To: EEAC
From: Mary Wambui, EEAC, representing Residential Customers

Re: 2028-2030 Three Year Planning

Principle 1: Community Agency Over Process (DATA SHARING)

This principle addresses the "Administrative Maze" and "Operational Barriers" that create
friction in the current 3YR plan. DURIA introduces "unnecessary barriers" and "extra steps"
for populations already navigating language, trust, and technology issues. Specifically,
requirements that force the destruction of local records within five days or mandate the
exclusive use of the Salesforce database hinder a community's ability to provide high-
touch "handholding" and long-term engagement.

The program must prioritize "Removing Administrative Friction" by moving away from
ineffective "warm handoffs"—which often amount to simply providing a website or phone
number—toward direct referrals and a unified intake process. This ensures that rigid
security protocols or utility-controlled data silos do not block the resident’s ability to
access help. (what | heard from Lowell and others in the CFP)

Principle 2: Prioritize Direct-to-Resident Benefits over Programmatic Overhead to
Ensure Continuous Service Availability. (Income -Eligible Program)

This principle addresses the crisis of budget scarcity (CFP’s being told not to market the
program, which led to some dissatisfaction in towns -even though the program was doing
more than in previous years) to ensure programs do not "grind to a halt" mid-cycle. While
past administrative issues like MTMs were resolved, the new challenge is ensuring that
funding remains available for actual service delivery throughout the entire cycle. It
communicates to the legislature and the public that incentive dollars—the funds that
directly reduce energy burdens—are the primary priority over marketing, advertising, and
administrative growth.



Principle 3: Leverage Avoided Costs to Stabilize Rates and Prevent Infrastructure-
Driven "Hidden" Surcharges. (Energy Affordability)

Does this plan prioritize investments that maintain or exceed the historical return of $2.00
in savings for every $1.00 spent? If this specific program or incentive is reduced, what is the
projected increase in electricity demand (currently kept 27% lower by Mass Save) and the
associated cost of the resulting grid upgrades? Are we utilizing Mass Save as the primary
tool to cut peak costs, or are we allowing those costs to be socialized across all ratepayer
bills?



