


data will be shared at the beginning of each meeting to keep everyone updated. Charlee 
congratulated the team on the progress, noting the increase from 22% in February. 
Daniel acknowledged this improvement and expressed optimism about reaching close 
to 30% by the end of June. 

 
• LIHEAP Calculation Updates: Shaylee Stokes provided an update on the potential changes to the 

LIHEAP calculation, mentioning that no specific guidance is available yet, but she discussed the 
topic with Brian from the Washington State Department of Commerce and any changes would 
be recommended for the following season starting October 1st. Shaylee plans to have another 
conversation with agencies in July to finalize the details and requested to have the topic on the 
July Cares Advisory Group agenda for further discussion. 

• Credit Collections Processes: Teri Sovak presented Cascade's credit and collections processes, 
explaining the three-path programming that determines the risk level of accounts and the 
various communication methods used to reach customers. The goal is to prevent disconnection 
and encourage payment arrangements. 

o Three-Path Programming: The three-path programming paths include low risk, medium 
risk, and high risk, each with different communication methods to reach customers and 
encourage resolution of the amount due. 

o Communication Methods: Teri detailed the various communication methods used to 
reach customers, including automated calls, reminder emails, friendly reminder letters, 
and disconnection notices. The goal is to prevent disconnection and encourage 
customers to make payment arrangements. 

o Risk Assessment: The risk assessment for accounts is based on factors such as the age of 
the debt, the number of days since the last payment, the amount of the last payment, 
and days in service at the premise. This assessment helps determine the appropriate 
path for each account. 

o Feedback: Shaylee Stokes appreciated the three-path programming and noted that it 
reduces the likelihood of cycling customers into crisis repeatedly. She highlighted the 
importance of not storing behavior scores, which differentiates Cascade from other 
utilities. 

o Disconnection Process: Teri described the disconnection process for high-risk accounts, 
including the steps taken before disconnection, such as automated calls, disconnection 
notices, urgent notices, and personal agent-led outbound calls. The process aims to 
provide multiple opportunities for customers to avoid disconnection. 

o Automated Message Improvement: Shay suggested revising the automated 
disconnection message to include references to affordability programs and discounts to 
encourage customers to explore assistance options. 

o Disconnection Trends and Follow-Up: Shaylee Stokes requested a follow-up 
conversation to review disconnection trends, including demographic characteristics, 
geographic trends, and multiple disconnections. She emphasized the importance of 
understanding these trends to improve the process and reduce disconnections. Dan 
suggested working with Hassan Shaban from Empower Dataworks to include this type of 
information in the  updated energy burden assessment that should be completed by the 
end of the year. to include disconnect data and trends. 
 

• Open Discussion: Dan opened the floor for open discussion, but no additional topics or 
questions were raised. He emphasized the company's goal to keep customers connected to their 
natural gas service and thanked everyone for their participation. 



Follow-up tasks: 
• LIHEAP Calculation Update: Schedule a meeting with Brian Sarensen of Commerce and the 

agencies to discuss potential changes to the LIHEAP calculation for the October 1st program 
year. (Shaylee Stokes) 

• LIHEAP Calculation Update: Move the discussion on LIHEAP calculation changes to the July 
CARES agenda. (Shannon) 

• Disconnection Practices Review: Schedule a follow-up meeting to review disconnection data, 
including trends, multiple disconnections, and demographic characteristics of disconnected 
customers. (Teri, Dan) 

 


