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This is the second monthly report of program year (PY) 2010. The purpose of this report
is to consolidate activity for the CARE and LIEE programs and provide the Energy Division
with all the necessary information to assist in analyzing the low-income programs.

In Ordering Paragraph 90 of Decision (D.) 08-11-031, the California Public Utility
Commission (CPUC) directed utilities to begin reporting on the number of customer complaints
they receive (either formal, informal, or wherever received) about their CARE recertification
efforts and the nature of the complaints and directed utilities to report this information in their
monthly and annual reports beginning December 31, 2008.

This report presents year-to-date LIEE and CARE results and expenditures through
February 2010 for Southern California Gas Company (SoCalGas).
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LOW INCOME ENERGY EFFICIENCY PROGRAM MONTHLY REPORT

1. LIEE Executive Summary

1.1. Low Income Energy Efficiency Program
Overview

1.1.1. Provide a summary of the LIEE Program elements as approved in
Decision 08-11-031:

Program Summary for Month
Authorized / Planning
Assumptions Actual to Date %
Budget $76,872,816 1,804,966 2%
Homes Treated 143,540 2,552 2%
Therms Saved 3,345,967 39,435 1%

During the month of February, SoCalGas and its LIEE contractor network continued to work
diligently on managing the heightened workflow that the 2009-11 program cycle demands. As
exhibited in the first 2 months of 2010, SoCalGas and its LIEE contractors increased the number
of homes treated, processed and paid in February 2010 by 43% as compared with the same 2-
month period of 2009.

In February, SoCalGas processed and paid contractor invoices for 2,552 treated homes.
SoCalGas also paid for the installation of weatherization measures in 1,602 homes (a 10%
increase from February 2009). LIEE contractors serviced 97 appliances, which included 93
furnace repairs/replacements and four water heater replacements. SoCalGas generated 31,002
leads in February, resulting in 5,295 enrollments, 10,902 leads pending enrollment, and over

7,013 awaiting qualification.

SoCalGas looks forward to the many challenges of the upcoming year and intends to work
aggressively to meet the program goals for 2010. SoCalGas will also continue to increase
leveraging activities with new and existing external partners in the areas of energy efficiency,

workforce training and others. Additionally, plans to meet 2010 goals include focusing LIEE



operational efforts on hard to reach communities, expanding the current contractor network by
issuing a Request for Qualification/Request for Proposal to new contractors, and expanding data
mining and customer information collection. These proactive approaches should help to increase
overall LIEE enrollment totals as well as increase the number of service providers participating
in the LIEE contractor network. SoCalGas also plans to target customers from PY2009 where

enrollment efforts were attempted with no response from the customers.

1.2 Whole Neighborhood Approach Evaluation

1.2.1 Provide a summary of the geographic and customer 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 February, SoCalGas combined efforts to provide its LIEE contractor network with an
additional 6 canvassing lists using the Whole Neighborhood Approach (WNA) strategy.
Additionally, one of SoCalGas’ LIEE contractors is making a ‘second sweep’ of 16 zip7 areas
first canvassed in December 2009. The reasons for re-visiting the areas include low customer
responses and high not at home rates, in neighborhoods with high numbers of potentially eligible
customers. The contractor and SoCalGas will use findings from the second sweeps to establish
general follow-up procedures to be used in future WNA endeavors. SoCalGas anticipates that
various WNA contractors will entertain the idea of re-visiting previously canvassed
neighborhoods and will monitor ‘second sweep’ results closely. This additional information will
be beneficial to the overall guidance that SoCalGas provides to its contractors regarding WNA
efforts. The zip7 areas included in their February effort are 91701-60, 91709-26, 91761-57,
91786-40, 92324-38, 92324-41, 92346-43, 92354-26, 92399-23, 92399-26, 92399-45, 92410-10,
92410-13, 92410-15, 92410-20, and 92410-40. SoCalGas continues to offer its contractors
flexibility in the planning, timing and completion of their WNA efforts. This approach, in
conjunction with SoCalGas oversight and guidance, allows contractors to customize their
activities to meet the needs of each neighborhood as well as the needs of each customer.
Contractors are asked to document all facets of each WNA effort; total number of completed
homes, customers not willing to participate, successful canvassing and/or marketing efforts, and

any other information that can help increase eligible customer enrollments. This detailed



accounting serves to assist both the contractors and SoCalGas with future WNA activities.
Additionally, smaller geographic focus of Zip+7 areas, coupled with new tracking methods that
take into account the amount of time contractors spend working in an area are allowing
SoCalGas to better monitor the success of LIEE activities from a whole neighborhood
perspective over certain periods of time. The new tracking methods include detailed instructions
to contractors regarding data entry in the HEAT System', both pre- and post-canvassing, to
ensure specific information is captured. This information will be used to help SoCalGas
distinguish WNA efforts from routine canvassing as well as capture the disposition of WNA

leads that do not result in an enrollment, (i.e., “unable to contact,” and “customer refused”).

As a result of providing LIEE contractors with enhanced feedback and data, monitoring the
success of all efforts, and maintaining an ongoing dialogue with contractors, SoCalGas continues
to demonstrate how this comprehensive team approach helps its contractors offer more
customers LIEE measures. The canvassing lists generated in February were initiated in new
Zip+7 areas, not previously targeted for WNA efforts (see table below for areas). Collectively,
the canvassing lists identified an additional 1,250 customer addresses, of which 796 (64%) are
potentially eligible based on LIEE income eligibility criteria. Additionally, based on SoCalGas
data, 608 of the 1,250 (49%) addresses are in targeted self-certification PRIZM codes”.

Number of WNA Events per City Contractor

Pomona — 6 Quality Conservation Services (QCS)

Through February, SoCalGas and its LIEE contractors treated 54 homes through WNA
activities. SoCalGas continues to involve more LIEE contractors as well as external partners in

the planning of future WNA events. For future reporting, SoCalGas will continue to monitor the

" The HEAT System is SoCalGas’ LIEE program database used to track program activity and expenditures.

? Prizm codes are an area set of customer segmentation data widely used for marketing purposes in the United
States. The data consist of demographic clusters that categorize every U.S. household into a segment. These
segments were developed in part from the analysis of U.S. census data and categorize U.S. consumers into 14
distinct groups and 66 segments. The segments help marketers tailor content to consumers' needs and look at a
variety of factors, including income, likes, dislikes, lifestyles and purchase behaviors.




resulting enrollments and measure installations completed through WNA efforts. In addition,
SoCalGas is actively investigating marketing, outreach, and enrollment tactics as well as
geographic and customer segmentation strategies that will help increase the number of

households served by the LIEE program.
1.3. LIEE Customer Outreach and Enrollment Update

1.3.1 Provide a summary of the LIEE Program outreach and enrollment
strategies deployed this month.

LIEE Bill Inserts:

As a result of a bill insert sent out in January 2010, SoCalGas received an additional 355
customer responses in February with a year to date total of 706 responses. Further, to date, 138
customers have enrolled in LIEE services as a result of the campaign. The insert was translated
into Spanish and was designed to encourage low income English and Spanish-speaking
customers to visit SoCalGas’ web site and apply for no-cost energy-saving home improvement

services.

LIEE Direct Mailings:

There were no direct mailings conducted in February, however a campaign launched late
October 2009 to over 237,000 customers resulted in 3,706 additional LIEE customers enrolled
thus far in 2010. The direct mail campaign commencement to current date cumulative total is

10,102 enrollments.

LIEE Outbound Dialing Campaigns:

In January 2010, SoCalGas began promoting its LIEE program utilizing an Automated Voice
Messaging (AVM) system. Thus far, 212,000 customers throughout SoCalGas’ Los Angeles
County service territory have been targeted and encouraged to apply for the LIEE program. To

date, 21,484 LIEE customer leads have been generated as a result of this campaign.



LIEE Web Activities:

In February over 857,000 customers received an e-newsletter to learn about available assistance
from SoCalGas. Additionally, an email campaign to 3,152 new “My Account” customers was
conducted encouraging recipients to apply for LIEE’s no cost home improvements. The email
campaign featured LIEE program services and included links to drive customers to the online
LIEE request (lead) form. Further, an additional 7,244 emails were sent to new customers
enrolled in SoCalGas’ CARE and the My Account program. As of February 28, 2010, 1,415
customers have completed the online English LIEE request form and 38 customers have

completed the online Spanish LIEE request form.

1.3.2. Customer Assistance Events and Public Affairs/Public Relations
Activities for both CARE and LIEE programs.

2/1/10 Council Members Briefed on Customer Assistance Programs

SoCalGas Public Affairs staff met with Mayor Cheri Kelley of Norwalk and Councilwoman
Sally Flowers of Artesia to brief them on Customer Assistance programs for their low-income

constituents.

2/4/10 City Of Covina — Team Covina

SoCalGas Public Affairs staff met with Covina City Manager, local K-12 school
Superintendents, Chamber chairperson, Covina Police Chief and Edison Public Affairs to further
develop the concept of Team Covina. This group supported concept would develop a strong
formal partnership between city hall, local school districts and the business community. Once
implemented, Team Covina will allow SoCalGas to effectively share their Customer Assistance

and Energy Efficiency programs throughout the city.

2/5/10 Time Warner TV-CNN Headline News Public Service Announcement

on SoCalGas Customer Assistance Programs

SoCalGas Public Affairs taped a Time Warner TV interview on CNN- “Local Edition” headline

news. The interview promoted SoCalGas’ Customer Assistance programs and its bill payment

assistance for families struggling to pay their utility bills. CNN “Local Edition” news is a



program, airing every hour throughout Riverside and San Bernardino County. The interview will

be posted to their “Video on Demand” library.

2/12/10 PassEDA CARE and LIEE Programs

A team member from SoCalGas’ South Inland Regional Public Affairs was recognized by
Assemblymember Paul Cook’s Staff at the Monthly PassEDA meeting for her Chairmanship and
support of economic development initiatives. In the Public Affairs Manager’s acceptance
comments, she reminded the group of SoCalGas’ assistance programs for customers who are
suffering in this economy. The Meeting was attended by representatives from the Morongo
Tribe and the Cities of Beaumont, Banning, Calimesa and Yucaipa. Also in attendance were

local business owners and chamber executives.

2/17/10 Charter Cable Interview on SoCalGas Assistance Programs

SoCalGas Public Relations conducted an interview with Charter Communications Cable (Los
Angeles) “Local Edition” news segment about SoCalGas’ assistance programs. “Local Edition”
is a 5-minute informational program, airing every hour on CNN Headline News in various Los
Angeles, Orange, Ventura, and San Bernardino County communities. Public Relations also
conducted a similar interview February 12™ with Time Warner Cable’s (Ontario) “Local

Edition.” Both stories aired the week of February 22™.

2/17/10 Local interview with Charter Communications

SoCalGas Public Affairs conducted an interview on Charter Communications “Local Edition”
cable show. The interview will air on CNN's local area network cable stations. During the
interview, information on SoCalGas’ CARE, LIEE and Gas Assistance Fund programs was

provided.

2/17/10 Office of Governor Schwarzenegger — Senior Citizen Assistance

A member of SoCalGas’ Public Affairs team was contacted by the Riverside Office of Governor
Schwarzenegger on behalf of a Senior citizen with medical problems who was two months
behind in her gas bill payments. The Public Affairs Manager was able to garner payment

arrangements for the customer and coordinate the customer’s enrollment in SoCalGas’ CARE,



Medical Baseline and LIEE programs. To further strengthen SoCalGas’ commitment in
maintaining excellent and proactive customer service, the Public Affairs Manager followed up
with the Office of the Governor’s staff and provided them with SoCalGas Customer Assistance

program application forms/information which they have added to their constituent help files.

2/18/10 “Enterprise Green Communities” Meeting

SoCalGas Public Affairs met with Collin Rich from Enterprise Green Communities to educate
him on its customer assistance programs. Enterprise Green Communities is in the process of
forming alliances and signing up a network of low income multi-family housing via community

based organizations in Los Angeles.

2/18/10 Quarterly Customer Services Communications Council

The Sempra Energy Utilities (SEU) Customer Services Communications Council held it first
quarterly meeting at the Orange County Rescue Mission in Tustin. Over 40 company managers
and vice presidents were updated on SoCalGas’ 2009 customer assistance program results.
Further, a panel discussion entitled "External View of Customer Assistance" was presented

by representatives from Commission Grueneich's office and the Division of Ratepayer

Advocates along with a non-profit leader.

2/25/10 Interviews on SoCalGas Customer Assistance Programs

SoCalGas’ Public Relations conducted a live interview on XEWW-AM (Los Angeles) “Hoy por

Hoy” morning news program to discuss its customer assistance programs.

1.4. Leveraging Success Evaluation, Including CSD

1.4.1 Please provide a status of the leveraging effort with CSD. What
new steps or programs have been implemented? What was the
result in terms of new enrollments?

SoCalGas will continue its efforts to meet with various non-IOU utilities that provide electric
and water services to customers in SoCalGas’ service territory to identify opportunities to

leverage one another’s low-income energy efficiency programs in PY2010.



Final details are being addressed as SoCalGas and Burbank Water & Power (BWP) prepare to
share information necessary to begin canvassing Burbank neighborhoods.

Also, SoCalGas and Imperial Irrigation District (IID), under their signed agreement, exchanged
lists of each others customers and will begin canvassing in SoCalGas/IID joint service territories
in the first quarter 2010. Additionally, SoCalGas has begun utilizing IID’s customer list to

enroll eligible customers in SoCalGas’ CARE program.

1.5. Workforce Education & Training

1.5.1 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 Commission’s Workforce, Education and Training (WE&T) Pilot continued between Los
Angeles Trade Technical College (LATTC), SoCalGas and LATTC’s industry partners
Community Enhancement Services (CES) and The East Los Angeles Community Union
(TELACU). LATTC developed a 5-week training class and offered it to two cohort groups
(beginner cohort and advanced cohort). A total of 40 students participated in these training
classes which provided an overview of LIEE weatherization measures and program
requirements. The goal of the WE&T pilot is to develop a Statewide LIEE training
certification. PG&E is the program administrator and will continue to facilitate the WE&T pilot

and communication between the Northern and Southern California partners.

PG&E hosted a tour of their Stockton Training facility for LATTC, SoCalGas and the The
Commission’s Energy Division staff on February 24, 2010. The tour highlighted the various
energy efficiency classes that PG&E offers. A demonstration of PG&E’s hands-on laboratory
and workshop areas was also provided. LATTC provided an update of their cohort classes in
January 2010 and plans to conduct a second set of classes in March 2010. The The
Commission’s Energy Division staff will attend similar meetings with the winning bidders of the
Northern California WE&T pilot, the City of San Francisco EOC and City College San
Francisco. LATTC will also host a tour of their training facilities for the Commission’s Energy

Division staff, SoCalGas, and PG&E on March 24, 2010.



SoCalGas continued its internal training programs which contribute to the goals of workforce
development. The LIEE contract network pulls the majority of its labor resources from the local
areas it services, including the low-income communities within the SoCalGas service territory.
In addition, the LIEE training programs supported by SoCalGas are critical in maintaining a high

quality of service for LIEE customers as well as for program implementation.

SoCalGas provides two areas of training: 1) Enrollment and Assessment (E&A) and 2) LIEE

Operations. The Year-to-Date results are shown in the following tables:

SoCalGas Skill-Level Test Results

2010
Jan Feb Total
Attended Testing 56 51 107
Passed Test 48 45 93
Pass Rate 85.7% | 88.2% 86.9%

SoCalGas Enrollment and Assessment Training

2010
Jan Feb Total
Attended Class 18 30 48
Passed Class 18 25 43
Outreach Specialist
Registration 18 23 41
Retention Rate 100% | 76.7% 85.4%

After successful completion of the Skill-Level Test, the potential outreach specialist attends a
mandatory 5-day class which reviews the requirements for enrollment, assessment and in-home

education.

The class also covers utility-specific items related to policies, security and overall customer
service standards. A final exam must be passed for an outreach specialist to be registered and
receive a SoCalGas badge. The year-to-date total for registered outreach specialists for
SoCalGas is 41. The classes are held at the Energy Resource Center (ERC) located in Downey,

California.



Field Operations training includes initial training for new participants in weatherization,

inspections, HVAC and NGAT. SoCalGas also provides refresher training primarily to address

contractor issues and discuss new measures and procedures that have been implemented into the

program. The table below shows the number of classes that have been offered in 2010. The class

sizes range from 5 — 35 technicians.

SoCalGas Field Operations Training Classes
2010
Jan Feb Total
Initial 5 3 8
Refresher 2 1 3
NGAT 0 2 2
Totals 7 6 13

The year-to-date total for SoCalGas field operations training classes is 13 with 74 students in

attendance.

2. CARE Executive Summary

2.1. CARE Program Summary

2.1.1. Please provide CARE program summary costs.

% of
Budget

CARE Budget Categories Authorized Budget Actual Expenses to Date Spent
Outreach $3,755,053 $467,322 12%
Proc., Certification and
Verification $1,235,832 $211,720 17%
Information Tech./Programming
(1) $506,003 $61,826 12%
Pilots (2) N/A
Measurement and Evaluation $16,707 $0 0
Regulatory Compliance $229,513 $27,803 12%
General Administration $585,518 $75,129 13
CPUC Energy Division Staff $171,500 $7,956 5%
Cooling Centers (3) N/A
Total Expenses $6,500,126 $851,756 13%
Subsidies and Benefits (4) $134,237,154 $29,090,662 22%
Total Program Costs and
Discounts $140,737,280 $29,942,418 21%
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2.1.2. Please provide the CARE program penetration rate to date.

CARE Penetration
Participants Enrolled Eligible Participants Penetration rate
1,573,709 1,802,661 87.3%

2.2. Outreach

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

CARE Telephone Enrollments and Recertification

An automated voice messaging (AVM) recertification campaign was conducted by SoCalGas
CARE outreach in February. During this campaign, 1,047 customers recertified their CARE
eligibility through this efficient, automated option. By utilizing electronic outreach and
processing technologies, SoCalGas’ successful AVM campaigns provide considerable cost
savings, are environmentally friendly and most importantly, offer customers an easy method of

enrolling or recertifying in the CARE program.

CARE Web Activity & Enrollments

During February, SoCalGas received 8,724 CARE applications through its internet-based
outreach activities. These activities resulted in 4,394 new CARE enrollments and 1,274
recertifications. The Gas Company’s February e-newsletter “Gas Company News” featured
articles on the CARE, DAP and LIEE assistance programs and was distributed to 897,712
customers. Web outreach activities also include email promotions to over 36,000 customers and
continual promotion of the CARE website through various collateral materials, select mass

media campaigns and multiple public service announcements (PSAs).

CARE Third-Party Enrollments

In February, SoCalGas’ CARE third-party door-to-door outreach program enrolled over 2,500
new hard-to-reach customers, who for a variety of reasons have been non-responsive to other
outreach methods. During the 2010, third party contractors will shift their resources in several

different directions throughout SoCalGas’ vast service territory. They will continue to enroll
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hard-to-reach customers in the CARE program as well as promote CARE enrollment to recently
unemployed customers. Further, considering many of the recently unemployed will most likely
reside in non-traditional low income communities, SoCalGas’ third party contractors will begin

canvassing neighborhoods that have been subject to minimal, if any, outreach activity in the past.

CARE Direct Mail Activity and Enrollments

SoCalGas’ CARE program launched a 487,000 piece direct mail campaign in January 2010
specifically designed to target customers newly eligible for the program due to job loss,
furlough, or wage reduction. To date the campaign has produced 1,000 new enrollments.

Additional results of this campaign will be reported in the March and April monthly reports.

CARE Bill Inserts

SoCalGas plans to conduct four bill insert outreach campaigns during PY2010. SoCalGas’
CARE bill insert applications are bi-lingual (English/Spanish) and contain beneficial information
about other assistance programs that can further assist low-income and special needs customers.

The next scheduled SoCalGas CARE bill insert will be in March.

CARE Mass Media Campaigns

SoCalGas’ “hardship” multi-channel mass media campaign targeting low income customers
throughout its service area throughout the month of January 2010. Print based media was the
primary channel for this campaign, and it also included traffic radio, TV billboard ads and public
service announcements promoting SoCalGas low-income programs to a variety of ethnic groups
including seniors. Based on this multi faceted media approach, interested customers are still

contacting SoCalGas to inquire about its CARE and LIEE programs.

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

Leveraging with other assistance programs continues to be a cost-effective method for increasing

CARE program participation. Post enrollment verification (PEV) activities decreased since
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customers on LIHEAP are automatically eligible for the CARE program based on categorical

eligibility and are exempt from random PEV selection.

In February, 8,170 customers were enrolled through the inter-utility data exchange with Southern
California Edison, and 28 LIHEAP customers were automatically enrolled in CARE through
leveraging efforts. Additionally, 173 LIHEAP customers, already on the CARE rate,

automatically meet all PEV requirements.

2.3. CARE Integration
For the month of February, SoCalGas received leads from its Customer Contact Center and the
LIEE program resulting in the following CARE enrollments:
e (Customer Contact Center — 6,446

e LIEE program— 1,174

24 CARE Capitation
In February, SoCalGas received 101 new CARE enrollments through Capitation efforts.
Additionally, SoCalGas added three new organizations to its Capitation Agency list: Community
Action Partnership - Kern, Inland Valley Hope Partners - Pomona and Inland Valley Hope

Partners-Ontario.

2.5 CARE Recertification Complaints

Date Nature of Complaint

2/17/10 Customer stated “received automated message in Spanish” although
customer believes he pressed “1” for an English message.

Resolution: Customer was recertified by telephone.
2/17/10 Customer stated the automated call was “too late.”

Resolution: Customer was recertified by telephone.
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2.5.1 CARE Customer Compliment

Date
2/16/10 Customer contacted SoCalGas and stated he was “very thankful for the
CARE program. It has really helped out this last year now that he is

unemployed.”

3. Appendix: LIEE Tables and CARE Tables
LIEE- Table 1- LIEE Program Expenses
LIEE- Table 2- LIEE Expenses & Energy Savings by Measures Installed
LIEE- Table 3- LIEE Average Bill Savings per Treated Home
LIEE- Table 4- LIEE Homes Treated
LIEE- Table 5- LIEE Customer Summary
LIEE- Table 6- LIEE Expenditures for Pilots and Studies
LIEE- Table 7- Whole Neighborhood Approach
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 6- Recertification Results
CARE- Table 7- Capitation Contractors
CARE- Table 8- Participants as of Month End

14



