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Cyber-Charity 
Making the shift from snail mail to online customer donations. 
 

National Energy and Utility Affordability Conference 

June 26-28, 2018 
 

SessioŶ ϰD: ͞Utility Support of Low IŶĐoŵe AgeŶĐies͟ 

 
 

David Conn 

Energy Assistance Program Manager 
David.Conn@bge.com 
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The Players 

BGE 
 

BGE, headquartered in Baltimore, is 

MarylaŶd’s largest Ŷatural gas aŶd 
eleĐtriĐ utility.  BGE’s ŵore thaŶ ϯ,Ϯ00 
employees deliver power to more than 

1.25 million electric customers and 

more than 650,000 natural gas 

customers in central Maryland.  
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The Players 

Fuel Fund of Maryland 
 

The Fuel Fund of Maryland provides resources 

to vulnerable Maryland families for heat and 

home utility needs. Last year the Fuel Fund 

assisted more than 7,000 households in the 

Baltimore region. The Fuel Fund was 

incorporated in 1981 as the Fuel Fund of 

Central Maryland, following the nation's first 

energy crisis during the late 1970s when an 

oil embargo squeezed supply, and energy 

prices soared. 
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The Problem 

• The primary means of soliciting BGE customer 
donations to the Fuel Fund of Maryland has been 
the annual envelope campaign: 

– Postage-paid envelopes inserted in BGE bills in December 
and January each year 

 

• For various reasons, that campaign has declined in 
recent years: 

– Aggregate loss of $4.5 million in donations between 2005 
and 2014. 

– Total loss of ~$13.5 million in bill payments in the same 
period, with customer and BGE payments/credits. 
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Envelope Campaign historical results 
The decade-loŶg deĐliŶe iŶ total giǀiŶg through the EŶǀelope CaŵpaigŶ… 

9471 
9208 

8279 8469 8526 

6358 
6733 

5886 

4757 4976 

4324 
3844 

4190 

0

1,000

2,000

3,000

4,000

5,000

6,000

7,000

8,000

9,000

10,000

$0

$50,000

$100,000

$150,000

$200,000

$250,000

$300,000

$350,000

Donations

Donors

      Included a $25,000 gift from one donor. 
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….has ĐorrespoŶded to a deĐliŶe iŶ Ŷeǁ or first-time donors to the Fuel Fund: 

Envelope Campaign historical results 
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OďtaiŶiŶg Ŷew doŶors is key to the Fuel FuŶd’s future suĐĐess: 
— Fuel Fund has strong donor retention: 64% overall; 82% after the third gift 

— Each new BGE customer donor contributes a lifetime total of $281 
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Clues to a solution: 

• IŶĐrease iŶ BGE Đustoŵer ͞e-ďilliŶg͟ 

– About 21% of BGE customers do not receive a hard copy bill 

today. 

• About 352,000 BGE customers pay online at bge.com.  

– Based on the 2014 envelope campaign return rate of 0.47%, 

this option could acquire about 1,650 new on-line donors. 

• Fuel Fund calculates that each donor contributes $281 

over a lifetime 

– At 1,650 new donors that could raise $464,000 in 

contributions. 
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The Details 

Requirements: 

• BGE must be able to track all donations for auditing purposes; 

• Customers should be able to donate any amount they choose (up to 

$1,000); 

• Customers must be logged in to their account in bge.com so they 

do not have to submit personal and payment information; 

• The doŶatioŶ should Ŷot appear oŶ a Đustoŵer’s aĐĐouŶt as aŶ 
excess credit or as an item owed showing on the bill; 

• A bill message should acknowledge the donation in the month it is 

paid; 

• The program must be able to provide Fuel Fund with donor 

information, for tax acknowledgement purposes. 
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Results 
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͞A/B TestiŶg͟ (assigned randomly by account number) 
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Issues: ͞I’ŵ tired of seeiŶg this!͟ 
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Issues: ͞Oops, I doŶated ŵǇ ďill aŵouŶt.͟  
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What’s Ŷeǆt? 

• Settle on one of the four test options 

• Fuel Fund would like customer emails 

– Looking into adding opt-out feature 

• ͞CheĐk this ďoǆ if Ǉou do Ŷot ǁaŶt to share Ǉour eŵail 
ǁith Fuel FuŶd.͟  

 

Questions? 


