Meeting Notes for CARE/LIEE Public Workshop

Tuesday, February 3, 2009

Pacific Energy Center, San Francisco CA

CARE Quarterly Meeting

Attendees: 

Karen Watts-Zagha, Dan Olson, Johanna Sevier, Sarv Randhawa, Michaela Pangilinan, Alma Berrow, Ortensia Lopez, Gloria Samayoa, Denise DeLuca, Art Brice, Shali Sharma, Anne Lim, Allan Razo, Larry Rodges, Ching-Ha Tso, Sally Romero, Mary O’Drain, Monica Tell, Frances Thompson, Linda Fontes, Tina Nguyen, Helen Pakhnev, Eleanor Dela Cruz, Gregg Lawless, Irma DePratti, Yvette Vazquez, Joy Yamagata, Jeannie Harrell, Jack Parkhill, Greg Buchler, Sheila Lee, Rosie Casillas, Athena Wang, Carmen Rudshagen, Delia Meraz, Valerie Ontiveroz, Holly Lloyd.
Attendees by phone: 

Amy Joseph, Josie Enriquez, Olivia Quezada, Candy Souza, Cheryl Burns, Gus Hernandez, Melissa Moy.
Agenda’s Item #1: Welcome – Opening Comments

Agenda’s Item #2: Ways to work with capitation agencies to increase CARE outreach and penetration. 
Helen Pakhnev of PG&E: 

The current economic crisis is forcing us to think of new ways to reach out to our customers.  Here are a few potential outreach ideas: going to high schools to recruit student volunteers, distributing CARE applications at local faith-based organizations. 
Linda Fontes of PG&E:

Has anyone tried recruiting student volunteers, since this idea has been mentioned at our previous meetings?
Gloria Samayoa of El Concilio:

This idea does work.  I would recommend starting with afterschool programs.  For example, I’ve found students through the Youth Promoto Project and they are really excited to be helping out.  And we don’t know how the economic downturn is affecting the children, so anything you can offer helps.

Helen Pakhnev of PG&E: 
I would also recommend inserting CARE applications into any orientation packets that your organization distributes.  
Gloria Samayoa of El Concilio: 

I would go to all high schools and not just the low-income schools.  

Helen Pakhnev of PG&E:
Another suggestion is going to unemployment departments or agencies.  You can inquire if you can place posters or brochure holders with applications in their office, or participate in job fairs and other events.  

Denise DeLuca of OCCUR:
This is currently working for me.  I work with PIC, Private Industry Council, in downtown Oakland and I am able to speak to clients directly to inform them about CARE.  

Helen Pakhnev of PG&E:

Talk with other agencies that are not COCs—they may be willing to place posters or brochures in their offices.  

Denise DeLuca of OCCUR:
I work with WIC.  I speak directly with the intake person and she gives brochures to her clients.  

Helen Pakhnev of PG&E:
Social service agencies and free- or low-cost medical clinics are another option.  Maybe you can set up a table and distribute CARE applications while customers are waiting in line.
Linda Fontes of PG&E: 

A number of new free medical clinics are being launched right now because of the recent economic downturn.

Representative of El Concilio:

We have seen a 300% increase of people in our clinics.  

Helen Pakhnev of PG&E:

Another possibility is to work with different consulates, where clients are new to the U.S.  The clients are a captive audience.  While they are waiting in long lines, you can provide them with CARE applications.  Or you can also partner with other CBOs that provide services to new immigrants. 

Linda Fontes of PG&E:  

We, the PG&E CARE Program, are currently piloting an initiative with two Mexican consulates.  We know that there are many other consulates out there.  They are a great venue for outreach, an untapped resource.  Has anyone worked with consulates in the past?

Irma DePratti of SDG&E: 

SDG&E works with an organizations that cater to refugees and they have been a good resource for SDG&E.

Representative from El Concilio:

Community Plaza works with immigrants and helps them with their GED.  There are Community Plazas throughout California.

Helen Pakhnev of PG&E:
Outreach events are very important.  The face-to-face interaction with the customer is priceless.  During events, you have the opportunity to help customers fill out the application and to answer their questions.  PG&E can sponsor up to $500 for booth fees for our COCs, and provide staff members that speak the language of the event attendees.

Sheila Lee of SCE:

SCE is creating an event calendar on our website so that CBOs can partner with us on events.  We have no problems with staffing events.

Carmen Rudshagen of SoCalGas:

We sponsor events up to $1,000.  We spend a lot of money on event staffing.  Events increase awareness but the enrollment numbers are not that good.  Customers either do not want to enroll or are already on CARE.  
Linda Fontes of PG&E:

How many staff members and brochures are available, on average, per event?

Carmen Rudshagen of SoCalGas:

At times, we have six staff members at the event and spend a lot of money on a booth, but we only receive about 12 new enrollments.  The type of event does matter.  We need to be careful how we spend our money.  

Linda Fontes of PG&E:

We ask our COCs if alcohol is served during an event because when alcohol is served—then it’s a party event.  We don’t sponsor these types of events. 

Carmen Rudshagen of SoCalGas:

We ask the same questions but do not see too much of an increase.  Some CBOs turn down event participation because they have spent all day at events without receiving many new enrollments.
Irma DePratti of SDG&E: 

We are having the same experience. We’ve spent a lot of time in events and, money hitting events every weekend, but the results are were not great.  We even leverage with other departments.  If the sole purpose of events is CARE, not many customers come by. 
Helen Pakhnev of PG&E:
Events might not provide instant gratification.  Though customers don’t necessarily fill out applications on the spot, they often take them home to fill them out, or pass them on to friends.  Events also build awareness.

Sheila Lee of SCE:

Yes, events create huge awareness but do not increase enrollments.  When we’ve used laptops to enroll customers, our enrollments have quadrupled.  We allow our COCs to enroll customers online during events.  

Helen Pakhnev of PG&E: 
Online enrollment has been a huge success.  We have found that our customers do have access to computers.  They can go to the library and cafes for free internet access. In nine months, we received over 34,000 new CARE enrollments.  COCs can take advantage of this tool and receive credit for enrolling new CARE customers.  COC numbers can be placed on the bottom portion of the online application.  If a customer is planning to enroll at home, the COC should make sure to give them their 3-digit code.  There may also be computers in COCs’ offices that customers can use to apply.

Linda Fontes of PG&E:

K-Mart offers free internet.

Sheila Lee of SCE:

We started online enrollment in 2007 and as of 2008 we have about 80,000 CARE enrollments.  60% or 56,000 enrollments are from COCs.  We paid around $800,000 to our COCs.  When COCs use the online application, they are instantly notified if a customer is already enrolled in CARE or if he/she is not an SCE customer.
Denise DeLuca of OCCUR:

I usually tell customers about online applications when they call.  instead of mailing them applications, I talk them through the process.  Can a COC complete the online application if the customer is on the phone?

Linda Fontes of PG&E:

No, a COC cannot apply for them, but can walk them through the process.
Sheila Lee of SCE:

COCs can complete online applications if the clients are there.  The SCE online application is in six languages.

Carmen Rudshagen of SoCalGas:

Online applications are automatically sent to the billing system, so customers get the discount right away.

Irma DePratti of SDG&E: 

We are working on the implementing a source code for online application provided by agencies.  It should be active by 2nd quarter.

Linda Fontes of PG&E:

It’s a new world.  PG&E CARE is following SCE.  Online enrollment is definitely something to focus on in 2009.

Gus Hernandez of Catholic Diocese of Fresno:

We’ve changed our intake format.  Instead of doing orientations, we now do one-on-one sessions.  Many clients appreciate the CARE information and we are seeing more enrollments.

Denise DeLuca of OCCUR:

Churches are another source.  A housing authority I work with allows CARE articles in their newsletter.  I also work with low- or fixed-income apartment complexes and speak to the social directors.  

Helen Pakhnev of PG&E:

Have you found them cooperative?  Working with low-income apartments is a great idea, since so many of the tenants qualify for CARE.  
Denise DeLuca of OCCUR:

Yes.  Recreation and senior centers and senior housing are also great resources.

Helen Pakhnev of PG&E:
Senior customers are much easier to enroll during face-to-face interaction because seniors might be skeptical and need reassurance.  Senior centers are a great way to go!  PG&E has large-print applications and pillboxes that seniors love.  

Sheila Lee of SCE:

SCE’s online application is available in large fonts.  We work with independent living centers.  Seniors are not trusting unless you are an SCE employee.  We provide COCs with badges that include a phone number customers can call to validate COCs.  

Linda Fontes of PG&E:

A listing of our COCs’ information on our website will soon include their addresses and phone numbers.

Helen Pakhnev of PG&E: 

Another way to increase enrollment is to insert mini-applications in mailings.  The mini-applications are lightweight and don’t add to postage.

Denise DeLuca of OCCUR: 

At some food give-aways, I include brochures in each bag.  In Oakland, there’s about 3,000 food give-aways per month.  

Linda Fontes with PG&E:

COCs can piggybank with other agencies who can insert lightweight CARE applications into their existing mailings.  

Agenda’s Item #3:  Expanded Categorical Eligibility and Enrollment 
Linda Fontes of PG&E:

In 2006, utilities put forth the 2007-2008 filing to include categorical enrollment of state programs.  If you are enrolled in any of the state programs the utilities selected, you can be enrolled in CARE.  Currently there are six categories, with two options for Medical.  
They are: 

· Medi-Cal (Age 65 and over)

· Medi-Cal (Under age 65)

· TANF (AFDC)
· WIC

· LIHEAP

· Healthy Family A & B

· Food Stamps

There are plans to add other programs that are listed on the Lifeline application:

· SSI 

· Tribal TANF

· NSL (National School Lunch’s Free Lunch Program)
· Bureaus of Indian Affairs General Assistance

· Head Start Income Eligible (tribal only)

Question: 
Have these been promoted?

Linda Fontes of PG&E:

The additions were discussed during the COC luncheon.

Sheila Lee of SCE:

They were mentioned through events, quarterly COC trainings, volunteer trainings, and through our newsletter “Capitation Agency Resource Expose” that highlights which COCs are doing well and lists their best practices.

Carmen Rudshagen of SoCalGas:

COCs are given monthly updates.  We meet with them.  We give our third party contractors, who go door-to-door, batches and colored t-shirts.  

Question:

Are the new categorical categories online?

Sheila Lee of SCE:

The additions are not added yet, but will be this year.

Question:

Are the additions being added to Lifeline?  Is Lifeline required to implement them?

Representative from Energy Division:

These additions will be streamlined.

Linda Fontes of PG&E:

PG&E is planning to include the additions on June 1st when applications are printed with the new income guidelines.
Sheila Lee of SCE:

SCE is shooting for June as well; but that date seems highly unlikely due to  Information technology updates, such as online, voice recognition and billing system, that won’t  take place until September.

Carmen Rudshagen of SoCalGas:

Our timeline is also June 1st.  We are interested in tracking who is on certain programs.  

Irma DePratti of SDG&E: 

Our timeline is June 1st.
Agenda’s Item #4: Additional Public Input and New Items
Ortensia of El Concilio:

What is your drop-off rate and retention rate for CARE enrollments?

Linda Fontes of PG&E:

PG&E has three areas where customers drop off.

· When accounts close (50%)

· Customers fail to recertify (25%)

· Customers do not provide income proof documents (25%)

Irma DePratti of SDG&E: 

SDG&E has a 14% drop-off rate from recertification.  There is a 25% retention rate from live calls to customers before recertification applications are mailed.  If there are no responses from the calls, then recerts applications are mailed.

Carmen Rudshagen of SoCalGas:

We use the probability model.  If the model indicates that the customer is at 85% or higher in eligibility, then the customer is retained in the program automatically.  The customer can call, mail the recertification application or go to the website to recertify.

Sheila Lee of SCE:

Customers can recertify online, via voice recognition, and paper.  SCE is also implementing the probability model.  

Linda Fontes of PG&E:

Recertification of sub-metered tenants has changed from one year to two years.

Question:

What percent of recerts are asked for their income proof?

Irma DePratti of SDG&E:

Customers are randomly asked for income proof.  Last year 2% of customers were asked for their income documents.

Energy Division:

If they don’t send income documents will they be dropped?

Irma DePratti of SDG&E:

Yes.
Linda Fontes of PG&E:

There are other instances when customers are asked for income proof.  For example, neighbors and ex-spouses might call to notify us that certain customers don’t qualify for CARE but are on the program.  PG&E CARE investigates those calls and sends them letters asking for proof of income.

Irma DePratti of SDG&E:

We do the same thing.

Carmen Rudshagen of SoCalGas:

We use the probability model to determine when to send income proof letters.  The probability model verifies about 3% of customers.

Sheila Lee of SCE:

We do not send PEV-post enrollment verification-letters due to calls.

Question:

What are factors of the probability model?

Carmen Rudshagen of SoCalGas:

Factors include consumption, demographics, home ownership and median income of an area.  

Linda Fontes of PG&E:

PG&E utilizes one criteria—energy usage.  Customers at tier 5 are more likely to be selected for PEV than customers at tiers 1-4.  

Sheila Lee of SCE:

1% of CARE’s total population of customers are sent PEV letters.

Question:

What percentage of customers who were asked for income documents, actually certify?

Linda Fontes of PG&E:

Minimal.  The largest portion does not respond.  An average 10% of customers are asked for income documents every month.

Sheila Lee of SCE:

A large portion do not provide income documents.  Categorical enrollment should help because customers on state programs may send award letters.

Carmen Rudshagen of SoCalGas:

Large portion of customers provide award letters instead of income documents.

Michaela Pangilinan:

3% of customers on Lifeline are asked for income documents.  90% drop off due to no response.

Shali Sharma of Davis Street Community Center:

Is PG&E correspondence sent in different languages?

Linda Fontes of PG&E:

Yes.

Michaela Pangilinan:

How do you measure success of each initiative?

Linda Fontes of PG&E:

Each initiative has a code.  Then we look at the cost of the initiative, number of applications received, and number of newly-enrolled customers.  

Irma DePratti of SDG&E:

Same.

Michaela Pangilinan:

What’s the value?

Linda Fontes of PG&E:

We had an initiative in Braille and it touched a small group of people, but it is a critical population.  Another example is seniors.  They need to be reached even though the cost is high.  We count on low-cost initiatives with high enrollments.

Irma DePratti of SDG&E:

Just because an initiative is costly, it doesn’t mean we’re not going to do it.

Shali Sharma of COC, Davis Street Community Center:

Is it possible to get a report of customers who didn’t recertify?

Linda Fontes of PG&E:

PG&E has tried in the past to provide information of customers who had a month left before being dropped off.  This topic will be discussed during the COC kick-off meeting.  
Agenda’s Item #5:  Next Steps
Next joint quarterly public meeting will be hosted by SoCalGas. The meeting date will be determined at a later time.
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