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1.	


Summary


In the interest of expanding participation in the CARE program, especially among hard-to-reach customers, an outreach program will be instituted that primarily utilizes community-based organizations and other institutions that can provide direct one-on-one contact, education and assistance.  The program is intended as a complement and enhancement to existing utility outreach plans.  





The Investor owned utilities will release Requests for Proposal to procure competitive bids for the implementation of these outreach services within their service territories.  The utilities will be expected to contract with CBO’s, or other institutions with a presence in these communities, for enrollment services. Organizations may form consortiums for response to the RFP.  Potential administrators, who would then subcontract with implementors, may respond.  Overall, creativity in approach, competition in the bidding process and in the delivery of services will be encouraged.





Bids for services will be evaluated by each utility on the basis of cost-effectiveness, creativity and demonstrated capability.  More than one bid may be granted for the same geographical region or targeted market segment to allow for competition and the comparative evaluation of different approaches and different service providers.  Contracts may be written to allow for extension, based on demonstrated success.  Incentives or penalties may be included in contracts.





Utilities will be expected to enroll a set number of unenrolled customers in each service territory, equal to 5% of the estimated eligible but currently unenrolled population.  The program will be targeted to enroll hard-to-reach customers and subsegments of the population.  Utilities will define these “hard-to-reach” populations according to their understanding of the makeup of their service territories and past experience.  The program is intended to accomplish additional enrollment; utilities will be expected to maintain, or enhance their existing enrollment levels.  Reenrollments will not be counted toward the participation goal, nor will enrollment of customers previously enrolled in the last two years.





This program, the initial stage of which is expected to last from one year from its inception, is intended to provide a basis for further outsourcing of outreach activities beyond PY 1999 and to allow lessons learned to be incorporated for future program expansion.


	








Regulatory Background	


The LIGB has set as a policy objective for the CARE program that “given the legislative mandate that the CARE program be needs based and uncapped, the LIGB believes it is appropriate to strive for a participation goal for the CARE program statewide of 100% of eligible customers that wish to participate.” (LIGB resolution, May 13, 1998)





In the history of the CARE program, the program has never enrolled more than 66% of the estimated eligible population in any utility service territory.  Current participation rates are in decline.  As of April, 1998, the utilities reported that, by their estimation, only 49% of the eligible population was enrolled in the CARE program.  By any measure, there is a large population of potentially eligible enrollees who are not presently included. 





In its E-3586 Resolution, the Commission, in its Ordering Paragraph 4, stated that “There may be benefit to the implementation of new outreach plans. LIGB may include proposals for outreach programs in its February 26, 1999, consistent with the requirements for needs assessment proposals in Ordering Paragraph (6) of Resolution E-3583.”


	Those requirements are that the LIGB define:


the scope and purpose;


the methodology to be employed;


a time-line;


the measurement and evaluation criteria;


a budget;


an analysis of the effect on “ratepayers, rates and service offerings,” and 


a definition of who will administer and who will perform specific task.	





In its Proposed Decision 98-07-037, in Ordering Paragraph 5, the Commission states:  “5. By March 5, 1999, the utilities shall file advice letters, requesting approval to implement a needs assessment and any pilot programs for program year 1999.  These advice letters shall address any recommendations on conducting a needs assessment or pilot programs submitted by the LIGB to the Commission by February 26, 1999.”  (Because this PD has been held for consideration, the current effective date by which the utilities would file advice letters is March 19, 1999.)





The proposal contained in this document is submitted in accordance with the Commission’s stated willingness to entertain new ideas for outreach and the Board’s intent of increasing participation.





This proposal is also in concordance with the Commission’s stated preference that low income program implementation activities be outsourced and competitively bid wherever possible.  In its E-3586 Resolution, under Findings of Fact Paragraph 2, it is stated that “The Commission’s policy goal is to move the disbursement of funds to provide low-income energy services to a competitive procurement process.”





The Proposed Decision in Docket 98-07-037, contains more specific direction. Conclusions of Law, Paragraph 4 states:  “4. In implementing their 1999 program plans and developing plans for 2000 and 2001, utility administrators (including Southern California Gas Company) should transfer implementation activities away from themselves and toward other market participants.”








Scope and Purpose


The Community Outreach Program is intended to reach and enroll a limited, but significant, number of customers in each service territory equal to 5% of the total estimated number of eligible but unenrolled customers as of the end of the last reporting period for the CARE program, or April 30, 1998.   It is intended to be put into effect by each of the four Investor Owned Utilities.  Where the utilities have overlapping service territories, as do PG&E and SoCalGas, the utilities may jointly develop the bids and manage the program.  The program is expected to be put into effect during Program Year 1999, which starts on June 1, 1999.  It is to be initiated as quickly as practicable in that program year with the intent of providing at least preliminary information in light of the need to develop program ideas and modifications, by October 1, 1999, for inclusion in Program Year 2000.  





The program is intended to be extended and expanded in future years.  It will provide information on the actual efficacy and cost of new outreach methods and collaborations.  The Needs Assessment, which will be conducted contemporaneously, will provide information on the size and makeup of California’s low income population and its various sub-populations, and allow a further definition of “hard-to-reach” customers and customer segments.  Together, the Needs Assessment and the Outreach program will provide a wealth of information and experience with which to develop the future CARE program for Program Years 2000 and beyond.


	The purpose of the Community Outreach Program will be to:


enroll previously unenrolled customers;


examine methods of enrolling especially hard-to-reach individuals and population segments;


examine methods of competitively bidding administration of outreach services;


examine methods of contracting with community based organizations or other entities for outreach and enrollment implementation;


provide information to judge the overall effectiveness of community based enrollment methods in regard to the overall low income population;


provide information to judge the effectiveness of community based enrollment methods in regard to especially hard-to-reach sectors of the low income population, and


provide information toward the refinement and expansion of community enrollment and further outsourcing of outreach functions by the utilities.








Methodology 





Using the creativity of the market


Implementation of the Community Outreach Pilot Program will rely on the competitive evaluation of bids based on cost-effectiveness, creativity in reaching hard-to-reach customers and capability.  Utilities will be able to contract with various service providers and competition will be allowed and encouraged between them to allow for greater diversity of approach and the incentive of contract extension given good performance.  Multiple awards may be made across service territories, within geographic regions or targeted to the same customer segment to allow head-to-head competition among providers. 





Outreach and Intake


Utilities will contract with CBOs or other entities that will provide one-to-one outreach and assistance to potential customers.  These contracts may include a negotiated reimbursement fee per eligible customer with completed and submitted application and may include goals, incentives and penalties.  Within these broad parameters, applicants are free to creatively suggest outreach and intake methods and programs.  





The necessity for experimentation with one-on-one outreach approaches conducted by Community institutions is premised on the demonstrated difficulty of reaching and enrolling many individuals through existing methods who would otherwise be eligible for the CARE program.  These customers may be unfamiliar with the program, may have language or literacy barriers, may not understand the program, or may need assistance in filling out forms, among other factors.  Outreach methods and assistance developed from within their communities could overcome many of these barriers.  Social service agencies may, for example, be able to provide assistance with CARE input to clients who make contact for other services.  These agencies, or other institutions, however, themselves need an incentive or compensation system to provide additional services.








Program comparisons


Because there will be a multitude of service providers and methods, the program will allow their comparative evaluation in regard to the bidding process, administration, cost-effectiveness, outreach methodology and other factors.





Side-by-side Competition in Program Delivery


In particular, the program will allow multiple awards within the same geographic area or targeted at the same customer segment.  This will spur innovation and the desire to achieve effective service delivery and allow for greater comparison of methods and results.  The winners of these competitions would have the right to provide future services to these geographical areas or customer segments.








Time-line





February 26, 1999�
LIGB Proposal for Community Outreach Plan  submitted�
�
March 19, 1999�
Utilities Respond with comments on proposed plan.�
�
April 1999 (?)�
CPUC approves, modifies or rejects plan�
�
April, 15, 1999�
Utilities release RFPs for services�
�
May 15, 1999�
Bids due�
�
June 1, 1999�
PY 99 in effect�
�
June 15, 1999�
Implementers selected. Program initiated as soon as practicable�
�
August 1, 1999�
Initial (3 month) evaluation of Program �
�
October, 1 1999�
Submittal of plans for PY 2000 programs�
�
December 1, 1999�
6 month program assessment�
�
March 1, 2000�
9 month program assessment�
�
June 1, 2000�
Initial program concludes, final assessment initiated�
�
July 1, 2000�
Final assessment due, incentives awarded if applicable�
�









�
Measurement and Evaluation





Reporting and tracking


Utilities and implementors will be required to compile and report information on the total number of potential customers contacted, the total number of applications submitted, and the total number successfully enrolled.  This tracking method will involve daily logs which will document each contact and record whether they are already enrolled, whether they have heard of CARE but were not enrolled and why; whether they declined to enroll or were not eligible and the number of actual enrollments.  In addition, implementors will be required to track contacts, applicants and enrollees by ethnicity and language capabilities. 





Verification of eligibility


Because the CARE program now relies on a system of self-certification, there needs to be a check on the enrollment of clients who are actually ineligible.  This check, for the CARE system as a whole, is a system of random or targeted verification.  Utilities should define in their RFPs and contracts what proportion of customers applications submitted through the program will be subjected to random verification or targeted verification and under what conditions.  Utilities may negotiate a mechanism or formula by which providers’ overall performance may be adjusted, based on the incidence of enrolling but ineligible customers, for purpose of evaluation, incentives, or penalties.  Potential administrators are free to propose similar systems for their subcontracts with implementors.





Criteria


Criteria by which to evaluate the program will include the following:


Number of contacts made about the CARE program;


Number of contacts made with customers who are not aware of the program;


Number of customers enrolled on the program who were not previously enrolled;


Results of verification of eligibility;


The characteristics of customers contacted and enrolled regarding ethnicity, language, age, household size and income;


The extent of sub-populations that are targeted for outreach and success reaching those populations and enrolling customers;


Outreach workers trained and extent of training;


Outreach methods developed and implemented;


Cost effectiveness of the programs in regard to overall cost per enrollee and cost per enrollee in defined subsegments, and


Cost breakdown: administrative, outreach, processing.








Budget





Because the Community Outreach program will be competitively bid, it is impossible to define a definite budget for the program. 





Because the program is designed to reach customers who are not already being reached or enrolled, cost per enrolled customer is likely to be higher than for customers already being enrolled by the utilities.  Some of these expenses can be viewed as startup costs and cost per enrollee can be expected to decline in the future.





For purposes of defining, however, how much the program may cost in Program Year 1999, and its potential impact on utility budgets, the Public Goods charge and ratepayers, we suggest defining a maximum amount per enrollee under which potential contractors would be expected to bid, bearing in mind that the utilities will also have some administration costs.  We suggest capping this rate at $25 per customer.  At this level there should be adequate funds for start-up, administration, evaluation, training, development of materials and compensation for outreach activities. The competitive process should allow actual costs to be lower.





At this level, the maximum administrative and contractor compensation budget for the program, broken down by utility�, would be:





Utility�
Target Number of Enrollees��
Administration and Contractor Compensation Cap��
Participant Level of Benefits��
�
SoCalGas�
20,219�
$522,971�
$1,098,867�
�
Edison�
22,122�
$533,040�
$950,565�
�
PG&E�
29,422�
$735,553�
$4,212,068�
�
SDG&E�
4,909�
$122,730�
$746,297�
�
Total�
77,372�
$1,934,294�
$7,007,797�
�









Effect on “ratepayers, rates and service offerings” 





Total incremental amount of CARE funds disbursed for discounts, if the goals of the program are met, will be a maximum of $7,007,097 per year.  Additionally, if the program’s administrative costs are at the maximum projected as a cap, this will require another $1,934,294 to be disbursed from CARE designated PGC funds. 


We note that these are absolute maximums.  The competitive nature of the bidding process is designed, among other purposes, to allow for reduction in costs.  The benefit amount is based on the full incremental enrollment for one year.  Obviously, enrollment will proceed in a cumulative fashion through the life of the program and enrollees will be eligible for CARE for two years without recertification.  If the program succeeds at breaking down the barriers to participation for customers, those individuals’ continued involvement with the program can be achieved through more traditional methods of notification and recertification.





We again note that the CARE program is defined as “needs based and uncapped.”   Additional enrollment of qualified customers is the expressed goal of the legislature, the CPUC and the LIGB. 





We foresee no negative effect on service offerings from this program.  The knowledge gained will aid in future program delivery.











Administration and Division of Responsibility





CPUC responsibility


The CPUC would approve the program and the budget in response to the February 26 and March 5 filings by the LIGB and the utilities.  The CPUC and Electric Division staff would have overall oversight, would review reports and, in particular, would have to approve any extension, modification or expansion of the program for Program Year 2000 and beyond.  The CPUC will have responsibility for dispute resolution.





LIGB responsibility


The LIGB will have a general oversight function, will review reports and seek ongoing information about the progress of the program from utilities and implementors and make suggestions for program modifications.  The LIGB will, in its capacity as advisory to the Commission, provide its own assessments of program implementation and results.  This will included as part of the October 1, 1999 filings regarding PY 2000 plans and budgets and after the completion of the program and subsequent to reports filed by the utilities.  The LIGB may decide to form a management team to monitor the program, share data and make suggestions.





Utilities


The utilities will have primary responsibility for the definition of the program requirements, the development of the RFPs, evaluation of bids and selection of implementors, contracting, contract management, program evaluation, awarding of incentives or penalties and reporting.  The utilities will also have responsibility for financial management and disbursement of funds.  The utilities will be responsible for providing applications, information and existing outreach materials and resources to the administrators.  They will also be responsible for enrolling applicants contacted through the program in the CARE program and verification of eligibility of enrollees according to the terms of their contracts with implementors.  Utilities will also be responsible for training of implementors or of providing for this training.





Implementors


Community based institutions and subcontractors in general will have responsibility for the front-line delivery of outreach and intake services according to the terms of their contracts with administrators.  They will be responsible for gathering data and making regular reports on the program and for the timely communication of applications to the utilities.








	








� Please See Attached Spreadsheets for Derivations 


� Based on 5% of Eligible Non-participating from Ninth Annual CARE Program Reports


� At $25 per enrollee cap


� Based on full incremental enrollment for one year and annual average benefits reported by utilities in Ninth Annual       CARE reports for period of May 1997 through April 1998.
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