a CAP customer is found to have greater
income than what was originally reported (e.g., by means of a received PUC complaint, court
records, factual testimony, company records, or other reputable source), they may be defaulted
from the CAP Program and back-billed at the full tariff rate.

All applicants and CAP custormers may appeal denials for default dismissals. Customers may
call Duquesne Light at 1-888-393-7600 to speak to a Universal Service Group representative. If
Duquesne Light is unable to satisfy the inquiry with the customer, Chapter 56 dispute rights will

be provided as required.

d. Energy Efficiency Education



Through CAP, Duquesne Light attempts to increase customers’ awareness about using energy
wisely and to offer ideas for reducing kWh consumption. Company representatives provide
consumer education in the following areas:

Low cost/no cost energy conservation tips
Explanation of weatherization measures
Home heating and cooling systems
Electric bill and analysis of usage

The company analyzes all CAP customers’ usage monthly to identify customers whose usage
increases to levels outside established norms. This High Consumption Report is provided to Low
Income Usage Reduction Program (“LIURP”) representatives, who analyze customer bills,
contact the customers with additional consumption reduction information and may enroll the
customers in LIURP, Act 129 low income programs (Watt Choices) or other programs to
proactively assist in reducing energy usage to normal levels.

The CAP Representatives are responsible for analyzing the individual situations and for
recommending changes to consumption or percentage of budget bill if warranted by the
circumstances. At enrolliment, CAP Representatives explain the customer’s responsibility related
to annual kWh usage and their billed charges should they exceed their maximum annual CAP
Credit allowance. This matter is analyzed and discussed again, if appropriate, during annual
program re-certification.

III.  Program Eligibility

Duquesne Light’s CAP discount is available to residential customers whose total gross
houschold income is at or below 150% of the FPL, and have demonstrated or expressed an
inability to pay their electric service bill. Customers may not receive the benefits of CAP at
multiple service locations simultaneously. If a customer has concurrent service, they may be
billed at the CAP rate for a single location only.

Currently existing senior CAP customers with household income between 150% and 200% of
the FPL shall be grandfathered so that they will not be removed from the current benefit
programs, as long as their income levels are at or below 200% of the FPL and provided they

continue to adhere to the requirements of the Program.

IV.  Projected Enrollment Levels

Enrollment levels for the years 2014 through 2016 are based on annual program funding
amounts. The estimated net enrollment of active CAP customers by year is shown below:

Year: CAP Enrollment Level:




2014 41,650
2015 44,150
2016 46,650

CAP enrollment and budget plan estimates were based on previous program participation over a
historical three-year period. The CAP enroilment levels were determined based on the average
historical increase experienced from 2009-2011 that totaled approximately 2,500 per year.

V. Program Budget

The specific funding level for 2014 through 2016 is shown below:

Year: Funding Level:
2014 *$31,200,959°
2015 *$24,553,645
2016 *$25,869,061

The budget was projected based on the average cost of frozen arrearage and CAP credit write off
per customer divided by the average number of enrolled customers over the three-year period.

VI.  Community-Based Organizations

Goodwill of SW PA and Holy Family Institute currently administers Duquesne Light
Company’s CAP Program. The organizations oversee a network of CBO's with 21 full time
employees (FTEs) at 10 sites (main office location and satellite offices). After recent studies
were conducted on the location concentration of confirmed low income customers, proximity to
transportation and other such factors, CAP offices were relocated to better accommodate

customets.

CAP administering agencies have the responsibility to take referrals from the various sources
established, contact the customers to conduct initial screening for potential program
participation, and arrangé personal interviews at agency locations if applicable to determine
eligibility and finalize enrollment. Thereafter, the administering agency serves as a primary
CAP contact with the customer, which is maintained throughout their CAP participation. CAP
Agencies will be responsible for attempting to schedule CAP appointments, making timely
reminder calls prior to the scheduled appointment and other various assignments that will
streamline the CAP application/enrollment process and increase efficiency. If a customer leaves
a message, the CAP administering agency will atfempt to reach the customer within two business

2 The budget has been revised to include a change in frozen arrearage for on-time monthly payments, reduced write
off period for frozen arrearage, month to month deficiency write off (one-time expense in 2014), excess customer
payments and hardship fund grant payments.



days of the contact. CBQOs will make every attempt to provide reasonable service to Duquesne

Light customers.

Training in the use of Duquesne Light’s Customer Information System (“CIS”) and the
administration of CAP is provided by Duquesne Light representatives. This enables
administering agencies to enroll customers in real time through direct connection with Duquesne

Light’s system.

As appropriate, Duquesne Light Company will seek additional organizations to operate CAP to
ensure that the increased enrollment goals are achieved in future program years. Current
administering organizations and the counties they serve are listed below:

Community Based Organizations: | Counties Served:
Goodwill of SW PA , McKeesport Allegheny
Goodwill of SW PA , Southside Allegheny
Holy Family Institute, East Liberty Allegheny
Holy Family Institute, Northside Allegheny
Holy Family Institute, McKeesRocks | Allegheny
Holy Family Institute, Swissvale Allegheny
North Hills Community Qutreach Allegheny
Holy Family Institute, Aliquippa Beaver
Holy Family Institute, Duquesne - Allegheny
Holy Family Institute, Beaver Falls Beaver

VII. Organizational Structure of Duquesne Light Company Staff

Duquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Maunager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:

o Manager Credit and Universal Services (1)
o Senior Analyst for Universal Services (1)
* Custonier Service Representatives (2)

Dugquesne Light Company has been able to administer a cost cfective program utilizing this
similar organization structure since 2008.

10



Duquesne Light Company

CARES

L Program Description

Duquesne Light’s Customer Assistance Referral and Evaluation Services (“CARES™) assists
payment-troubled and special needs customers obtain necessary social service support and
assistance. The primary objectives of the CARES program are to:

*  Ielp customers experiencing payment hardships to manage their electric bills by
providing them with information, resources and encouragement.
Make tailored referrals to company and community assistance programs.
Maintain and/or establish partnerships and alliances with social service agencies,
government offices, and community organizations to ensure maximum and timely
assistance for customers who have personal or family hardships.

*  Act as an internal advocate for payment-troubled cusiomers.

The program targets residential customers whose income is less than 150% of the FPL and senior
citizens whose income is less than 200% of the FPL. Customers may be referred to CARES by
Duquesne Light, other utilities, community based organizations, the PUC, or word of mouth. An
outreach worker or community agency acts as an intermediary between the customer and the
Company in an effort to link the customer to the necessary social service programs that will
enhance the customer’s ability to pay for electric service.

Outreach workers contact referred customers and, when necessary, makes home visits to the
customer. Home visits are useful in analyzing customers’ hardships, bill-paying problems, and
ability to pay. The CARES counselors use home visits only for customers with medical
problems, disabilities or speech difficulties. During home visits, they can more quickly
determine the basic causes of customers’ hardships, as well as verify customers’ statements
concerning sources of household income. In the course of making these home visits, they
provide customers with energy education and conservation tips and information about where and

how to apply for assistance.

Case managers are encouraged to offer customers more frequent conservation information and
aid the customer with the completion of grant applications when these programs are available.
Case Managers visit identified low-income, multi-family dwellings as well as other gathering
places to hold events that encourage and assist CAP enrollment.

Another key component of CARES is the establishment of payment agreements. Because of the
unusual and often complicated situations affecting customers’ ability to pay, case managers have
significant flexibility in establishing payment agreements. They may set up payment plans that
reflect customers” ability to pay and hardship circumstances, Payment plans are monitored by
the agents. Customers who miss payments are contacted to remind them of the missed payment.
Counselors are urged to give these customers priority attention and to use all means available to
help the customer pay their electric bills,

11



IL Program Eligibility

CARES is designed specifically for low-income customers (household income at or below 150%
of the FPL)) who are unable to pay their electric service bills in full. Also eligible are customer
households headed by senior citizens whose combined household income is at or below 200% of
the FPL. However, Duquesne Light makes every effort to avoid turning any customer away,
regardless of income level.

III. Enrollment Levels

There are no established enrollment targets for CARES. Duquesne Light’s experience indicates
that the number of customers served in CARES is estimated to be 10,000 to 15,000 annually.

IV. Program Budget

The specific funding level for 2014 through 2016 is shown below:

Year: Funding Level:
2014 $135,000
2015 $135,000
2016 $135,000

V. Community-Based Organizations

Duquesne Light recognizes the importance of establishing and expanding its network of contacts
and working relationships with CBOs. Simply put, CARES could not function without the
cooperation and assistance of local organizations. CARES is administered by Goodwill of SW

PA and Holy Family Institute.

The organization oversees a network of CBO's with four FTE’s at four sites.

Community Based Organizations: | Counties Served:

Goodwill of SW PA, McKeesport Allegheny and Beaver
Goodwill of SW PA , Southside Allegheny and Beaver
Holy Iamily Institute, Pitisburgh Allegheny and Beaver
Holy Family Institute, Aliquippa Allegheny and Beaver

These organizations act as “brokers” who attempt to match customers’ needs with existing
company and/or community programs. The CARES counselors analyze customer accounts and
circumstances to determine the basic cause(s) of their bill-payment problems. They refer
customers to appropriate programs and services that are offered by social service agencies,
community organizations, and Duquesne Light Company. In addition, they initiate follow-up to
determine the outcome of referrals to social agencies and company programs.
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Another key responsibility of the CARES Counselors is to establish close working relationships
with external organizations and internal departments at Duquesne Light Company. Social
service agencies and other community groups are essential to the success of CARES because
they provide the needed services for payment-troubled customers. The relationship between the
CARES counselors and the other agency caseworkers is carefully nurtured and strengthened
because the program cannot function effectively without the cooperation of social service
organizations.

VI.  Organizational Structure of Duquesne Light Company Staff
Dugquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:
¢ Manager Credit and Universal Services (1)
o Senior Analyst for Universal Services (1)

= Customer Service Representatives (2)

Duquesne Light has been able to administer a cost effective program utilizing this similar
organization structure since 2008.

13



Duquesne Light Company

Hardship Fund

I. Program Description

Duquesne Light’s Hardship Fund is a partnership with Dollar Energy Fund (“DEF”). Begun in
March 1983, Dollar Energy was one of the first utility-sponsored fuel funds in the nation and
Duquesne was one of the founding utilities. Customers may coniribute to the program by
pledging monthly to their electric bill payments, by sending in a check or by electing to
contribute online.

The primary features of Dollar Energy include:

e Direct financial assistance for overdue energy bills®
e Protection against shutoffs
o Referral to other programs and services

Another key feature of Dollar Energy is that the program operates year-round pending funding
availability throughout the Company’s service area. As a result of ongoing donations from
customers, Duquesne Light Company disburses the funding monthly to the Dollar Energy Fund.
Duquesne Light’s funding may be used to pay the electricity bill for residential non-heating or
residential heating service,

Duquesne Light makes a significant contribution above and beyond the sums collected from
customers. Each year, the Company will match the total of all donations, up to $375,000.
Additionally, the Company provides funds to DEF to assist in defraying administrative costs.
The administrative amounts totaled up to $65,000 annually for years 2004 thru 2007 and up to
$75,000 annually between 2008 and 2013.

The Company promotes the program through bill inserts, Company website, radio
advertisements, direct referrals by Duquesne Light Customer Service Representatives,

community based events and the Dollar Energy Fund Organization itself.

a. Key Objectives

The overall objectives of Dollar Energy are as follows:

¢ Provide financial assistance to qualified low-income families who are having
difficulty paying their energy bills.

¢ Offer financial assistance to low-income houscholds who may be ineligible for the
Low Income Home Energy Assistance Program,

e Coordinate and expand the activities of community-based organizations that provide
energy-related assistance.

3 Dollar Energy grants are applied to the customers ask to pay amount.
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e Help customers understand and access community resources to solve heat, light and
water payment problems as a step toward greater self-sufficiency.

II.  Eligibility

Dollar Energy is designed specifically for low-income residential customers (household income
at or below 200% of the FPL) who are unable to pay their electric service. The program targets
low-income customers who have overdue balances and an inability to pay the full amount of
their energy bills. To be eligible, customers must:

1. Have a residential account.
Have paid at least $150 toward their utility bill within the last 90 days or made three
consecutive CAP Payments. Senior citizens (age 62 and over) must have paid at least
$100.

3. Have a balance on their electric bill of at least $100. Senior citizens (age 62 and over) may
have a zero balance, as long as there is no existing credit on the account.

4. Pravide proof of monthly household income (Federal Poverty Income guidelines apply).

Provide the Social Security numbers for all members of their household.

it

The operating dates and service status criterion is as follows:

October 1 to November 30 - Electric service off or in threat of termination.

December 1 to January 31 - Electric service off only.

February 1 to February 28 - Electric service off or in threat of termination.

March 1 until funds are exhausted - Open to all eligible applicants regardless of service
status

This program becomes the “fund of last resort” when the customer has applied to all other
available energy assistance programs. Beginning with the implementation of Duquesne’s new
Customer Service Information System expected in July 2014, upon receipt of the grant, a 30-day
stay on termination is placed on the account and the grant amount will be applied to the
customer’s past and current “asked to pay” amounts. Excess payments will be applied to the
next month’s billed amount.

IIL. Projected Budget

Duquesne Light’s Hardship Fund is a partnership with Dollar Energy Fund. Duquesne Light will
match customer contributions up to $375,000 annually. In addition, up to $75,000 will be
provided for administrative support.’

V. Community-Based Organizations

The Dollar Energy Fund is administered by a number of community based organizations in
Duquesne Light’s service territory, including IHoly Family Institute and Goodwill of SW PA.
These organizations have solid reputations and experience in delivering services to low-income

* Administrative support is recovered through the Universal Service Charge.
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households in the Duquesne Light service area. The administration of the program is a
collaborative effort between Dollar Energy and the organizations listed below.

16



Community Based Organizations:

Allegheny Center Alliance Church

Allegheny County DHS/OCS

Allegheny Valley Association of Churches
Brashear Center

Catholic Charities — Diocese of Pittsburgh
Catholic Charities — Pittsburgh

Clairton Family Center

Coraopolis Community Development Foundation

Energy & Environment Community Outreach (EECO) Center

Family Resources, Inc.
Focus on Renewal

Goodwill of Southwestern Pennsylvania — McKeesport

Hazelwood YMCA

Holy Family Insitute — Edgewood Towne Center
Holy Family Institute — East Liberty

Holy Family Institute — McKees Rocks

Holy Family Institute — Northside Common Ministries

Jubilee Association, Inc.
Lemington Community Services
Lincoln Park Family Center
Lutheran Service Society

Mt. Washington Community Development Corporation

Nabhi Christian Ministries — Lincoln Ave
Neighborhood Employment Center
NHCO - Allison Park

NHCO — North Boroughs

Northern Area Multi-Service Center

Primary Care Health Services — Alma — Illery Medical Center
Primary Care Health Services — Hill House Health Center

Salvation Army — Brackenridge

Salvation Army — Braddock

Salvation Army — Frankstown Road Pittsburgh
Salvation Army — McKeesport

Society of St. Vincent de Paul

South Hills Interfaith Ministries

St. Mark’s Lutheran Church

St. Paul Cathedral

Wilkinsburg Community Ministry

Catholic Charities

Housing Opportunities of Beaver County Inc.
[.awrence County Community Action Partnership
Ministerium Social Services

Salvation Army — Beaver Falls

The Franklin Center

Counties Served:

Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny

Allegheny and Beaver

Allegheny
Allegheny
Allegheny
Allegheny

Allegheny and Beaver

Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Beaver

Beaver

Beaver

Beaver

Beaver

Beaver
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V. Organizational Structure of Duquesne Light Company Staff

Duquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:

e Manager Credit and Universal Services (1)
o Senior Analyst for Universal Services (1)
= Customer Service Representatives (2)

Dugquesne Light has been able to administer a cost effective program utilizing this similar
organization structure since 2008.
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Duquesne Light Company
Smart Comfort (LIURP)

L. Program Description

Smart Comfort is Duquesne Light’s Low-Income Usage Reduction Program (“LIURP”). The
program targets residential customers whose gross household income is less than 150% of the
FPL, and seniors whose gross houschold income is less than 200% of the FPL, with base load
electric usage more than 500 kWh per month and who have been a resident at their current
address for at least six months.

The Pittsburgh area has dwellings in great need of energy conservation measures. Many have
gas furnaces installed which were shut-off for maintenance reasons or due to non-pay.

Accordingly, the residents of these dwellings often use costly electric space heaters to stay warm.
Use of these heaters increases their energy usage and bills. Smart Comfort key objectives are:

To reduce the energy usage and electric bills of low-income customers.
To increase the ability to pay for low-income customers.
To provide safer living conditions for low-income customers through the reduction of
secondary heating devices.
To educate the customer on current conservation practices.

¢ To make tailored referrals to company and other assistance programs such as CAP,
Dollar Energy Fund or private funds, LIHEAP, and other weatherization programs.

Smart Comfort has evolved from strictly weatherization to an “end use™ strategy. Usage
reduction measures include cost effective appiiance and lighting replacements in addition to
determining if weatherization is warranted.

a. Summary of Program Process and Installation Measures

o Perform walk through audit
' o Investigate potential saving areas within the house.
o Measure usage of targeted electrical equipment within the house.
e Provide energy education

o Explain Smart Comfort program in depth.
o Explain current electricity bill in detail to ensure the customer understands the

concepts such as monthly kWh usage and usage comparisons.
o Provide education on ways to reduce electric usage.
o Develop partnership with customer to reduce electric usage.

e Determination of Smart Comfort measures to provide
o A blower door test will be conducted if it is determined to be beneficial in
ascertaining measures {o be installed.
o Standard measures include compact fluorescent light bulbs, mattresses,
refrigerators and freezers, electric hot water tanks or tank wraps, window/central
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air-conditioning units, heat pumps, air infiltration measures, smart strips and
home insulation.

o At the discretion of the energy manager, potential measures include furnaces,
electric dryers, electric stoves, water pumps, and clectric blankets.

o The minimum usage requirement for a refrigerator change-out will continue to be

5 kWh per day.
o The program includes potential window air-conditioning unit change-outs if the
life of the replacement of the unit and the life of the dwelling will exceed 12

years, :
o The program also includes potential central air-conditioning change-out if the life

of the unit as well as the life of the dwelling exceeds 12 years.

e Customer monitoring and follow up
o Energy managers may contact Smart Comfort recipients to discuss their usage and

the resulting increase in consumption.
o Energy Managers may also contact Smart Comfort recipients to reinforce energy

education.

Additionally, low-income customers, whose base load usage is less than 500 kWh per month, are
invited to take part in energy conservation workshops. These workshops provide conservation
education, energy reduction tips, and usage reduction measures that can be undertaken by the
customers. These workshops are held in different locations in Duquesne Light’s service

territory.
b. 2014-2016 Program Enhancements

For the 2014-2016 Universal Service & Energy Conservation Plan (“USECP™), Duquesne Light
will enhance the program with the application of solar and alternative energy sources, window
film on south facing windows to reduce cooling expenditures, and washer/dryer combination -

change-outs.

Usage normalization will be provided in the annual report commencing with the 2015 report on
2013 weatherization data.

The number of LIURP jobs will be increased from 2,555 to 3,100 upon approval of the Rate
Case Settlement Agreement at Docket No. R-2013-2372129.

11 Program Eligibility

Smart Comfort is designed specifically for low-income customers (household income at or below
150% of the FPL) who are unable to pay their electric service bills in full. Also eligible are
households whose combined household income reaches 200% of the FPL with priority given to
households headed by senior citizens and other special needs customers including households
with medical problems, disabilities, personal crisis situations or loss of income. No more than
50% of Smart Comfort participants will be customers between 150% and 200% of poverty with
no more than 20% of the budget utilized for this group. If the Company anticipates exceeding
the 20% threshold, it will file a waiver of the regulation at §58.10(3)(c).
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Smart Comfort targets base load customers with electric usage exceeding 500 kWh per month
who have resided at their current address for at least six months. However, the residency and
base load usage requirements will be waived for total electric customers who are homeowners.
The residency requirement also will be waived for residential non-heating CAP customers who
are homeowners. Duquesne Light Company will continue to focus on total-electric, low-
income, multi-family premises as a source to provide conservation measures and education.

III.  Program Integration

Duquesne Light has and will continue to coordinate its Smart Comfort program with its Watt
Choices programs, as well as with gas company LIURP programs. The Company refers
confirmed low-income customers who participate in any of its general residential programs to its
Watt Choices low-income programs, its Universal Service programs, and LIHEAP. Duquesne
Light will facilitate this coordination by inviting representatives from the NGDCs with
overlapping service territories and representatives of the Commonwealth’s Weatherization
Assistance Program (“WAP”) to its Act 129 Stakeholder meetings to discuss existing and
possible enhancements to its coordination efforts.

When possible, a common weatherization contractor performs an integrated electric and natural
gas energy audit at the customer’s home. Measures installed are financed by the utility
benefiting from the energy efficient measure installed and the cost of the audit is shared. In
those situations when the energy audit is scheduled for the sole purpose of fulfilling the
Company’s USECP requirements, the energy auditor inquires if the customer also would like a
referral to the natural gas utility for possible energy-efficient gas heating measurers. If the
response is affirmative, the customer is required to sign a consent form permitting Duquesne
Light to provide the necessary information to the natural gas utility.

IV. LIURP Needs Assessment’

As of January 2013, there were 527,602 active residential accounts for Duquesne. 463,343
accounts were in Allegheny County and 64,259 in Beaver County. It was decided that the
number of residential accounts should be adjusted downwards by 3.7% to reflect the actual
number of households in each county. Applying this factor, there were 508,081 active
residential households for Duquesne (446,199 in Allegheny County and 61,882 in Beaver

County).

Total; Allegheny County: | Beaver Coun
Residential Accounts 527,602 463,343 64,259
FHouseholds with more than 1 19,521 17,144 2,377
account (3.7%)
Net Residential Households 508,081 446,199 61,882

o Using the 500 kWh base load criteria, the base load months of April and May 2012,
September, and October 2012 were analyzed. For each month, the number of accounts

* The Company’s LIURP Needs Assessment was conducted in February 2014 and does not reflect the 2014-2016
proposed of visits and budget as agreed upon in the Company’s 2014 base rate case proceeding. The Company will
revise its needs analysis methodology for the next Three Year Universal Service and Energy Conservation Plan
filings.
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that used less than 500 kWh was determined and an average percentage of accounts that
would not qualify were calculated. 45.2% of the accounts would not qualify for Smart
Comfort based upon their usage. Hence, the number of potential households was reduced
by 45.2%, leaving 278,428 households (244,517 in Allegheny County and 33,911 in

Beaver County).

Baseload Month: Accts <500 kWh: | Total Accts: % Accts < 500 kWh:
Apr-12 311,622 525,619 59.3%
May-12 287,975 525,149 54.8%
Sep-12 201,168 525,207 38.3%
Oct-12 307,003 525,500 58.4%
TOTAL: 1,107,768 2,101,475 52.7%
Total: Allegheny County: | Beaver County:
Net Residential Households | 508,081 446,199 61,882
Customers Using Less Than 500 kWh 267,759 235,147 32,612
Base load (52.7%)
Net Residential Base load Eligible 240,322 211,052 29,2770
Households

Applying the poverty rate for each county, it was determined that there are 63,416 low-
income households within the usage criteria (55,718 in Allegheny County and 7,698 in

Beaver County).

County: Poverty Rate:
Allegheny 26.4%
Beaver 26.3%
Total: Allegheny County: | Beaver County:
Net Restidential Base load Eligible 240,322 211,052 29,270
Households
Net Residential Base load Eligible 63,416 55,718 7,698
Houscholds within the Poverty Rate

Reducing the Smart Comfort eligible households by the number of Smart Comfort
participants in the last seven years leaves 47,306 potential households.

Year: Smart Comfort Participants:
2006 3,378
2007 4,688
2008 4,189
2009 4,250
2010 3,637
2011 3,231
2012 2,792
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| Total: | 26,165 |

Number of Accounts:
Net Residential Base load Eligible Households within Poverty Rate 63,416
Smart Comfort Participants 26,165
Net Potential Smart Comfort Eligible Accounts 37,251

* A reasonable quantity of visits per year, assuming no refusal rate, was calculated by
dividing the net potential accounts by 20, leaving 1,863 accounts per year.

o Hence it has been determined that 1,900 Smart Comfort visits per year would be a
rcasonable level for 2014-2016.

o Based on the last four years, the average cost per visit totaled $534. The needs based
budget is $1,014,600 ($534 per visit x 1,900 visits) per year based on this determination. .
Duquesne Light Company intends to continue to focus on total-electric, low-income,
multi-family premises as a source to provide conservation measures and education.
Duquesne had begun concentrating efforts on these endeavors since 2009 and found
that it increased the cost per unit when compared to that of single family dwellings.
The 4 year average cost per job is $534. Using this thought process, Duquesne
would like to recommend a total Budget amount of $1,364,600. This number is
made up of the 1,900 enrollment target multiplied by $534 (31,014,600) in addition
to the $350,000 from the recent rate case scttlement, The total proposed enrollment
target is comprised of the 1,900 Needs Based Enrollment Target plus the additional
jobs allowed from the rate case settlement amount ($350,000 divided by $534 per
job equals 655 jobs).

Methodology

The Smart Comfort Needs Based Assessment was based upon the following methodology.

A needs assessment can be calculated by using both the Census data and
company data. The percentage of households in the appropriate poverty
level is the relevant Census data that can be applied to company county
population data to determine the total universe of potentially eligible
customers (before we begin to make exclusions). Please note that up to 20%
of the LIURP budget may be spent on households with an income between
150% and 200% of poverty. :

There are three types of exclusions that reduce the size of the potentially
eligible population. First, exclusions can be made of low users. It is
important for the company to determine the minimum pre-treatment usage
levels for each job type (space conditioning, water heating and base load)
that are cost effective. Second, customers who have received LIURP
services in the last seven years should be subtracted from the projected
need. Third, the company should be able to apply a “refusal rate” that is
based upon its LIURP history to complete the final deduction in the needs

assessment.

The following is a narrative explanation of the formula and the required steps:
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1. County Census data provides the percentage of customers who are in
the applicable poverty (income) levels for LIURP. Multiply the company
county data by the county Census data (the percentage in the income
levels).

2. Use company usage data and LIURP experience regarding the cost
effectiveness of treating customers at various usage levels to
determine the appropriate usage levels for each job type and deduct
the accounts which have usage that is too low to receive cost effective
LIURP services.

3. Deduct the customers who have already received program services
(over the past seven years) from this number.

Apply the customer refusal rate (note: this should be getting smaller as LIURP and CAP
eligibility become more closely linked — customers who arc eligible for CAP should no longer be

able to refuse LIURP services.)

V. Projected Enrollment

Enrollment levels for the years 2014 through 2016 shown below indicate current levels and
increased levels upon approval of the Rate Case Settlement Agreement at Docket No. R-2013-

2372129.

Year: Total Enroliment Level Upon
' Enrollment Level Scttlement Approval

2014 2,555 3,100

2015 2,555 3,100

2016 2,555 3,100

24



VI.  Program Budget

Budget levels for the years 2014 through 2016 shown below indicate current levels and increased
levels upon approval of the Rate Case Settlement Agreement at Docket No. R-2013-2372129.

Year: |Total Funding Level: | Enrollment Level Upon
‘ Settlement Approval

2014 $1,364,600 - $1,655,700

2015 $1,364,600 $1,655,700

2016 $1,364,600 $1,655,700

During thc life of the USECP, under-spent funds will be carried over from one program year to
the next.®

VII. Community Based Organizations and Qutreach

Conservation Consultants, Inc. (“CCI”} currently administers Duquesne Light Company’s Smart
Comfort program. The organization oversees a network of 11 FTE’s throughout Duquesnc
Light’s service territory, Additionally, Duquesne Light will continue to work with other utilities
-and community based organizations to jointly address the conservation, reduction, and assistance
needs of housing described above. The Company will maintain a cooperative relationship with
natural gas providers so that screening and audit costs are not duplicated, and seck synergies to
increase the number of customers receiving service from all utilities in the area.

e Duquesne will also increase outreach attempts to:

o Provide outreach to customers who received Dollar Energy Grants as possible
Smart Comfort candidates.

o Continue to meet with a collaborative of local and state representatives of the
low-income community and Community Based Organizations (“CBOs”) and
commit to discuss any proposed changes to its universal service programs prior
to implementation. The purpose of the collaborative is to explore alternatives to
improve the effectiveness and/or efficiency of universal services within the
budgets of the programs.

o In partnership with the Energy and Conservatlon Program (Act 129) — Watt
Choices, potential installation of Smart Strip surge protectors will be installed
when conducting energy audits. :

o Duquesne will work with property owners of low-income housing to effectively
provide weatherization and meet the needs of all low income-customers located at
the premise. This includes total-electric, multi-family dwellings, but does not

include master metered properties.

VI. Organizational Structure of Duquesne Light Company Staff
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Duquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:

e Manager Credit and Universal Services (1)
o Senior Analyst for Universal Services (1)
» Customer Service Representatives (2)

Duquesne Light Company has been able to administer a cost effective program utilizing this
similar organization structure since 2008.
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Duquesne Light Company

CUSTOMER ASSISTANCE PROGRAM (CAP)

L Background

Duguesne Light Company’s (“Duquesne Light” or “Company’?) Customer Assistance
Program (“CAP™) was first implemented as a pilot in September 1995, CAl is a special
payment program for low-income, payment-troubled customers. The initiat CAP pilol was
designed to help customers” lower their ¢lectric consumption thereby achicving an affordable
clectric bill. Eligibility for the initial CAP pilot was limiled to customers with 1) a gross
houschold income at or below 150% of the lederal poverly guidetines, 2) at lcast one year
residency at their address, 3) housing expenses that were more than 45% of their gross income,
4) customers who made 3 lo 9 payments in the past year, and 5) had at least a $400 arrcarage on
their electric bill. The program’s case management approach offered significant support and in
depth guidance to the customer to change their payment and usage behavior patterns, Different
iterations of the main program offered difTerent program benefits to micro-segments of the
eligible population.

In January of 2001, Duquesne Light simplilied the program by easing cligibility
requirements and removing the residency, arrearage and payment history requirements. The
Company also climinated the 3-year program limit requirements, so now any and all income-
cligible, payment-troubled customers who maintain a satisfactory payment-history under CAP
are able to stay in the program, regardless of arrcarages.

In 2004, Duquesne Light simplitied the program further by climinating the customer co-pay
of $5 per month. The Company also reduced the CAP customers” payment requirements for
customers below 50% of poverty guidelines, and between 51% and 100% of poverty guidelines
in accordance with the Pennsylvania Public Utility Commission (“Commission™) CAP
Compliance Guidelines,

[n January 2007, Duquesne Light again adjusted the CAP customers’ payment requirements
in accordance with the 52 Pa.Code. §69.265, related 1o CAP Design Elements and provide bill
affordability. During this same period, analysis was done lo determine i CAP percenlage levels
should be adjusted in accordance o the federal poverty guidelines released in February 2006.
This analysis was completed using income and occupant information provided (o DLC by the
CAP customer. It was found that CAP customers in certain income categorics were able to
aftord a higher percentage of their budget bill. Accordingly, CAP customers required payments
were inercased between 5%-10% percent for the following three income levels.

¥ 101%-150% non-heat CAP customers (RS) (5% Increase)
¥ 51%-100% hcat CAP cusiomers (RH) (5% Increase)
¥ 101%-150% heat CAP customers (RH) {10% Increase)

Finally, in January 20(1, Duquesnc initiated the “Automatic Enrollnent” feature into the
CAP Program. Upon receipt of a LIHEAP grant, customers were automatically referred for
potential enrollment in the Company’s CAP program and collections were temporarily halted (o
permit customers lime to complete the CAP enrollment process including income verilication.



Also, in arder lo encourage conservation, minimum payments and maximum annual CAP credits
were sirictly enforeed. Consistent with the Company’s commitment to encouraging encrgy
conservation, in January 2012, Duguesne Light piloted the installation ol Smart Strip surge
prolectors as parl of a collaborative with its Energy Efficiency and Conservation Act 129
program, “Watt Choices.”

II. Program Description

Building on the Company’s experience and evaluation, Duguesne Light's proposed program
maintains important features while enhancing affordability for low income customers,
strengthening the program integrity, and minimizing cost to other residential customers.
Duguesne Light’s CAP will continue to provide necded assistance to low-income, payment-
troubled customers (i.c., at or below 150% of the Federal Poverly Level (“FPL”) and a
demonsirated or expressed inability Lo pay their clectric service bill). Universal Service Program
costs, including CAP cosls, are recovered through a recongilable surcharge found in Duguesne
Light’s Tariff.

‘The 2014-2016 Universal Scrvices Three Year Plan includes several program cnhancements.
Namely, under this plan, the Company will:

e Allow CAP customers to receive restoration payment agreements while remaining

in CAP;

e Clarify that CAP credits will be calculated as the difference between Lthe
Duquesne Light Company budget amount and the CAP budget amount. The
dilterence or “CAP Credit” will then be written off on a monthly basis until
exhausted when Duquesne launches the Company’s new Customier Care and
Billing System which is expected to be July 2014;

* Clarify that customers are permitted o reccive the benefits of CAP at one service
location at a time. CAP? customers may not enroll in CAP at two separate service
locations concurrently;

e Shorten the arrears lorgiveness timefirame rom 36 1o 24 months beginning with
the launch of the Company’s new Customer Care and Billing System which is
expected to be July 2014, Arrearage forgiveness will be provided on a month-to-
month basis as full and timely bifl payments are reccived or as customers “catch
up” their monthly payments beginning in the first quarier of 2015;

* Clarify and add that a customer may be delaulted from CAP for engaging in
fraud, material misrepresentations, meter tampering, theflt of service, hilure to
recertify their income, failure to complete an energy conservation visit, or lailure
lo apply for grant assistance. In the case of theil of service or material
misrepresentations regarding cligibility criteria, a defaulted customer may be
back-billed in accordance with Commission regulations for previously unbilled
consumption, or the {ull tarilf rate;



e Increase maximum CAP credits fiom $560 to $700 for non-heating customers and
$1,400 1o $1,800 {or heating eustomers upon approval of the Rate Case
Settlement Agreement at Docket No. R-2013-2372129 or January 1, 2015,
whichever oceurs later;

o Apply excess CAP customer payments to future “asked to pay” amounts
beginning with the launch of the Company’s new Customer Care and Billing
System which is expected to be July 2014, Customer payments in exeess of the
requested CAP amount duc will be applied to any missed monthly CAP payment
and if none were past due, the excess amount will be applied lo the next month’s
bill;

S S —f

Deleted: <#>The same process as nbave will
b used for Hardship Fund grants;§

J

s DBeginning with the implementation of Duquesne’s new Customer Information
System expected in July 2014, all CAP customers will be recertificd annually.
Lach year, a letter will be sent requesting updated information for all houschold
members.  The receipt of a LIFIEAP grant will be used to automatically recerlify
a houschold for CAP provided the income requirements for LIHEATP and CAP are
the same. Customers will be removed [rom CAP il they do not provide their
income and occupancy information on a bicnnial basis;

The primary features of CAP include:

s An opportunity for arrcarage forgiveness over a specified period of time;
* A rcduced paymenl arrangement based on ability Lo pay;

s CAP credil write off;

* Prolection against loss of clectric service;

s Referrals to other community programs and services,

A major benelit to customers who make full and timely monthly payments in accordance with
their CAP payment arrangement is the complete forgiveness of their pre-program arrcars. For
customers wha enroll in CAP with an outstanding balance, they have an opportunity to climinate
their pre-program arrcars by making full and tintely payments cach month. As customers make
(ull, on-time monthly payments in CAP, 1/24 of their arrearage will be forgiven each month.

An additional bencefit of CAP is reduced monthly payments. CAP customers arc enrolled in
Duquesne Light’s budget billing program.’ Rather than paying their total budget amount based
on the full 1arifl rate, CAP customers are required to pay a percentage of their total budget
amount based on the houscheld size and gross houschold income. The remaining deliciency is
considered the customer’s monthly CAP credil and will be applied until the customer rcaches the
annual CAP credit maximums, The maximunt annual CAP credit will be increased from 3560

! Budget billing allows customers to pay approximately the same amount on their Duquesne Light bill cach month
bused on historical usage. The CAP budget bill payment is calculated by taking the customers” estimated monthly
budget bill ameunt multiplied by the appropriate percentage based on income.



for non-heating customers to $700 and from $1,400 1o $1,800 for clectric healing customers
upon approval of the Rate Case Seitlement Agreement at Docket No. R-2013-2372129 or
January 1, 20135, whichever occurs later. High use customers have the option to enroll at a
higher income category Lo reduce the likelihood of hitting the annual maximum credit,

Sceurity deposits, il requested, are waived lor applicants or customers who enroll in CAP for the
first time. As parl ol the Prepare Now Campaign, il a customer was delermined to be low
income, a security deposit would be added to the customer’s bill to restore service. The
customer would then be referred 1o CAP. 15 they enrolled in CAP lor the first lime, the sceurity

deposit would be waived.

CAP customers are billed at a percentage of the tari{l budget bill, based on their income level, as
outlined in the chart below:

Income Category: Residential Service Residential Elcctric

Percentage of Budget Heat Percentage of

Bill Payment: Budget Bill Payment:
0% to 50% of Poverty 30% 45%
51% to 100% of Poverty 60% 65%
101% to 150% of Poverly 85% 80%
LIHEAP Recipicnt * 100% 100%

*Upon receipt of a LIFIEAP grant for a customer, an “automatic enrollment” will oceur.
When the Company receives a LIHEAP grant, it will send an outreach letier to the
customer that desctibes CAP, the crileria necessary to participate and a request 10 provide
the houschold occupaney and income information. The customer will be placed on
budget billing and any outstanding balance will be frozen for potential forgiveness upon
enrollment in the program. The customer is required to complete the CAP application
process and provide all required documents within six (6) months from the date the
outreach letter was mailed.

tf income information is received within the six-month timeframe and all additional
criteria satisfied, the customer will be placed in the proper income percentage category
based on the number of residents al the premise and will receive the reduced payment
associated with that category. 1f, however, the customer fails to provide the requested
criteria in the allotted timelrame or has not met the additional criteria requirements, the
account wili be defaulted (rom the CAP Program and all outstanding monics will be
returned to the lolal account balance.

Grandfathered senior participants between 150% and 200% of IFPL will pay 85% of their budget
amount for RS —Residential Service and 80% of their budget amount for RI1 — Residential
lilectric Heat Service,

Additionally, customers that arc currently enrolled in CAP at a special discount rate duc Lo
extenuating circumstances shall be grandfathered al those rales so tong as the extenuating
circumstances conlinue.

a. Exceptions to Income Categories



Percent of budget bill and CAP maximum dcﬁciéncy amounts for CAP participantls may be
adjusted for extenuating circumstances including, but not limited to, the following:

Addition to the household

Scrious illness or medical condition

Consumplion increase beyond control of customer (health related)
Scvere weather conditions

Structural damage Lo home

*® & o s @

IT, in their opinion, the caleulated payment is out of reach of the customer, CAP Case
Representatives can recommend a CAP budget percentage payment that is tailored to these
special circumstances. However, because of the polential for abuses in the system, Duquesnc
Light may require that all customers recommended for exceptions receive an in-home visil and
cnergy audit. Duquesne Light will rely on Company records and/or the results of the audit and
visil on 4 case-by-case basis Lo approve or disapprove the exception,

k. Customer Obligations

All customers would remain in the program for as long as they are income qualificd and comply
with the CAP requirements and guidelines.  Additionally, energy conscrvation plays an
important role in helping CAP customers control their cnergy costs. Accordingly, customer
obligations under CAP include:

s Customers are required (o pay their bill cach month, on time and in [ull.

s All electric heat customers may be required 1o complete a Smart Comlort (LIURP)
visil before enrollment in CAP.

* Al residential service customers who own their home and have a base load usage in
excess of 500 kWh per month may be required to complete a Smart Comfort visit
before enrollment in CAP,

+  All residential service customers who are renlers, have a base load usage in excess of
500 kWh per month, and have resided at the premise lor at least six menths may be
required Lo complete a Smart Comfort visil belore enrollment in CAP.

*  CAP customers whose base load usage exceeds 500 kWh and who have not had a
Smart Comlort {LIURP) visit within the last seven years may be required to complete
a Smart Comfort visit.

¢ Cuslomers who report $0 houschold income at the time of enrollment are required to
complete the “Zero Income Form™ and give Duquesne Light permission to verify the
income with government agencies. The Company requests that the customer identily
all houschald members, the address where service is provided and a brief explanation
of how houschold expenses are met on the form, This process is similar to the
pracess used by the Pennsylvania Depariment of Public Welfare. The cuslomer must
sign and date the form; however, the Company docs not require that the form be



notarized,  The customer’s income status may be reviewed periodically to determine
il ecmployment or income status has changed.

e All CAP customers are requested to recertify their income and occupancy information
annually. Each year, a letter will be sent requesting updated information for all
houschold members. The recetpt of a LIHEAP grant will be used to automatically
recertily a houschold for CAP provided the income requircments for LIHEAP and
CAP arc the same. Customers will be removed from CAP if' they do nol provide their
income and occupaney information on a biennial basis.

e CAP participants are required to apply lor LIHEAD assistance.
c. Customer Defaults

Duquesne Light extends every reasonable consideration to CAP customers to avoid dismissal
from the program. Program requirements and benefits are clearly explained up {ront; customer
communications arc frequent if problems arise; and extenuating circumstances arc carefully
evaloated. However, CAP cannal function properly without the commitment and cooperation off
customers, social service agencics, and Duquesne Light. Customers” non-compliance with CAP
abligations may lead to dismissal from the program.

CAP customers are required to pay their CAP amount in full and on time each month. 1f
payment is not received within five business days alter the bill due date, the collection process
will begin, Ifa CAP account is terminated, the customer may be required to pay their entire past
due balance as a condition of restoralion unless cligible lor a payment agrecment, CAP customer
restoration agreements will be issued in accordance with 66 Pa.C.S.§1407.

ITa CAP account is terminated and scrvice is not restored within 14 days, the customer will be

defaulted from CAP and required to reapply. Once defaulted from CAP, the customer may not
be permitted W re-enroll for a period of one year, or until the cause of default has been satisfied
al the Company’s discretion.

[f a CAP customer’s base Joad usage exceeds 300kWh  and they refuse to complete a Smart
Comfort (LIURP) visit, they may be defaulted from the CAP program. Additionally, ifa
customer fails o provide updated houschold information or updated household income when
requested, the account may be delauled from CAP. 1Ta CAP customer js found to have grealer
income than what was originally reporied (e.g., by means of a reecived PUC complaint, court
records, factual testimony, company records, or other reputable source), they may be delauited
from the CAP Program and back-billed al the full tarilf rate.

All applicants and CAP customers may appeal denials for defaull dismissals. Cuslomers may
call Duguesne Light at 1-888-393-7600 (o speak Lo a Universal Service Group representative. If
Duquesne Light is unable 1o satisfy the inquiry with the customer, Chapter 56 dispule rights will
be provided as required,

d. Energy Efficiency Education



- Through CAP, Duquesne Light attempls to increase customers’ awareness aboul using cnergy
wiscly and to offer ideas for reducing kKWh consumption. Company representatives provide
consumer education in the following arcas:

Low cost/no cost enerpy conservation lips
Explanation of weatherization measures
Home heating and cooling systems
Electric bill and analysis of usage

The company analyzes all CAP customers’ usage monthly to identify customers whose usage
increases to levels outside established norms. This High Consumption Report is provided to Low
Income Usage Reduction Program (“LIURDP™) representatives, who analyze customer bills,
contact the customers with additional consumption reduction information and may caroll the
customers in LIURP, Act 129 [ow income programs (Watt Choices) or other programs to
proactively assist in reducing energy usage 1o normal levels.

The CAP Represcentatives are responsible for analyzing the individual situations and for
recommending changes to consumption or percentage of budget bill if warranted by the
circumstances. Al enrollment, CAIP* Representatives explain the customer®s responsibility related
to annual kWh usage and their billed charges should they exceed their maximum annual CAP
Credil allowance. This maiter is analyzed and discussed again, if appropriate, during annual
program re-certification.

1II.  Program Eligibility

Duquesne Light’s CAP discount is available to residential customers whosc total gross
houschold income is at or below 150% of the FPL, and have demonstrated or expressed an
inability to pay their electric service bill. Customers may not receive the benefits of CAP at
multiple service locations simultancously. I a customer has concurrent service, they may be
billed at the CAP rate for a single location only.

Currently existing senior CAP customers with houschold income between 150% and 200% of
the FPL shall be grandfathered so that they will not be removed rom the current benefit
programs, as long as their income levels are al or below 200% of the FPLL and provided they
continue o adhrere to the requirements of the Program.

v, Projected Enrollment Levels

Enrollment levels for the years 2014 through 2016 are based on annual program funding
amounts. The estimated net enrollment of active CAP cuslomers by year is shown below:

Year: CAP Enroliment Level:




2014 41,650
2015 44,150
2016 46,650

CAP enrollment and budget plan estimaies were based on previous program participation over a
historical three-year period. The CAP enroliment levels were determined based on the average
historical increase experienced from 2009-2011 thal totaled approximalely 2,500 per year.

V. Program Budget

"The specific funding level for 2014 through 2016 is shown below:

Year: Funding Level:
2014 *$31,200,9597
2015 *$24,553,645
2016 *$23 869,06)

‘The budget was projecied based on the average cost ol frozen arrcarage and CAP credit write off
per cusiomer divided by the average number of enrolled customers over the three-year period.

VI. Community-Based Qrganizations

CGoodwill of SW PA and Hely Family Institute currently administers Duguesne Light
Company’s CATP Program, The organizations oversee a network of CBO's with 21 full time
employces (FTEs} at 10 sites (main office location and satellite offices).  Aler recent studics
were conducted on the location concentration of confirmed low income customers, proximity {o
transportation and other swch factors, CAP offices were relocated o better accommodate
customers,

CAP administering agencics have the responsibility 1o take referrals from the various sources
eslablished, contact the customers to conduct initial screening for potential program -
participation, and arrange personal inlervicws at agency locations if applicable to determine
cligibility and finalize enrollment. Thereafter, the administering agency serves as a primary
CAP contact with the customer, which is maintained throughout their CAP participation. CAP
Agencies will be responsible for attempting to schedule CAP appointments, making timely
reminder calls prior to the scheduled appointment and other various assignments thal will
streamline the CAP application/enrollment process and inerease efficiency. IF a customer leaves
a miessage, the CAP administering ageney will altempt to reach the customer within two business

2 The budget has been revised to include a change in frozen arrearage for on-time monthly payments, reduced write
ofT period for frozen arrcarage, month to month deficiency write off (one-time expense in 2014}, excess customer
payments and hardship fund grant payments.



days of the contacl. CBOs will make every aliempl to provide reasonable service to Duquesne
Light customers,

Training in the use of Duquesne Light’s Customer Information System (“CIS”) and the
administration of CAP is provided by Duquesne Light representatives. ‘This enables
administering agencics to enroll customers in real time through direct connection with Duquesne
Light’s system.

As appropriate, Duquesne Light Company will seck additional organizations to operale CAP to
ensure that the increased enrollment goals arc achicved in future program years. Current
administering organizations and the countics they serve are listed below:

Community Based Oreanizations; | Counties Served:
Goodwill of SW PA |, McKcesport Allegheny
Goodwill of SW PA , Southside Allegheny
Holy Family Institute, IZast Liberty Allegheny
Foly Family Institute, Northside Allegheny
[oly Family Institute, McKceesRocks | Allegheny
Holy Family Insiitute, Swissvale Allegheny
Norih Hills Community Outreach Allegheny
Holy Family Institute, Aliquippa Beaver
Holy Family Institule, Duquesne Allegheny
Holy Family Institute, Beaver Falls Beaver

VIl.  Organizational Structure of Duquesne Light Company Staff

Duguesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supported by scnior analyst and customer service representatives as follows:

e Manager Credit and Universal Services (1)
¢ Senior Analyst for Universal Services (1)
» Customer Service Representatives (2}

Duquesne Light Company has been able to administer a cost effective program utilizing this
similar organization structure since 2008,



Duquesne Light Company

CARES

L Program Description

Duquesne Light’s Customcer Assistance Referral and Evaluation Services ("CARIZIS™) assists
payment-troubled and speeial necds customers obtain necessary social serviee support and
asstslance. The primary objectives of the CARIEES program are (0;

*  Help customers experiencing payment hardships to manage their clectric bills by
providing them with information, resources and encouragement,
Make lailored referrals to company and community assistance programs.
Mainlain and/or cstablish partnerships and alliances with social scrvice agencics,
government offices, and community organizations to ensurc maximum and timely
assistance for customers who have personal or family hardships.

*  Acl as an internal advocate for payment-troubled customers.

The program targets residential customers whose income is less than 150% of the FPL and senior
citizens whose income is less than 200% of the FPL. Cuslomers may be referred to CARES by
Duquesne Light, other utilitics, community based organizations, the PUC, or word of mouth. An
outrcach worker or community agency acts as an intermediary belween the customer and the
Company in an effort 1o link the customer to the necessary social service programs that will
enhance the customer’s ability to pay for electric service.

Oulreach workers contact referred customers and, when necessary, makes home visits (o the
customer. |ome visits arc uselul in analyzing customers® hardships, bill-paying problems, and
ability to pay. The CARIES counsclors use home visits only for customers with medical
problems, disabilities or speech difficultics. During home visits, they can more quickly
determine the basic causes of customers’ hardships, as well as verify customers’ stalements
conceming sources of houscheld income. In the course of making these home visits, they
provide customers with energy cducation and conservation (ips and information aboul where and
how to apply for assistance.

Casc managers are encouraged to offer customers more frequent conservation information and
aid the customer with the completion of grant applications when these programs are available,
Casc Managers visit identificd low-income, multi-family dwellings as well as other gathering
places to hold cvents that encourage and assist CAP cnrollmenit.

Another key component of CARES is the eslablishment of payment agreements. Because of the
unusual and olten complicated situations affecting customers’ ability to pay, case managers have
signilicant flexibility in establishing payment agreements, They may sct up payment plans that
reflect customers’ ability 1o pay and hardship circumstances. Payment plans are monitored by
the agents, Customers who miss paymenls are contacted to remind them of the missed payment,
Counsclors are urged to give these customers priority atlention and to use all means available to
help the customer pay their electric bills.



1L Program Eligibility
CARES is designed specifically for low-income customers (houschold income at or below 150%
of the FPL) who arc unable to pay their electric service bills in full. Also eligible are cusiomer
households headed by senior citizens whose combined houschold income is at or below 200% of
the FPL. However, Duquesne Light makes cvery cffort to avoid turning any cuslomer away,
regardless of income level.

III. Enrollment Levels

There are no established enrollment targets for CARES, Duquesne Light’s expericnce indicates
that the number of customers served in CARES is estimated to be 10,000 to 15,000 annually,

V. Program Budget

The specific funding level for 2014 through 2016 is shown below:

Year: Funding Level:
2014 $135,000
2015 $135,000
2016 $135,000

V. Community-Based Organizations

Duguesne Light recognizes the importance of cstablishing and expanding its network of contacts
and working relationships with CBOs, Simply put, CARLS could not function without the
cooperation and assistance of local organizations. CARIS is administered by Goodwill of SW

PA and Holy Family Institute.

The organization oversees a network of C3O's with four FTE’s at four sites.

Community Based Organizations: | Counties Served:
Goodwill of SW PA, McKeesporl Allegheny and Beaver

Goodwill of SW PA |, Southside Allegheny and Beaver
Ftoly Family Instilute, Pitisburgh Allegheny and Beaver
Holy Family Institule, Aliquippa Allegheny and Beaver

‘Thesc organizations act as “brokers™ who allempt to mateh customers’ nceds with existing
company angd/or community programs, The CARES counsclors analyze customer accounts and
circumstances to deferming the basic cause(s) of their bill-payment problems. They refer
customers lo appropriate programs and services that are olTercd by social service agencies,
communily organizations, and Duquesne Light Company. In addition, they initiate lollow-up to
determine the outcome of referrals to social agencies and company programs,



Another key responsibility of the CARES Counselors is (o establish close working relationships

with external organizations and internal departments at Duquesne Light Company. Social
service agencics and other community groups are essential to the success of CARES becausce

they provide the needed services for payment-troubled customers. The relationship between the

CARES counselors and the other agency caseworkers is carefully nurtured and strengthened

becausc the program cannet lunction effectively without the cooperation of social service
organizalions.

VI.  Organizational Structure of Duquesne Light Company Staff

Duquesne Light’s Universal Survices Department is currently stalfed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:

* Manager Credit and Universal Services (1)
o Seniar Analyst for Universal Services (1)
* Customer Service Represcntalives (2)

BDuquesnc Light has been able to administer a cost effective program utilizing this similar
organizalion structure since 2008.



Duguesne Light Company

Hardship Fund

L Program Description

Duquesne Light’s Hardship Fund is a partnership with Dollar Energy Fund ("DEF™). Begun in
March 1983, Dollar Energy was one of the first utility-sponsored fuel funds in the nation and
Duquesnc was onc of the founding utilitics. Cuslomers may contribute 1o the program by
pledging monthly to their electric bill payments, by sending in a check or by electing to
contribuie onlinc.

The primary features of Dollar Energy include:

| e Direct financial assistance for overdue encrgy bills*
¢ Protection against shutolls
* Referral to other programs and services

Another key feature of Dollar Energy is that the program operales year-round pending lunding
availability throughout the Company’s service arca. As a result of ongoing donations from
customers, Duquesne Light Company disburses the funding monthly (o the Dollar Energy Fund.
Duquesne Light’s funding may be used to pay the electricity bill for residential non-heating or
residential heating service,

Duquesne Light makes a significant contribution above and beyond the sums collecled from
customers. IZach ycar, the Company will match the tolal of all donations, up to $375,000.
Additionally, the Company provides funds to DIEF to assist in defraying administrative costs.
The administrative amounts totaled up to $635,000 annually for years 2004 thru 2007 and up to
£75,000 annuatly between 2008 and 2013.

The Company promotes the program through bill inserts, Company websile, radio
advertisements, direct referrals by Duquesne Light Customer Service Representatives,
community based cvents and the Dollar Energy Fund Organization itself.

a. Key Objectives
The overall objectives of Dollar Encrgy are as follows:

¢ Provide financial assistance 1o qualified low-income families who are having
difficulty paying their cnergy bills,

s Offer financial assistance 1o low-income houscholds who may be ineligible for the
Low Incomc Home LEnergy Assistance Program.

» Coordinate and expand the activitics of’ community-bascd organizations that provide
energy-related assistance,

| ?Dolar Energy. grants are applicd to the customers ask to pay amount,



»__HMelp customers understand and aceess community resources to solve heat, light and
waicr payment problems as a step toward greater self-sufTiciency.

Il.  Elgibility

Dollar Energy is.designed specifically for low-income residential customers (houschold income
at or below 200% of the IFPL) who are unable to pay their electric service. The program largels
low-income customers who have overdue balances and an inability to pay the full amount of
their energy bills. To be cligible, customers must;

1. Have a residential account.

2. Have paid al least $150 toward their utility bill within the last 90 days or made three
consceutive CAP? Payments, Senior citizens (age 62 and over) must have paid at [cast
$100.

3. Have a balance on their clectric bill of al [cast $100. Senior citizens (age 62 and aver) may
have a zero balanice, as long as there is no existing credit on the account,

4, Provide proof ol monthly household income (Federal Poverty Income guidelines apply).

5. Provide the Social Sceurity numbers for all members of their houschold.

‘The operaling dates and scrvice status criterion is as follows:

s Oclober 1 10 November 30 - Elcetric service ofT or in threat of termination.

e Dceember | o January 31 - Electric service off only.

o lebruary 1 to February 28 - Electric serviee off or in threat of tenmination,

e  March 1 until funds are exhausted - Open to all eligible applicants regardless of service

status

This program becomes the “lund of last resort” when the customer has applied Lo all other
available cnergy assistance programs. Beginning with the implementation of Duquesne’s new
Custlomer Service Information System expected in July 2814, upon receipt of the grant, a 30-day
slay on termination is placed on the account and the grant amount will be applied Lo the
custemer’s past and current “asked Lo pay” amounis, Excess payments will be applied to the
next month’s bitled amount.

118 Projected Budget

Duquesne Light’s Hardship Fund is a partnership with Dollar Encrgy Fund. Duquesne Light will
match customer contributions up to $375,000 annually. [n addition, up to $75,000 will be
provided for administrative support.*

v. Community-Based Organizations

The Dollar Encrgy Fund is administered by a number of community based organizalions in
Duguesne Light’s service territory, including Holy Family Institute and Goodwill of SW PA,
These organizations have solid reputations and experience in delivering services to low-income

* Administrative support is reeovered through the Universal Seevice Charge.



houscholds in the Duquesne Light service area. The administration of the program is a
collaborative elfort between Dollar Energy and the organizations listed below.



Community Based Organizations:

Allegheny Center Alliance Church

Allegheny County DHS/OCS

Allegheny Valley Association of Churches
Brashear Center

Catholic Charities — Diocese of Pittsburgh
Catholic Charities - Pittsburgh

Clairton Family Center

Coraopolis Community Development Foundation

Encrgy & Environment Community Outreach (E1ECQO) Center

Family Resources, Inc.
Focus on Renewal

Goodwill of Southwestern Pennsylvania — MeKeesporl

Hazelwood YMCA

Holy Family nsitute — Edgewood Towne Center
Holy Family Institute — East Liberty

Holy Family Institute — McKces Rocks

Holy Family Institute — Northside Common Ministrics

Jubilee Association, Inc.
Lemington Community Scrvices
Lincoln Park Family Center
Lutheran Scrvice Society

ML, Washington Community Development Corporation

Nabhi Christian Ministrics - Lincoln Ave
Neighborhood Employment Center
NHCO — Allison Park

NHCO - North Boroughs

Northern Arca Multi-Service Center

Primary Care Flealth Services — Alma — llery Medical Center
Primary Care Health Services — Hitl House Flealth Center

Salvation Army — Brackenridge

Salvation Army — Braddock

Salvation Army — Frankstown Roud Pittsburgh
Salvation Army — McKceesport

Socicty of 8t. Vincent de Paul

South Hijlls Interfaith Minisitics

St. Mark’s Lutheran Church

St. Paul Cathedral

Wilkinsburg Community Ministry

Catholic Charitics

Housing Opportunities of Beaver County [nc,
Lawrence County Community Action Partnership
Ministerium Social Services

Salvation Army — Beaver Falls

The Franklin Center

Counties Served:
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny and Beaver
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny and Beaver
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allcgheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allegheny
Allcgheny
Beaver
Beaver
PBeaver
Beaver
Beaver
Beaver



V. Organizational Structure of Duquesne Light Company Staff

Duquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals. The department is lead by Manager of Credit and Universal Services, who is
supporied by senior analyst and customer service representatives as follows:

¢  Manager Credil and Universal Services (1)
o Senior Analyst for Universal Services (1)
= Customer Service Representatives (2)

Duquesne Light has been able to administer a cost elfective program ulilizing this similar
organizalion siructure since 2008.



Duquesne Light Company

Smart Comfort (LIURP)

L Program Deseription

Smart Comfort is Duguesne Light's Low-Income Usage Reduction Program ("LIURP”). The
program targets residential customers whose gross houschold income is less than 150% of the
FPL and seniors whose gross houschold income is less than 200% of the FPL, with basc load
electric usage more than 500 kWh per month and who have been a resident at their current

address for at least six months.

The Pittsburgh arca has dwellings in great need of energy conservation measures. Many have
gas furnaces installed which were shut-olf for maintenance reasons or duc to non-pay.

Accordingly, the residents of these dwellings ofien use costly clectric space heaters (o stay warm.
Use of these heaters increases their energy usage and bills. Smart Comlort key objectives are:

¢ To reduce the encrgy usage and clectric bills of low-income cusiomers.

e To increasc the abilily Lo pay for low-income customers.

e To provide safer living conditions for low-income customers through the reduction of
secondary heating devices.

o To cducate the customer on current conserviion practices.

« To make tailored referrals to company and other assistance programs such as CAP,
Dollar Encrgy Fund or private funds, LIMEAP, and other weatherization programs.

Smart Comfort has evolved from strictly weatherization to an “end usc” strategy. Usage
reduction measures include cost effective appliance and lighting replacements in addition lo
determining iC weatherization is warranted.

a. Summary of Program Process and Installation Measures

»  Perform walk through audit
o Investigate polential saving arcas within the house.
o Measure usage of targeted eleetrical equipment within the house.
¢ Providc cnergy education
o Explain Smart Comfort program in depth.
o Explain current cleetricity bill in detail to ensure the customer understands the
concepts such as monthly kWh usage and usage comparisons.
o Provide cducation on ways to reduce clectric usage.
o Develop partnership with customer to reduce clectric usage.

¢ Determination of Smart Comforl measures o provide
o A blower door test will be conducted i it ig determined to be beneficial in
ascertaining measures 1o be installed.
o Standard measures include compact fluorescent light bulbs, mattresses,
relrigerators and freezers, electric hot water tanks or tank wraps, window/central
19



air-conditioning ugits, heat pumps, air infiltration measures, smart strips and
home insulation.

o Al the discretion of the energy manager, polential measurcs include fumaces,
clectric dryers, clectric stoves, water pumps, and clectric blankets.

o The minimum usage requirement for a refrigerator change-out will continue to be
5 kWh per day.

o The program includes potential window air-conditioning unil change-outs if the
life of the replacement of the unit and the lile of the dwelling will exceed 12
years.

o The program also includcs polential central air-conditioning change-out if the life
of the unit as well as the life ol the dwelling execeds 12 years.

s Customer monitoring and follow up
o Lnergy managers may contact Smart Comforl recipients to discuss their usage and
the resulling increase in consumption.
o linergy Managers may also contact Smart Comfort recipients to reinforce encrgy
cducation.

Additionally, low-income customers, whose base load usage is less than 500 kWh per month, are
invited to take part in energy conservation workshops. These workshops provide conservation
education, energy reduction (ips, and usage reduction measures that can be underfaken by the
customers. These workshops are held in different localions in Duquesne Light’s service
Lerritory.

b. 2014-2016 Program Enhancements

For the 2014-2016 Universal Service & Energy Conservation Plan (“USECP”), Dugquesne Light
will enhance the program with the application of solar and alternative energy sources, window
film on south facing windows to reduce cooling expenditures, and washer/dryer combination
change-outs.

Usage normalization will be provided in the annual report commencing with the 2015 report on
2013 weatherization data.

The number of LIURT jobs will be inereased from 2,555 to 3,100 upon approval of the Rate
Casce Seltlement Agreement at Docke! No. R-2013-2372129.

1. Program Eligibility

Smart Comfort is designed specilically for low-income customers (houschold income at or below
150% of the FPL) who are unable to pay their electric service bills in Tull. Also ¢ligible arc
houscholds whose combined houschold income reaches 200% ol the FPL with priority given to
houscholds headed by senior citizens and other special needs customers including houschelds
with medical problems, disabilitics, personal crisis situations or less of income. No more than
50% of Smart Comfort participants will be customers between 150% and 200% of poverty with
no more than 20% of the budget utilized for this group. 1F the Company anticipates exceeding
the 20% threshold, it will {ile a waiver of the regulation at §58.10(3)(c).
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Smart Comlort targets base load customers with clectric usape exceeding 500 kWh per month
who have resided at their current address (or at least six months,  However, the residency and
base lead usage requirements will be waived for total eleclric customers who are homeowners.
The residency requirement also will be waived for residential non-heating CAP customers who
are homeowners.  Duquesne Light Company will continue to focus on total-clectric, low-
income, multi-family premises as a source to provide conscrvation measures and cducation.

L. Program Integration

Duquesne Light has and will continue to coordinate its Smart Comfort program with ils Watt
Choices programs, as well as with gas company LIURP programs. The Company refers
confirmed low-income customers who participate in any of'its genceral residential programs to its
Watl Choices low-income programs, its Universal Service programs, and LIHEAP. Duquesne
Light will facilitate this coerdination by inviting representatives from the NGIDCs with
overlapping service (erritories and representatives of the Commonwealth’s Weatherization
Assistance Program {(“WAP”) to its Act 129 Stakeholder meetings to discuss existing and
possible erhancements to its coordination efforts,

When possible, a common weatherization contractor performs an integraled clectric and natural
gas cnergy audit al the custlomer™s home. Measures installed are financed by the utility
benefiting from the energy eflicient measure installed and the cost of the audit is shared. In
those situations when the energy audit is scheduled for the sole purpose of fullilling the
Company’s USIICP requirements, the cnergy auditor inquires if the custemer also would like a
referral to the natural gas ultility for possible energy-efficicnt gas heating measurers. [Tthe
response is alfirmative, the customer is required to sign a consent form permitting Duquesne
Light to provide the necessary information to the natural gas utility.

1V. LIURP Needs Assessment”

As of January 2013, there were 527.602 active residential accounts for Duguesne. 463.343
accounts were in Allegheny County and 64.259 in Beaver County. [t was decided that the
number of residential accounts should be adjusted downwards by 3.7% to reflect the actual

number of households in cach county. Applying this factor, there were 508.081 active

residential households for Duquesne (446.199 in Allegheny County and 61,882 in Beaver

County).

Total: Allegheny County: | Beaver County:
Residential Accounts 527.602 463.343 64.259
Houscholds with more than 1 19.521 17.144 2.377
account (3.7%)
Net Residential Houscholds 508,081 446,199 61,882

s Using the 500 kWh basc load criteria. the basc load months of April and May 2012,
September. and October 2012 were analyzed. For each month, the number of accounts

* The Company’s LIURD Needs Assessment was conducied in February 2014 and does net reflect the 2014-2016

proposed of visits and budget as agreed upon in the Company’s 2014 base mie cage proceeding, The Company will
revise its necds analysis methodology for the next Three Year Universal Service and Energy Conservation Plan

filings.
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that used less thun 500 kWh was determined and an average percentage of accounts that

wottld not qualify were calculated. 45.2% of the accounts would not qualify lor Smart
Comfort based upon their usage. Henee. the number of potential households was reduced

by 45.2%, lcaving 278.428 houscholds (244.517 in Allegheny County and 33.911 in
Beaver County).

Baseload Month: Accts < 500 kWh: Total Accts: % Accts <500 KWh:
Apr-12 311,622 525.619 59.3%
May-12 287975 525,149 54.8%
Sep-12 201.168 525,207 38.3%
Qct-12 307.003 525,500 58.4%
TOTAL: 1.107,768 __2.101.475 52.7%
Total: Altegheny County: | Beaver County:
Net Residential Houscholds 508.081 446.199 61.882
Customers Using [¢ss Than 500 kWh 267.759 235.147 32.612
Base load (52.7%)
Net Residential Base load Eligible 240,322 211,052 29,270
Households

*  Applying the poverly rate for each county. it was determined that there are 63.416 low-

income houscholds within the usage criteria {55,718 in Allegheny County and 7.698 in

Beaver Countv).

County: Poverty Rate:
Allegheny 20.4%
Beaver 206.3%

] Total: Allegheny County: | Beaver County:

Net Residential Base load Eligible 240.322 211,052 29.270
Households
Net Residential Base load Eligible 63416 55,718 7,698
Households within the Poverty Rate

¢ Reducing the Smart Comfort eligible households by the number of Smart Comfort
participants in the last seven years lcaves 47.306 potential houscholds.

Year: Smart Comfort Participants:
2006 3.378
2007 4.688
2008 4.189
2009 4.250
2010 3.637
2011 3,231
2012 2.792
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Total: | 26,165 !

Number of Accounts;
Net Residential Base load Eligible Houscholds within Poverty Rate 63.416
Smart Comfort Participants 26,165
Net Potential Smart Comfort Eligible Accounts 37,251

* A reasonable quantity of visits per vear. assuming no refusal rate, was calculated by
dividing the net potential accounts by 20. leaving 1.863 accounts per year.

o Hence it has been detenmined that 1,900 Smart Comfort visits per year would be a
reasonable level for 2014-2016.

o Rased on the last four years. the average cost per visit totaled $534. The necds based
budget is $1.014.600 ($534 per visit x 1,900 visits) per year based on this determination,
Duguesne [ight Company infends to continue fo focus on total-eiectric, low-income,
multi-family premises as a source to provide conservation measures and education.
Duquesne had begun concentrating efforts on these endeavors since 2009 and found
that it in¢reased the cost per unit when compared to that of single family dwellings,
The 4 year average cost per job is $534. Using this thought process, Duguesne
would like to recommend a total Budget amount of $1.364,600. This number is
made up of the 1,900 enrollment target multiplied by $534 ($1,014,600) in addition
to the $350,000 from the recent rate case settlement. The total proposed enrollment
target is comprised of the 1,900 Needs Based Enrollment Target plus the additional
jobs allowed from the rate case settlement amount ($350,000 divided by $534 per

job equals 655 jobs),
Methodolopy

The Smart Comfort Needs Based Assessment was based upon the following methodology.

A needs assessment can be calculated by using both the Census data and
company data. The percentage of households in the appropriate poverty
level is the relevant Census data that can be applied to company county

population data to determine the total universe of potentially eligible
customers (before we begin to make exclusions). Please note that up to 20%

of the L IURP budget may be spent on households with an income between
150% and 200% of poverty.

There are three types of exclusions that reduce the size of the potentially
eligible population. First, exclusions can be made of low users. Itis

important for the company to determine the minimum pre-treatment usage
levels for each job type (space conditioning, water heating and base toad)
that are cost effective. Second, customers who have received LIURP

services in the last seven years should be subtracted from the projected
need. Third, the company should be able to apply a “refusal rate” that is
based upon its LIURP history to complete the final deduction in the needs

assessment,

The following is a narrative explanation of the formula and the required steps:
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1. County Census data provides the percentage of customers who are in

the applicable poverty (income) levels for LIURP. Multiply the company

county data by the county Census data {the percentage in the income

levels).

Use company usage data and LIURP experience regarding the cost

3.

effectiveness of treating customers at various usage levels to
determine the appropriate usage levels for each job type and deduct

the accounts which have usage that is too low to receive cost effective
LIURP services.

Deduct the customers who have already received program services

Apply the customer relusal rate (note: this should be getling smaller as LIURP and CAP

cligibility become more closely linked — customers who are eligible for CAPR should no Jonger be

{over the past seven years) from this number.

able to refuse LIURP services.)

Enrollment levels for the years 2014 through 2016 shown below indicate current levels and
increased levels upon approval of the Rate Case Settlement Agreement at Docket No. R-2013-

2372129.

Year: Total Enrollment Level Upon
Enrollment Level Settlement Approval

2014 2,555 3,100

2015 2,555 3,100

2016 2,555 3,100
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Program Budget

Budget levels for the years 2014 through 2016 shown below indicate current levels and increased
levels upon approval o the Rate Case Seltlement Agreement at Docket No. R-2013-2372129.

Year: Total Funding Level: | Enrollment Level Upon
Settlement Approval

2014 $1,364,600 $1,655,700
2015 $1,364,600 $1,655,700
2016 $1,364,600 $1,653,700

During the life of the USECP, under-spent funds will be carried over ftom one program year to
the next.®

VIL

Community Based Organizations and Outreach

Conscrvation Consultants, Inc. (“CCI”)} currently administers Duquesne Light Company’s Smarl
Comtlart program. The arganization oversees a network of 11 FTE’s throughout Duquesne
Light’s service territory. Additionally, Duguesne Light will continue to work with other utilities
and community based organizations 1o jointly address the conservalion, reduction, and assistance
needs of housing described above. The Company will maintain a cooperative relationship with
natural gas providers so that sereening and audit costs are not duplicated, and seek synergics lo
increase the number of customers receiving service from al utilities in the area.

¢ Duquesne will also increase outreach allempts to:

Vi

o]

o)

Provide outrcach to customers who received Dollar Encrgy Grants as possible
Smart Comfort candidates.

Conlinue to meet with a collaborative of local and staie representatives of the
low-income communily and Communily Based Organizations (“CBOs™) and
commit to discuss any proposed changes to its universal service programs prior
to implementation. The purpese of the coliaborative is to explore allernalives to
improve the cffectiveness and/or efficiency ol universal services within the
budgets of the programs,

In parinership with the BEncrgy and Conservation Program (Act 129) ~ Watl
Choices, potential installation of Smart Strip surge protectors will be installed
when conducting encrgy audits,

Duquesne will work with properly owners of low-income housing to cffcctively
provide weatherization and meet the needs ol all low incoeme-customers located at
{the premise. This includes total-clectric, multi-family dwellings, but does not
include master metered propertics.

beleted: ® The Needs Based Assessment is based

Organizational Structure of Duguesne Light Company Staff E
/| on the mcihodelogy provided by BCS in carly 2001,

& | Follow-up telephone conversations were conducted
i with BCS staff a2 that time regarding rcfusal rale,
i landtord refusal, ete., and resulted in an agreement to

N divide et polentis] nccounts by 20,




Duquesne Light’s Universal Services Department is currently staffed by four dedicated
individuals, The department is lead by Manager of Credit and Universal Services, who is
supported by senior analyst and customer service representatives as follows:

+  Manager Credit and Universal Services (1)
o Senior Analyst for Universal Services (1)
=  Customer Service Representatives (2)

Duquesne Light Company has been able to administer a cost elfective program utilizing this
similar organization structure since 2008.
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CERTIFICATE OF SERVICE

[ hereby certify that a true and correct copy of the foregoing has been served upon the following
persons, in the manner indicated, in accordance with the requirements of 52 Pa. Code § 1.54
(rclating to service by a participant)

VIA E-MAIL AND FIRST CLASS MAIL

Christy M. Appleby, Esquire
Amy E. Hirakis, Esquire

Office of Consumer Advocate
555 Walnut Street

Forum Place, 5th Floor
Harrisburg, PA 17101-1923

Harry S. Geller, Esquire
Patrick M Cicero, Esquire

Pennsylvania Utility Law Project
118 Locust Street

Harrisburg, PA 17101-1414

QK_:\
Date: April 18,2014 d)/éf

Anthony D. Kanagy
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