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2014-2015 Monthly Year-to-Date Statistics 

Actual Total Enrollment

Expected Total Enrollment Goal

MEMORANDUM 

To: Seattle Public Utilities and Neighborhoods Committee: Sally Bagshaw, Chair; Kshama Sawant, Vice-Chair; 
Bruce A. Harrell, Member; Tom Rasmussen, Alternate. 

From:  Utility Discount Program Interdepartmental Team Steering Committee 
Date:  May 20, 2015 
Subject: Utility Discount Program 

 
Program Overview 
As the cost of living continues to rise, the Utility Discount Program (“UDP”) is an increasingly important tool for keeping 
Seattle affordable for all residents. The mission of the UDP is to ensure that utility bills are affordable for lower income 
customers. The UDP offers income eligible customers a discount of 60% on their Seattle City Light bill and 50% discount on 
their Seattle Public Utilities bill. This program is available for residential City Light and Seattle Public Utilities customers and 
does not apply to residences that have federal utility subsidies or that are used for business purposes. 

Although an estimated 72,000 potential customers are eligible (estimated determined by using American Community 
Survey, US Census Bureau data), as of the end of 2013, only 14,000 customers were enrolled. In an effort to make this 
benefit more accessible to qualifying customers, the Mayor tasked an Interdepartmental Team (“IDT”) to find ways to 
double program enrollment by the end of 2018. In August of last year, the IDT released a report – “Strengthening the Utility 
Discount Program” – that detailed recommendations to meet this target. The recommendations focused on three main 
areas: 

a) Recruitment and enrollment 
b) Customer retention 
c) Process improvement  

Since the start of the IDT work to double enrollments, the program is experiencing historic high numbers of households 
enrolled in UDP. Implementation of the recommendations is underway. An implementation team has oversight of the 
project and is staffed by members representing all departments involved in operating UDP.  

Current Status 
Current enrollment, as of the end of April 2015, is 17,593 – a historic high. The chart below depicts the rate of enrollment 
from 2014 to present. Based on a straight line projection, in order to reach the goal of 28,000 enrollments in UDP, we will 
need to enroll 2,800 net new households each year. 

 

 

 

 
 
 
 
 
 
 
 
 



 

2 
 

 
 
 
 
 
 
 
 

 
 

 
This map shows enrollment in UDP within the city.  
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Progress Toward 2018 Enrollment Goal 

Net New Enrollees Program Total Enrollees

 2014 Q1 2014 Q2 2014 Q3 2014 Q4 2015 Q1 TOTAL 

Targeted 
New 

Enrollment 
700 700 700 700 700 3500 

Net New 
Applications 
Processed 

1063 591 729 556 415 3354 

Program 
Total 

Enrollees 
15063 15654 16383 16939 17354 17354 
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Creating an Integrated Program Management Team 
The Interdepartmental Team functions as a program management team and is creating a process for continuous quality 
improvement of the service delivery process. 1 As a first step, the team is unifying metrics and reporting for the program so 
that there is consistency in communication regarding both improvement efforts and program outcomes. 

A second key aspect of program integration is the oversight of marketing and outreach efforts. For the first time, a unified 
calendar of events and campaigns is coordinated across all departments for better use of resources and improved customer 
communication. A few examples of targeted marketing and outreach are: 
 

 Personalized direct mail letters: 10,170 letters sent January through March 

 Bill inserts will be pushed this year. (March through April) 

 The SPU newsletter “At Your Service” spotlight of the UDP in January and May; SCL and SPU will have a total of six 

promotions through their respective newsletters. 

 A calendar of outreach events created by the collaborative team of SCL, SPU, and HSD is included in the appendix 

Recruitment and Enrollment 
Analysis and client feedback indicated a lack of available access and information regarding UDP, and frustration with the 
length of time from application to confirmation of enrollment because of the paperwork required to validate eligibility.  In 
October of last year, two new processes were implemented to address these concerns. First, affordable housing providers 
must determine income eligibility when qualifying a new tenant for a unit in their buildings. Because the income threshold 
is at or below requirements for enrollment in UDP, SCL entered into agreements with these providers to certify household 
income making enrollment in UDP virtually automatic. Initial results show 346 enrollments through this process.  

Second, a similar opportunity existed with customers enrolled in SPU’s Emergency Assistance Program (EAP). The IDT is 
pursuing enrollment for EAP customers as an automatic process. 

The work plan (Appendix II) shows additional work in progress to continue to improve the customer’s experience with 
program enrollment, and to continue to increase enrollment in the program.  

The table below shows referral sources (self-reported by UDP customers) of new enrollments in 2015.  
 

Referral Source (Jan – May 2015): 2015 Total 

Department of Social Health Services  38 

Energy Low Income Assistance  39 

Family or friends  329 

Library  8 

Low Income Heating and Energy Assistance Program  15 

Newsletter  57 

Newspaper  19 

Outreach Event  32 

Payment Center  190 

                                                        
1 IDT members are: Charles Kleeberg, SPU, Tracey Rowland, SPU; Kelly Enright, SCL; Sandra Perez, SCL; Mathew McCudden, SCL; Wendy Johnson, SCL; Gloria Hatcher-
Mays, HSD; Chaney Kilpatrick-Goodwill, HSD; Aurora Mendoza, SPU, and Natalie Gonzalez, HSD. The IDT is directed by a Steering Committee: Susan Sanchez, SPU; Phil 
West, SCL; Jason Johnson, HSD; Carlo Caldirola-Davis; MO. 
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Referral Source (Jan – May 2015): 2015 Total 

Project Share  27 

Public Health  19 

Seattle City Light Outreach  510 

Utility bill insert  1,239 

Washington Connection  15 

Website  129 

 
 
Customer Retention 
HSD changed policy to permit an enrolled participant in UDP to take their eligibility with them to their new residence when 
moving. As long as the move is not into subsidized housing, out of the utility service area, or in with another customer that 
effects eligibility, the client will not have to submit new enrollment documentation to qualify for the UDP rate. As a result of 
this policy change, 22% remained on the program without having to reapply, and data show an improvement trend in 
overall program retention. 
 
Process Improvement 
The analysis of the Interdepartmental Team clearly showed an opportunity for improvement in the process of delivering 

service to those who were recruited for enrollment, or who were in the process of enrollment in UDP. Staff was well 

trained, and processing work items at capacity, but areas in need of improvement were the amount of time required to 

process new enrollment applications, and overall cumbersome administrative practices that bogged down the effort. Three 

recommendations from the IDT have been implemented and as a result there is no backlog2 of applications for program 

enrollment. Processing time has been improved as demonstrated by the lack of a work backlog. The implementation of the 

new HSD database system – UAP3 --- has also automated functions that used to require manual intervention such as 

reminders for recertification. Notices for recertification have doubled the reminders to consumers and the UDP retention 

rate has improved in 2015. 

Challenges 
The team has run into challenges where changes to existing policy or process run up against legal constraints or need legal 

review. Due to capacity issues, the time to evaluate a change can cause delay in implementation. In some instances, the IDT 

is exploring the legal limits of what we are able to do to enroll low-income households. It is critical that the team partner 

with city legal staff to fully vet all changes prior to implementation.  

The IDT also is developing more complete metrics to assess the performance of marketing and outreach. Better data will 

allow us to better evaluate the impact of individual efforts. For example, the team is working to create a means of 

adequately gauging the efficacy of marketing campaigns. 

Although the team conducted focus groups and has assessed several recommendations utilizing the RSJI Toolkit, we don’t 

have a full picture of the customers we haven’t reached. Community outreach will be used to better understand how to 

reach qualifying customers who are not enrolled. 

Next Steps 
The path has been cleared to begin automatically enrolling subsidized housing units that do not receive federal utility 
assistance. Through agreements with Capitol Hill Housing, the first units will be enrolled in June of this year. The potential 
number of households available for enrollment through this process is as high as 6,000. 

The team has two methods of establishing an online application for enrollment in UDP: 

                                                        
2
 “Backlog” is defined in the Memorandum of Agreement signed by HSD, SCL, and SPU as: “Any application pending a departmental 

review in excess of timelines established in the customer service metric for that type of application (e.g. – new application awaiting first 
review for 21 business days or more is in backlog as it exceeds the service metric of 20 business days for first review).” 
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1) The Vehicle License Fee Rebate (VLF) program will be integrated in the HSD database system this summer. As part 
of this integration, a web application for VLF will be created that may be extended to UDP. This is currently being 
evaluated and the team should know by the end of June whether the UDP online application may be included. 

2) Seattle City Light is developing a new billing system that will provide online UDP applications. The program is 
scheduled to come on line in the fall of 2015. The expectation is that the UDP customers will benefit greatly by 
having this service available.  
 

With the launch of the VLF and the city supported distribution of Orca LIFT cards, a new integration of a spectrum of 
affordability programs will begin. The enrollment form for the license fee rebate will be the same as the enrollment for the 
UDP program. The goal is to refer potential clients between these two programs so enrollment is nearly simultaneous for 
consumers. HSD expects to conduct outreach to existing program participants to qualify them for the Orca LIFT card, and 
this also provides a point of contact to co-enroll or qualify participants for UDP. As of May 15, 2015, the HSD Utility 
Assistance Program team became the Community Affordability and Resiliency team and all three programs, plus oversight 
for the Seattle Financial Empowerment Center will reside with this team. 
 
The body of work completed by the IDT to date has resulted in an improved retention rate, and a net gain in enrollments 
well above historical levels. More detail on work in-progress and results to date are included in the appendices. 

 

APPENDICES 

In the following Appendices, the IDT response to a memorandum from the Seattle Public Utilities and Neighborhoods 
Committee is provided. 

I. Current state of the Utility Discount Program 
II. Strategies to increase enrollment in the program (IDT Work Plan) 
III. Tactics to increase program enrollment 
IV. Committee Inquiries: 

a. How are partnerships with community based organizations successful? 
b. What steps have been made to expand the network of the organizations and community groups that we 

partner with? 
c. Who are you targeting to enroll for each of the community groups?  
d. How are partnerships addressed with similar programs in city departments? 
e. How much, if at all, do we pay each partnering organization per year for supporting enrollment in the 

program? 
f. What are opportunities to grow the program? 
g. Which department is responsible for the execution of the direct media and public relations portion of the 

program? 
V. Copies of Targeted Direct Mail Pieces 

VI. HSD Administrative Costs 

 

APPENDIX I 

I. Current state of the Utility Discount Program (UDP) 

Current enrollment, as of the end of April 2015, is 17,593. 
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APPENDIX II 

II. Strategies to increase the enrollment of the program: 

RECRUITMENT/ENROLLMENT 

Recommendation Status Next Steps Timeline for Implementation 

Require only one month’s income 
information for enrollment vs three 
months 

Completed 
  

2/15 

Provide UDP information via the call 
center interactive voice response 
system (IVR) to promote program 
participation 

Completed 

  

3/14 

Housing provider Partnership Express 
Rate Application (ERA) 

Completed   6/14 

Enhanced direct-mail marketing 
campaign (25% increase in mailings 
over 2013) 

Completed 
 

  

Allowed customers participating in 
SPU’s EAP to be auto-enrolled in UDP 
(10/14) 

Completed   10/14 

Used RSJI filter to evaluate all policies, 
procedures, and marketing/outreach 
plans to more effectively reach target 
population 

Completed    

Marketing plan for 2014 that 
stimulates increase in enrollment 

Completed 
 

8/13 12/13 

Inter-departmental outreach 
team/calendar In process 

 Develop marketing plan annually 
 Expand Pass it On Employee Program 
 Create a UDP marketing brand 

---- 
2/15 
8/14 

Ongoing 
9/15 
TBD 
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Recommendation Status Next Steps Timeline for Implementation 

Integrate financial coaching through 
the Seattle Financial Empowerment 
Center to stabilize client personal 
economy 

In process 
 Update utility billing with code to track incentives 
 Notify all process participants of launch date 
 Launch and track 

5/15 
5/15 
1/15 

Conduct outreach into immigrant and 
refugee populations through the FEC 
and UDP groups for program 
enrollment 

In process 

 First wave funded by RSJI Change team 
 Second wave funded by SDOT for VLF and Orca LIFT with 

UDP 
 Third wave funded by utilities 

9/15 
12/15 
12/18 

Create an online application process 
Phase I: Web Application via UAP3 
Phase II: Entry through utility billing 
system (CCMB)customer portal 
modified to support (SCL Billing 
system) 

In process 

 Establish requirements for UAP3 
 Schedule update 
 Implement online application for UDP, VLF, and Orca LIFT 
 Implement Phase II with billing system release 

 
 

10/15 
6/16 

Auto-enroll subsidized housing units 
that do not receive federal utility 
assistance 

Pending legal 
review 

 Revision of program guidelines to include pilot 
 Sign MoA with Capitol Hill Housing 
 Auto-enroll property registration and opt-in agreements 
 Utilities to bunch code specific locations with UDP rate 
 Post enrollment verification 

5/15 

Establish audit procedures based on 
income verification change from 3 
months to one month 

In Process Post implementation 6 months, conduct audit Ongoing 

 

PROCESS IMPROVEMENT 

Recommendation Status Next Steps Timeline for Implementation 

Transfer administration of Project Share 
Completed 

 1/15 

Improved processing of customer 
enrollment and termination 
information with new HSD database 
system: UAP3 

Completed   6/14 

Create a single point of contact and a 
UDP brand In process 

 One name across all departments for program 
 Websites for all departments aligned with same information 
 Program logo developed 

12/18 
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Recommendation Status Next Steps Timeline for Implementation 

Align eligibility thresholds of utility 
assistance programs 

Pending legal 
review 

 Awaiting decision on modifications to eligibility  

Increase staffing to meet the demands 
of increased enrollment 

In process 
 Include addition of staffing requirements in budget issue 

paper for 2015 budget add 
2/15 

Include UDP benefit on monthly bill 
statement 

In process  New billing system ‘go live’ 10/15 

Streamline eligibility determination 
process by using qualification from 
other benefit programs to validate 
eligibility for UDP 

In process 

 Explore with legal team 
 Develop options for legal review 
 Determine implementation strategy 
 Launch new process for eligibility  

8/16 

Make UDP discount rate uniform (SCL 
move to 50% versus 60%) 

On hold 
  

 

CUSTOMER RETENTION 

Recommendation Status Next Steps Timeline for Implementation 

Extend recertification timeline from 18 
months to two years for non-seniors 

Completed 
 

6/14 

Allowed customers to keep UDP when 
they move 

Completed  
6/14 

 
Additional retention intervention: 
HSD has modified their database system – UAP3—to support retention efforts by creating an automated reminder system that utilizes robo-calls, email, and post 
cards to remind UDP participants that it is time to submit for recertification. 
 
 



 

 

APPENDIX III 

Tactics to increase the enrollment of the program 

Community Partners 
Table 2: New Enrollments in UDP from Community Partners 

Organizational/Community Partners 
’14 
Q1 

’14 
Q2 

’14 
Q3 

’14 
Q4 

’15 
Q1 

’15 
Q2 

TTL New 
from 
Community 
Partners 

Chinese Information Service Center 31 30 18 19 31 14 143 

Muslim Housing   7 11 15 7 40 

Seattle and King County Public Health NA NA 7 4 11 8 30 

Housing Partners: 
Artspace 
Bellwether Housing 
Capitol Hill Housing 
Catholic Housing Services 
Compass Housing Alliance 
King County Housing Authority 
Low Income Housing Institute 
Plymouth Housing 
Senior Housing Assistance Group (SHAG) 
Solid Ground Housing 
Southeast Effective Development 
YWCA 

0 77 114 48 107  346 

Schools       67 

 

APPENDIX IV 

How are partnerships with community based organizations successful? 

 Partnership success is measured by reaching those targeted in historically underserved communities. 
  We establish a two-way dialogue: what works and what does not work in partnering to achieve program and 

organizational goals 
 Partnership can inform how we conduct outreach in communities. 
 Partnerships with organizations that share goals with UDP 
 They are successful when they use the expertise of the community based organization to outreach to their 

constituents 
 Relationships formed through partnership builds cultural competency of city staff.  

 They are successful when on-site assistance and support for developing organizational capacity are provided in 
the context of the partnership 

 They are successful when partnerships include two-way community engagement, which can be used by city 
departments to develop programs in a way that meet community needs and that help to build trust between 
government and community. 

What steps have been made to expand the network of the organizations and community groups that we partner 
with? 

HSD received a grant from the HSD RSJI Change team to offer incentives to community based organizations to conduct 
outreach and offer enrollment to the UDP program. The groups that contracted for this work are listed below: 

-Filipino Community of Seattle (FCS) 
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-Horn Of Africa Service (HOA) 
-Refugee Women’s Alliance (ReWA) 

Each of these organizations has the capacity to recruit and enroll potential participants in the UDP. For each completed 

enrollment, the agency receives a payment of $40.00. Thirty applications have been submitted and 13 have been 
enrolled in UDP. 
 
We have also designed an integration strategy for the UDP and the Seattle Financial Empowerment Center, offering 
incentives for customers to work with a financial coach to stabilize their finances, while offering enrollment on site at 
the FEC. This provides an opportunity to cross-refer between programs, and make accessibility to programs supported 
out of the HSD UDP team accessible in the community. 
Who are you targeting to enroll for each of the community groups?  

There will be impacts on all Seattle neighborhoods with a targeted focus on traditionally hard to reach areas. 

How are partnerships addressed with similar programs in city departments? 

 ELIA (City Light) refers eligible customers to HSD for UDP  enrollment 
 Project Share (City Light) refers all eligible program participants to HSD for UDP enrollment 
 City Light conservation specialist refers customers to the Office of Housing for possible weatherization work and 

SPU for low flow toilet installation 
 Fresh Bucks program; distributed UDP collateral at Seattle area Farmers Markets.  SCL provided cross promotion of 

program with UDP applications and in UDP e-newsletters. 
 King County Office of License Senior Tax Exemption program partners with SCL and HSD in cross promotional 

projects.  
 Vehicle License Fee Rebate program, Orca LIFT are funded by SDOT and will share a common application for 

enrollment across all three programs. Eligibility requirements are also being aligned across all three programs 
which is a best practice started within this IDT. 

 Promotions of programs which benefit our target population are a part of planning, staff meetings, and outreach 
efforts. Two examples are the SPU Auto Leaks Program, SPU Transfer Station Voucher Program. 

 Leverage opportunities for communicating other city initiatives and programs. 
 

How much, if at all, do we pay each partnering organization per year for supporting enrollment in the program? 

The HSD RSJI Change Team grant provides a method of paying community based organizations which contract with HSD 
to receive a payment for each completed application for UDP. 

We do not make annual payments for program enrollments to any community based organization at this time. 

What are opportunities to grow the program? 
 

 Expand eligibility options. 
 Continue to improve tracking, data management and analysis tools and skills. 

 
 
Outreach Efforts 
 
Table 3 below provides a snapshot of UDP community field work where an effort has been made to reach eligible 
customers. An attachment(1) to the briefing memorandum is a full slate of outreach activities for 2014 to 2015 compiled 
by SCL. 
 
The Outreach and Marketing Plan is provided as an attachment (2) to this briefing memorandum. 
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Targeted Direct Mail 
What efforts have been made to use direct mail and mass media to increase enrollment; what are mass media/direct 
mail plans going forward? 
 
Targeted Direct Mail and Marketing Activities: 

 Personalized direct mail  letters;  10,170 letters sent January through March 

 Bill inserts (March through April) 

 SPU “At Your Service”  UDP included in January and May 

 Outbound calls (apx.600) 

o Follow up on direct mail letters and LIHEAP participants 

 Seattle City Light Facebook campaign launched in April 2015  

o 66, 294 people reached since April 1, 2015 

o 1660 clicks through to the website – 115 clicks on the ‘get started’ button on the page 

o 149 post likes 

o 54 post shares 

o 11 SCL Facebook page likes 

o SPU and HSD also have UDP Facebook content 

 Developed general low-income program rack card  

Targeted Outreach Activities/Events 

 Housing Partnership Program 
o Signed up new housing provider partnership ( Senior Housing Assistance Group SHAG) 

o Goal is 6 new housing partners in 2015 

o Developed new auto-enroll pilot  

 Enrollment events; 29 events including but not limited to: 

o Sign-up events at affordable housing provider partner buildings 

o Lunar parade 

o Neighborhood Service Payment Centers 

o SHA Section 8 sign-up at Central Library 

o El Centro de la Raza Cinco de Mayo celebration 

 SPU Call Center launched referral contest – 423 referrals to UDP to date (May, 2015) 

 School campaign: Distributed sandwich boxes to kindergarten enrollees and head start programs (1,200 boxes) 

 Bi-monthly e-news updates to stakeholders 

Plan for remainder of the year: 
Targeted Direct Mail and Marketing    Targeted Outreach Activities/ Events 

 Direct mail letters; continue personalized letters  

15,000 from May through December 

 Fall Bill inserts (September  through  October) 

 Design/print rack card for UDP with eligibility 

requirements 

 Implement reciprocal marketing efforts with other 

low-income programs 

 Goodwill to include bill inserts with all retail 

receipts 

 Launch Pass it on campaign in September 2015 to 

all city employees 

 RSJI Outreach initiative 

 UDP Summit 

 Implement auto-enroll housing pilot 

 FEC Partnership 

 Faith community outreach 

 Include UDP collateral in affordable housing 

leasing packets 
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Which department is responsible for the execution of the direct media and public relations portion of the program? 
 
While each organization in the collaborative plays a role in the execution of the direct media and public relations portion 
of the program, the largest budget for implementation resides with SCL. 

What is the budget for the direct mail and communications campaign?   

Projected SCL marketing and outreach budget is: $261,499.  

 

Please provide examples of direct mail pieces. 

 

 

 

 

  

Bill Insert  
Mailed to all City Light customers 
two times per year.   
Estimated 350,000 households. 
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Rack Card 
Seattle City Light rack card features all energy 
assistance programs available with special 
focus on UDP. 
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Targeted direct mail letter 
 Affordable housing residents 

 Senior property tax credit recipients 

 Buildings with 25% or more units enrolled in UDP 
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Seattle Public Utilities Newsletter ‘At Your Service’ includes reminder of the UDP availability for eligible consumers. 

 

 
 
 
 
 
 

Appendix VI: HSD Administrative Costs 

   
 

   2015  Budget (estimated) 

Utility Discount Program SPU SCL Total 

UDP Program 2015 Projected Total $651,279  $839,061  $1,490,340  

  

  

  

VLF Rebate and Orca Lift HSD Administration Costs 
  

$278,000  

  

  

  

Total HSD Administration     $1,768,340  

 


