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1. LIEE Executive Summary

Provide an executive summary of the LIEE program year:

1.1. Alignment of LIEE with Strategic Plan Goals and Strategy

The long-term California Strategic Plan vision for the LIEE program is to have 100% of all eligible and willing low income customers receive all cost effective Low Income Energy Efficiency measures by 2020.  The Plan lays out two goals in achieving the LIEE vision: 1) By 2020, all eligible customers will be given the opportunity to participate in the LIEE program, and 2) The LIEE programs will be an energy resource by delivering increasingly cost-effective and longer-term savings.

1.1.1. Please identify the IOU strategies employed in meeting Goal 1: Improve Customer Outreach

	Implementation Plan and Timeline

	Strategies
	Near Term

2009 – 2011
	IOU strategy employed this program year

	1.1: Strengthen LIEE outreach using segmentation analysis and social marketing tools.


	· Identify, implement and evaluate effective marketing, education and outreach methods for targeting low income customer segments. 

· Use social marketing to effectively engage low income customers in program participation.
	· Partnered and integrated with other Income Qualified Programs, joint enrollment with investor owned utilities (IOU) counterparts, leveraged with organizations that service clients with disabilities, and utilized self certification. 

· Program services and benefits promoted to Latino community during morning news and on TV station’s Facebook page. 

· During 2009, SCE and Pacfic Gas and Electric (PG&E) initiated a segmentation study in order to better understand and improve the marketing, education and outreach efforts of the LIEE program. SCE anticipates the results of this work will be available during 2010. 


	1.2: Develop a recognizable and trustworthy Brand/Tagline for the LIEE programs.


	· Develop a statewide program name and description for LIEE which is coordinated with Marketing, Education and Outreach (ME&O) efforts for energy efficiency, demand response and any other demand-side options.

· Implement branding. 
	· There are plans to develop the LIEE sub-brand to the master statewide ME&O brand by second quarter 2010. 

· The Overall Statewide ME&O Branding initiative was initiated in program year (PY) 2009.  Per Decision (D.)07-12-051, the LIEE branding effort was expected to coordinate (and follow) that effort.  As such, the LIEE branding activities will commence in 2010.  

	1.3:  Improve program delivery.

	· Use information from segmentation analysis to achieve efficiencies in program delivery.

· Leverage with Local, State, and Federal agencies as well as other organizations to increase seamless coordination, efficiency and enrollment. 
	· In 2009, SCE continued to allocate a minimum number of jobs to a contractor within each community to ensure each neighborhood trip includes sufficient activity for a full-day’s work in order to reduce the carbon footprint. 

· SCE leveraged with its internal Partnerships group to work with existing and newly established relationships with local city governments.  
· Partnerships were established with organizations that service clients with limited incomes and/or disabilities. 
· As noted above, SCE and PG&E initiated a segmentation study during PY 2009.  The results are intended to inform and improve program delivery.  SCE anticipates that actions will be taken based on these results during PY 2010. 


	1.4: Promote the growth of a trained LIEE workforce.


	· Incorporate LIEE training needs into the Workforce Training needs assessment.

· Develop Training Roadmap which includes funding requirements and sources other than IOUs.

· Implement LIEE workforce education and training.


	· Three types of training were offered in 2009:  home assessment training, inspection training and computer-based training.  This training was offered to employees from existing and new service providers to improve workforce skills and increase program efficiency.
· SCE is co-funding the Commission administered WE&T pilot.
· In 2009, the WE&T task force met several times moving towards the California Energy Efficiency Strategic Plan (CEESP) goals.  In particular, in 2009 a statewide assessment of Workforce, education and training "green jobs" was launched.


1.1.2. Please identify the IOU strategies employed in meeting Goal 2: LIEE is an Energy Resource

	Implementation Plan and Timeline

	Strategies
	Near Term

2009 – 2011
	IOU strategy employed this program year

	2.1: Increase collaboration and leveraging of other low-income programs and services.

	· Identify key areas where data sharing would be possible and advantageous.

· Develop partnerships with community organizations and other agencies to leverage resources available from local governments, federal, state, and private project funding sources. 
	· SCE enhanced systems enabling automatic enrollment into LIEE for customers who have successfully responded to CARE verification requests.

· Additional income-qualified programs (such as Medi-CAL, Healthy Families, CAL KIDS, etc.) were added to the list of programs that categorically qualify a household for LIEE.
· LIHEAP leveraging.

	2.2: Coordinate and communicate between LIEE, energy efficiency and DSM programs to achieve service offerings that are seamless for the customer.  


	· Ensure LIEE participants are aware of energy efficiency and DSM/EE programs.

· Coordinate with CSI programs to provide LIEE program services in qualified low income housing for both single family and multi-family CSI programs. 

· Coordinate AMI delivery and LIEE Programs.
	· SCE hired an existing Comprehensive Mobile Home Program (CMHP) contractor to do on-site LIEE applications and assessments for mobile homes. This enhanced the customer experience by enabling delivery of two programs in a single visit. 
· LIEE Assessors educate applicants on SCE’s residential air conditioning demand response program (Summer Discount Plan).
· Grid Alternatives sends a list of single-family households who have signed up for California Solar Initiative (CSI).

· LIEE staff trained managers of multi-family housing, including those who may sign up for CSI, on how their residents may enroll in LIEE.

· LIEE staff participated in monthly AMI Marketing status meetings to ensure program alignment.  

	2.3: Provide low income customers with measures that result in the most savings in the LIEE program.

	· Assess design of programs to ensure increasingly cost effective measures, while reducing low-income customers’ bills and improving quality of life. 

· Continue to include measures that provide long term energy savings, such as refrigerators.
	SCE continued to install measures with relatively high cost-effectiveness such as:

· CFL Torchieres (TRC = 1.43 approx.)

· Screw-in CFLs (TRC = 1.08 approx.)

· Refrigerators (TRC = 0.77 approx.)

SCE is co-funding a study on refrigerator degradation.  This study may lead to expanded eligibility of refrigerators in the program.

	2.4: Increase delivery of efficiency programs by identifying segmented concentrations of customers.


	· Identify and develop segmented approach to deliver services to households

· Improve use of community-based organizations (CBOs) in delivering services
	The LIEE program launched a new database enabling more efficient creation of  ZIP Code-specific outreach and canvassing lists by the following metrics to target areas with the most eligible and willing households:

· ZIPs with high estimated LIEE income eligibility

· CARE participants

· Non-LIEE participants

· High energy insecurity (disconnects, etc.)

· High energy users 


1.2. Low Income Energy Efficiency Program Overview
1.2.1. Provide a summary of the LIEE Program elements as approved in Decision 08-11-031:

	Program Summary

	 
	Authorized / Planning Assumptions
	Actual
	%

	Budget

	$55,742,000
	$44,051,560
	 79%

	Homes Treated
	83,445
	62,624
	75%

	kWh Saved
	29,723,678 
	23,514,554
	79%

	kW Demand Reduced
	9,572 
	6,495
	68%

	Therms Saved
	
	 
	 



1.3. Whole Neighborhood Approach Evaluation
1.3.1. Provide a summary of the geographic segmentation strategy employed, (i.e. tools and analysis used to segment “neighborhoods,” how neighborhoods are segmented and how this information is communicated to the contractor/CBO).

In 2009, SCE continued to improve its LIEE database to identify neighborhoods with a dense low-income population and low LIEE program penetration.  The database tracks the marketing and outreach tactics used in the various neighborhoods to determine the effectiveness and provide guidance to our contractors/community-based organizations (CBOs). Marketing efforts are staggered to address specific neighborhoods (small geographic areas or "ZIP7s") within SCE’s service territory where city partnerships may have been established.  For example:
· In July, direct mailers were sent out to approximately 3,200 customers in Tulare and Porterville, informing them about the LIEE program services and the local contractor conducting a canvassing effort through their respective neighborhood.  Prior to the mailer release, the effort was coordinated with members of the respective cities to issue a press release and broadcast on local television and radio stations.  SCE received a combined response rate of approximately 9% from the Tulare and Porterville Whole Neighborhood Approach (WNA) efforts.
· In September, SCE developed a partnership with the City of Redlands and their Neighborhood Revitalization Program (NRP).  The NRP is designed to assist owners of single-family residences, who meet income criteria, with a grant to make exterior improvements to their homes.  The LIEE program leveraged this effort and identified approximately 270 potential customers that received NRP services and were enrolled in the CARE program.  SCE received a response rate of approximately 14% from the Redlands WNA efforts.
· In October, two Cool Centers located in Perris and Moreno Valley were identified to promote the LIEE program (known by SCE customers as Energy Management Assistance (EMA)).  Over 3,000 customers were notified to take advantage of the services provided at each facility.  LIEE approved a contractor to set up a booth for two days at each center.  The two-day effort produced an approximately 3% response rate of combined centers.

The majority of customer leads were generated from SCE’s LIEE Call Center which were then assigned in bulk to service providers in a manner that ensures a full work day for the outreach worker.

1.3.2. Provide a summary of the customer segmentation strategies employed (i.e. tools and analysis used to identify customers based on energy usage, energy burden and energy insecurity) and how these customer segments are targeted in the Whole Neighborhood Approach to program outreach.

The LIEE Program focused the majority of its marketing and outreach efforts on CARE customers who have not previously received LIEE services.  Through these efforts, customers who have high energy insecurity, kWh / kW, notice and disconnects on their account were identified and targeted.  LIEE strategically scheduled each marketing and outreach campaign to address specific neighborhoods within the service territory.  Portions of the marketing efforts were recently modified to conform to the WNA by targeting customers in ZIP7 clusters.

The LIEE Program aggregated leads in small geographic areas and then allocated the leads to service providers in a manner that engaged the service provider in a full day’s worth of work within a specific neighborhood. This method was used to manage the work throughout the funding cycle in order to “space” LIEE work throughout the year for each LIEE service provider. 

1.3.3. Describe how the current program delivery strategy differs from previous years, specifically relating to Identification, Outreach, Enrollment, Assessment, energy Audit/Measure Installation, and Inspections.

In previous years, the LIEE program restricted its marketing and outreach efforts as limited funding and over-subscription had been the concern.  Other components of the LIEE program, in general, had not changed in terms of enrollment, assessment, energy audit, measure installations, and inspections.  Specific improvements and system enhancements were developed related to bulk assignment of leads and installation jobs ensuring assessors and work crews maintain a full day’s worth of work and minimize the carbon footprint.

In 2009, methods of identifying, marketing and outreaching to specific customer segments were developed where new strategies were implemented to effectively increase program awareness and enrollment throughout SCE’s service territory.  In 2009, LIEE began its aggressive integration and partnering efforts with various local governments, internal and external organizations who service within the disabled community to increased program penetration and bring benefits to a wider range of customers.  In addition, categorical, and self-certification enrollment were implemented to ease the enrollment process.

LIEE continued to strategize effective ways to enhance and improve current program deliveries and deploy effective marketing and outreach efforts to bring LIEE services to underserved communities.  While deploying the WNA approach, SCE remains cognizant of the need to ensure contractors throughout SCE’s service area have sufficient and balanced demand for services.  SCE also ensures that customers receive timely response to LIEE service requests even if they are not within a neighborhood currently being targeted through a WNA strategy.
1.4. LIEE Customer Enrollment Evaluation

1.4.1. Distinguish between customers treated as “go backs” and brand new customers so that the Commission has a clear idea of how many new customers the IOUs are adding to the LIEE program.

The number of homes treated in 2009 as “go backs” was less than 5%.  These customers were identified as having received services between 1999 and 2001. 

[image: image1.png]# of homes
treated 2009

# of Service Accounts treated in 2009
previously treated in 99 - 01

Percentage of Go back
Homes

62,624

3,031

4.84%





1.4.2. Please summarize new efforts to streamline customer enrollment strategies, including efforts to incorporate categorical eligibility and self-certification.

Efforts to streamline the customer enrollment process included, but were not limited to:

· Supplementing the traditional direct mailers to customers to include the contact information of service providers assigned to the area.  By including the service provider’s contact information on the direct mailer, it legitimizes the service provider and reduces the enrollment wait time by allowing the customer to contact the service provider directly.

· Households that have met the income documentation policies and procedures to enroll in either CARE and/or the Energy Assistance Fund (EAF) are referred to the service providers.  Since these household’s income have been verified by the respective program(s), the household is not required to provide additional income documentation in order to qualify for LIEE enrollment.

· Self-certification targeted customers residing in areas where 80% of the households were at or below 200% of the federal poverty line.  These areas were identified using ZIP +7 data.  Customers residing in these identified areas are referred to and enrolled by the service providers using the self-certification model identified by the Commission.

· Enrolling customers based on categorical eligibility.  Customers who can provide documents proving one or more household members’ current participation in one of several state or federal assistance programs do not need to provide additional income documentation in order to qualify for the LIEE Program.

1.4.3. If the IOU has failed to meet its annual goal of number of households served, please provide an explanation of why the goal was not met. Explain the programmatic modifications that will be implemented in order to accomplish future annual goals of number of households served. 
The LIEE program did not meet its 2009 annual goal of homes treated because new policy direction resulted in a number of program changes requiring revisions to procedures, additional contractor training, and clarification from the Commission.  The changes in program policy having an impact on the results achieved include:

· Contractor ramp-up to address expanded goals and pending ruling on WNA contributed to slow start; and
· Existing LIEE workforce (almost 2/3 of our contractors) are involved with state funded activities such as Low Income Home Energy Assistance Program (LIHEAP) Department of Energy (DOE) and American Recovery & Reinvestment Act of 2009 (ARRA).
SCE’s LIEE Program was able to bring on new service providers in late July.  These service providers began to increase the workforce to levels that could deliver the desired future results.  In addition, the LIEE program developed a more aggressive marketing plan to generate leads and help the service providers with enrollment of eligible customers.

1.5. Disability Enrollment Efforts

1.5.1. Provide a summary of efforts to which the IOU is meeting the 15% penetration goal. 

The majority of the LIEE enrollments of households with at least one member with disabilities were achieved through “SCE Referral.”  This effort consisted of customers who voluntarily self-identified a household member as disabled or enrolled from the Medical Baseline or CARE.  In addition, the LIEE Program established partnerships with organizations working with low-income households and people with disabilities to promote, recruit, and enroll their existing low-income clients in the LIEE Program. 

1.5.2. Describe how the LIEE customer segmentation for ME&O and program delivery takes into account the needs of persons with disabilities. 
In 2009, two distinct segmentation studies were initiated: (1)  The Commission managed a statewide Marketing, Education and Outreach (ME&O) segmentation study that includes low income customers, but does not directly address specific issues related to the ME&O needs of low income customers per se.  (2) In 2009 SCE and PG&E initiated a LIEE customer segmentation study.  While our efforts to specifically target customers with disabilities are constrained by D.08-11-031,
 the IOUs anticipate that the segmentation research will result in information that can inform aspects of our communication, marketing, education and training materials in order to better meet the needs of our low income, disabled customers.  Hence, once a home has been identified as including a person with a disability, the results of the segmentation research will provide information that will enable assessment and installation contractors to customize service delivery for this household based on its needs.
1.5.3. Identify the various resources the IOUs utilize to target the disabled community and the enrollments as a result:
	Disability Enrollments

	Source
	Total Enrollments
	Disability Enrollments
	% of Disability Enrollment

	SCE Referral 
	29,799
	4,585
	15%

	Data Sharing
	24,303
	1,303
	5%

	Partnership 
	9
	2
	22%

	Outreach
	8,513
	1,128
	13%

	Total
	62,624
	7,018
	11%

	Target Enrollment Rate
	-
	-
	15%


1.5.4. If participation from the disabled community is below the 15% goal, provide an explanation why:

SCE believes it is possible that it may have met the 15% goal.  The Service providers are unable to ask LIEE customers if a member of the household has a disability.  If a member of the household with a disability is not present during service delivery, it may be difficult to observe whether a household member has a disability.  Therefore, it is possible that some treated homes were not classified as including a household member with a disability.  SCE plans to discuss with the other IOUs outreach to customers with disabilities and work collaboratively to identify opportunities to improve the percentage of enrollments from the “Data Sharing” source and increase the number of enrollments obtained through the existing and newly established partnerships with organizations working with customers with disabilities.
1.6. Leveraging Success Evaluation, Including LIHEAP

Decision 08-11-031 defines leveraging as “an IOU’s effort to coordinate its LIEE programs with programs outside the IOU that serve low income customers, including programs offered by the public, private, non-profit or for-profit, local, state, and federal government sectors that result in energy efficiency measure installations in low income households”. Progress will be measured by tracking the following criteria:
· Dollars saved. Leveraging efforts are measurable and quantifiable in terms of dollars saved by the IOU (Shared/contributed/donated resources, elimination of redundant processes, shared/contributed marketing materials, discounts or reductions in the cost of installation, replacement, and repair of measures, among others are just some examples of cost savings to the IOU).
· Energy savings/benefits. Leveraging efforts are measurable and quantifiable in terms of home energy benefits/savings to the eligible households.
· Enrollment increases. Leveraging efforts are measurable and quantifiable in terms of program enrollment increases and/or customers served.
1.6.1. Describe the efforts taken to reach out and coordinate the LIEE program with other related low income programs offered outside the IOU that serve low income customers.

SCE staff from LIEE and Multi-family Affordable Solar Housing (MASH) program, managed by SCE, have held over two dozen meetings with representatives from multi-family & Housing & Urban Development (HUD) housing complexes to explain how LIEE and MASH work, and how to leverage their relationships with their residents to assist them in enrolling in LIEE.  Residents then apply for LIEE following the normal enrollment procedures utilizing the most efficient channel for them.

SCE LIEE staff also worked with staff from Grid Alternatives, the external company administering the Single-family Affordable Housing (SASH) program, to mutually leverage LIEE’s existing information on low income homes, and SASH’s efforts to identify homes that meet all their criteria.  A list of homes determined to be eligible for SASH treatment are sent to SCE to ensure that they are enrolled in LIEE and receive all eligible and feasible measures.

SCE has contracted with new, and continues to work closely with existing, CBOs which operate multiple programs targeting the low-income, disabled, senior, and/or other hard-to-reach population segments, leveraging the CBOs’ existing and ongoing relationships with their respective client bases to increase customer awareness and overcome potential unwillingness to participate.

SCE also continues to contract with agencies that also contract with other IOU LIEE programs.  Contracting with the same service providers allows the IOUs to split the cost of jointly educating the customer on energy efficiency practices and resources.  This leveraging has been highly successful in terms of the large number of jointly treated households it has enabled.

1.6.2. In addition to tracking and reporting whether each leveraging effort meets the above criteria in order to measure the level of success, please describe the Other Benefits resulting from this particular partnership not captured under the 3 criteria described above.   
Many, perhaps most, of the benefits from leveraging with other external programs are not directly and/or feasibly quantifiable.  For example, working with external programs has likely resulted in increased awareness of LIEE, which in turn results in an eventual increase in enrollments.  Perhaps more importantly, leveraging LIEE in combination with multiple external programs also likely enhances the credibility of the marketing for all programs involved, helping to overcome the public perception that receiving “free” measures from LIEE (or any other source) is too good to be true.  This same barrier is also overcome to some degree by the fact that the client may already have a trusting relationship with the external agency and thus will be more likely to trust the LIEE program messaging coming from that agency.

SCE employs several contractors that also have contracts with SoCalGas’ Direct Assistance Program (DAP).  This type of leveraging has multiple benefits, including reducing the number of times that the customer has to be home for an appointment, as compared to being treated by separate contractors for each utility.    

1.6.3. Please provide a status of the leveraging effort with California Department of Community Services and Development (CSD).  What new steps or programs have been implemented for this program year?  What was the result in terms of new enrollments?
This CSD/LIEE project was created to address two closely related problems:  LIHEAP contractors are typically unaware of homes previously serviced through LIEE and what services have been installed, until they actually do the assessment visit.

Similarly, LIEE contractors are typically unaware of homes previously serviced through LIHEAP and what services have been installed.  The result is that resources are wasted by LIEE and LIHEAP contractors pursuing previously treated homes that have no remaining feasible measures to be installed.

The project was divided into two phases.  Phase One implements the capability to allow LIHEAP Contractors to enter into SCE’s Energy Management Assistance Partnership System (EMAPS) data on homes treated, services installed and whether LIEE services were installed.  For example, the contractor will record if a household received a refrigerator, evaporative cooler, clothes washer, etc.  Phase One also includes streamlining the way that EMAPS supports the leveraging for any LIEE appliance.  Previously, leveraging appliances other than refrigerator replacements required contacting the SCE LIEE Program Manager for approval, outside of EMAPS.

Phase Two will expand the online EMAPS Duplicate Measure Research Inquiry (DMRI) function to include LIHEAP homes treated and services installed.  Phase Two also will define processes and identify issues enabling non-LIEE LIHEAP contractors to DMRI with EMAPS.

1.7. Integration Success Evaluation

According to Decision 08-11-031, “Integration constitutes an organization's internal efforts among its various departments and programs to identify, develop, and enact cooperative relationships that increase the effectiveness of customer demand side management programs and resources. Integration should result in more economic efficiency and energy savings than would have occurred in the absence of integration efforts.”

1.7.1. Describe the new efforts in program year to integrate and coordinate the LIEE program with the CARE Program. 

SCE continues to use the customers enrolled on CARE as one of the customer segmentation criteria for targeted LIEE marketing.  In addition, the LIEE and CARE marketing plans are now jointly coordinated in advance and on an ongoing basis to integrate efforts where feasible.  Program management from both LIEE and CARE now participate routinely in each other’s marketing and outreach planning activities and share day-to-day operational information, and function more like a unified team.  This increased level of communication and activity was enabled in large part by the addition of a dedicated LIEE staff member to, among other things, oversee LIEE marketing and coordinate with other SCE demand side management and customer assistance efforts, including CARE.

1.7.2. Describe the new efforts in program year to integrate and coordinate the LIEE program with the Energy Efficiency Residential Program.

SCE formed a Program Integration Team consisting of members of the LIEE, CARE and other residential energy efficiency program management groups.  This team met regularly with each representative explaining their respective program’s operations and jointly identifying potential areas for integration.  As part of this team effort, LIEE & CARE staff ensured that appropriate low income messaging was included in the redesigned Mobile Education and Assistance Unit that is dispatched to major outreach events to serve as an anchor for SCE’s demand side management and customer assistance outreach.  In what may prove to be the most effective of the new integration efforts, SCE trained and authorized the existing Comprehensive Mobile Home Program (CMHP) contractor to perform on-site LIEE applications and assessments for potentially qualifying mobile home households. The contractor is able to enroll households in the most appropriate program.  This combination likely enhances the perceived value of both programs to potential participants when being asked to participate. 

The Program Integration Team also implemented the joint review of printed customer materials as they come up for revision, in order to identify low- or no-cost ways of integrating the various program offerings into the materials as appropriate for the intended audience.  As a result, enhanced LIEE messaging was added to the two widely distributed residential energy efficiency brochures and flyers.

1.7.3. Describe the new efforts in program year to integrate and coordinate the LIEE program with the Energy Efficiency Government Partnerships Program.

LIEE and Partnerships staff met multiple times to identify potential opportunities for integrating aspects of the respective programs.  An overview of the LIEE and CARE programs was presented at a number of Partnership meetings with local government and business leaders.  However, SCE’s Partnership program does not focus on residences, but rather more on government buildings and facilities.  SCE’s Partnerships Program continues to share their calendar of upcoming events in the hope that some will prove fruitful for the low income programs.

1.7.4. Describe the new efforts in program year to integrate and coordinate the LIEE program with any additional Energy Efficiency Programs. 
SCE continues to explore the feasibility of integrating program delivery with the California Advanced Homes Program (formerly the California New Homes Program).  For housing units designated by the builder for low-income occupants, LIEE will pay the full incremental cost of installing higher-efficiency equipment, such as 16.0 SEER HVAC systems and refrigerators.  Without the incentive, builders are less inclined to increase the energy efficiency of any new housing units.  The California Advanced Homes Program will pay the standard calculated incentives for all other measures currently not offered through LIEE that are installed in units designated for low-income occupants.  Due to the slack housing market, there were no opportunities to integrate the two programs in 2009.  
1.7.5. Describe the new efforts in program year to integrate and coordinate the LIEE program with the Demand Response Programs.

SCE’s Program Integration Team identified and implemented integration opportunities with the Summer Discount Plan’s (SDP) seasonal activities.  LIEE staff provided marketing data to SDP staff that targets information on customers that have central air conditioners, as determined by the hundreds of thousands of LIEE home assessments performed over the years.  In addition, LIEE applicants are informed of the SDP as part of the on-site energy education.  Although in the end, it was determined best to focus primary marketing on CARE, the CARE program feeds customers into LIEE by serving to identify customers who are willing to participate in a program that is easy to sign up for, and therefore may potentially be interested in participating in LIEE.

1.7.6. Describe the new efforts in program year to integrate and coordinate the LIEE program with the California Solar Initiative Programs.
The low income portion of the CSI is divided into the SASH and MASH programs.  SASH is managed by a company outside of SCE, and therefore coordination with SASH falls under the “leveraging” umbrella.  See Section 1.6.1 above.

SCE employed both integration and leveraging activities to coordinate LIEE with the SCE-administered MASH program.  The integration activities consisted of a series of planning meetings between the respective program managers, and development and implementation of a process by which LIEE and MASH staff met jointly and separately with over two dozen managers of multi-family housing organizations, including those who may sign up for CSI, who in turn leveraged their resources to explain to their residents how to enroll in LIEE.  The housing managers then assist the residents in applying for LIEE via any one of the existing channels they find most convenient.

1.8. Workforce Education & Training 

1.8.1. Please summarize efforts to improve and expand LIEE workforce education and training.  Describe steps taken to hire and train low income workers and how such efforts differ from prior program years.

The LIEE Program provides training covering different aspects of the program to contractors, CBOs and vendors working in the program.  Contractors and CBOs are required to maintain a license in good standing with the California State Licensing Board (CSLB).

The training curriculum includes workshops related to the policies and procedures for home enrollment and assessment, service delivery and inspections.  The curriculum includes hands-on interactive workshops to LIEE service providers in the use of EMAPS, which is the web-based database used to process and track program activity. 

In addition, web seminars (“webinars”) have been implemented due to the low-cost alternative to face-to-face meetings.  Since the use of webinars reduces the overhead and travel costs typically associated with face-to-face meetings, and can be scheduled almost immediately, plans are being developed to expand the use of this method to other program components wherever appropriate.

New service providers were brought in to the LIEE Program to help provide services to more homes.  Therefore, it was necessary to provide in-depth training that reflected the full scope of the program.  Instead of focusing on providing updates, this training involved more of a “from-the-ground-up” approach in order to accelerate the learning curve for new service providers.

1.8.2. Please list the different types of training conducted and the various recruitment efforts employed to train and hire from the low income energy efficiency workforce. 

Many of the LIEE Program service providers and particularly CBOs, are situated in low-income and disadvantaged communities and provide jobs within these communities.  Currently, these organizations provide over 750 jobs that support the LIEE Program.  This figure includes employees of service providers performing ancillary services (e.g., janitorial and clerical) but may not be a comprehensive list.  SCE’s training includes:
· Home Assessment Training – Offered to new employees hired by the LIEE Program service providers and is required prior to employees conducting customer enrollment, income verification, and home assessment activities.  
· Inspection Training – Offered to new inspectors being certified to verify that the LIEE service providers work was performed properly and measures installed safely.

· Computer-Based Training (CBT) – Offered to existing and new employees.  Workshop includes, but is not limited to, basic computer skills, and utilizing tools such as Microsoft Word, Excel and PowerPoint. 
	Type of training or 
recruitment conducted
	Employees trained
	Employees hired

	Home Assessment Training
	360
	360

	Inspection Training
	24
	24

	Computer-Based Training
	7
	0


	
	
	

	

	
	
	

	
	
	


1.9. Legislative Lighting Requirements Status

1.9.1. Provide a summary on current and future CFL supply issues, as experienced by the IOU.  Any current / future problems as well as potential solutions should be discussed in this paragraph.

The LIEE Program has not experienced any Compact Florescent Light bulb (CFL) supply issues and does not anticipate any future issues.  As part of the procurement process, lighting suppliers were evaluated on the availability of product and communication if shortages should occur.  In addition, an agreement with the lighting vendor was set-up with fixed unit prices throughout the 2009-2011 program cycle and requires the supplier to have sufficient inventory to supply product to all LIEE service providers for a minimum of 30 days.

1.9.2. Provide a summary explaining how IOU promotes the recycling/ collection rules for CFLs.

The LIEE Program has included information in its home energy education program to inform customers about the proper disposal of CFLs.  The information includes:

· The energy savings benefits associated with replacing incandescent light bulbs with CFLs.

· Information regarding the CFLs mercury, toxic substance that can be harmful if not adequately handled.

· Instructions for the proper procedures for collecting and disposing of burned-out and broken CFLs, such as placing in a sealed plastic bag and taking them to a local recycling center or contacting a local hazardous waste agency for local recycling options.

1.9.3. Complete Table 16 (in Appendix).  In addition, please briefly summarize the CFL procurement process for the IOU, including manufacturers, distributors, warehousing, and contractor delivery.

Traditionally, the electric IOUs have procured CFLs and other lighting measures independently of each other.  For the 2009-2011 program cycle, the electric IOUs coordinated the procurement of the CFLs in order to obtain the highest quality at the lowest possible price.  Each IOU remained responsible for issuing their own agreement with the successful bidder to authorize the purchase of CFLs.

The successful lighting supplier was selected based on product availability, quality, pricing, experience, warranty, location, and warehousing.  The LIEE program agreement requires the supplier to maintain at least 30 days of product for all service providers and deliver product to the service providers’ facilities within 14 days from the order date.

1.9.4. Provide a summary of IOU activities in preparation for a draw down of CFL-supporting subsidies at the end of the 2009-2011 cycle, and where, as experienced by the IOU, they feel new lighting technologies could be used in the LIEE program.
The delivery and installation of CFLs offers significant energy savings by switching low income customers from high energy use incandescent bulbs to CFLs.  CFLs are one of the more cost effective measures provided through the LIEE program.   SCE’s LIEE Program will continue to coordinate with the energy efficiency lighting programs to seek opportunities to introduce new lighting technologies and help ease the transition when incandescent bulbs are no longer available.
1.10. Studies

1.10.1. For each Study, provide 1) a summary describing the activities undertaken in the study since its inception; 2) the study progress, problems encountered, ideas on solutions; and 3) the activities anticipated in the next quarter and the next year.

Customer Segmentation Study 

The Customer Segmentation Study is a joint study between SCE and PG&E.  SCE is managing the project and anticipates the results of the study will assist program managers in developing more effective or streamlined targeting and outreach methods.  In addition, the study is intended to gather information to enable program managers to improve program delivery and/or marketing and educational materials in so far as they are tailored to the needs and issues of various groups (segments) of customers.

The following program activities took place during 2009:  A request for proposals with a project scope and project objectives was written and approved by the two participating utilities and the Energy Division staff.  The Request for Proposal was distributed to potential bidders in June 2009.  Proposals were reviewed and scored by the study team.  HINER and Partners was selected as the Evaluation Contractor for the project in July 2009.  A project kick-off meeting was conducted in September 2009.  A draft research plan was created and modified based on feedback from the team.  A revised research plan was presented at a public workshop in November, 2009.  The project was scoped to include four phases of data collection.  During the last part of 2009 and the early part of 2010, the participating utilities have been working with HINER and Partners on scoping the data request based on available data and pulling the necessary customer data for the initial segmentation analyses.  This work is still ongoing.  The second phase of data collection involves conducting focus groups and will occur in 2010.  

SCE anticipates gathering additional primary data via qualitative and quantitative methods of data collection in 2010.  These data will be analyzed in conjunction with the analyses of the existing utility customer data in providing details on customer segments.  While contingent on not encountering unexpected delays or problems, SCE anticipates receiving a final report on the project in May or June of 2010.

Ongoing efforts have and will be made to coordinate the planning and execution of this study with what has been done via the Statewide ME&O Segmentation Study.  In particular, the results, data, and instruments have been reviewed by the LIEE project team in order to capitalize on what has been done and insure that these efforts can appropriately inform one another.

SCE LIEE High Usage Needs Assessment

SCE is the only utility participating in the High Usage Needs Assessment Study.  The intent of this study is to better understand high-tier energy use among low-income customers in temperate climate zones.  SCE anticipates that by identifying the causes or behaviors that lead to relatively higher usage the effectiveness of the LIEE program services for these customers can be maximized.  

This study is being conducted simultaneously with the Segmentation Study, and as such is following roughly the same time frame and schedule.

The request for proposals was distributed to potential bidders in June 2009.  Proposals were reviewed and scored by the study team.  HINER and Partners was selected as the Evaluation Contractor for the project.  A project kick-off meeting was conducted in September 2009.  A revised research plan was presented at a public workshop in November, 2009.  The project was scoped to economize work activities and customer feedback by combining some of the data collection resources with the Segmentation Study.
During the next quarter SCE anticipates gathering additional primary data via qualitative and quantitative methods of data collection.  In addition to the focus groups and quantitative survey conducted in conjunction with the Segmentation Study, during the next quarter the IOUs will conduct on-site audits and interviews customers with past year usage in the top 20% for their climate zone.

These different sources of data will be analyzed in an effort to learn more about the unique needs of this group of customers and ways that the LIEE program might better serve them.  As is the case with the Segmentation Study, SCE anticipates receiving a final report on the project in June of 2010.

Joint Utility 2009 LIEE Impact Evaluation

The Impact Evaluation is a state-wide study managed by the Energy Division.  SCE holds the contract for the project.  The objective of the Impact Evaluation research is to provide electric and gas savings estimates by measure, utility, household, weather zone, and other relevant dimensions for the PY 2009 LIEE Program.  It is anticipated that the results will provide data to quantify the PY 2009 program achievements and document the relative value of various measures in producing energy savings.  It is further expected that analyses of the program impacts on energy savings will be used to update savings forecasts, complete other LIEE analyses, and meet filing and reporting requirements.  

To date, the following activities have taken place:  An RFP was written and approved by the participating utilities and Energy Division in June 2009; the RFP was distributed in July 2009; EcoNorthwest was selected as the contractor for the project in August 2009.  The firm is working with several sub-contractors, one of which includes the contractor that conducted the PY 2005 LIEE Impact Evaluation.  The project kick-off meeting was held in September 2009.  The research plan was presented at an initial public workshop held in November 2009.  The utilities provided customer data to the contractor in December 2009 and January 2010.  A sample plan was finalized for the survey data collection effort in January 2010.  A draft of the participant survey instrument was circulated in March 2010.  

During the second quarter of 2010, the IOUs anticipate that survey data will be collected for LIEE participants and non-participants, on-site audits will be conducted, and some initial billing analyses will be completed.  The engineering analyses of selected measures and additional billing analyses on all of the measures will be conducted during the following quarter.  The IOUs anticipate remaining on schedule to receive the final report on the project in December of 2010.

Joint Utility LIEE Process Evaluation

The Process Evaluation is a state-wide study managed by Energy Division.  PG&E holds the contract for the project.  The Process Evaluation assesses the effectiveness of the current LIEE program in order to develop recommendations for improvements in program design and delivery.  It is anticipated that the final report will provide findings and recommendations for possible program changes that can be introduced as part of the next program cycle.  The Joint Utilities, however, are also seeking ongoing information and recommendations as the evaluation progresses, so that LIEE program managers can institute productive changes to program operations without necessarily waiting until the next program cycle.

The 2009-2011 LIEE Program includes several new components, such as the WNA and a statewide awareness campaign.  The 2009 Process Evaluation will give the Joint Utilities and the Commission our first opportunity to understand how these new approaches are impacting key Commission and utility program objectives, so that program elements can be fine-tuned to increase program participation and effectiveness.

A new process for obtaining bids from contractors for this evaluation was introduced in 2009.  As such, a Request for Qualifications was posted during the first quarter of 2010.  The RFP was disseminated to qualified bidders in the first quarter 2010.  The IOUs expect to select a contractor and begin work on this evaluation during the second quarter 2010.  The IOUs anticipate that the Final Report will be completed by January 2011.  The results from this study will be used to develop the 2012-2014 LIEE Program Applications.  

Joint Electric Utility Refrigerator Degradation Study

Typically, appliance replacement is based on the effective useful life (EUL) and degradation of measures, from which a policy decision can be made at what stage of their lifecycle, it becomes cost-effective to replace them to receive the most energy savings benefits.  Currently, refrigerators are eligible for replacement by a new energy efficient refrigerator in the LIEE program if they are manufactured before 1993.  LIEE program statistics indicate that the pre-1993 refrigerator replacement market is highly saturated, however, the IOUs believe energy-efficient refrigerators are still one of the most cost effective, energy-saving measures in the LIEE program. This study will update refrigerator replacement criteria to garner new, significant and cost effective energy savings for the LIEE program.

The central goal of the refrigerator degradation study is to determine which, if any, alternate refrigerator replacement criteria lead to maximum, cost effective energy and demand savings for the LIEE program.  Specifically, the IOUs are looking for a criterion for refrigerator replacement in the form of either a date at which manufacturer and technological changes in efficiency occurred, or a determined age of refrigerators to be replaced.  

No activities on this project occurred during 2009.  A draft of the Request for Proposals has been written and is expected to be distributed during the first quarter of 2010.  The study is expected to begin in the 2nd quarter of 2010.   The IOUs anticipate that this study will be completed by the third quarter of 2010. 
Joint Utility LIEE Non-Energy Benefits Study 

The Non-Energy Benefits (NEBs) Study is a statewide study managed by San Diego Gas and Electric (SDG&E). The study was designed to be carried out in two phases.  The first phase, currently underway, seeks to provide a literature review describing the use of NEBs in the industry and to recommend an approach for updating the estimation of NEBs and incorporating them into the required cost effectiveness tests for the LIEE Program.  The second phase of the study, expected to start in 2010, will provide updated calculations for estimating the NEBs used in the program.

To date, the following activities have taken place:  A RFP for Phase I of the Study was written and approved by the participating utilities and Energy Division in June 2009, and the RFP was then distributed the same month.  In July 2009, Skumatz Economic Research Associates (SERA), located in Boulder, Colorado, was selected as the contractor for the project, and SERA’s subcontractor on the project is The Cadmus Group, located in Portland, Oregon.  A project kick-off meeting was held in San Diego in August 2009.  A subsequent follow-up meeting was held in San Francisco in October 2009, and the project tasks and schedule were finalized later that month.  A draft literature review was presented in December 2009.  

During the first quarter of 2010 the IOUs anticipate finalizing the deliverable that includes the literature review and recommendations for Phase 2.  Once finalized, a public workshop will be scheduled to present the results. During the second quarter of 2010, the IOUs anticipate finalizing the Phase 1 report and developing the work scope for Phase 2.

1.10.2. If applicable, submit Final Study Report describing: 1) Overview of study; 2) Budget spent vs. authorized budget; 3) Final results of study; and 4) Recommendations.

There were no reports or results to report for 2009.  Therefore, there are no recommendations.      
1.11. Pilots

1.11.1. For each Pilot, provide 1) a summary describing the activities undertaken in the study since its inception; 2)  the study progress, problems encountered, ideas on solutions; 3)  the activities anticipated in the next quarter and the next year; and 4) Status of Pilot Evaluation Plan (PEP).  

SCE did not conduct any pilots in 2009.

1.11.2. If applicable, submit Final Pilot Report describing: 1) Overview of pilot; 2) Description of Pilot Evaluation Plan (PEP); 3) Budget spent vs. authorized budget; 4) Final results of pilot (including effectiveness of the program, increased customer enrollments or enhanced program energy savings); and 5) Recommendations.

Please see answer to Question 1.11.1 above.
1.12. “Add Back” Measures

For measures that fall below the cost effectiveness threshold under Decision 08-11-031, we require additional reporting to show the cost, energy savings impacts, and related metrics.
SCE has provided the required reporting on “Add Back” measures in LIEE Table 18. These measures were “added back” by the Commission to Table F4 in D.08-11-031, as modified by D.09-11-009, and noted with an asterisk accordingly.

1.12.1. If the "add-backs" compromise the IOUs' ability to meet the 2020 Plan goal that 100% of eligible and willing customers will have received all cost effective LIEE measures, how does the IOU propose to address the shortfall in other parts of the LIEE program?

Providing these “add-back” measures has not compromised SCE’s ability to meet the 2020 Strategic Plan goal.

2. CARE Executive Summary
2.1. Participant Information

2.1.1. Provide the total number of residential CARE customers, including sub‑metered tenants, by month, by energy source, for the reporting period and explain any variances of 5% or more in the number of participants

	Residential CARE Program 

	Customer by Month


	(Electrical Usage)

	2009
	CARE Customers
	Percent Change

	January
	1,117,274
	Less than 5%

	February
	1,124,863
	Less than 5%

	March
	1,146,691
	Less than 5%

	April
	1,161,348
	Less than 5%

	May
	1,165,197
	Less than 5%

	June
	1,173,681
	Less than 5%

	July
	1,184,652
	Less than 5%

	August
	1,196,535
	Less than 5%

	September
	1,205,516
	Less than 5%

	October
	1,207,490
	Less than 5%

	November
	1,227,675
	Less than 5%

	December
	1,235,123
	Less than 5%

	
	
	

	


2.1.2. Describe the methodology, sources of data, and key computations used to estimate the utility’s CARE penetration rates by energy source

2.1.2.1. Describe how the estimates of current demographic CARE-eligibility rates, by energy source for the pre-June 1st periods, were derived.

SCE and the other California IOU’s used the joint utility methodology adopted by the CPUC in D.01-03-028 for developing quarterly and monthly penetration estimates in 2008.  This method entails annual estimation of eligibility for CARE, LIEE, and other income-by-household size parameters at the small area (block group, census tract, ZIP+2, etc.) for each IOU territory and for the state as a whole. 

Sources for this estimation include the CPUC’s current guidelines, current year small area vendor marginal distributions on household characteristics, Census PUMS 2000 and PUMS 2005-2007sample data, utility meter and master meter household counts, Department of Finance CPI series, and various GIS sources. 

Estimates from the block group level are aggregated to county/utility and whole utility level, among other aggregations. Each quarter, the utility applies county/utility level eligibility fractions to a new set of “technical eligibility counts” (for CARE these are metered and sub-metered occupied housing units) obtaining an estimate of income/demographic eligibility in household count form. 

Every month, including each quarter, SCE counts the number of households (by small area, by county, and overall) that are enrolled in CARE. The CARE household total, including individually metered and sub-metered occupied housing units, is divided by the total income/demographic eligibility. 

In November 2007, Athens Research made a refinement to the joint utility method. This method uses available (and legitimately obtainable) Census data (Advance Query, PUMS, and SF3) tabulations to produce block group level estimates of eligibility at 200% of federal poverty guidelines among individually metered, sub-metered, and non-sub-metered master metered households. These estimates may be aggregated in various ways to provide current year estimates of eligibility by “payer status,” i.e., individually metered, sub-metered, and non-sub-metered.  

The estimates of eligibility by payer status, from November 2008, are used to disaggregate the overall CARE eligibility rate that has been estimated historically, yielding CARE eligibility and penetration estimates that differ between individually and sub-metered households (and which are consistent with the overall estimate). 

2.1.2.2. Describe how the estimates of current CARE-eligible meters were derived.  Explain how total residential meters were adjusted to reflect CARE-eligible meters (i.e., master meters that are not sub-metered or other residential meter configurations that do not provide residential service).

See SCE’s response above to Question 2.1.2.1 above.  CARE eligibility rates by small and large area are developed so that they apply to individually metered and sub-metered households only.  Additionally, as the utilities apply these rates in successive quarters, they are applied to individually metered and sub-metered household counts for a given quarter.

2.1.2.3. Discuss how the estimates of current CARE-eligible households were developed.

See SCE’s response above to Question 2.1.2.1.  Note that the methodology is based on estimating small area (block group) level household (size-by-income-by-household-age) tabulations for the current year, and connecting these estimates with small area counts of households that are individually metered or sub-metered.  Block group/utility-specific estimates are then disaggregated/aggregated to various geographic levels within a given utility area:  ZIP+2, ZIP, tract, county, territory, etc. Statewide estimates, regardless of utility boundaries, are also provided at small and large area levels. 

2.1.2.4. Describe how current CARE customers were counted.


At each month’s end, individually metered service accounts, or low income tenants at sub-metered residential facilities are counted.

2.1.2.5. Discuss how the elements above were used to derive the utility’s CARE participation rates by energy source.
CARE-participating residential households were divided by the estimated number of CARE-eligible households to calculate a penetration rate.

2.1.3. Provide the estimates of current demographic CARE-eligibility rates by energy source at year-end.

The estimate of current demographic CARE-eligible rates by energy source at year-end is .322.
2.1.4. Provide the estimates of current CARE-eligible sub-metered tenants of master-meter customers by energy source at year-end. 
The estimate of current CARE-eligible sub-metered tenants of master-meter customers by energy source at year-end is 68,863.
2.1.5. Provide the current CARE sub-metered tenant counts by energy source at year-end.

The current CARE sub-metered tenant count by energy source at year-end is 38,189.

2.1.6. Provide the current CARE sub-metered penetration rates by energy source at year-end.
The current CARE sub-metered penetration rates by energy source at year-end is .555
2.1.7. Discuss any problems encountered during the reporting period administering the CARE program for sub-metered tenants and/or master-meter customers.



SCE continues to directly contact submetered tenants to expedite the recertification of CARE and FERA.  This approach has proven to be more effective than the previous tactic of solely approaching the mobile home park owners/managers in increasing tenant enrollment/recertification.
2.2. CARE Program Summary

2.2.1. Please provide CARE program summary costs.
	CARE Budget Categories
	Authorized Budget
	Actual Expenses
	% of Budget Spent

	Outreach (includes automatic enrollment)
	 $2,430,000
	 $3,026,377
	125%

	Proc., Certification and Verification [1]
	 $850,000
	$914,436
	108%

	Information Tech./Programming [2]
	 $1,000,000
	$1,154,707
	115%

	Pilots [3]
	 N/A
	 
	 

	Measurement and Evaluation
	$ 56,000
	 $8,027
	14%

	Regulatory Compliance
	$167,500
	 $142,468
	 85%

	General Administration
	 $831,500
	 $355,893
	 43%

	CPUC Energy Division Staff
	 $206,000
	 $90,108
	 51%

	Cooling Centers [4]
	 N/A
	 
	 

	Total Expenses
	 $5,541,000
	 $5,692,016
	103%

	Subsidies and Benefits [5]
	 $203,000,000
	 $228,439,230
	109%

	Total Program Costs and Discounts [6]
	 $208,541,000
	$234,131,246
	112%

	[1] Actual 2009 expenses for processing, certification and verification exceeded the budget by $64,436 (108%).  Increased marketing and outreach efforts due to the current economic crisis resulted in a larger volume of applications processed.
[2] The final costs of the 2009 IT system technical/programming enhancements came in over budget by $154,707 because the original 2008 estimates were based on high level requirements.  The enhancements included but were not limited to major upgrades to the processing system, inclusion of a probability model for recertification and verification requests, expansion of data sharing with SoCalGas as well as the addition of four public assistance programs for categorical enrollment and automation of customer letter generation.
[3] There were no pilots in 2009.
[4] SCE’s authorized Cool Center budget is not part of the CARE budget.
[5] Subsidies and benefits include rate discounts.
[6] SCE's CARE administrative expenditures in 2009 exceeded the 2009 authorized budget by $151,016.  Per D.02-09-021, SCE can recover expenditures in excess of the authorized amount subject to reasonableness review through the CARE 2-way balancing account.  The CARE discount exceeded the authorized amount by $25,439,230 in 2009. Per D.02-09-021, SCE can recover the full value of the discount through the CARE 2-way balancing account without a reasonableness review.
(1) 
(2) 
(3) 




(2) 
(3) 
(4) 
(5) 
(6)  
2.2.2. Please provide the CARE program penetration rate to date.
	CARE Penetration

	Participants Enrolled 
	Eligible Participants
	Penetration rate
	Target Met?

	1,235,123
	1,390,134
	89%
	No


2.2.3. Report the number of customer complaints received (formal or informal, however and wherever received) about their CARE recertification efforts, and the nature of the complaints. 
SCE received a total of 16 recertification complaints in 2009. 

	CARE Recertification

	Month
	Complaints Received
	Nature of Complaint
	Cases Resolved

	January
	1
	This complaint was initiated by a customer who mailed in an incomplete recertification request that was returned for clarification. Due to the delayed return response, the customer was removed from CARE and did not receive one month of the CARE discount. The customer received a credit for the one month discount that had been lost.
	Yes

	February
	1
	This complaint was initiated by a customer who mailed in an incomplete recertification request that was returned for clarification.
	Yes

	March
	2
	One recertification complaint was received due to the initial recertification documentation being incomplete and, the other was received due to the recertification documentation being received after the recertification period. However, both customers were recertified.
	Yes

	April
	0
	No complaints received during April
	N/A

	May
	1
	SCE received one complaint regarding a customer who submitted an incomplete recertification request. SCE mailed a letter to the customer requesting information, and requesting they contact a Consumer Affairs representative immediately. The customer responded with the requested information, and was placed on CARE back to their removal date in April 2009, with no break in service.

	Yes

	

	CARE Recertification

	Month
	Complaints Received
	Nature of Complaint
	Cases Resolved

	June
	2
	One complaint resulted from a recertification from the customer who forgot to mail it in, and the second was due to a form that was submitted incomplete and was returned to the customer for completion.
	Yes

	July 
	2
	One complaint resulted from a customer being taken off CARE when SCE did not receive the recertification form. The second was due to a customer being told their recertification form was never received, but, in fact, the form was received and the customer was never taken off CARE.
	Yes

	August
	1
	The customer submitted recertification paperwork on time, but it was incomplete. Consumer Affairs advised the customer what was needed to complete the request; the customer was also advised that CARE would not be reinstated until that paperwork was received and that CARE would not be applied retroactively. The customer was advised to submit the paperwork as soon as possible.
	Yes

	September
	1
	SCE did not receive a customer's recertification form on time and the customer fell off the CARE rate. The form was later received and the discount reinstated before SCE received the CPUC complaint. The customer was not retroactively credited because SCE did not receive the recertification on time.
	Yes

	October
	2
	A customer returned the signed recertification without the requested paperwork; therefore the customer was removed from the rate. SCE has agreed to rebill the account for the month of discount the customer missed. The second complaint involved a customer who was removed from the CARE rate due to failure to complete and return the recertification request to SCE. The customer later called SCE about high bills and was told he was no longer receiving the discount. The customer submitted a new CARE application and the discount was reinstated on his next billing period. The customer was also given payment arrangements on the account balance.
	Yes


	CARE Recertification

	Month
	Complaints Received
	Nature of Complaint
	Cases Resolved

	November
	2
	A customer called regarding being removed from the CARE rate, and confirmed they did not complete and return the recertification request. The customer is now back on the rate, but will not be retroactively credited for the time they were not on the rate. Secondly, a customer believed they were wrongly removed from the CARE rate. SCE records show the customer calling repeatedly for new applications, but no application was received from the customer. There will be no retroactive credit to the account.
	Yes

	December
	1
	SCE sent a recertification request in July. The customer was removed from the rate in September when no response was received. Customer's paperwork was received in December and was placed on the rate. The customer wants account credited retroactively, but the request was denied as the paperwork was not received until December.
	Yes


2.3. CARE Program Costs 
2.3.1. Discount Cost

2.3.1.1. State the average monthly CARE discount received, in dollars, per CARE customer by energy source.

The average discount per CARE customer was $16.20.
2.3.1.2. State the annual subsidy (discount) for all CARE customers by energy source.

The annual subsidy (discount) for all CARE residential program customers was $228,439,230.
2.3.2. Administrative Cost

2.3.2.1. Show the CARE Residential Program’s administrative cost by category.  

See Section 2.2.1
2.3.2.2. Explain what is included in each administrative cost category.

The requested information is provided in the table below.
	CARE Administrative 

Cost Category
	Description

	Outreach
	Includes:

Bill inserts, advertising, applications (printing and mailing), posters, brochures, flyers, postage, sub-meter, non-profit, and agricultural housing outreach, information technology (technical support and software licensing), staff labor, out-bound dialing, 800#, outreach pilot, and Capitation Fee Project.

	Processing, Certification, and Verification
	Includes:

Staff labor, information technology (technical support and software licensing), application processing, training, programming labor, and sub-meter certification.

	Information Technology/Programming
	Includes:

Programming and labor costs associated with system enhancements and maintenance of existing processes.

	Measurement & Evaluation
	Includes:  Needs Assessment Study and Customer Satisfaction Survey.

	Regulatory Compliance
	Includes:

Applications, advice filings, comments and reply comments, hearings, reports and studies, working group meetings, public input meetings, and tariff revisions.

	General Administration
	Includes:

Office supplies, market research, program management labor (including pensions and benefits), and information technology (technical support and software licensing).

	CPUC Energy Division Staff 
	Includes:

CPUC Energy Division Staff expenditures.


2.3.3. Provide the year-end December 31 balance for the CARE balancing account.
In D.02-09-021, the CPUC required SCE to establish the CARE balancing account (CBA), effective January 1, 2002.  The balance in the CBA as of December 31, 2009 was $56.741 million.

2.3.4. Describe which cost categories are recorded to the CARE balancing account and which are included in base rates.

SCE does not recover CARE-related costs in base rates.  In D.97-08-056, the CPUC allocated SCE’s administration costs associated with the CARE Program to SCE’s Public Purpose Programs rate component.  D.02-09-021
 required SCE to establish a CARE balancing account (CBA) to record the following on a monthly basis:  (1) the difference between CARE discounts provided to CARE-eligible customers and CARE surcharges billed to non-CARE customers, (2) the difference between the authorized CARE administration amounts and actual incurred CARE administration expenses, (3) costs associated with the CARE automatic enrollment program, and (4) costs associated with the Energy Division’s audit of the CBA.

2.3.5. Provide a table showing, by customer class, the CARE surcharge paid, the average bill paid, the percentage of CARE surcharge paid relative to the average bill, the total CARE surcharge collected, and the percentage of total CARE revenues paid.  

	CARE Surcharge and Revenue Collected by Customer Class (2009)

	Customer

Class 
	Average

Monthly

CARE

Surcharge
	Average

Monthly

Bill 
	CARE

Surcharge

As Percent of Bill
	Total Annual CARE Surcharge Revenue Collected 
	Percentage of Total Annual CARE Surcharge

Revenue Collected [1]

	Residential
	$4,260,937 
	$381,773,861 
	1.1%
	$51,131,250 
	29.8%

	Agricultural
	$257,788 
	$14,495,034 
	1.8%
	$3,093,462 
	1.8%

	Commercial
	$7,384,438 
	$424,416,574 
	1.7%
	$88,613,256 
	51.7%

	Industrial
	$1,428,481 
	$62,782,515 
	2.3%
	$17,141,775 
	10.0%

	Totals
	$13,331,644 
	$883,467,984 
	1.5%
	$159,979,743
	93.3%

	

	[1] Revenue Billed


2.4. Outreach

2.4.1. Discuss utility outreach activities and those undertaken by third parties on the utility’s behalf.

CARE and Family Electric Rate Assistance (FERA) programs’ outreach efforts and communications to SCE’s in-language and under-penetrated areas continued to be a priority.  SCE’s CARE/FERA programs partner with internal SCE departments such as Equal Opportunity, Public Affairs, Consumer Affairs, Customer Experience Management, Corporate Communications, Community Involvement, Speakers Bureau, employee volunteer-based Affinity Groups, as well as external organizations such as the Long Beach Housing Authority, the City of Long Beach’s Neighborhood Services Bureau and various chambers, foundations, faith-based and CBOs in outreach activities that target SCE’s hard-to-reach customer base.  

SCE’s goal is to enroll as many eligible customers who are willing to participate in CARE. CARE enrollment increased from 1,104,556 on December 31, 2008 to 1,235,123 on December 31, 2009 which represents a net increase of 130,567.

The following provides an overview of SCE’s 2009 outreach initiatives.

· SCE’s CARE/FERA programs participated in over 225 customer outreach events through partnerships with internal and external organizations, wherein thousands of CARE applications were distributed to low-income customers as a part of the sustained efforts related to SCE’s first quarter Economic Assistance campaign. 

· Due to the economic crisis, the Economic Assistance campaign launched in mid-February 2009 focused efforts on educating and encouraging income-qualified and newly eligible customers to enroll in SCE’s income-qualified programs. Customers responded to various tactics, including targeted direct mail efforts, ethnic and community advertising (print, radio, and posters), media outreach and community events.

· At many of these events, eligible customers had the opportunity to enroll or recertify for CARE via the real time online enrollment form at www.sce.com and learn about the programs directly from a CARE/FERA subject matter expert.  Such events provide SCE with the opportunity to uphold a presence in the community, continue to educate the public about the programs, and enroll eligible customers.  Upholding this presence in the community is hugely important as the economic climate continues to impact SCE’s customers bringing a newly eligible customer base. 

· New brochures were developed in ethnic languages and were distributed.

· On April 20, 2009, SCE participated in the statewide “We CARE” Day co-sponsored by the Commission in Bakersfield, and on April 23, 2009, SCE produced its own economic resource fair in Long Beach.  SCE also participated in the “We CARE” Day in Los Angeles on April 24, 2009.
· Event attendee testimonials gathered from SCE volunteers at the Long Beach event indicated appreciation and gratitude towards SCE and the Commission for coordinating the event. Attendees were grateful for the economic assistance provided, as well as the food.
· SCE’s Consumer Affairs organization administers EAF which provided assistance to customers with paying winter energy bills. Applicants are enrolled in CARE when they enroll in EAF. As part of the Partners for Hope Program, Consumer Affairs trains hospital staff and social service agencies such as Riverside Adult Protective Services and many others to assist low-income customers to complete CARE applications. In addition, Consumer Affairs partnered with the American Red Cross to distribute CARE program information to senior residents participating in local “Meals on Wheels” programs. Consumer Affairs also regularly conducted presentations and participated in community events to educate customers with special needs on the CARE and FERA Programs.
· SCE’s Credit and Collections organization referred customers with a “senior” or “disabled” profile to our Consumer Affairs organization prior to disconnection for nonpayment. As a part of this follow-up, Consumer Affairs provides these customers information on enrolling in CARE or FERA as part of a plan to reduce electric bills. In 2009, Consumer Affairs began utilizing SCE CARE’s real time online enrollment and recertification form to enroll eligible customers on the CARE or FERA Program. 
· SCE’s CARE Capitation Fee Project, established under SBX1 5 Rapid Deployment, continued using outside organizations to inform customers about the CARE/FERA Programs and assist eligible customers in completing a CARE/FERA application. 50,763 customers were enrolled through this effort in 2009 and SCE paid out $787,563 in incentives to a total of 59 participating organizations. 
· SCE significantly increased outreach efforts within the Capitation Fee Project by aggressively recruiting new agencies and continuing its efforts to re-engage existing Capitation Partners while strategically registering additional contractors to overcome enrollment barriers, including language, culture, and special needs, as a means of enrolling the hardest-to-reach customers. Due to these efforts, the Capitation Fee Project continued to show increased enrollments from agencies that had been previously inactive.
· CARE/FERA management worked with agencies to develop creative outreach approaches. Capitation agencies were provided information and support to pursue alternative outreach activities that leverage their existing business strengths, including partnering with businesses and organizations in key locations, developing public forums in which to conduct outreach, and conducting outreach in conjunction with community events that have a high probability of attracting new eligible customer populations.
· Campaign strategies and efforts included the following:
· Leveraged events sponsored by communities, such as food distributions and cultural celebrations, to reach eligible populations that may enroll in the CARE program.
· Partnered with SCE personnel to leverage existing SCE partnerships with faith-based organizations (FBOs), CBOs, and local governments.
· Partnered with public entities to leverage existing relationships with businesses, FBOs, and CBOs to reach eligible customers through existing municipal channels.
· Leveraged existing channels to develop creative approaches for contractors to conduct CARE/FERA outreach.
· In conjunction with an energy efficiency integrated project, CARE Program Management completed implementation of CARE program outreach at six retail stores through which CARE/FERA program information is being provided to customers by the sales associates.
· Contractors performed Energy Management Assistance (EMA) assessment services and completed applications that include enrollment in CARE, if qualified. 2,637 customers were enrolled through this effort in 2009. In addition, the CARE Program continuously integrated its efforts and messaging with the EMA program at all outreach events, communications, and marketing campaigns.
· SCE’s Local Public Affairs (LPA) provided information and materials to CBOs, city councils and staff, chambers of commerce, small businesses, senior centers, local governments, and others.  LPA continued to promote the CARE Capitation Fee Project to organizations through community group presentations.
· SCE partnered with East West Bank to display and disseminate CARE applications to eligible customers in East West Bank and Desert Community Bank branches.  CARE applications are available in 53 branches throughout the counties of San Bernardino, Los Angeles, and Orange.  In conjunction with this partnership, the CARE Program participated in “CARE Day” fairs at all 9 of the Desert Community Bank branches where CARE and EMA program information was shared with the public and applications are disseminated.  Eligible SCE customers attending the fair also had the opportunity to enroll or recertify for CARE via the real time online enrollment form at www.sce.com.
· During the summer months, from June 1, 2009 through September 30, 2009, SCE initiated a campaign wherein a few SCE summer interns assisted low income customers in completing CARE/FERA applications at Authorized Payment Agencies.  SCE also inserted CARE/FERA applications into Summer Discount Plan (SDP) door hangers left behind by SCE contractors after installations of air conditioning cycling devices at the homes of residential customers participating in the SDP.
· SCE’s Speakers Bureau promoted CARE, FERA and the Capitation Fee Project through community group presentations.
· SCE’s Equal Opportunity/Supplier Diversity department was effective in promoting CARE to faith-based and non-profit organizations and encouraging these entities to participate in community events.
· Customers were made aware of the CARE program when calling in to SCE’s phone centers via Voice Response Unit messaging.
· Customers were able to enroll on the CARE or FERA Program via the real time online enrollment and recertification form at www.sce.com/care. 50,231 customers were enrolled on CARE through this channel in 2009. Customers could also obtain CARE information and download a CARE application that they could mail in from SCE’s website www.sce.com.

· CARE information was provided at authorized bill payment agencies which were frequented by potential CARE-eligible customers.
· SCE’s success in enrolling its customers on CARE continued to be greatly enhanced by the efforts of employee affinity group volunteers who specifically supported community events and promoted CARE. For example, in April, a CARE/FERA Program enrollment campaign was held in partnership with SCE’s volunteer-based Affinity Group, Vietnamese Affiliation. SCE volunteers at these events provided in- language assistance to Vietnamese SCE customers with CARE/FERA Program applications. Hundreds of SCE customers visited the Edison booth at the Asian Garden Mall in Westminster, California, where they were able to fill out CARE/FERA applications as well as gather other helpful information regarding other programs SCE offers to help lower electricity bills and save energy in the home. CARE-eligible customers at this event were also referred to SCE’s EMA program.
· In an effort to sustain and expand partnerships within internal departments, SCE’s Income Qualified Programs initiated a biannual “Outreach Summit.” The inaugural summit was held on September 16, 2009 and several SCE departments that engage in outreach participated in this historical event.  The purpose was to share current outreach activities and future plans to leverage resources and integrate messages to ensure that SCE’s economic assistance message and programs reach all who can benefit from them. 


In addition, SCE conducted marketing to increase awareness and enrollment of the CARE program as described below:

Marketing
· Quarterly bill messages informed customers about the availability of CARE.
· SCE continued to include a CARE enrollment application in the Welcome Kit that is sent to residents requesting new service or transfers of service.  30,906 customers were enrolled in CARE
 as a result of this effort in 2009
.

· As a part of the Economic Assistance campaign, in March SCE sent out approximately 300,000 bilingual direct mailers to targeted customers not on the CARE rate. 13,261 customers were enrolled in 2009.
· The weekend prior to the “We CARE” California Resource Fair, doorhangers were distributed to households within a three mile radius of the event location, inviting them to take part in the event.
· The day prior to the event, SCE lead efforts, in conjunction with Southern California Gas Company (SoCalGas), to work with a Hispanic TV station, Univision, to promote income qualified programs. Customers called into the telecast and spoke to utility representatives to learn about these programs and enroll eligible customers. SCE continued to participate in Univision events throughout 2009.
· In July, prior to its high demand season, SCE conducted its annual solicitation for CARE participation by mailing a CARE application to all non-CARE residential customers with their electric bills. 23,873 customers were enrolled as a result of this effort in 2009.
· Also in July, SCE inserted a CARE application into a direct mailer notifying customers of changes in rates. 1,576 customers were enrolled.
· Beginning in July, SCE’s Customer Communications Organization (CCO) used the online form at www.sce.com in the Call Centers to enroll customers on the CARE Program directly over the phone. Nearly 4,000 customers were enrolled in 2009. 
· Beginning in September, CARE Management contracted with a third-party vendor to pilot outbound phone enrollments. The pilot ran for one week in early September 2009 and targeted SCE customers who in 2008 had a perfect payment history but had recently faltered. This pilot was an attempt to reach out to the population that had been impacted by the current economic crisis. CARE ran another outbound phone enrollment campaign in December targeting customers who fell off the rate due to failure to reply to a recertification request. Nearly 6,000 customers were enrolled as a result of these two campaigns in 2009.
· In October, SCE sent out approximately 84,000 direct mail letters to customers who dropped off the CARE rate due to a failure to respond to recertification requests. 5,680 customers were enrolled in 2009.

· Additionally, in October, SCE also sent out approximately 280,000 bilingual direct mailers, which included a CARE enrollment application, to targeted customers not on the CARE rate. 7,168 customers were enrolled in 2009.
Media
As a part of SCE’s 2009 corporate Economic Assistance campaign, as well as media coverage surrounding the “We CARE” events held in April 2009,  ethnic earned and added value media and outreach for the CARE Program generated newspaper readership, television viewership, and a radio listening audience of nearly 12 million people. 

A press release developed by SCE entitled “SCE Reaches Out to Customers to Help Lower Their Bills,” along with the “We CARE” events, resulted in 117 media placements reaching the general consumer market along with Hispanic, African American, Cambodian, Chinese, Filipino, Indian, Korean, Pakistani, Thai, and Vietnamese communities in SCE’s Eastern (Riverside and San Bernardino Counties), Metro (Los Angeles County), Southern (Orange County) and Northern (Oxnard) regions. The release, which was written in English, Spanish, Cambodian, Chinese, Korean, and Vietnamese, conveying the message that SCE knows “it’s especially difficult for the newly unemployed who may not know where to turn” and that SCE wants, “people to know that we’re here for them and that we have programs and services that can help.” The release described the CARE, FERA and EMA Programs. 

Earned Media (PR and Outreach):

African American

All earned media placements within the African American community reached an estimated circulation of 585,500.

Print

Information about the utility companies’ money saving programs such as CARE, FERA and EMA and the “We CARE” events were conveyed in six different publications such as: Westside Story, Black Voice, Inland Valley, OurWeekly, Long Beach Leader, and Tri-County Bulletin. 

Online

OurWeekly Online, TheWrightPlaceTV.com, and Savethedatecentral.com conveyed information on the “We CARE” events and utility companies’ money-saving programs such as CARE.

Radio

Radio stations KJLH FM 102.3 and KTYM-AM 1460 discussed the CARE, FERA and EMA Programs along with the “We CARE” events.

Asian

All earned media placements within the Asian community reached an estimated circulation of 1,810,000.

Print

Information about the utility companies’ money saving programs such as CARE, FERA and EMA and the “We CARE” events were conveyed in 21 different Asian market publications including, but not limited to, Korea Daily News, Viet Boa Daily News, Chinese Daily News, Angkor Borei News, India Journal, Asian Journal, Philippine News, Sereechai Newspaper, and Pakistan Link. 

TV

L.A. 18 Chinese News shared information about the utility companies’ money saving programs such as CARE, FERA and EMA and attended the “We CARE” events.

Online

Several of the 21 print publications referenced above also posted the information on their websites. 

Radio

Radio Bolsa, Radio Korea, and Radio Seoul discussed SCE’s CARE, FERA and EMA Programs. 

Hispanic

All earned media placements within the Hispanic community reached an estimated circulation of 2,814,962.

Print

Information about the utility companies’ money saving programs such as CARE, FERA and EMA and the “We CARE” events were conveyed in seven different publications including: La Opinion, El Clasificado, El Salvador Dia a Dia, Azteca News, 20 de Mayo, La Prensa Hispana LA, and El Panamericano. 
TV

KWHY-TV, KMEX-TV, KRCA-TV, KNLA-TV, KEVA-TV, and KTFR (Univision a su Lado, please see section 2.4.1) discussed utility companies’ money saving programs such as CARE, FERA and EMA and the “We CARE” events. 

Online

Many of the publications referenced above also posted information about CARE, FERA and EMA on their websites.
Radio

An SCE representative spoke about the “We CARE” event, invited customers to attend and discussed the purpose of the campaign on KWIZ-FM and KBUE-FM.

General Market

Information about the CARE, FERA and EMA programs, along with the message to customers that SCE has programs and services that can help them during these difficult economic times, was conveyed in the Long Beach Press Telegram (print and online), San Gabriel Valley Tribune (print and online), LAlist online, LA Times Consumer Blog Online, LA Times (print and online), Builder & Developer (Print and Online), and Annenberg Community TV Online. These topics were also covered by CBS TV 2, KCAL TV 9, KNBC TV 4, KTLA TV 5, KABC TV 7, KPMR (radio), and KROQ-FM. 

2.4.2. Discuss the most effective outreach method, including a discussion of how success is measured.

Using the percentage of approved applications by volume from various outreach methods, SCE considers three outreach methods to be the most effective: Call Center requests for applications, the Capitation Fee Project, and customer use of the real time online enrollment form. 

2.4.3. Discuss barriers to participation encountered during the reporting period and steps taken to mitigate them

Although no formal study has been conducted by SCE to identify barriers to participation, SCE believes through anecdotal information and experience that some barriers to participation do exist. These include lack of knowledge about the availability of CARE, language and cultural barriers, geographical barriers to reach potentially-eligible customers, and a certain segment of the eligible population that does not wish to participate. In 2009, as penetration rates reached higher levels, SCE also found that it became increasingly difficult to reach each new customer. 

As described in this report, SCE uses a multifaceted outreach approach to reach its potentially CARE-eligible customers, and in 2009, significantly increased outreach efforts, including, but not limited to, aggressive recruitment of new CARE Capitation agencies, multilingual outreach, ethnic and general market media, and designing CARE marketing and correspondence to reach increasing numbers of ethnicities and under-penetrated geographic areas. SCE believes this approach continues to make progress in overcoming barriers to enrollment. 

In addition, process and program delivery improvements, such as “real-time” internet enrollment and recertification applications, categorical enrollment and verification, outbound phone enrollments via a third party contractor, the probability model, expanded data sharing with SoCalGas, and multilingual communications are working toward eliminating barriers.

2.4.4. Discuss how CARE customer data and other relevant program information is shared by the utility with other utilities sharing its service territory.
SCE continued collaborating with SoCalGas, Southwest Gas, and PG&E to share CARE participant data electronically to assist customers to enroll in each utility’s program. In 2009, nearly 50,000 customers were enrolled on SCE’s CARE rate through sharing data with the three above utilities. SCE also began sharing recertification records with SoCalGas in 2009.

2.4.5. Discuss how CARE customer data and other relevant program information is shared within the utility, for example, between its LIEE and other appropriate low-income programs.

Contractors who performed LIEE assessment services complete an application that includes enrollment in CARE, if qualified. In 2009, 2,637 customers were enrolled through this effort. The CARE Program continuously integrates its efforts and messaging with the EMA program at all outreach events, communications, and marketing campaigns.  SCE also enrolled new CARE customers through the Energy Assistance Fund program, a program which provides utility payment assistance through voluntary customer and employee donations.

2.4.6. Describe the efforts taken to reach and coordinate the CARE program with other related low income programs to reach eligible customers.

SCE utilizes the Capitation Fee Project as a channel to coordinate with service providers of related low income programs to reach out and provide one-on-one assistance to SCE’s hardest-to-reach customer base. In 2009, SCE partnered with food banks, clothing distribution centers, and Goodwill industries to coordinate the CARE Program with their related services. 

LIHEAP payment recipients were automatically enrolled in CARE quarterly. 2,456 customers were enrolled through this effort in 2009.

SCE’s Cool Center Program, which offers low-income, senior and disabled residents in hot climates, safe and air-conditioned facilities to visit during peak hours of the summer months in lieu of running their own cooling devices at home, potentially saving energy and money. These Cool Centers operated from June 1st through October 15th, and offer the CARE Program to customers who visited the Center.

2.4.7. Describe the process for cross-referral of low-income customers between the utility and CSD.  Describe how the utility’s CARE customer discount information is provided to CSD for inclusion in its federal funds leveraging application.  (Note:  These agreements are limited to sharing 1-800 phone numbers with customers and providing CARE benefit information for the federal fiscal year, October 1 of the current year through September 30 of the subsequent year.  There are no tracking mechanisms in place to determine how many customers contact the other programs or actually become enrolled in other program(s) as a result of these agreements).
A copy of SCE’s ongoing agreement with CSD was filed in 2001 with SCE’s 2000 CARE Annual Report. SCE includes the following language on its individually-metered customer CARE application for cross-referral of low-income customers to CSD:

“Other Programs and Services You May Qualify For: LIHEAP (Low Income Home Energy Assistance Program) provides bill payment assistance, emergency bill assistance, and weatherization services. Call the Department of Community Services and Development at 1-800-433-4327 for more information. For other Edison assistance programs, call 1-800-736-4777.”

SCE’s agreement with CSD provides that, upon request by CSD, SCE will provide CSD (1) the total number of households receiving CARE and Energy Assistance Fund (EAF) assistance and (2) the total dollar amount of CARE and EAF assistance received by all participating households from October of the previous year through September of the current year. This information is to be provided to CSD for inclusion in its federal funds leveraging application.
2.4.8. Discuss any recommendations to improve cost-effectiveness, processing of applications, or program delivery.  Discuss methods investigated or implemented by the utility or third parties under contract to the utility to improve outreach and enrollment services to non-participating households in the prior year.  Provide cost-effectiveness assessments, if available.

SCE implemented the following improvements in 2009:

During the month of September 2009, CARE Management completed several system enhancements designed to increase enrollments as well as decrease the number of qualified customers falling off the CARE rate.  For example, SCE and SoCalGas enhanced their data sharing agreement to include recertification records.  Now shared SoCalGas customers recertified on CARE will be automatically recertified by SCE’s CARE Program and vice versa.  SCE also implemented a probability model based on statistically significant customer variables (i.e. whether they are renter versus homeowner, amount of their bill, etc.) which will automatically recertify or verify them, with no further customer action required.  Four new public assistance programs were added to the program: Tribal TANF, National School Lunch, Head Start Income Eligible (Tribal Only), and Bureau of Indian Affairs General Assistance.

2.5. Processing Care Applications

2.5.1. Describe the utility’s process for recertifying sub-metered tenants of master-meter customers.

Every two years, SCE mails a package of sub-meter tenant CARE applications to master-meter customers and the individual sub-metered tenants to complete and return the applications to SCE.
2.5.2. Describe any contracts the utility has with third parties to conduct certification, recertification and/or verification on the utility’s behalf.  Describe how these third-party efforts compare to the utility’s efforts in comparable customer segments, such as hard-to-reach or under-served.  Include comparisons of effectiveness and cost-effectiveness of comparable customer segments, if available.

SCE has agreements under the CARE Capitation Fee Project (Project) to conduct certification of new applicants for CARE.  SCE did not have any contracts with third parties to conduct recertification and/or verification on its behalf.
The Capitation Project was authorized by the CPUC in Decision 01-05-033, dated May 7, 2001.  Its purpose is to take advantage of the opportunity to enroll eligible customers in CARE while they are receiving other services from entities that assist low-income clients.  This project is centered on providing outreach and enrollment services, not recertification or verification services.
Under the Project, SCE pays a capitation fee to entities for each new customer they help to enroll in SCE’s CARE program.  The capitation fee is to reimburse entities for the incremental amount associated with assisting customers in completing an SCE CARE application, generally while the customer is receiving other low-income services and/or information from that entity.
Third-party outreach and enrollments for SCE occurred primarily through organizations participating in the Capitation Fee Project and Energy Management Assistance (EMA) contractors.  The Project was intended to provide valuable outreach services for the CARE program by assisting clients in filling out CARE applications as an adjunct to the organization’s other daily activities.

Through an internal data extract, SCE enrolled customers who had received an EMA service or HEAP payment assistance in the CARE Program.  
SCE can make a comparison of outreach cost per enrollment.  The following table shows that SCE’s enrollment cost is about 29% of that for the Capitation Fee Project.
	Comparison of Cost per Enrollment between SCE and Third Parties

	 
	Enrolled
	Outreach Cost
	Cost per Enrollment

	SCE 
	375,895
	$1,962,084.02
	$5.22

	Capitation Fee Project [1]
	50,758
	$910,119.87
	$17.93

	[1] Includes all costs including capitation fees.  Does not include enrollments from EMA contractors as they do not have an unbundled fee for a CARE enrollment.

	
	
	
	


In addition, SCE can make a comparison to effectiveness.  The following table compares the approval percentages among SCE enrollment activities and the third-party Capitation Fee Project/EMA contractors.  Here, SCE enrollment activities generally generate higher volumes of enrollment and higher approval rates.

	Comparison of Enrollment Percent between SCE and Third Parties

	Enrollment Activity
	Received

	Approved
	Percent

	SCE
	 
	 
	 

	SCE Call Center Requests
	117,367
	91,037
	78%

	SCE Direct Mail
	129,886
	83,896
	65%

	Special Projects/Events
	22,195
	16,759
	76%

	Internet Enrollments
	50,231
	50,231
	100%

	PG&E Data Exchange
	390
	332
	85%

	SWG Data Exchange
	914
	667
	73%

	SoCalGas Data Exchange
	48,918
	48,167
	98%

	DCSD Automatic Enrollment

	-
	-
	-

	Other Miscellaneous Sources
	96,841
	84,806
	88%

	Third Parties
	 
	 
	 

	Capitation Fee Project
	58,209
	50,758
	87%

	EMA Contractors
	3,922
	2,637
	67%

	



2.6. Program Management

2.6.1. Discuss issues and/or events that significantly affected program management in the reporting period and how these were addressed. 

During the 2009 program cycle, the declining economic conditions that initiated in 2008 continued to impact SCE customers, and newly in-need customers that had not traditionally requested nor needed assistance were a new customer segment for potential CARE enrollment.  Additionally, these newly in-need customers were likely not aware of SCE programs that could help reduce their monthly energy bill.  

In response to this newly in-need customer segment, SCE launched an Economic Assistance campaign during the first quarter to expand outreach/awareness and enrollment to the CARE program, and utilize a multi-channel approach to reach new customers.  

SCE increased its outreach efforts by utilizing all outreach avenues, increasing ethnic communication channels, increasing awareness of SCE’s real-time web enrollment, and maximizing internal partnerships (i.e. Community Involvement and SCE employee affinity groups) to reach new potential customers.
At the request of the CPUC, SCE also facilitated “We CARE” Community events in Long Beach, Bakersfield and Los Angeles to outreach to new customers.  

3. CARE Expansion Program

3.1. Participant Information

3.1.1. Provide the total number of residential and/or commercial facilities by month, by energy source for the reporting period.  

	

	CARE Expansion Program

	Participating Facilities by Month

	2009
	CARE Residential Facilities
	CARE Commercial Facilities
	Total

	January
	322
	148
	470

	February
	332
	150
	482

	March
	347
	152
	499

	April
	344
	152
	496

	May
	358
	151
	509

	June
	364
	150
	514

	July
	364
	142
	506

	August
	303
	135
	438

	September
	319
	147
	466

	October
	357
	152
	509

	November
	360
	157
	517

	December
	361
	158
	519


3.1.1.1. State the total number of residents (excluding caregivers) for residential facilities, and for commercial facilities, by energy source, at year-end.

	ESTABLISH OR RECERT IN 2009
	CLOSED IN
	 2009

	Commercial/Residential
	Service Accounts
	No. of Beds
	Service Accounts
	No. of Beds

	Commercial
	166
	10,087
	28
	Count Not Available

	Residential
	388
	6,349
	11
	Count Not Available

	TOTAL
	554
	16,436
	39
	 


3.2. Usage Information   
3.2.1. Provide the average monthly usage by energy source per residential facility and per commercial facility.
	

	CARE Expansion Program

Average Monthly Gas / Electric Usage1

	Customer
	Gas

Therms
	Electric

KWh

	Residential Facilities
	N/A
	890

	Commercial Facilities
	N/A
	14.567


3.3. Program Costs

3.3.1. Administrative Cost (Show the CARE Expansion Program’s administrative cost by category)

3.3.1.1. Discount Information

See CARE Table 1

3.3.1.2. State the average annual CARE discount received per residential facility by energy source

The average annual CARE discount received per residential facility by energy source is ($579.29).

3.3.1.3. State the average annual CARE discount received per commercial facility by energy source.

The average annual CARE discount received per commercial facility by energy source is ($5,286.61). 
3.4. Outreach

3.4.1. Discuss utility outreach activities and those undertaken by third parties on the utility’s behalf.

Potentially-eligible customers may become aware of the CARE Expansion Program through SCE’s phone centers. SCE also conducts consumer outreach public awareness initiatives which include presentations to community groups and contacts with community agencies through which customers may become aware of the Program. Organizations participating in the CARE Capitation Fee Project may assist a customer who is eligible to complete a CARE application for the Expansion Program.

3.4.2. Discuss each of the following:

3.4.2.1. Discuss the most effective outreach method, including a discussion of how success is measured.

Customers who would qualify under the Expansion Program, primarily group living facilities, which can be residential or commercial customers, cannot be identified using SCE’s customer database to enable SCE to selectively contact them. SCE’s most effective outreach method to domestic customers is direct mailing based on demographic data. This would probably be the best method for the Expansion Program if potentially-eligible customers could be identified. Domestic customers receive information throughout the year about CARE. Therefore, if a group living facility is on a domestic rate, they would at least receive information and could inquire to enroll. If a customer operating a group living facility is a corporation, the rate would typically be commercial. To most effectively reach commercial customers, SCE would probably use a bill message or bill insert to provide information about CARE.

3.4.2.2. Discuss how the CARE facility data and relevant program information is shared by the utility with other utilities sharing service territory.

SCE collaborates with SoCalGas, Southwest Gas, and PG&E to share CARE participant data electronically to enroll qualified customers in each utility’s program. These exchanges have only matched individually-metered customers.

3.4.2.3. Discuss barriers to participation encountered in the prior year and steps taken to mitigate these, if feasible, or not, if infeasible.

See SCE’s response to question 2.4.3

3.4.3. Discuss any recommendations to improve the cost-effectiveness, processing of applications, or program delivery.  Discuss methods investigated or implemented by the utility or third parties on the utility’s behalf to improve outreach and enrollment services to non-participating facilities in the prior year.  Provide cost-effectiveness assessments, if available.

See SCE’s response to question 2.4.8

3.5. Program Management

3.5.1. Discuss issues and/or events that significantly affected program management in the reporting period and how these were addressed.

During the 2009 program cycle, the state’s economic climate continued to impact SCE customers, and a new customer segment (“newly in-need”) of customers required assistance.  This new population of customers had generally never needed assistance in the past and may not be aware of SCE’s program offerings.  In order to respond to this need, SCE increased its outreach efforts by utilizing all outreach avenues, i.e., multi-lingual events, CBOs, FBOs, joint-utility best practices, joint-utility data-sharing, and “real-time” internet enrollment and recertification applications to expand awareness and provide greater visibility to this new population of customers.


Additionally, the CPUC required that the state IOUs work together to coordinate “We CARE” outreach community events to specifically target newly in-need customers, and other customers impacted by the economic conditions.  These events are highlighted under the Outreach section of this annual report.  

4. Fund Shifting

4.1.1. Report LIEE fund shifting activity that falls within rules laid out in Section 20.1 of D. 08-11-031 

Per D. 08-11-031, Ordering Paragraph 85, SCE reported a fund shift of $4.5 million in November 2008 from the “Electric Appliances” subcategory in the 2009-2011 program cycle in order to “carry back” funds into the 2008 program to allow the program to continue seamless operation and meet demand through year-end 2008.  The entire $4.5 million was carried back from the “Electric Appliances” 2009 budget subcategory.  Additional information is provided in LIEE Table 19.
4.1.2. Report CARE fund shifting activity that falls within rules laid out in Section 20.1 of D. 08-11-031 

The Outreach, Processing, Certification, and Verification, Information Technology/Programming, and Regulatory Compliance received funds from the Measurement and Evaluation, General Administration, and CPUC Energy Division Staff categories.  Additional information is provided in CARE Table 13.
4.1.3. Was there any LIEE or CARE fund shifting activity that occurred that falls OUTSIDE the rules laid out in Section 20.1 of D. 08-11-031?
There was no LIEE or CARE fundshifting activity that occurred that falls outside the rules laid out in Section 20.1 of D.08-11-031.
5. Appendix: LIEE Tables and CARE Tables
LIEE- Table 1- LIEE Overall Program Expenses 

LIEE- Table 2- LIEE Expenses & Energy Savings by Measures Installed  

LIEE- Table 3- LIEE Cost Effectiveness 

LIEE- Table 4- LIEE Penetration
LIEE- Table 5- LIEE Direct Purchases & Installation Contractors 

LIEE- Table 6- LIEE Installation Cost of Program Installation Contractors 

LIEE- Table 7- Expenditures by Cost Elements
LIEE- Table 8- Detail by Housing Type and Source
LIEE- Table 9- Life Cycle Bill Savings by Measure
LIEE- Table 10- Energy Rate Used for Bill Savings Calculations
LIEE- Table 11- Bill Savings Calculations by Program Year
LIEE- Table 12- Whole Neighborhood Approach
LIEE- Table 13- Categorical Enrollment
LIEE- Table 14- Leveraging
LIEE- Table 15- Integration
LIEE- Table 16- Lighting
LIEE- Table 17- Studies & Pilots
LIEE- Table 18- “Add Back” Measures

LIEE- Table 19-LIEE Fund Shifting
CARE- Table 1- CARE Overall Program Expenses

CARE- Table 2- CARE Enrollment, Recertification, Attrition, and Penetration

CARE- Table 3- CARE Verification

CARE- Table 4- Self Certification and Re-Certification
CARE- Table 5- Enrollment by County

CARE- Table 5- Capitation Contractors

CARE- Table 6- Recertification Results 
CARE- Table 7- Capitation Contractors
CARE- Table 8- Participants per Month Fund Shifting

CARE- Table 9- Average Monthly Usage & Bill 

CARE- Table 10- CARE Surcharge & Revenue

CARE- Table 11- CARE Capitation Applications

CARE- Table 12- CARE Expansion Program

CARE- Table 13- CARE Fund Shifting







� Per D.08-11-031, Ordering Paragraph 85, SCE reported a fund shift of $4.5 million in November 2008 from the “Electric Appliances” subcategory in the 2009-2011 program cycle in order to “carry back” funds into the 2008 program to allow the program to continue seamless operation and meet demand through year-end 2008.  The entire $4.5 million was carried back from the “Electric Appliances” 2009 budget subcategory.


� D.08-11-031, page 69 states “The IOUs should not ask customers if they are disabled, but instead allow customers with disabilities to voluntarily self-identify.  They may also count as disabled persons who have an observed disability such as a mobility, vision or hearing disability, and persons who use TTY/TDD or request accessible formats of written materials (i.e., large print and/or Braille).”


� The 7 employees who had computer-based training were already employees of the agency.


� Total individually-metered and sub-metered, but not D-CARE-E.


� D.ecision 06-12-038 and Advice 2079-E.authorized SCE to eliminate the entry associated with recording CARE balancing account (CBA)-related retail revenue and include an entry to allow for the transfer of the year-end balance recorded in the CBA to the Public Purpose Programs Adjustment Mechanism (PPPPAM).


� A typographical error occurred in the November 2009 monthly report on the number of customers that were enrolled in November 2009 as a result of the Welcome Kit.  Any other minor differences noted between the total customers enrolled as reported in the monthly CARE outreach reports, and what is reported here, result from customers submitting applications at a date later than the date SCE submitted the monthly reports.





� For PG&E, SWG and DCSD "Received" counts are those records that were active customer account matches with SCE's database after scrubbing" all records received for non-matches, closed accounts, ineligible rates and existing accounts on CARE.


� For SoCalGas, "Received" counts are those records that were active customer account matches with SCE's database after "scrubbing" all records received for non-matches, closed accounts, and ineligible rates.  However, existing accounts on CARE are included in order to use these to automatically recertify these accounts for participation.





�JEANNIE I MAY NEED YOUR HELP WITH DRAFTING THIS: Will need to footnote, typo in November, where total processed was reported as total enrollment. Also, any minor differences in numbers reported in the monthly narratives come from residual enrollments coming in late. 
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