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Personalized support 
programs are new; 
creates implementation 
and evaluation 
challenges.
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Customers 
receive 
additional 
support that 
indirectly helps 
them handle 
their energy 
bills
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CBO Pilot
Community Based 
Organization Pilot

Goal is to reduce 
residential energy 
disconnections and 
support utility debt 

reduction by leveraging 
CBOs 

SBO Pilot
Small Business Customer 

Outreach Pilot

Energy ambassadors 
provide education to 

small business customers 
unable to pay their 

energy bills because of 
COVID-19

CHANGES
Community Help and 

Awareness of Natural Gas and 
Electric Services

CBOs provide energy 
education, case 
assistance, and 

outreach for limited 
English-proficient (LEP) 

customers
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CBO Pilot SBO Pilot CHANGES

Implementer Training

Data Collection and Validation 
Strategies

- Rubric
- Interviews
- Compared enrollment rates 

considering differences

- Program Tracking Data
- Utility Data

IDENTIFY BEST 
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CHALLENGES TO 
SUPPORT 
IMPLEMENTATION 
AND 
EVALUATION
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CBOs in the CBO Pilot
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Greatest investment in training and support
- Frequent check-ins
- Multiple trainings 
- Marketing support
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One of the CBOs with minimal support and a 
‘hands off’ approach from the PM still has not 
been able to provide enrollment numbers two 
months post enrollment end because of 
data collection issues and pilot confusion. 
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ARREARAGE 
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COMPLICATED
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Days from initial data 
request to get usable 
historical arrearage 

data
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KEY TAKEAWAYS

Powering Down Debt

Invest in third-party 
implementer training & support

Review program tracking data 
collection practices to ensure 
the correct data are being 
collected and make sense

Request arrearage data early 
and work collaboratively to 
ensure the data are what is 
needed
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CONTACT DETAILS

Elizabeth Bullard
Verdant Associates

elizabeth@verdantassoc.com 

mailto:ben@verdantassoc.com
mailto:ben@verdantassoc.com


THANK 
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