The Challenge

« Maintaining expenses on a fixed income or with low income of the working poor
* Income challenges may result in inconsistent payments or no payments
« Consistently in threat of disconnection
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Good Candidates

Requirements

Budget Billing and Missed Payments
Keeping Cool

Best Practices and Success Stories

N/
7 Ameren

AMEREN MISSOURI MISSOURI

CUSTOMER EXPERIENCE
Attitude. Accountability. Results.



What is Keeping Current?

Keeping Current is an energy-assistance program that helps make paying
your Ameren Missouri energy bill more affordable, while maintaining a budget.

*  Provides consistent monthly
payments

 Makes payments more affordable
«  Encourages on-time payments

« Eliminates arrearages
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Who can Participate in Keeping Current?

« Residential customers recommended by
a participating Keeping Current agency

 Ameren Missouri Electric Customers
(gas only customers aren't eligible)

e Customers with income 150% or less of
the Federal Poverty Level

N/
7 Ameren

AMEREN MISSOURI MISSOURI

CUSTOMER EXPERIENCE
Attitude. Accountability. Results 4




How does Keeping Current work?

Customers make an initial payment of 1/12t of
total unpaid account balance.

— Diversion Charges and Returned Check
Charges must be paid before a customer can
enroll in Keeping Current

« Customers are placed on Budget Billing

* Ameren Missouri will provide a monthly bill credit
of $35 to $90 for 24 months.

 The customer’s past due amount is eliminated
over a 12 month period
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Sample Keeping Current Account

Customers will receive a letter confirming:
Their enrollment in the Keeping Current Program

Budget Billing amount

Monthly credit amount applied to Budget Billing amount

Monthly credit amount that will eliminate the past due over

the remaining 11 months

Balance due S 1200.00
Initial down payment (1/12th) S 100.00
Budget Bill Amount S 301.00
Monthly Keeping Current Credit S 90.00
Customer’s monthly payment S 211.00
Monthly Arrearage forgiveness amount S 100.00

AMEREN MISSOURI
CUSTOMER EXPERIENCE

Attitude. Accountability. Results

W 4.

(\\

N/
7 Ameren

MISSOURI
6




Good Candidates for Keeping Current

« Customers with challenged
payment history

« Customers with high arrearages

e Customers with fixed or low
Income
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What are the requirements for Keeping Current

Agencies are required to recommend that customers:

v" Apply for LIHEAP
v Apply for the Missouri Low Income Home Weatherization Program.

Customers are required to:

v' Maintain on-time payments of the balance due each month
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Keeping Current and Budget Billing

Customers are encouraged to review their usage, budget ahead and budget
behind amount.

Budget Billing
Example M Actual Bil
@ Budget Bill*
Dollars
200

150

100

~Jan Feb Mar Apr May Jum Jul Aug Sep Oct Now Dec

The budget billing amount is reviewed every 12 months
for customers on Keeping Current S’L’.
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= ] S00552 THER
SO0 ® PO Box 062 St Louks, M0 631 T8-0352 mmx&ﬁi
AMOUNTDUE  $47.00
Electric Charge - Rasidential $111.32
Fuel Adustment Charge $31.56
Enargy Efficincy Investment Charge 34,92 Due Date: 09/25/2015
Enargy Efficiancy mvastment Cradit 4492 Account Number 1539603363
Janmngs Municipal Charge $0.71 Sarvica Addrass 5706 WILBORN.OR APT C
Current Charge §12459 Previous Bl $47.00
Budget Bill Adustmant 417.58 Last Payment - 09/042015  $47.00
Bud get Bill Amoumt 107.00
erutnmt_wﬁ .mm Your Bt Biling balance it behind 4 114,87 after paying this kil
Thie aczual ki o it Dot e
Amount Due $47.00 b popruchal e s e
Electric Service from DB/12/2015- 0913/2015 32 Days Kesing Coment Arrearage Reduction Cradit paid to date $2.538.30.
Wil Carmil Pradas Cusanl Remdog Remainng balance i $253 90 cedited in 1 mztaliments. E
Nmbsr  Redhg  Aeatig e Tym g
@ s oesess 044820 848 Wh Heted B
Eloctric Usage History :
Your edectnic ensngy uzaps this year was E i
: shout the sme 2= last year E "
jooe 2014 8730kWN BB
i _. . BE E
T r o
Sm et g
Ndirigc Mt 7 Tiompnir i L g o S S for TO0 48 TN
What Would You Do With Extra Cash?
EMERGY STAR® certified heat pump water heaters can save the average household 243
almost £300 per year compared to a standard electric water heater. Investin an ;-,_:—:1;'
EMERGY STAR certified heat pump water heater now and we'll give you $500 cash back. )
Visit AmerenMissouri.comfwaterheater to start saving.
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Late or Missed Payments?

 Customers must pay the amount due  _
on time each month. % |

* On-time = payment by the due date

* Missing two payments or being late
puts the customer at risk of being
eliminated from the program.

N/
7 Ameren

AMEREN MISSOURI MISSOURI

CUSTOMER EXPERIENCE
Attitude. Accountability. Results. 11



First Late or Missed Payment?

If a customer pays late or misses payment

» The customer must pay the past due amount $301.00 (budget) - $90.00
(bill credit) = $211.00

» The customer must also pay the next month’s bill (5211.00)

> Total owed to bring you current = $422.00 + late fees will be assessed. If
this amount is paid in full then the customer will remain in the program.

» $211.00

» $211.00

» The monthly arrearage forgiveness gets delayed
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Late or Missed Payment?

If a customer pays late or misses payment a 2" time :

>

>
>

The customer must pay the past due amount of $211.00 (bill amount) +
$90.00 (bill credit) = $301.00

The customer must also pay the next month’s bill (5211.00)

Total owed to bring you current = $512.00 + late fees will be assessed, if
customer pays this amount in full before the due date then the
customer will remain in the program.

If customer does not pay $512.00 before the due date then the
customer is removed from the program, two consecutive late payments.

> $211.00
> S 90.00

> $211.00
The monthly arrearage forgiveness gets delayed N
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Two Consecutive Late or Missed Payments?

» Customers will be removed from
the program

» The remaining unpaid arrearage
becomes due

» Customers cannot rejoin the
Keeping Current program for one

year.
» Agencies can advocate for 1
customers to be placed back on the f
program
.
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Keeping Cool

* Provides up to 3 credits of $25 during
the summer for two summers

e Customers must be 150% or less of the
Federal Poverty Level

* Target audience - Seniors, Disabled,
Chronically Ill (per doctor’s letter) or
households with children 5 years or
younger
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Questions?
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Best Practices- People’s Community Action Corporation

» ldentify best candidates for Keeping Current enroliment

« Explain guidelines for participation in program/give printed handouts
about guidelines (visual)

« Talk to clients about their payment history (good or bad)

» Ask for permission to enroll based on information given

* Follow up with clients with missed payment reports (email to agency)
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Best Practices- People’s Community Action Corporation

* Follow up with clients with missed payment reports (email to agency)
« Work with Ameren about clients accounts
« Suggest enrollment in Direct Pay and Email and Text Alerts
« Strong focus on seniors:
« Partner with SLAAA to identify seniors to target for the program
« Offer program to seniors in homes and apartments
« Offered Savings Innovations Program and referred to WX program
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Pitfalls and Challenges

« Budget settlement at the end of arrears period (behind or
ahead)

* Information overload
« Funds are not always available (re-enrollment)

« More education on the importance of making monthly budget
payments in the program

« Payments are too literal ($1 short can add to defaulting)

» Ability to case manage customers depends upon funding
and resources
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Success Stories

v" Local senior manages monthly bills better
because of KC

v Single mom on KC only receives $733 a month
from SSI, but is able to save $12.50 per month
($50 in 4 months) for emergencies and
participates in savings match program.

v’ Father completed arrears and wants to re-enroll.
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