Data Request TURN_SCE_1

R.04-01-006

January 25, 2006

The following questions pertain to the data supplied by SCE to the CPUC pursuant to Ordering Paragraph 19 of Decision 05-10-044.

1) In SCE’s Monthly Report for November 2005, SCE explains that its Voice Response Unit (VRU) was reprogrammed to inform delinquent residential customers of the minimum payment required to avoid disconnection, that its call center representatives were trained and provided scripts regarding the shut-off moratorium and minimum payment options to avoid disconnection, and that it revised its disconnect notice to inform customers of the minimum payment amount to avoid disconnection. (p. 3; See also SCE Monthly Report for December 2005, fn 5).

a) Does SCE notify customers by any means other than through its VRU, disconnect notices, and call center representatives of the minimum payment option to avoid shut-off?  If so, please explain when and how.

b) How does SCE identify and appropriately notify customers with visual or auditory impairments of the minimum payment option to avoid shut-off?

c) How does SCE identify and appropriately notify non-English proficient customers of the minimum payment option to avoid shut-off?    

d) Under what conditions will call center representatives notify customers calling SCE about the minimum payment option?  For instance, would such notification occur when a customer inquires about a bill at any point in the billing cycle, or not until the disconnection process has begun? 

e) Does SCE intend to modify or increase its outreach efforts regarding the minimum payment to avoid disconnect?  If so, please explain when and how. 

2) Please provide tables similar to the tables contained in SCE’s Monthly Reports for November 2005 and December 2005 for each of the following months:

a) November 2004

b) December 2004

c) January 2005

d) February 2005

e) March 2005

f) April 2005

g) May 2005

h) June 2005

i) July 2005

j) August 2005

k) September 2005

l) October 2005

Each of these tables should present the percentage of residential accounts being paid in full when due, paid between 50-99%, and paid at less than 50%, separately tracked by CARE, FERA, medical baseline and non-CARE/non-FERA customers.

3) When a customer calls SCE because of inability to timely pay a bill, does SCE educate that customer about CARE, FERA, medical baseline and LIEE?  Please explain if, when and how such notification occurs.

4) Would SCE be amenable to working with consumer groups to increase the percentage of residential customers avoiding shut-off by paying at least the 50% minimum required by D.05-10-044?

1

