
SDG&E ENERGY TEAM 

REFRIGERATOR REPLACEMENT PROGRAM

(ATTACHMENT E)

This document constitutes policy and procedures for the Energy Team Refrigerator Replacement Program and is an addition to SDG&E’s Policy and Procedures Manual revised June 1, 1999. An outside Contractor under contract to SDG&E is the project management firm responsible for program development, administration and implementation.  The purpose of this document is to establish and communicate program policy to all parties.  Clarification or changes to these policy statements, may be made throughout the year by way of a memorandum from the Contractor.    Such memoranda shall amend this document. 
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INTRODUCTION

This program, sponsored by SDG&E is designed to replace existing refrigerators with an energy efficient refrigerator.  Old refrigerators will be removed and disposed of in an environmentally safe manner.  This service will be provided at no cost to qualified Energy Team participants.

I
GENERAL PROVISIONS

Refrigerator replacement services are available to participating Energy Team customers who own their own refrigerator.

II
ELIGIBILITY  REQUIREMENTS

A.
Income Requirements:  Income qualification guidelines are as follows:

Number of Persons in Household
Maximum Household Income for Head of Household under 60 years of age.
Maximum Household Income for Head of Household 60 years of Age or Older.


 1 

$17,700

$23,700


2

$20,900

$27,800


3

$25,100

$33,400


4

$29,300

$39,000

Each additional household member add

 $  4,200 

$  5,600

All income verification requirements shall be in conformance with those provided in the current Energy Team Policy and Procedures Manual Section II, pages 3 thru 4. 

B.
Existing refrigerator age
The existing refrigerator being replaced must have been manufactured before January of 1989 and must be in operating condition at the time of replacement.  It is the Contractor's responsibility to verify the age and operating condition of the existing refrigerator.

C. 
Energy Team Participation

The limited-income occupant/residence must be a previous, current or potential Energy Team participant.

D.
Direct payment of electric bill to SDG&E

The participating low-income occupant must pay their electric bill directly to SDG&E.  Occupants of master-metered buildings, where electric bills are paid by the landlord, do not qualify.


E.
Beneficiary of energy savings
The participating low-income occupant must  receive the direct energy  savings benefit resulting from the replacement refrigerator.  

F.
Structural Eligibility

Contractor will be responsible to ensure the following conditions are met prior to refrigerator installation:

1. Installation space is adequate, (size of space, entrances, passage ways, etc.).  Contractor staff shall remove the refrigerator and/or house door(s), when required, to accommodate installation of the appliance.

2. Condition of the floor is adequate to support the new refrigerator.

3. There should be no visible sign of defects to the outlet (i.e.,burn marks, smoke, sparks, broken or cracked cover plates or receptacles, etc.).  A three prong adaptor will be installed at the time of delivery if required.

4.  The existing refrigerator is functioning and is at least 10 years old.

5.
The refrigerator to be replaced is the primary household refrigerator.

6.
The electrical service is on.

III
REFRIGERATOR SELECTION
A. Refrigerators offered through the Energy Team Program must exceed current Federal efficiency standards by 20%.  “Magic Chef” 15 and 19 cubic foot refrigerators manufactured by Maytag will be the standard refrigerator offered by the Energy Team Program.  Any  deviation from theses models may only be made with prior written consent from the SDG&E Program Manager. 

B.
Customers who have an existing refrigerator from 10 cubic foot to 16 cubic foot in size, will be offered a new 15 cubic foot refrigerator.  Customers who have an existing refrigerator from 17 cubic foot to 22 cubic foot in size, will be offered a new 19 cubic foot refrigerator.  Customers  who have four family members or more and have an existing refrigerator which is 16 cubic feet or smaller will be offered a new 19 cubic foot refrigerator. 

C.
A larger model than the existing refrigerator may be installed if the customer owns and is using two refrigerators and is willing to exchange both of them for a larger model.  

IV
MARKETING / APPLICATION PROCESS
A.
Marketing for the Refrigerator Replacement Program shall be the responsibility of Contractor and may be accomplished through door to door canvassing of SDG&E designated low income areas and by contacting previous Energy Team customers. 

B.
Applications will be taken by Contractor Energy Specialists using the Refrigerator Replacement Program form.  If the occupant is a tenant, but owns the refrigerator, the application must also be signed by the owner/landlord.  The customer information provided will be that of the occupant of the unit where the replacement refrigerator is to be installed.

Applications will include the customer address, name, telephone number, Energy Team contact number, age, manufacturer, model number and size of the refrigerator  being replaced.   Second refrigerator information will be provided as required.  

V
SCHEDULING PROCEDURES

A.
Contractor will give the customer instruction on preparing for the delivery of the new refrigerator and removal of the old refrigerator when a delivery date is scheduled with the customer.  Contractor shall not leave messages "informing" a customer when delivery will take place.

B.
To accommodate customers who are not available during normal business hours, Contractor will be expected to schedule delivery for Saturdays, late afternoons or early mornings during the week.

C.
All scheduling for delivery is the responsibility of Contractor and any problem associated with the customer failing to keep appointments or other scheduling issues that cause Contractor to make second or third delivery attempts or to incur additional delivery costs, shall be considered part of the single delivery fee and shall not be cause for billing a delivery fee without the installation of the refrigerator.

D.
Contractor shall schedule the delivery with the customer at least one week in advance and include in their scheduling practices, a confirmation or "reminder" call to the customer between 24 and 48 hours prior to the appointment.

E.
Contractor shall maintain a toll free scheduling number equipped with an answering system.  This number shall be included in any correspondence with the customer.

VI
DISPOSAL / RECYCLING
A.
Contractor will be responsible for disposal of refrigerators removed from customers residences.  

B.
Contractor shall adhere to the Metallic Discard Act, effective January 1, 1994, which prohibits disposal of refrigerators in landfills and requires that refrigerators be shredded for metal recovery following removal of CFC's, PCB's and other hazardous materials contained in discarded refrigerators and freezers.

C.
Contractor shall have knowledge of the hazards associated with the removal, handling, storage, recycling and legal disposal of hazardous materials.

D.
Contractor shall use only qualified personnel, including subcontractor and agent personnel who have been instructed and certified in the proper safety procedures to be used in such removal, handling, storage, recycling or legal disposal. 

E. Contractor shall assume full responsibility for and manage all the component materials resulting from refrigerator or freezer disassembly including:  refrigerants, compressor oil, Mercury, capacitors, hazardous waste, non-hazardous materials. 


F.
Customers may elect to participate in Planergy's Refrigerator Round Up Program to dispose of second refigerators.

VII
REPORTING

Each month Contractor will provide to SDG&E the following:

A.
A complete list of all refrigerators removed from customer residences  including:

1.
customer  name and address

2.
SDG&E account number



3.
manufacturer / brand name of refrigerator 

4.
model number

5. refrigerator type/size

B.
A complete list, by contact number, of refrigerators disposed of in the previous month.

VIII
CUSTOMER RELATIONS
A.
Staff Identification
All Contractor field staff and individuals making direct contact with clients must be able to identify themselves with Energy Team I.D. badges.

B.
Crew Appearance/ Courteous Behavior
Contractor is responsible for the courtesy and appearance of their personnel.  Field personnel will wear uniforms approved by SDG&E.  Discourteous personnel and unprofessional appearance will not be tolerated in this program and may constitute grounds for contract termination.

C.
Clients 18 Years or Older
Contractor personnel shall only enter clients' residences when adults, eighteen (18) years of age or older are present.  Contractor staff may enter homes of customers that are under eighteen (18) years of age and are married or who have been declared an emancipated minor by the courts.


D.
Customer Complaint Procedures
Contractor will immediately notify the SDG&E Program Manager if during a home visit there is damage to a customer's home and/or property or if Contractor’s employee has been accused of theft or inappropriate behavior. 

The Marketing or Field Supervisor (as appropriate) will make a written report of the incident.  Every effort will be made to resolve these complaints.

Contractor will maintain a file of all incident reports and their resolutions.  Copies of these reports will be made available to the SDG&E Program Manager upon request.  Any complaint must be resolved to SDG&E's satisfaction within 10 working days.

Should any complaint involve a hazardous or potentially hazardous situation, Contractor shall resolve the problem within 24 hours.

E.
Energy Team Substance Abuse and Background Investigation Policy

No employee of  Contractor participating in the Refrigerator Replacement Program shall possess, distribute, dispense or use a controlled substance or illegal drug. All employees of Contractor who enter customer’s homes in the Refrigerator Replacement Program shall be required to submit to and pass a pre-participation drug screen test and criminal background investigation.  In addition, SDG&E's policy states that a drug screen test may be required of employees during their term of employment in the program.

Contractor will maintain documentation of a passed drug screen and criminal history background clearance for all field staff prior to commencement of the Refrigerator Replacement Program.  Contractor will obtain subsequent clearances for any new employee, and maintain evidence of such prior to their participation in this Program.  Copies of these reports will be made available to the SDG&E Program Manager upon request.


F.
Energy Team "No Smoking" Policy
No employee of  Contractor  participating in the Refrigerator Replacement Program  is permitted to smoke or carry a lighted tobacco product:

-
In SDG&E Company buildings or vehicles (except in designated smoking areas).

-
During face-to-face contacts with Energy Team Customers, or on the customer's premises.

- 
In designated fire or other hazard areas.

- 
During the handling of hazardous materials.

IX
INSTALLATION

A.
Contractor shall utilize enclosed delivery trucks with hydraulic lifts.  Trucks will be professional in appearance and in good working order. 

B.
SDG&E reserves the right to inspect  Contractor’s delivery vehicles and equipment to ensure that delivery staff may properly perform the assigned work.

C.
Delivery shall be performed by two person crews in a safe and professional manner.  Contractor will provide and utilize appliance dollies, parking cones, back support belts and any other necessary equipment to ensure the safety of their personnel, the customers safety and protect the customers property. 

D.
Installed refrigerators shall be leveled to ensure proper operation.

E.
Installed refrigerators shall have door hinges installed on the appropriate side to ensure proper door swing.

F.
All packing materials shall be removed from the customer’s premises and disposed of properly.

G.
The customer shall be instructed on refrigerator operations and receive warranty documents and  an operating manual. 

H.
The temperature control shall be set appropriately.

I.
Contractor shall obtain a customer signature ackowledging that the appliance has been received and installed.

J.
In the event a refrigerator fails to function properly or is damaged during delivery/installation, Contractor shall notify the SDG&E Program Manager  and execute repairs or replacement within 24 hours of discovery by delivery personnel, or the customer. The SDG&E Program Manager shall be notified upon completion of the repair or replacement.  Contractor is responsible for claims of food spoilage due to non-operational refrigerators as described above.

K.
In the event the existing three prong convenience outlet is installed with the ground plug at the top, the refrigerator plug shall be installed and the cord shall be looped 12” from the plug and tied to the plug using a plastic “zip tie”.

L.
Three prong plug adaptors may be used when convenience outlets are non grounded type.  Adaptor "ground wires" must be firmly attached to the coverplate center screw of the convenience outlet.  
X
INSPECTION POLICIES
A.
SDG&E may, at their sole discretion, site inspect replacement refrigerators to verify the installation. 

B.
SDG&E shall reserve the right to inspect Contractor’s facility to ensure methods of disposal and accurate reporting of refrigerators replaced.

XI
INVOICING / REIMBURSEMENT

A.
Completed refrigerator installations will be invoiced to SDG&E bi-weekly .


Incomplete or inaccurate paperwork will be returned to Contractor without processing.  Corrected paperwork will be invoiced in the next billing cycle. For each refrigerator, invoices to SDG&E will include:

Energy Team Contact Number


Customer Address

Manufacturer/Model/Serial # and size of refrigerator removed

Manufacturer/Model/Serial # and size of refrigerator installed

Total price including tax 

Delivery/Installation fee

Recycling fee

Administrative fee

Copy of application per refrigerator 

Total balance due per invoice

XII
QUALITY ASSURANCE 
SDG&E, at their discretion, will survey participants via telephone, in home verification or response mailing, to ensure satisfaction of program participants.  

XIII
RELEASE AND CONSENT TO DRUG TESTING AND USE OF CRIMINAL BACKGROUND INVESTIGATION INFORMATION

Purpose:  The purpose of this form is to secure approval for initial and periodic drug testing and a background investigation from subcontractor employees.

The drug testing and background investigation are conditions for continued participation on the Energy Team Program.

All subcontractor employees of the SDG&E Energy Team will submit to a pre-employment Drug Screen and Criminal History Background Check.

The following forms will be filled out and documents forwarded to Contractor prior to participation in the Energy Team Program.

1.
Consent To Drug Testing and Use of Criminal Background Investigation Form

2.
Employee Information Sheet

3.
Fingerprint Card

4.
Photo copy of State of CA drivers license

Subcontractors will schedule Drug Screen appointments for prospective employees at a State of California certified medical laboratory selected by Contractor.  Results of  Drug Screening shall be faxed or mailed to the Contractors office.
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