Meeting Notes for CARE/LIEE Public Workshop
Thursday, November 6, 2008

Hilton Ontario Airport, Ontario CA
CARE Quarterly Meeting

Attendees: 
Adam Knowles, Athena Wang, Bill Belansky, Mauricio Blanco, Carmen Rudshagen, David Clark, Douglas Price, David Shallenberger, Roberto Del Real, Don Arambula, Elizabeth Adams, Frances Thompson, Gregg Lawless,  Jeannie Harrell, John Jensen, John Newcomb, John Fasana, Kim Doan, Kathy Kifaya, Karen Watts-Zagha, Linda Fontes, Lydia Flores, Elise Klieber, Lin Vong, Slavisa Spajic, Mary O'Drain, Monica Ghattas, Paul Giles, Prabha Cadambi, Richard Shaw, Rosie Casillas, Sheila Lee, Ashley O’Neill, Sally Romero, Todd Allred, Tina Nguyen, Eliz Kyuchukyan, Greg Buchler, Paul C. Vien, Cesar Motts,   Monica Ghattas, Dave Shallenberger, Dave Cantrell, Yvette Vasquez, Kim Phung Duan, Sally Romero, Mary O’Drain, Rita Acueto-Colton, Dave Barnes, Karyn Stevens, Lydia Flores, Luis Chavez,  Joanna Sevier, Sarv Randhawa, Karen Watsaga, Tina Nguyen, Dave Wear and Eliz Kyuchukyan
Attendees by phone: 
Bobbi Sterrett, Linda McGregor, Martha Spikes, Kathy Wickware, Timothy Nicely of Companion Line, Erica Thompson, Irma DePratti, Sandy Jerrgan, Chuck Waller, Debbie with Salvation Army, Gene from an association.
1. 2009-2011 CARE Program Update on Proposed Decision – Sheila Lee and John Fasana

a. The most substantial changes with the latest Proposed Decision are regarding categorical enrollment and 90% penetration by 2011 as an aspirational goal instead of a hard goal. 
b. Discussion regarding expanding CARE categorical Eligibility 
i. Proposed Decision would like to expand CARE categorical eligibility to include these seven programs:  Supplemental Security Income (SSI); Federal Public Housing or Section 8; National School Lunch’s Free Lunch Program (NSL); Tribal Tanf; Bureau of Indian Affairs General Assistance; Head Start Income Eligible 
ii. The seven above would be in addition to the current seven programs: Medi-Cal (under age 65), Medi-Cal (age 65 and over), Food Stamps. TANF (AFDC), WIC, Healthy Families A & B, and LIHEAP.
iii. CPUC wants to expand to all lifeline categorical programs.  The Utilities and the CPUC did review some of these programs when the initial seven categorical programs were identified.
iv. Question posed to audience by John Fasana: What are the interested parties’ thoughts on this expansion?

1. Comment: There could be multiple lines and not all lines may be eligible for Lifeline. Do not want to expand CARE beyond the intended population

2. Carmen Rudshagen: PUC does not want the Utilities to enroll ineligible customers but some of the seven new categorically eligible programs the PUC is proposing could include customers who would be ineligible for CARE. 

3. Debbie of Salvation Army:  She has experienced clients who are on Tribal TANF and SSI who have huge incomes; and, she has to tell them that their households are not eligible for services.  Ineligible individuals would be enrolled in the CARE Program.

4. Sheila Lee: A household could have income that is too high for CARE but be on Tribal TANF. 

5. Comment: SSI could have a family with high income but someone in the family is on SSI. Some of the proposed programs to expand to do not take the whole household approach but the current categorical Programs do. 

6. Kathy Kifaya of CAP Orange County: SSI and Tribal TANF have multiple incomes that can add up to a lot. 
7. For such situations as stated above, applicants would have to state their income on the CARE application or the Utilities would be enrolling ineligible customers. This would make such programs not categorical.
8. The seven initial programs were means tested against CARE eligibility. 

9. John Fasana: The goal of the Utilities is to get the expansion of categorical eligibility clarified. Possibly have workshops with the CPUC and other interested parties.
Question: Cesar Saldivar-Motts, Southeast Community Development Agency
If these seven programs are added, will Capitation Agencies get updated CARE applications?

Answer: Sheila Lee

Yes

Question:  Kathy Kifaya of CAP Orange County

I assist individuals with two specific programs whose income guidelines are below those of CARE, USDA Emergency Food Assistance Program and Commodity Supplemental Food Program (CSFP).  Why can’t these two programs also be categorically eligible for the CARE Program?
Answer: Carmen Rudshagen

The Utilities can look into the possibility of proposing these additional programs.

Question: From individual on the phone
When do the income guidelines for CARE change?

Answer: John Fasana

Income guidelines are adjusted each year in June

c. Additional Public Input & Capitation Agency Best Practices
i. Question was posed to audience by John Fasana regarding best practices of the community based organizations to increase CARE enrollments

1. Time Nicely of Companion Line (PG&E agency):  Door to door outreach is effective.  Mobile Home parks are an untapped market.

2. Ericka:  Outreach to individuals not coming into the office.

3. Sally in Sacramento (PG&E CARE & Lifeline): Last month we did outreach at welfare offices, check cashing places, etc.  We set up 80 routes of low-income places to provide kiosks and applications.  We have not gotten the results of that effort yet.

4. Targeting public areas where people gather or visit such as welfare offices, churches, check cashing businesses, welfare office, door to door outreach, swap meets, malls, mobile home parks.
5. The customer being able to have a tangible example of an exact amount of money they could save with CARE could improve penetration. 
6. People don’t realize the difference of being enrolled on the CARE rate versus not being enrolled in CARE.  Customers should be informed what the average yearly savings amount is.
Question: Sandy Jerrgan, Community Pantry
Why does she have a client’s SCE bill that does not show that the customer is on the CARE rate when she is?

Answer: John Fasana

There was a bill re-design, we, the utilities will research the issue.

Question: 

When she submits CARE applications, many of them come back as already being on the CARE rate. Is there a way to know if the customer is on CARE before assisting them with filling out another application?
Answer: Sheila Lee

The online enrollment process will tell you if the customer is on CARE

Answer: Athena Wang

The customer can call the customer service center and check if they are on CARE, the agency cannot call for the customer. Have the customer call in to customer service to check if they are on the CARE rate.

Question: Brandy of Kern County Independent Living Center (PG&E Agency): With PG&E’s Balanced Payment Plan, the customer can see exactly what their monthly payment will be. Can potential CARE customers call to obtain average customer savings so that the customer will have a more exact dollar amount of what they can save on the CARE rate?

Answer: Linda Fontes
PG&E provides average monthly savings in its Annual Report as do all utilities. For 2007, the average monthly savings across all PG&E CARE customers is $38: $30 for electricity and $8 for gas.  

Question: Sarv Randhawa
Has the response rate of CARE customers to recertification changed or improved?

Answer: Sheila Lee

SCE has seen an improvement attributed to availability of online recertification, the VRU, and mailing reminder notices. Currently non-response for SCE is 22%.  
Answer: Athena Wang

With the implementation of So Cal Gas’s recertification probability model, So Cal Gas has experienced an increase in its response rate.  The response rate was 20%-25% before probability model; now, So Cal Gas has a 30%-35% retention rate.
Answer: Linda Fontes
In 2009, when fixed income recertification changes to every 4 years and sub-metered recertification changes from annually to every 2 years, there will be another increase in the retention of CARE customers. Currently PG&E’s retention rate is at 78%.  PG&E’s non-response rate is around 21% to 22%.
Answer: Greg Lawless

SDG&E’s retention rate is currently 80%.  SDG&E’s non-response rate is 20% with the probability model.
Question: Slavisa Spajic
Can the CARE application be simplified?

Answer: John Fasana

There is a constant effort to simplify and streamline the application.
Question: Slavisa Spajic
Can more languages of CARE applications be offered? Specifically in Russian and Armenian?

Answer: Sheila Lee

Currently, SCE offers CARE applications in English, Spanish, Chinese, Korean, Cambodian, and Vietnamese. SCE constantly revisits what languages are eligible in SCE territory. The population for additional languages in SCE territory is not significant enough to be able to provide the proper support system.

Answer: Athena Wang and Carmen Rudshagen 

Southern California Gas is not expanding paper applications at this time, but are working towards it. The downloadable applications online are offered in more languages. 
Question: Cesar Saldivar-Motts

Will Southern California Gas be able to give capitation agencies credit for online enrollment submittals?

Answer: Carmen Rudshagen
So Cal Gas is working towards establishing that capability.

Question: Sarv Randhawa
Do categorically enrolled customers also have to recertify?

Answer: Sheila Lee

Yes. 
Question: Sandy Jerrgan, Community Pantry

What is going on with the Rate Relief Program?  They were getting a $5k to 10K monthly allocation.  It was reduced to $5k.  Now it’s only $1k every 1st and 15th.  They are not able to assist needy customers due to lack of funding.  They would rather have a lump sum allocation rather than bi-monthly or monthly because they never know when to tell customers they will have funding.

Question: Joanna Sevier from Energy Division
Can someone describe the probability model in more detail?

Answer: Greg Lawless

The probability model looks at certain characteristics of customers who are up for recertification to see if there is at least 80% probability that the customer still qualifies for CARE. Those customers who reach that mark are certified for another 2 years. 
Question: Joanna Sevier from Energy Division
What are some of the characteristics that the probability model looks at?
Answer: Athena Wang

One characteristic is the neighborhood median income.
Answer: Greg Lawless

Will look up the characteristics.

Question: Cesar Saldivar-Motts

Would So Cal Gas and SCE be able to merge their information to give Capitation Agencies more detailed information on what areas are eligible for CARE?

Answer: Sheila Lee

So Cal Gas and SCE have very different systems. SCE and SoCalGas datashare enrollments and capitation agencies are not allowed to participate in both utilities programs as each utility would be paying for the same enrollment.  SCE does look at eligible areas and SCE does know what specific areas to target. SCE does provide cites, zip codes and street names within eligible areas to Capitation Agencies. 
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