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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 (Commission) 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 San Diego Gas & Electric Company (SDG&E).   
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LOW INCOME ENERGY EFFICIENCY PROGRAM MONTHLY REPORT 
 

1.  LIEE Executive Summary 

1.1. Low Income Energy Efficiency Program Overview 

Summary of the LIEE Program elements as approved in Decision (D.) 08-
11-031:  

LIEE Program Summary for Month 

 

Authorized / 
Planning 

Assumptions 
 

Actual to Date % 
Budget $21,184,008 $1,476,406 7%

Homes Treated 20,384 354 2%
kWh Saved 8,887,914 514,187 6%

kW Demand Reduced 2,010 59 3%
Therms Saved 478,745 18,743 4%

GHG Emissions Reduced 7,661 392 5%
 

During the month of February, SDG&E enrolled 1,284 customers in the LIEE program.  

Year-to-date, 2,485 have been enrolled.  Of those, 354 have been expensed and counted 

as homes treated in the chart above.  As a result of the enrollments and homes treated this 

year, SDG&E has saved 514,187 kWh, reduced 59 kW of demand, saved 18,743 therms 

and reduced 392 tons of green house gas (GHG) emissions. 

 

Through marketing and outreach efforts, SDG&E generated a total of 2,915 leads for the 

LIEE program in February, and is currently working to convert these leads into 

enrollments and homes treated.   

 

Through a competitive bid process, SDG&E selected AZTEC Appliances to take over the 

installation, removal and recycling of energy efficient refrigerators and high efficiency 

washers.  This contract will become effective March 1, 2010 and save SDG&E $1.6 

million over 2009 contract prices.  

 

Fourth Quarter Satisfaction Results 

SDG&E conducts customer satisfaction surveys each quarter in order to gauge the level 

of satisfaction SDG&E customers have with LIEE services.  Fourth quarter results were 

positive with overall satisfaction remaining high both on an annual and quarterly basis. 
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In the fourth quarter of 2009, 93% of LIEE customers surveyed rated the service as an 

“8”, “9” or “10” on a 10-point scale.  Survey respondents indicated that they were 

pleased with both the quality of work and demeanor of service personnel.  More than four 

out of five (83%) said they are “more comfortable” as a result of the services provided by 

the LIEE program.  Just over 1/3 of the respondents said they heard about LIEE from 

someone who came to their home, confirming that door-to-door canvassing is key to 

LIEE program awareness and enrollments.  

 

1.2 Whole Neighborhood Approach (WNA)  

1.2.1 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).  

SDG&E utilizes demographic information, provided by Claritas, called PRIZM 

codes to find customers with high probability of eligibility.  This allows SDG&E 

to target neighborhoods with higher concentrations of income-qualified customers 

in support of the WNA. 

Additionally, SDG&E will continue to coordinate outreach efforts to city and 

community organizations by neighborhood.   

 

1.3 LIEE Marketing, Education and Outreach 

1.3.1 Summary of LIEE program marketing, education and outreach 
strategies deployed this month.  

 

 Direct marketing - In February, direct marketing efforts included direct mail, 

automated outbound calling and door-to-door canvassing.  Below is more 

information on these activities.  
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• Direct Mail 

SDG&E mailed LIEE program information to 29,377 households with high 

potential for LIEE eligibility in February.  A total of 183 leads were generated 

from February mailings, and a total of 73 households were enrolled based on 

previous and current direct mail efforts.  

• Automated Outbound Calling  

SDG&E contacted 19,110 households about the LIEE program through 

automated outbound telephone calls in February.  From these calls, 699 leads 

were generated and 102 of these leads were converted into enrollments. 

• Door-to-Door Canvassing  

SDG&E’s door-to-door canvassing contractor, Richard Heath & Associates 

(RHA) continued to aggressively canvass the SDG&E service territory in 

February, calling on 8,878 low-income homes.  As a result of this canvassing, 

RHA generated 1,020 leads and converted 938 of these leads into enrollments.  

Door-to-door canvassing continues to be a highly successful direct marketing 

technique for LIEE when supported by other general awareness efforts, such 

as local advertising and community outreach.    

 

LIEE Community Outreach: 

In February, SDG&E attended the ribbon cutting ceremony and open house 

celebration for the new Lemon Grove Family Health Clinic.  The clinic is located 

within a community that has a significant population of potentially eligible 

customers.  SDG&E has a long term relationship with Family Health Centers and 

will work with this agency to increase capitation enrollments in both the LIEE 

and CARE programs. 
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LIEE Capitation Contractors 

On February 25, SDG&E received approval from the Commission to pay 

Community-Based Organizations (CBOs) a capitation fee1 for referring clients 

with Limited English Proficiency (LEP), hearing or visual disabilities and/or the 

elderly to SDG&E’s Low Income Energy Efficiency (LIEE) program.  CBOs will 

now provide clients with LIEE program information, including the benefits of 

energy-efficient appliances, equipment and weatherization and energy education 

to help them learn how to reduce energy usage and the cost of their monthly gas 

and electric bills.  Clients who are elderly, disabled or have LEP are more likely 

to learn about the LIEE program if it is introduced to them by the CBOs.  These 

agencies will be able to assist SDG&E in overcoming barriers to enrollment, such 

as language, trust, and fear, as identified in the Needs Assessment Report.   

 

1.3.2. Customer Assistance Marketing, Education and Outreach for both LIEE 
and CARE programs 

 
 Public Relations 

There were no significant Public Relations events for the month of February. 

 Advertising 

On Friday, February 26, SDG&E launched an advertising campaign 

promoting SDG&E’s assistance programs and services to Chinese, 

Filipino and Vietnamese customers.  The in-language print ads will appear 

in local Asian newspapers for five weeks. 

 

 CARE and LIEE Community Outreach 

2-1-1 San Diego  

2-1-1 San Diego is a community disaster, health and human services 

center and resource providing information and referrals to households that 

need assistance.  SDG&E leverages the resources of 2-1-1 San Diego to 

promote CARE, LIEE and Medical Baseline programs.  Through referrals 

                                              
1 Decision (D.) 01-05-033, at p.p. 44-45), defines the term “capitation fee” as a fee paid by the energy utilities to 
reimburse organizations the incremental costs they incur for enrolling eligible CARE participants. 
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in February, 2-1-1 provided SDG&E with 58 CARE enrollments, 37 LIEE 

program leads and 12 Medical Baseline program applications.   

Senior Outreach 

Throughout February and March, the Burn Institute, community 

volunteers and members of the fire service are taking part in a 

collaborative effort to install lifesaving smoke alarms for qualified 

seniors living in the City of San Diego.  SDG&E is partnering with 

the Burn Institute to provide these seniors with free SDG&E LED 

nightlights and CARE, LIEE and Medical Baseline program 

information, in addition to smoke alarms.  This citywide effort is 

part of the Burn Institute’s Senior Smoke Alarm Program.  The 

Burn Institute is a nonprofit health agency dedicated to reducing 

the number of burn injuries and deaths in San Diego, Imperial, 

Riverside and San Bernardino counties CARE Capitation 

Contractors 

SDG&E leverages the resources of community-based organizations 

(CBO’s) and agencies called CARE Capitation Contractors to enroll 

customers in the CARE program.  These organizations leverage existing 

relationships with low-income clients to extend CARE, LIEE and Medical 

Baseline program benefits as part of their total assistance offering.  As an 

incentive, SDG&E provides CARE Capitation Contractors with a fee for 

each CARE enrollment generated.  In February, the Commission approved 

capitation fees for LIEE enrollments as well.  However, the LIEE 

capitation process will be implemented on a much more limited basis.  

Thirty-two new CARE capitation contractors were contracted this month 

through San Diego Family Health Centers.  This agency will be a 

significant contributor to CARE enrollments as their patients are MediCal 

participants and therefore categorically qualified. 

In an effort to maintain relationships with these organizations and keep the 

LIEE and CARE programs fresh in their minds, SDG&E visits agency 

sites each week.  In February, SDG&E made 310 visits to 109 different 



6 
 
 

agencies, and through these efforts helped to enroll 301 customers in 

CARE and generate 37 LIEE leads.   

1.4. Leveraging Success with CSD 

1.4.1 Status of the leveraging effort with CSD.  

No activity in February.  

 

1.5 Workforce Education & Training  

1.5.1 Summary of efforts to improve and expand LIEE workforce 
education and training. 

No activity in February.  

2.  CARE Executive Summary 

2.1. CARE Program Summary 

 

CARE Budget Categories Authorized Budget 

Actual 
Expenses to 

Date 

% of 
Budget 
Spent 

Outreach $1,611,634 $109,558 7%
Proc., Certification and Verification $222,967 $27,706 12%
Information Tech./Programming $481,841 -$17,599 -4%
Pilots N/A
Measurement and Evaluation $4,160 $0 0%
Regulatory Compliance $190,205 $24,223 13%
General Administration $410,096 $52,181 13%
CPUC Energy Division Staff $102,900 $7,991 8%
Cooling Centers 
Total Expenses $3,023,803 $204,059 7%
Subsidies and Benefits $48,492,992 $10,772,881 22%
Total Program Costs and Discounts  $51,516,795 $10,976,940 21%

Note:  The negative expense reported in Outreach and Information 
Technology/Programming cost category above is due to accruals from December 
2009.  These negative expenses will correct themselves once the actual invoices are 
received and posted. 

2.1.2 CARE program penetration rate to date: 

CARE Penetration 

Participants Enrolled  Eligible Participants Penetration rate 
271,157 351,297 77.2% 
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SDG&E increased total CARE participation from 270,247 to 271,157 in February.  The 

CARE penetration rate increased, from 76.9% to 77.2%.   

 

2.2. CARE Marketing, Education and Outreach 

2.2.1. Summary of CARE program marketing, education and outreach strategies 

deployed this month.  

 

CARE Direct Marketing - In February, direct marketing efforts consisted of 

automated outbound calling and door-to-door canvassing. 

o Automated Outbound Calling 

SDG&E contacted 21,330 low-income households about the CARE 

program through automated outbound calls in February.  As a result of 

these calls, 458 customers were enrolled in the CARE program.  With 

a low 2.15% enrollment rate, SDG&E will be examining its automated 

calling strategy and opportunities for improvement.  

o Door-to-Door Canvassing 

In February, SDG&E’s door-to-door canvassing contractor, Energy 

Save, called on approximately 6,118 low-income households in El 

Cajon, National City, Spring Valley, San Ysidro, Vista, Lakeside and 

Santee to discuss the CARE program.  Through Energy Save’s 

canvassing efforts, SDG&E generated 1,105 CARE program 

applications and 874 enrollments.   
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CARE Integration  

SDG&E generated over 1,500 CARE enrollments through integrated 

efforts within the company.  Referrals from the LIEE program resulted 

in 620 CARE applications of which 265 were converted into 

enrollments.  SDG&E’s call center generated 1,069 enrollments. In 

addition a CARE ad was inserted into all non-CARE customer bills 

during the month of February, resulting in 261 enrollments to date.  

2.3 CARE Recertification Complaints 

There were no CARE recertification complaints in February.  

 

3. Appendix: LIEE Tables and CARE Tables 
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CARE- Table 1- CARE Overall Program Expenses 

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