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HOW TO SUCCESSFULLY 
IMPLEMENT A LOW-

INCOME RATE AND WHY 



Program planning 
Program design 
Program delivery 
Program evaluation 
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THE FOUR PHASES OF A LOW-INCOME 
AFFORDABILITY PROGRAM 



1--Program Objectives: This section 
articulates what the PSCo seeks to 
accomplish. The program objectives are 
established independently of the specific 
program design. They represent the 
raison d’ētre for the Company’s low-
income interventions. 
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PHASE 1: PROGRAM PLANNING 



2--Program Design: This section 
articulates the activities that PSCo will 
pursue in its effort to achieve the 
program objectives. Implementation of 
these activities is not an end unto itself. 
Instead, the program design is the 
means to the end, the mechanism 
through which program objectives might 
be achieved. 
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PHASE 1: PROGRAM PLANNING 



Part 3--Program Evaluation: This 
section articulates how PSCo intends 
to measure the PEAP’s 
accomplishments. The program 
evaluation will identify and measure 
program outcomes.  
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PHASE 1: PROGRAM PLANNING 



Part 4--Program Policy Evaluation: This 
section identifies how PSCo intends to 
assess the policy significance of the 
PEAP outcomes. It articulates those 
circumstances under which the 
Company will consider the program to 
be “successful”or “not successful.” 
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PHASE 1: PROGRAM PLANNING 



Rate affordability: addressing the current bill 
Arrearage forgiveness: addressing the pre-

existing debt 
Crisis intervention: recognizing the fragility of 

income 
Energy efficiency: long-term solution / short-

term cost control 
Eliminating the “noise” (e.g., late payment 

charges) 
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PHASE 2: PROGRAM DESIGN 



Scope (utility / statewide) 
Outreach 
Intake / income verification 
Benefit determination 
Benefit design 
Nonpayment response 
Integration with public assistance 
Integration with retail “shopping” 
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PHASE 3: PROGRAM DELIVERY 



 “Cost-effective” vs. “cost-benefit” 
 Evaluation perspective 
 Company 
 Customer 
 Community 

Metrics to use 
 Timely 
 Regular 
 Complete 
 Unsolicited 

What’s the story / what’s the pattern 
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PHASE 4: PROGRAM EVALUATION 



“The country needs and, unless I mistake 
its temper, the country demands bold, 
persistent, experimentation. It is common 
sense to take a method and try it. If it 
fails, admit it frankly and try another. But 
above all, try something.” 

– Theodore Roosevelt 
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FOR MORE INFORMATION: 



                                
  

Do activity  How                 
                        

    Why  Produce output  How       
                        
                                
                Why  Generate outcome   
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APPENDIX 1: FSC’S “HOW-WHY MATRIX” 



 C o l t o n  ( 1 9 9 8 ) .  T h e  R e l a t i o n s h i p  B e t we e n  G o a l s ,  O b j e c t i ve s ,  S t r a t e g i e s  a n d  T a c t i c s  i n  P r o g r a m  P l a n n i n g  
 C o l t o n  ( 2 0 0 1 ) .   I n t e g r a t i n g  G o ve r n m e n t - F u n d e d  a n d  R a t e p a ye r - F u n d e d  L o w- I n c o m e  E n e r g y A s s i s t a n c e  

P r o g r a m s ,  p r e p a r e d  f o r  U . S .  D e p a r t m e n t  o f  H e a l t h  a n d  H u m a n  S e r v i c e s  ( H H S )  a n d  O a k  R i d g e  N a t i o n a l  
L a b o r a t o r y .  

 C o l t o n  ( 2 0 0 1 ) .  S t r u c t u r i n g  L o w- i n c o m e  A f f o r d a b i l i t y  P r o g r a m s  F u n d e d  t h r o u g h  S ys t e m  B e n e f i t s  C h a r g e s :  
A  C a s e  S t u d y f r o m  N e w H a m p s h i r e ,  p r e p a r e d  f o r  O a k  R i d g e  N a t i o n a l  L a b o r a t o r y .  

 C o l t o n  ( 2 0 0 3 ) .   M e a s u r i n g  t h e  O u t c o m e s  o f  H o m e  E n e r g y A s s i s t a n c e  t h r o u g h  a  H o m e  E n e r g y I n s e c u r i t y  
S c a l e ,  p r e p a r e d  f o r  t h e  U . S .  D e p a r t m e n t  o f  H e a l t h  a n d  H u m a n  S e r v i c e s ,  A d m i n i s t r a t i o n  f o r  C h i l d r e n  a n d  
F a m i l i e s .  

 C o l t o n  ( 2 0 0 7 ) .  B e s t  P r a c t i c e s :  L o w- I n c o m e  A f f o r d a b i l i t y  P r o g r a m s ,  A r t i c u l a t i n g  a n d  A p p l y i n g  R a t i n g  
C r i t e r i a ,  p r e p a r e d  f o r  H yd r o - Q u e b e c .  

 C o l t o n  ( 2 0 0 8 ) .  I n ve r t e d  B l o c k  T a r i f f s  a n d  U n i ve r s a l  L i f e l i n e  R a t e s :  T h e i r  U s e  a n d  U s a b i l i t y  i n  D e l i v e r i n g  
L o w- I n c o m e  E l e c t r i c  R a t e  R e l i e f ,  p r e p a r e d  f o r  H yd r o - Q u e b e c .    

 ( 2 0 0 9 ) .  P u b l i c  S e r v i c e  C o m p a n y o f  C o l o r a d o  P i l o t  E n e r g y A s s i s t a n c e  P r o g r a m  ( “ P E A P ” )  P r e -
I m p l e m e n t a t i o n  R e p o r t  

 C o l t o n  ( 2 0 1 0 ) .   H o m e  E n e r g y A f f o r d a b i l i t y  i n  M a n i t o b a :  A  L o w- I n c o m e  A f f o r d a b i l i t y  P r o g r a m  f o r  
M a n i t o b a  H yd r o ,  p r e p a r e d  f o r  R e s o u r c e  C o n s e r va t i o n  o f  M a n i t o b a ,  W i n n i p e g  ( M A N ) .  

 C o l t o n  ( 2 0 1 1 ) .  H o m e  E n e r g y A f f o r d a b i l i t y  i n  I d a h o :  L o w- I n c o m e  E n e r g y A f f o r d a b i l i t y  N e e d s  a n d  
R e s o u r c e s ,  p r e p a r e d  f o r  C o m m u n i t y  A c t i o n  P a r t n e r s h i p  o f  I d a h o  ( B o i s e ,  I D ) .  

  C o l t o n  ( 2 0 1 2 ) .   A t t r i b u t e s  o f  M a s s a c h u s e t t s  G a s / E l e c t r i c  A r r e a r a g e  M a n a g e m e n t  P r o g r a m s  ( A M P S ) :  
2 0 1 1  P r o g r a m  Ye a r ,  p r e p a r e d  f o r  F i s h e r ,  S h e e h a n  &  C o l t o n ,  P u b l i c  F i n a n c e  a n d  G e n e r a l  E c o n o m i c s ,  
B e l m o n t  ( M A ) .   

 C o l t o n  ( 2 0 1 2 ) .  P u b l i c  S e r v i c e  C o m p a n y o f  C o l o r a d o ’ s  ( P S C o )  P i l o t  E n e r g y A s s i s t a n c e  P r o g r a m  ( P E A P )  
a n d  E l e c t r i c  A s s i s t a n c e  P r o g r a m  ( E A P )  2 0 1 1  F i n a l  E va l u a t i o n  R e p o r t ,  p r e p a r e d  f o r  X c e l  E n e r g y ( D e n ve r  
C O ) .  

 C o l t o n  ( 2 0 1 5 ) .   W a t e r  A f f o r d a b i l i t y  i n  P h i l a d e l p h i a :  C o m p a r i n g  t h e  T i e r e d  D i s c o u n t  a n d  P e r c e n t a g e  o f  
I n c o m e - B a s e d  B i l l  A f f o r d a b i l i t y  P r o p o s a l s ,  p r e p a r e d  f o r  P h i l a d e l p h i a  P u b l i c  A d vo c a t e .  
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APPENDIX 2:  
RESOURCES (CONTAINED ON CD-ROM) 
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