
ABOUT THIS PERSONA

• Notify customers who fall behind certain threshold  
 amounts and offer plenty of resources and time to  
 prevent shutoffs. Provide clear and easy-to-understand  
 instructions.

• Streamline application process by coordinating with  
 agencies and other programs. Try to funnel new   
 applicants through online application and use existing  
 data to pre�ll and reach out to applicants via phone to  
 obtain what is missing.

• Provide updates to applicants in a push format, based on  
 customer preference (text/email, letter, phone).
• Provide updates on when assistance will start and how  
 recipient will know it has started. Also offer channel to  
 check status online or receive a text. 

• If an applicant is close to being shutoff but bene�ts haven’t kicked in yet, delay the  
 shutoff for those who have an application in good standing.

Effective
Actions or
Opportunities

Sa
tis

fa
ct
io
n

Fr
us
tr
at
io
n

I received approval right 
when all my documents 
were submitted, it even 
listed how much and when 
my ben�ts would start!

Relief

Will see bene�ts 
on my next bill, 
we should be set.

Resilient
I was able to apply for 
multiple programs and 
submit documents online, 
it was really quick. I hope 
the help kicks in soon.
Satis�ed

I need to submit more 
stuff about my kids in 
my online application.
Uncertain

The Inexperienced Low-Income
Energy Assistance Applicants

Navigating the system for the �rst time

PERSONA’S GOALS
• Make sure I get help quickly so my  
 power won’t be cut.
• Undertand how the process works. 

Shutoff notice mailed with 
minimal information on 
programs. 

A tiggering event such 
as a loss of an income 
or illness. 

Complicated online process for 
�rst time applicants, in-person 
appointment needed.

Miscommunication— 
items lost in mail or 
confusion on requirements.

No information about bene�t 
details or delays relayed to the 
customer.

Letter of approval mailed, 
but with no details on 
amount or timeframe.

Bene�ts applied to 
my bill.

Bene�ts stop unexpectedly, unclear why.Ineffective
Actions

Emotions

       How am I going to get the money to pay this? 
When you get a shut off notice or anything that type 
of nature, the �rst thing in your mind is like, oh my 
God, what am I going to do?

“

Map Guide I was noti�ed that bene�ts 
would be ending soon, and 
received a list of other 
assistance programs. This 
worked well, and hopefully I 
won’t need help next winter. 

Con�dent

I thought this would last 
much longer—what do 
I do now? I am still 
struggling with bills.

Concerned

Phases

Steps

Gaining AccessGoing Through the ProcessFinding Help Program is Active

Triggering Event Becoming Aware Application Waiting for approval Approval Waiting for bene�ts to start Receiving bene�ts Current year’s bene�ts end Seek additional help
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Usage History

Triggering Event

Key Insights

First time program user. May have been eligible at an earlier date, but was unaware 
that they quali�ed.   

Loss of income, illness, death puts an unexpected strain on �nances. Some �rst time 
applicants may have been eligible for many years and were unaware that they 
quali�ed for the program. 

Struggles with the application process and has confusion about all of the documents 
required to obtain approval. Does little research and learns as-they-go.

I don’t know how we would 
have made it through without 
this assistance. Are there more 
programs that I qualify for?

Strained

I don't know how we 
would have made it 
through without this 
assistance. Are there 
more programs that I 
qualify for?

Strained

I’m happy to know we 
will receive help but I’m 
confused about when 
my bene�ts kick in?
Uncertain

It looks like I am eligible 
for assistance, this would 
be really helpful!
Con�dent

I have never been 
without electricity, I’ve 
asked my utility and 
my family for ideas. 
How will we stay warm? 
Anxious

I am falling behind 
on my bills due to a 
sudden change in my 
�nancial situation. 
Anxious

I am falling behind 
on my bills due to a 
sudden change in my 
�nancial situation. 
Anxious

Participating Utilities 

Moment of Truth—An activity 
that has a disproportionate impact 
on the customer’s perception of 
the experience.

Friction Point—An activity that 
provokes negative emotions or 
an exit from journey.

Journey Touchpoint

Waiting for Update

Complication

BGE

Citizens Energy Group

FirstEnergy (no space)

National Grid

PECO

This assistance is so 
helpful, especially in this 
dif�cult time for me and 
my family. 

Grateful

I tried to apply online but got an 
error message, Now I’m expected 
to go in-person. I can’t take off 
work, this is inconvenient.
Frustrated

I had my appointment, 
everyone was kind and 
I never felt judged. 
Hopeful

I had to mail in extra materials 
that I didn’t know to bring with 
me in-person. Why is this so 
complicated? Our power will 
be cut in 3 days!
Panic

I‘ve been calling my utility 
every day. They delayed the 
shutoff but can’t tell me 
when bene�ts will start.

Anxious

Draft



ABOUT THIS PERSONA

• Notify existing partipicants of program changes ahead of time  
 and suggest alternative programs/ support if existing bene�ts  
 are cut.

• Streamline application process by coordinating with agencies  
 and other programs. Offer online application and pre�ll with   
 existing data, but keep traditional phone and mail formats.   
 Limit in-person visits.
• Provide updates on application process, when decision will be  
 made, amounts, and length of assistance.

• Provide updates to applicants in a push format, based on   
 customer preference (text/email, letter, phone).
• Provide updates on assistance start date and how recipient 
 will know it has started. Also offer channel to check status   
 online or receive a text. 

• Shorten the window of time applicants need to wait for funds  
 to be applied to their accounts. 
• Auto enroll in summer electricity bene�ts program if quali�ed. 
• Send information on additional programs that customers 
 may qualify for.

Effective
Actions or
Opportunities
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Paying winter bills will be 
a struggle again, but I there 
should be help for me.
Hopeful

I received a postcard 
from my utility and know 
exactly what to do.
Con�dent

I was approval on the spot 
with details on the amount 
applied to my bill and start 
time. I’ve been aproved in the 
past but it’s nice to be certain.

Relief

I know what to expect, 
the credit should appear 
on my next bill.

Resilient

The online application 
process was as easy as 
could be, my information 
was saved from prior years.
Satis�ed

I keep calling but different 
people tell me different 
things and nobody has a real 
update. I need help now!

Anxious

The Experienced Low-Income
Energy Assistance Applicants

Working through the process every year

No formal noti�cation process 
for past program users.

Application must be mailed in 
our submitted in person. 

Complications like moving or 
applications lost in the mail can 
delay approval.

After long delay, approval is sent but without any detail on 
amount and timing.

Bene�ts can take a long time 
to kick in, with insuf�cient 
noti�cations /updates.

Bene�ts stop unexpectedly, 
unclear why.

Ineffective
Actions

Emotions

       It’s just like applying for a loan at the bank, you 
walk in, you go through the interview and you give 
them the information. In my case because I’ve done 
it for so many years, I’m used to it.

“

Map Guide 

Participating Utilities 

Moment of Truth—An activity 
that has a disproportionate impact 
on the customer’s perception of 
the experience.

Friction Point—An activity that 
provokes negative emotions or 
an exit from journey.

Journey Touchpoint

Waiting for Update

Complication

This has always worked, 
and I have everything 
ready to reapply next fall. 
I also was noti�ed about 
other programs. 

Con�dent

I’m still struggling with my bills 
but I need to make sure I don’t 
miss any payments. Hopefully 
next year goes smoother.

Concerned

It’s that time of year and 
I haven’t heard from the 
utility, so I better hurry up 
and get this �gured out. 
Anxious I moved and they won’t connect 

me unless I pay my balance off 
in full? There is no way I can 
come up with $500!
Panic

I don’t know when my 
bene�ts kick in, usually 
it takes a while.
Uncertain

I have been in this program for 
eight years and they make me 
reapply via mail every year, even 
though nothing has changed.
Frustrated

Phases

Steps

Gaining AccessGoing Through the ProcessFinding Help Program is Active

Need / Event Becoming Aware Application Waiting for approval Approval Waiting for bene�ts to start Receiving bene�ts Current year’s bene�ts end
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Usage History

Triggering Event

Key Insights

Has been using public assistance programs such as this for 10+ years.  

Originally had a triggering event many yeaers ago (retirement, loss of income, illness) 
and has not been able to fully rebound. 

Is organized and pro-active with the application and payment processes, and has 
learned how to avoid having the energy shut-off when funds are especially low.

Seeing a smaller bill 
feels great. I don’t know 
what I would do without 
these bene�ts. 

Grateful

BGE

Citizens Energy Group

FirstEnergy (no space)

National Grid

PECO

Begin planning 
for next year.

PERSONA’S GOALS
• Make sure bene�ts are available for the  
 new year.
• Be able to recertify quickly. 

Draft


