
- 1 -

Pacific Gas and Electric Company

Energy Savings Assistance (ESA) Program 
and

California Alternate Rates for Energy (CARE)

Program Annual Report
For

Program Year 2011

May 1, 2012



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 2 -

ESA AND CARE PROGRAMS ANNUAL REPORT

TABLE OF CONTENTS

     Title                                                                                                                        Page

1. ESA Program Executive Summary.................................................................................. 4

1.1. Alignment of ESA Program with Strategic Plan Goals and Strategy........... 4
1.2. Energy Savings Assistance Program Overview .............................................. 8
1.3. Whole Neighborhood Approach (WNA) Evaluation ....................................... 8
1.4. ESA Program Customer Enrollment Evaluation ........................................... 14
1.5. Disability Enrollment Efforts ............................................................................. 15
1.6. Leveraging Success Evaluation, Including LIHEAP ..................................... 16
1.7. Integration Success Evaluation ....................................................................... 17
1.8. Workforce Education & Training...................................................................... 21
1.9. Legislative Lighting Requirements Status ...................................................... 22
1.10. Studies ................................................................................................................. 24
1.11. Pilots..................................................................................................................... 30
1.12. “Add Back” Measures ........................................................................................ 34

CARE Program.......................................................................................................................... 35

2. CARE Executive Summary .............................................................................................. 35

2.1. Participant Information ...................................................................................... 35
2.2. CARE Program Summary................................................................................. 40
2.3. CARE Program Costs........................................................................................ 41
2.4. Outreach .............................................................................................................. 43
2.5. Processing Care Applications .......................................................................... 53
2.6. Program Management....................................................................................... 53

3. CARE Expansion Program .............................................................................................. 54

3.1. Participant Information ...................................................................................... 54
3.2. Usage Information.............................................................................................. 55
3.3. Program Costs.................................................................................................... 55
3.4. Outreach .............................................................................................................. 55
3.5. Program Management....................................................................................... 57

4. Cooling Centers Program ................................................................................................ 57



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 3 -

4.1. Local Government Partnerships ...................................................................... 58
4.2. Outreach .............................................................................................................. 59
4.3. Program Management....................................................................................... 60

5. Fund Shifting....................................................................................................................... 60

6. Appendix: ESA Program Tables and CARE Tables .................................................. 61



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 4 -

ENERGY SAVINGS ASSISTANCE PROGRAM

1. ESA Program Executive Summary

Pacific Gas and Electric Company (PG&E) has offered free energy efficiency programs to 
income-qualified customers in its 48 counties since 1983.  The Energy Savings 
Assistance (ESA) Program’s objective is to help income-qualified customers reduce their 
energy consumption and costs while increasing their comfort, health and safety.  The ESA
Program, marketed to PG&E customers prior to 2011 as the Low Income Energy 
Efficiency (LIEE) program,1 utilizes a “whole house” approach to provide free home 
weatherization, energy efficient appliances and energy education services to income-
qualified PG&E customers throughout the Company’s service area.  

The ESA Program is ratepayer-funded and is available to PG&E customers living in all
housing types (single family, multifamily, and mobile homes), regardless of whether they 
are homeowners or renters. To qualify for the ESA Program, the total customer
household income must be equal or less than 200 percent of the Federal Poverty 
Guidelines, with income adjustments for family size.  The 2011 program treated 128,071 
homes with a mix of measures and services, including energy education, energy efficient 
appliances, and home weatherization.  

The 2009-2011 ESA Program was authorized by the California Public Utilities 
Commission on November 10, 2008 in Decision (D.) 08-11-031.  PG&E’s authorized 
annual ESA Program budget for 2011, including carryover, was $180,754,827 million,

1.1. Alignment of ESA Program with Strategic Plan Goals and 
Strategy

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

                                             
1 D.08-11-031 and D.09-10-012 mandated that PG&E and the other investor-owned utilities develop a new statewide 
name and brand identity for the LIEE program.  The IOUs worked with Energy Division to develop a new name 
during 2010, the Energy Savings Assistance Program.  This name was implemented in 2011.  To avoid confusion, 
this 2011 Annual Report uses the Energy Savings Assistance Program name, since that was the name used for this 
program throughout 2011.
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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 ESA 
Program 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.

In 2011, PG&E identified and implemented 
effective outreach methods for segmenting 
and targeting its low income customers, 
including:
Multilingual television campaigns  targeting 
Vietnamese and Hmong-speaking 
customers;
Bilingual (English/Spanish) bill inserts 
targeting 4.2 million residential customers;
Direct mail letters and automated voice and 
text messaging to targeted neighborhoods;
Radio campaigns in Spanish, Hmong and 
English;
Events and presentations; and
Multilingual collateral including door-hangers, 
postcards and one-page flyers.

1.2: Develop a 
recognizable and 
trustworthy 
Brand/Tagline for 
the ESA Program.

Develop a statewide program 
name and description for 
LIEE Program which is 
coordinated with the ME&O 
efforts for energy efficiency, 
demand response and any 
other demand-side options.
Implement branding. 

PG&E worked closely with Energy Division 
and the other IOUs to finalize and launch a 
statewide program name and description for 
LIEE, the “Energy Savings Assistance 
Program”.

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.

Final reporting and implementation of 
PG&E’s Household Market Segmentation 
study will continue into the first half of 2012.

The ESA Program outreach team leveraged 
various local government and community 
organizations’ programs and knowledge of 
their communities to promote the ESA 
Program and enroll customers.



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 6 -

Implementation Plan and Timeline

Strategies Near Term
2009 – 2011

IOU strategy employed this program 
year

1.4: Promote the 
growth of a trained 
ESA Program
workforce.

Incorporate ESA Program
training needs into the 
Workforce Training needs 
assessment.
Develop Training Roadmap 
which includes funding 
requirements and sources 
other than IOUs.
Implement ESA Program
workforce education and 
training.

PG&E worked with Energy Division to 
implement the Low Income Workforce, 
Education and Training pilot.

PG&E’s ESA Program trainers were actively 
involved with the Statewide Workforce, 
Education and Training efforts to help CA 
education and training facilities develop 
appropriate curricula for training energy and 
weatherization specialists capable of working 
in PG&E and other energy programs.

In 2011, PG&E trainers conducted 66 
sessions for 848 students representing a 
total of 3,015 student days of ESA Program 
training.  This constituted a 57% increase in 
the number of sessions since 2008.

1.1.2. Please identify the IOU strategies employed in meeting 
Goal 2: ESA Program 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. 

Data sharing activities in 2011 allowed:

 Each utility to automatically enroll 
customers into their income-qualified 
programs.

 ESA Program subcontractors to target 
CARE-enrolled customers for program 
participation.  

 The ESA Program and local governments 
and agencies with non-disclosure 
agreements to conduct targeted, unified 
outreach to communities.

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

Ensure ESA Program
participants are aware of 
energy efficiency and 
DSM/EE programs.
Coordinate with CSI programs 
to provide ESA Program 
services in qualified low 
income housing for both 
single family and multifamily 
CSI programs. 

Coordinate AMI delivery and 

PG&E used an “Integration” team comprised 
of staff from EE and the ESA Programs, as 
well as staff from Demand Response (DR) 
and Distributed Generation (DG) programs--
which includes the California Solar Initiative 
(CSI) and Self-Generation Incentive Program 
(SGIP)–to provide marketing and integrated 
service and delivery.

Marketing and outreach for the low income 
programs—including the ESA Program, 
CARE and the Low income CSI program--
was implemented by PG&E’s “Hard-to-
Reach” group in 2011, allowing better 
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Implementation Plan and Timeline

Strategies Near Term
2009 – 2011

IOU strategy employed this program 
year

ESA Programs. integration of messaging and customer 
education.  PG&E continued distributing an 
integrated customer assistance program 
brochure in multiple languages in 2011 and 
began work on a similar brochure dedicated 
to Integrated Demand-Side Management 
programs.

PG&E program staff from rates, energy 
efficiency, solar programs, and metering 
departments came together at many 
customer events in 2011 to talk about the 
services we offer to help customers with their 
bills and energy use in one place.  PG&E 
staff demonstrated SmartMeters and other 
new technologies to customers.

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

New impact and process evaluations of the 
2009 ESA Program were conducted to 
assess program design and impacts.  PG&E 
also participated with Energy Division and 
the other utilities on a new study to update 
and assess non-energy benefits.  These 
studies were competed in 2011.  

PG&E continued to conduct regular 
contractor and public meetings.  PG&E 
regularly solicits new measure ideas and 
suggestions from contractors and others at 
quarterly public meetings and ESA Program 
contractor meetings.  PG&E also continued 
to request suggestions from PG&E’s EE 
research and program staff and to look at 
measures included in other EE and ESA 
Programs throughout the U.S.

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 CBOs in 
delivering services.

PG&E’s consultant concluded most of the 
work on its Low income Household Market 
Segmentation study, which will allow 
development of a more precise segmented 
approach to program marketing. (This study 
is being finalized in 2012.)  

Coordination with ESA Program 
subcontractors and community agencies to 
target and reach out to hard-to-reach and at-
risk customers continued. 

PG&E provided ZIP-7 eligibility breakdowns 
to our subcontractors to help them locate and 
target areas with high poverty demographics.  
Additionally, PG&E-managed automated 
outbound voice and text messaging and 
direct mail campaigns were targeted in areas 
where customers were likely to qualify for the 
program.
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1.2. Energy Savings Assistance Program Overview

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

PY 2011 ESA Program Summary
Authorized / Planning

Assumptions [1]
Actual %

Budget $ 180,754,827 $ 145,900,978 80.7%
Homes Treated 124,991 128,071 102.5%
kWh Saved 42,600,000 47,826,215 112.3%
kW Demand Reduced 7,560 13,748 181.9%
Therms Saved 1,510,000 2,522,706 167.1%

[1] Budget and Homes Treated were authorized in D.08-11-031; kWh, kW and therm savings are 
planning assumptions, from PG&E 2009-2011 LIEE-CARE Program Application Testimony, 
May 15, 2008.

1.3. Whole Neighborhood Approach (WNA) 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).

PG&E identified and targeted neighborhoods with large populations of low income 
customers, usually by utilizing ZIP-7 boundaries.  Program staff also used census tract 
information or even more uniquely defined areas when working with a local government 
or community agency.

PG&E identified which areas were most likely to result in a high volume of enrollments, 
and provided these to its implementation contractors on a regular basis via emails and 
monthly meetings. PG&E also broke out Zip-7 areas eligible for “self-certification” 
enrollment (by having over 80% of households living at or below 200% of the Federal 
Poverty Level) so that they could be especially targeted by ESA Program contractors. 
Most implementation contractors then arranged their appointments geographically to 
reduce their costs, and typically worked through their assigned areas geographically for 
the same reason.

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 
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insecurity) and how these customer segments are targeted 
in the Whole Neighborhood Approach to program outreach.

ESA Program outreach employs multiple strategies to reach customers with high energy 
use, burden and insecurity. In 2011, these included:

 Information on the ESA and bill assistance programs in “48-hour” shutoff notices;

 Partnering annually with CARE outreach staff to conduct a large-scale direct mail 
campaign to CARE-enrolled customers whose energy use is considered to be above 
average. In addition to the ESA Program and CARE, this campaign offers information 
on energy rates and bill assistance programs.

 PG&E’s neighborhood identification strategy as described in Section 1.3.1 allowing
ESA Program outreach staff to target customers most likely to be facing high-energy 
burden and insecurity by virtue of their homes being located in extremely low income 
areas.

 The ESA Program Household Market Segmentation study, and the resulting 
segmentation tool, will allow PG&E to more efficiently identify and target customers 
meeting the above mentioned criteria.  Moreover, PG&E expects that contractors will 
also be able to apply these customized outreach and marketing strategies. By using the 
segmentation tool to flag customer segments in a PG&E database, outreach staff will
have the ability to produce fine-tuned lists for direct outreach.

Outreach

Target customers within each neighborhood based on energy usage, with high energy 
users targeted more aggressively.  (D.08-11-031)

Please see section 1.3.2.

Enrollment

Permit targeted self-certification in certain neighborhoods.  (D.08-11-031)

D.08-11-031 permitted targeted self-certification and enrollment activities in areas of the 
IOUs’ service territories where 80% of the customers were at or below 200% of the 
federal poverty line.  (D.08-11-031, O.P.6)  PG&E ranked ZIP-7 areas by percent of ESA
estimated eligibility.  As described above, areas with the highest estimates of ESA 
Program eligibility, correlated with high energy usage, the number of 48-hour shut-off 
notices sent out, actual shut-offs that occurred over the last year, and low previous ESA 
Program participation, were evaluated and selected first for Whole Neighborhood events.  
Many of the areas selected were over 80% ESA Program-eligible.  These neighborhoods 
where over 80% of the customers are at or below 200% of the federal poverty level were 
self-certified.  
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Assessment/Energy Audit and Measure Installation

Conduct a site-specific energy audit at each residence.  Install feasible measures based 
on housing type and climate zone2; increase measure-level cost effectiveness.  (D.08-
11-031)

PG&E continued to conduct a site-specific energy assessment at each residence and to 
install all feasible measures based on housing type and climate zone, as authorized in 
D.08-11-031.  Inasmuch as possible, PG&E minimized the number of visits to a home.  
During Whole Neighborhood Approach (WNA) events in selected neighborhoods, PG&E 
ensured that audit and installation personnel were present in the neighborhood at the same 
time, minimizing the need for separate trips to enroll participants, assess their homes, and 
install measures.  Appointments were scheduled for any follow-up visits necessary for 
appliance delivery and specialized installation work which cannot occur at the same time 
as the energy assessment.  However, in all neighborhoods, PG&E continued to do its best 
to minimize contractor visits and schedule installation as close to the home assessment as 
possible, at the convenience of the customer.  

To help make the neighborhood events a success, PG&E worked closely with local 
government representatives and low income community leaders to coordinate their 
support and presence for the targeted Whole Neighborhood Approach activities before the 
neighborhood event was scheduled. 

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.

PG&E believes the WNA modified the existing ESA Program approach rather than 
constituting a completely new approach to program delivery.  Many elements of WNA 
make sense because they work, and PG&E’s contractors were already implementing 
many of these strategies.  Many of these were already described in Section 1.3.2, but are 
discussed below in terms of PG&E’s 2011 ESA Program activities and WNA
experiences.

PG&E actively partners with community agencies and local governments to promote 
awareness of the ESA Program and services.  In 2011, PG&E promoted the ESA program 
at 101 community events.  

Using this information to help determine potential neighborhoods to approach with the 
ESA Program, PG&E outreach staff worked with both internal and external groups to 
help make each neighborhood event a success that could continue to generate ESA 

                                             
2 To the extent the energy audit also examines a customer's energy usage, this information should not be used to 
determine which measures are "feasible."  Feasibility relates to the topics we discuss in the section entitled 
“Segmentation is a Lawful Means of Focusing ESA Program Resources,” below.  (D.08-11-031)
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Program participation in other neighborhoods in the local community.  PG&E worked
closely with its ESA Program implementation contractors, CARE outreach contractors, 
PG&E local government relations and communications staff to help establish contact 
with government representatives and neighborhood leaders. 

PG&E’s feedback and information on the status of our Whole Neighborhood Approach 
implementation strategies and lessons learned are as follows:

An overview of WNA pilots / projects currently being conducted within the IOU’s 
service territory

2011 WNA pilots and projects included:

 San Joaquin pilot: PG&E partnered with a rural, Central Valley city to market 
multiple programs, provide education and create job opportunities. Further 
information will be available in the San Joaquin pilot final report in June of 2012.

 Silicon Valley Energy Watch: PG&E’s ESA Program and Moderate Income 
Direct Install (MIDI) program partnered under the collective Energy Watch 
program in Campbell’s Sharmon Palms neighborhood and San Jose’s Dorsa-
TOCKNA and Meadowfair neighborhoods to reach hundreds of customers with 
integrated program offerings.

 Fairfield: ESA Program outreach staff partnered with the City of Fairfield to 
attend a community event and conduct outreach to the surrounding homes with 
information on available resources.

 San Francisco: ESA Program outreach staff coordinated a large-scale direct 
marketing effort and contractor canvassing to reach San Francisco’s Chinatown, 
Bayview and South of Market areas.

 Soledad: ESA Program outreach staff coordinated a direct mail campaign to “Old 
Town Soledad” and event participation with local government leaders.

 American Canyon: ESA Program outreach staff and contractors worked with local 
government agencies and the CPUC to identify and treat the western half of 
American Canyon as a self-certification area and invest large amounts of outreach 
there to drive enrollments.

 Automated voice and text messaging: These outreach tactics were rolled out to 
geographically-based ZIP-7 neighborhoods, allowing for outreach delivery to a 
concentrated area before moving on to the next group.

Successful WNA Strategies

PG&E previously used a coordinated low income neighborhood approach to implement 
its program in the 1980’s and continued this coordination in its 2011 WNA efforts.  The 
most successful strategy that PG&E realized was treating each WNA partnership as 
unique, rather than developing a one-size-fits-all model.
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Targeting the Right Events for WNA Outreach

PG&E’s ESA Program staff participates in many community events each year, and 
continued this outreach strategy in 2011. Oftentimes, PG&E’s partners in the community 
selected the best event for this outreach.  These community groups and/or cities have the 
most valuable information about where to find eligible customers and how best to speak 
to them, and PG&E continued to utilize these successful partnership resources in 2011.

Lessons Learned from PG&E’s Previous Neighborhood Approach

Successful outreach strategies implemented by contractors in 2011 have a long history in 
the ESA Program, and have benefitted from refinement, experience and lessons learned 
over the years.  The current ESA Program is derived from the early 1980’s “Project Help 
Program.”  Project Help utilized CBOs and contractors to install the “Big Six” energy 
efficiency measures (caulking, door weather-stripping, duct wrap, attic insulation, water 
heater blankets and low flow shower heads) using a process that was similar to today’s 
ESA Program.  The process began with outreach workers finding and qualifying 
customers and units.  Outreach was followed by the installation crew and later by a third 
party to conduct inspections.  The entire process took less than thirty days and served 
about 30,000 homes yearly. 

Project Help included door-to-door and event-related outreach and also utilized leads 
from PG&E.  The door-to-door approach targeted low income neighborhoods as outreach 
workers literally walked door-to-door and block-to-block.  This approach made sense, as 
it does today, simply because low income customers live in neighborhoods where they are 
often located in close proximity to other low income individuals.  Given this opportunity, 
outreach workers usually did not leave the neighborhood until their canvassing was no 
longer productive.  This was an approach very similar to the Whole Neighborhood 
Approach envisioned in D.08-11-031, and described in the Commission’s White Paper.3  
Most homes were brought into the Project Help program in this manner with estimates 
ranging from 60-80% of all participants.

PG&E’s ESA Program contractors have always used opportunity and event marketing.  
An opportunity could range from an individual being offered the Project Help/ESA 
Program as they signed up for another program in an agency office to a large venue 
community event, such as a county fair, for example.  An event-related effort enrolls 
individuals directly into the program at the event, and starts the required Property Owner 
Waiver (POW) process.  It also helps brand the program, building awareness of the ESA 
Program in the targeted community, and making it easier for subsequent door-to-door or 
other outreach activities.  These approaches continue to account for many program leads.

Leads also come from PG&E marketing activities, including flyers, bill inserts, and web-
based advertising.  Through this type of outreach, interested individuals are directed to 

                                             
3 Draft CPUC Energy Division White Paper on the Whole Neighborhood Approach. California Public 

Utilities Commission – Energy Division, April 2009. 
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call PG&E or another provider’s toll-free program phone line to sign up for the program.  
Based on PG&E’s previous experience, leads or referrals from these sources have usually 
accounted for about 20% of all participants in these ESA Programs.

Long history implementing the ESA Program has taught us that approaches should be 
modified from area to area as needed.  Significant barriers to higher penetration rates 
continue to be a lack of people home during the day, language and immigration concerns 
for non-native speakers, fear and suspicion of racially-mixed crews, and the 
misimpression that any printed material is actually an advertisement (“Where’s the catch; 
you don’t get something for nothing”).  

The variety of outreach techniques utilized by ESA Program contractors has been very 
successful over the years.  Since 2001, PG&E has met every program production goal set 
by the Commission. During the 2009-2011 program cycle, the program has averaged 
114,236 completed units per year.

In 2011, all of the following neighborhood-based approaches were used with varying 
degrees of success:

 Door-to-door canvassing by an Energy Specialist within a neighborhood.

 The simplest, most used and often most productive approach.  The Energy 
Specialist’s canvassing identified a home where the resident qualifies for 
the program.

 Usually based on the ESA Program Database (EPO)-provided lists of 
customers, their CARE status, and previous program status.  ZIP-7 lists 
were provided by PG&E and noted areas where most residents were 
expected to meet the program’s income requirements.

 The time between the Energy Specialist outreach and the appearance 
onsite by the weatherization crew provided time for the required Property 
Owner Waiver form to be correctly completed and collected.

 Same day neighborhood approach – This emulated the Commission’s White Paper
vision by attempting to deliver services on the same day as the outreach.  Collection 
of the completed POW forms was identified as a problem, especially in the case of 
multifamily units with absentee owners. Advance work and preparation was the key 
to this approach.  

 Multifamily unit approach – The Energy Specialist got a master POW 
signed by the owners or the management company.  Flyers and other 
outreach materials were distributed to promote the upcoming push.  On the 
day of the event, the contractor arrived with multiple Energy Specialists 
and weatherization crews.  The problem identified with the “one day fits 
all approach” was that customers were often not all at home on the chosen 
day, requiring contractors to return in order to complete the effort.

o A variant of this approach was to get the POW, and permission 
from the owners to distribute flyers and door hangers advertising 
the ESA Program.  The Energy Specialist then located qualified 
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households and the installations were handled on an individual 
basis.  

 Single family/mobile home approach – The contractor promoted the 
program through telemarketing and grouped the appointments into 
neighborhoods after they received a signed POW form.  The contractor 
then attempted to provide the education and installation efforts at the 
customer’s home in one step.  Homes requiring follow-up visits were for
installation of specialty glass, mobile home door or an uncommon part of 
some kind.

o Telemarketing or appointment setting was increasingly used by the 
contractors and CBOs to reduce the number of actual trips to a 
neighborhood.

The ESA Program has always utilized a Whole Neighborhood Approach, but not always 
through a single, prescriptive method as outlined in the Commission’s White Paper. 
Program implementers found it to be cost-effective to drive as few miles as possible and 
to reduce the number of visits to the customer. Thus, while WNA is not a new idea for 
the ESA Program, it remains a good idea, and many elements were utilized in 2011.   

1.4. ESA Program 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 
ESA Program.

In 2011, 5,787 “Go-Back” customers were treated.

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

In 2011, PG&E’s ESA Program contractors streamlined customer enrollment strategies 
by incorporating categorical eligibility and self-certification into ESA Program processes 
where applicable and working with property agents to get signed POWs for entire 
multifamily complexes so they can start work on all of them at the same time.  These
strategies are described in Section 1.3.2 and 1.3.3.  

PG&E added the categorical eligibility programs to the ESA Program enrollment forms 
for contractors to check off, allowing those eligible customers to skip showing proof of 
household income. The Commission-approved categorical eligibility programs were also 
added to the EPO program database.

PG&E continued to encourage contractors to work in the 80% self-certification areas by 
providing them with breakdowns of estimated eligible customers by ZIP-7 to use in their 
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customer recruitment activities.  PG&E discussed targeting strategies at contractor 
meetings and helped plan enrollment events with contractors and community 
organizations.

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.

PG&E treated 128,071 customer homes in 2011, and reached 102% of the goal 
authorized in D.08-11-031 program cycle.  

1.5. Disability Enrollment Efforts  

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

Disabled customers made up approximately 18% of the ESA Program enrollees in 2011.  
Outreach staff reallocated resources in light of exceeding this goal while continuing to 
monitor the rate of disabled customers enrolling in the program in case additional 
outreach was necessary.

1.5.2. Describe how the ESA Program customer segmentation for 
ME&O and program delivery takes into account the needs of 
persons with disabilities. 

PG&E is currently completing a Low-income Household Market Segmentation study 
with SCE that is expected to provide a valuable resource for PG&E to reach its customers 
with the highest energy burden and energy insecurity.  Much of the study was conducted 
in 2010-2011, and it will be completed by mid-2012.  Customer segmentation will 
include information regarding disabilities and targeting strategies. PG&E began using 
insights from the study to help develop its 2012-2014 marketing and outreach plans, 
including targeting to disabled persons.
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1.5.3. Identify the various resources the IOUs utilize to target the 
disabled community and the enrollments as a result:

2011 Disability Enrollments

Source
Total 

Enrollments
Disability

Enrollments

% of 
Disability 

Enrollment

Various contractor recruiting and sign-ups

Total Enrollment Rate 128,071 22,549 18%

At this time, PG&E has no data-sharing agreements with agencies serving disabled 
clients.  PG&E will continue to explore new partnership opportunities and seek out new 
ways to better reach its disabled customers.

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

PG&E’s 2011 ESA Program disabled community participation was 18%.

1.6. Leveraging Success Evaluation, Including LIHEAP

Decision 08-11-031 defines leveraging as “an IOU’s effort to coordinate its ESA
Program 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.
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1.6.1. Describe the efforts taken to reach out and coordinate the 
ESA Program with other related low income programs
offered outside the IOU that serve low income customers.

ESA Program coordination efforts involved much time and communication with potential 
partner agencies and local governments. As a result, these efforts resulted directly in 
ESA Program enrollments but did not deliver financial savings. Efforts included Whole 
Neighborhood Partnerships in the cities of San Jose, Campbell, Soledad, San Joaquin, 
American Canyon and San Francisco.

Further details are described in Tables 12 and 14 and of this report.

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.   

See ESA Program Table 14.

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

PG&E continued to implement its successful refrigerator leveraging program with 
LIHEAP.

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 ESA Program with the CARE Program. 

2011 marked the ESA Program and CARE outreach teams’ first full year of planning and 
executing outreach as members of the same department, “Hard-to-Reach.” Most notably, 
the team coordinated on a major direct mail campaign targeting hundreds of thousands of 
high-energy users enrolled in CARE. In this campaign, customers living in homes 
previously treated through the ESA Program received a letter, funded through CARE 
outreach funds, explaining an upcoming rate change and steps they could take to help 
offset any financial impact. Customers living in homes not previously treated through the 
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ESA Program received the same information as the previously mentioned group but the 
letter was funded using ESA Program outreach funds and included an additional piece of 
collateral promoting enrollment in the program as a way to help offset any changes in a 
customer’s energy bill.

The integrated team also gave presentations, attended events targeting low income 
customer segments and worked on joint outreach updates including the Breathe Easy 
Solutions brochure and website changes. Auto-enrollment of customers from the ESA 
Program into CARE also continued.

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

The ESA Program team worked closely with the statewide marketing team to ensure 
coordinated efforts related to statewide branding. Web portal staff from multiple PG&E 
programs participated together in integrated program events to provide information to 
customers on many PG&E programs available to them.

The following activities also took place in 2011:

 Direct Install for Manufactured and Mobile Homes Program:  Implemented by 
Synergy EE. This ongoing EE program installed a comprehensive set of energy 
efficiency measures in the customer’s mobile home, at no cost to the customer.

 Energy Upgrade California program:  Rolled out in August, 2010, the ongoing 
program promoted the “house as a system” approach by providing customer 
incentives for comprehensive retrofits that improve a home’s energy efficiency. The 
program outlined two upgrade paths:  A Basic (Prescriptive) Path included individual 
measures with required minimum energy efficiency performance values. The 
Advanced (Performance) Path delivered comprehensive improvement packages 
tailored to the needs of each existing home and its owner.  PG&E’s teams are 
currently exploring the feasibility of integrating the ESA Program, Energy Upgrade 
California and the MIDI program (see above).  In 2011, PG&E filed an Advice Letter 
describing plans to integrate the programs to provide whole building services to 
multifamily buildings.

 Home Energy Efficiency Rebates (HEER):  PG&E’s ESA Program-EE integrated
outreach continued to be aimed at encouraging customers to participate in energy 
efficiency programs by applying for rebates.  

 Multifamily Energy Efficiency Rebate Program (MFEER):  Offered property owners 
and managers incentives for installing energy efficient measures, related to the retrofit 
of existing multifamily properties of two or more units. ESA Program outreach was 
integrated into outreach for MFEER. The ESA Program, as well as the CARE/FERA 
programs, was also promoted at MFEER outreach events and property 
owner/manager conferences. Income-eligible residents were encouraged to enroll in 
the ESA Program to receive measures not provided by the MFEER program.
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 Energy Efficiency partnership agreements with public sector agencies--including 
cities, counties, and quasi-government organizations--were designed to help these 
partners achieve energy efficiency in their facilities and communities. Recognizing 
that the EE Partnerships provided a vital channel for promoting the ESA Program, 
PG&E’s ESA Program worked with EE Partnerships to identify potential integrated 
outreach opportunities through presentations to community leaders and stakeholders--
highlighting the opportunity for eligible customers to receive energy efficiency 
improvements in their homes. In addition, several PG&E EE Partnerships worked 

closely with the ESA Program to coordinate the MIDI.4

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

In 2011, PG&E worked with the Government Partnerships program to identify
opportunities to leverage efforts with the ESA Program. PG&E will continue to work 
with new and old government partners to promote channel strategies.  PG&E also 
launched a pilot effort in 2011 that focused on moderate income level residents. PG&E 
launched a MIDI pilot program during 2011 through a number of Local Government 
Partnerships. A large amount of time and effort went into launching the MIDI program,
especially the effort coordinated through the Silicon Valley Energy Watch. Several Whole
Neighborhood Approach efforts occurred through this partnership including one in 
Campbell’s “Sharmon Palms” neighborhood and two in San Jose’s Dorsa-TOCKNA and 
Meadowfair neighborhoods. 

In each of these areas, the local implementation contractor, the Energy Watch program, 
PG&E outreach and program teams and the local government coordinated the selection of 
each neighborhood, worked to seamlessly integrate MIDI and ESA Program offerings, 
and conducted outreach through events, direct mailings and neighborhood canvassing.

Outreach at the Meadowfair launch was especially noteworthy and included an event 
attended by various departments from the City of San Jose, the area’s city council 
member and staff, the Silicon Valley Energy Watch program, Grid Alternatives, Our City 
Forest, Meadowfair Neighborhood Association, PG&E and its local implementation 
contractor.

Please see table 12 for a complete list of homes treated through these partnerships.

                                             
4 From the 2011 Report: Building Energy Efficiency Opportunities For Low Income Customers, page 4.
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1.7.4. Describe the new efforts in program year to integrate and 
coordinate the ESA Program with any additional Energy 
Efficiency Programs. 

In 2011, all PG&E efforts to integrate and coordinate the ESA Program with other Energy 
Efficiency Programs occurred with the Energy Efficiency Residential Program and the 
Energy Efficiency Government Partnership Programs.  These efforts are described in 
Sections 1.7.2. and 1.7.3.

1.7.5. Describe the new efforts in program year to integrate and 
coordinate the ESA Program with the Demand Response 
Programs.

In 2011, PG&E worked with the Demand Response team to include SmartAC in the local 
roll-outs of the ESA Program.  Demand Response staff joined ESA Program staff at 
various events and public forums to encourage customers to sign up for both programs.
The two teams worked together to ensure opportunities for enrollment in SmartAC were 
not missed when PG&E contractors installed energy efficiency measures in 2011. PG&E 
installed 650 SmartAC’s as part as the leveraging effort between the ESA Program and 
the Smart AC team. 

1.7.6. Describe the new efforts in program year to integrate and 
coordinate the ESA Program with the California Solar 
Initiative Programs.

Multifamily Affordable Solar Housing Program (MASH)

In 2011, PG&E took steps to coordinate MASH and low income hot water heating 
program outreach with ESA Program outreach by moving them both under the Hard-to-
Reach outreach department that was formed to provide outreach and marketing for low 
income customers and other hard-to-reach customer segments. ESA Program outreach 
staff worked to develop collateral to help customers understand the importance of energy 
efficiency as a part of an overall Integrated Demand-Side Management strategy.

Additionally, since all tenants living in MASH-enrolled units were required to have an 
energy efficiency audit conducted, opportunities were identified to add complimentary 
material regarding solar installations to the ESA Program enrollment process. In 2011, 
the ESA Program continued to integrate with solar programs to fast-track qualifying low 
income customers through the ESA Program prior to them receiving solar measures.

Single Family Affordable Solar Housing Program (SASH)

In 2011, PG&E's ESA Program continued to work with Grid Alternatives to deliver ESA 
services to customers that were approved to participate in SASH. Grid Alternatives 
referred SASH-eligible homes into PG&E’s ESA Program on a regular basis. Customers 
that had not yet participated in the ESA Program were placed in the program. The home 
was assessed, and delivery of all eligible measures was expedited. Following measure 
installation, PG&E notified Grid Alternatives regarding the measures that were installed 
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in the home. Grid Alternatives used this data in their calculations to accurately size the 
SASH solar unit installation. ESA Program staff supplied measure installation data for 
144 homes and treated 111 homes from referrals from SASH.

Low Income Solar Water Heating

The low income component of the CSI-Thermal (solar water heating) program was 
planned in 2011, and is expected to launch in March 2012. All single-family customers 
looking to participate in the low income CSI-Thermal Program must have already 
participated in an ESA Program. One of the two options for multifamily customers 
looking to participate in the low income CSI-Thermal Program is that at least 50% of all 
units in the structure are occupied by ratepayers participating in the ESA Program.

Instead of requiring customers to provide specific documentation proving participation in 
the ESA Program, the CSI-Thermal Program will gain access to the ESA Program
database and verify participation on the program side.

1.8. Workforce Education & Training 

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

In 2011, PG&E’s Energy Training Center (ETC) – Stockton provided training for a total 
of 848 students or 3,015 “student days” in five different sessions (listed below).  Each of 
the students attending sessions at the ETC were hired by a participating contractor prior 
to attending.  

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

Type of training or recruitment conducted

2011 
Employees 

trained

2010 
Employees 

trained

2009/2008 
Employees 

trained

EP Energy Specialists Certification Training 150 282 270/105
EP Energy Specialists WE&T Training  (NEW in 
2010) 20 23 NA/NA

EP Crew Training 164 272 293/112

EP NGAT Training 100 197 141/77

EP NGAT Tune Up (not held in 2010) 314 NA 46/NA

EP ES Installer  (not held in 2010) 11 NA 29/NA

EP Duct Testing & Sealing 89 23 113/47
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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.

In 2011, PG&E continued the upstream residential lighting program. This program 
mitigates the high initial cost of compact fluorescent lamps (CFLs) with its upstream 
incentive structure, which results in low retail pricing. CFLs were carried in more than 
2,000 retail locations; however, CFL availability is still low at discount retailers, 
independently owned retailers and small grocery retailers.  

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

In collaboration with local governments, PG&E’s Green Communities and Innovator 
Pilots group launched the Fluorescent Lamp Recycling Outreach and Marketing (FLR) 
Program in six counties in 2011 for the proper disposal of fluorescent lamps by
residential customers.  The counties of Humboldt, Sonoma, Napa, Alameda, Santa Clara, 
and Santa Cruz have established retail partnerships for fluorescent lamp drop-off and 
collection.  At present, over one-hundred retail collection sites are participating in the 
programs and in the coming months we expect this number to reach 128 sites.  At the end 
of 2011, the FLR program had collected 57,747 fluorescent bulbs from residents.

In addition to fluorescent lamp recycling, the Green Communities program collaborated 
with Alameda County StopWaste to develop engaging and consistent marketing and 
branding materials to communicate the importance of proper disposal of fluorescent 
bulbs.  The program developed designs for web badges, posters, newspaper ads, shelf-
talkers and counter-cards, bill inserts, school handouts, and a variety of elements that 
make up a toolkit for any local government interested in launching their own fluorescent 
lamp recycling program.  These free marketing and outreach templates are available to all 
local governments on the PG&E website at www.pge.com/sustainablecommunities and 
are customizable for any city and county that wants to communicate about collection 
locations.  Several counties are already using these materials in their outreach with the 
goal of establishing a recognizable and actionable message to residents disposing of 
fluorescent bulbs.

PG&E developed a simple, easy-to-understand CFL Recycling fact sheet.  This fact sheet 
is distributed to all ESA Program participants by the ESA Program Energy Specialist 
during the energy education/energy assessment home visit.  The fact sheet explains what 
mercury is and why it is harmful to people and the environment and describes safe 
removal and storage of CFLs, safe disposal of used CFLs, and what to do when a CFL 
breaks. Safe CFL recycling practices are also covered during ESA Program contractor 
training modules.  
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Currently, ENERGY STAR
® requires manufacturers to print a CFL recycling resource 

website on CFL packages.  Additionally, PG&E encourages lighting manufacturers we 
work with to also print this same information on the base of the bulb, so it is handy for 
the customer when they are ready to dispose of it, long after the package is gone.  This 
information is also available on PG&E’s website.

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 ESA Program cycle, the electric IOUs 
coordinated the procurement of CFLs in order to obtain the highest quality at the lowest 
possible price. Each IOU remained responsible for issuing their own agreement to 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 ESA Program agreement 
requires the supplier to maintain at least a 30-day supply of the product for all service 
providers and to deliver the product to the service provider’s facility within 14 days from 
the order date. In addition, the supplier will include a unique identifier, currently stating 
“CA LIEE” on the ballast of the CFL.

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 ESA
Program

CFLs provide cost-effective energy savings, but as long as less expensive incandescent 
choices are widely available, these less energy efficient measures will continue to be 
purchased and used by low income customers. Customers with limited income during the 
drawdown period will continue to purchase less expensive incandescent bulbs and pay 
higher operating costs.  CFLs are among the most cost-effective energy measures and can 
provide immediate and measurable bill savings to customers who need it most.  
Increasing awareness of CFLs in advance of the standards will increase customer 
awareness of available options and help ease the transition when incandescent bulbs 
begin to disappear from store shelves.  

PG&E is decreasing the budget spent on subsidizing basic spiral CFLs in certain retail 
channels but has refocused efforts in channels that service low income customers (mom 
and pop grocery and hardware/ discount stores).  PG&E is also working to add light 
emitting diodes (LEDs) to the residential lighting portfolio, but with quality and pricing 
concerns, fluorescent products still provide the most cost-effective alternative for lighting 
energy efficiency.
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At some point, PG&E assumes that Assembly Bill (AB) 1109 will require customers to 
buy only CFLs in California.  As the effects of this legislation become more widespread,
it will be even more important to provide CFL fixture assistance to ESA Program 
customers, who will find it harder to perform the necessary rewiring than the average 
customer.  At that point, PG&E will reassess the efficacy of ESA Program CFL measures.  
One option would be to decrease the number of CFLs that are provided through the ESA
Program and increase the number of CFL fixtures.  

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.

Four statewide studies were planned for the 2009 to 2011 program cycle.  These included: 
(1) an impact evaluation, (2) a process evaluation, (3) a study of non-energy benefits, and 
(4) a study of refrigerator degradation.  Each of these is described below.  In addition to 
these four statewide studies, PG&E and SCE together conducted a low income household 
market segmentation study for the ESA Program.  Each of these five studies is described 
below.

Joint Utility 2009 LIEE Impact Evaluation

The Impact Evaluation was a statewide study managed and directed by Energy Division.  
The prime research contractor for the 2009 impact evaluation was ECONorthwest.  SCE 
held the contract for the project.  

The objective of the Impact Evaluation research was to provide electric and gas savings 
estimates by measure, utility, household, weather zone, and other relevant dimensions for 
the 2009 LIEE Program.  The results provided data to quantify the 2009 program 
achievements and document the relative value of various measures in producing energy 
savings.  Analyses of the program impacts on energy savings were used to update savings 
forecasts, and meet filing and reporting requirements (including informing the 
development of our 2012-2014 Energy Savings Assistance Program Application).

The impact evaluation conducted during this 2009-2011 program cycle focused additional 
resources on understanding behavioral and/or housing-related variables relevant to 
heating and cooling impacts.  In particular, more in-depth data were collected and further 
analyses were conducted on furnaces and evaporative coolers.

The primary analyses of the data were done via utility billing data.  Additional primary 
data collection included phone surveys with participants and nonparticipants, as well as 
in-home audits and interviews with a smaller sample of participants.  Engineering 
analyses of some small and new measures were also conducted.  In the end, while the 
study made use of extensive data collection via phone surveys and outside audits, the 
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evaluators concluded that the additional data was not as useful as they had hoped and the 
primary tool of analysis was still a billing regression model.

Overall, the study found that in general the impacts for the 2009 program were lower than 
the 2005 program (the year the last impact evaluation was conducted).  As was the case in 
2005, refrigerators and lighting still accounted for most of the program savings.  In 
addition, the study revealed that evaporative coolers exhibited significant program 
savings and demonstrated nearly two times the savings estimates provided in the 2005 
evaluation.  According to the study, other factors influencing lower energy savings 
included the fact that many customers are not using their poorly functioning units very 
much prior to program intervention.  As a result, when a new unit is installed and 
customers begin to use it more, the associated usage for that measure increases, thus
reducing the overall impacts.  

The following study activities took place between 2009 and 2011:  a Request for 
Proposals was written and approved by the participating utilities and Energy Division in 
June 2009; the RFP was distributed in July 2009; and ECONorthwest was selected as the 
contractor for the project in August 2009.  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 
(one component of the project) in January 2010.  During 2010, the participant survey 
instrument was developed, and survey data was collected for LIEE participants and 
nonparticipants, on-site audits were conducted, and the billing analyses were completed.  
The engineering analyses of selected measures and additional billing analyses on all of 
the measures were conducted in 2010 and 2011.  The draft report on the project was 
completed in March 2011, and a public workshop was held on March 28, 2011, to discuss 
evaluation results. The draft impact results were used for planning PG&E’s 2012-2014 
Energy Savings Assistance Program Application.  The final report and impact results 
were completed on June 6, 2011 and presented to the Low Income Oversight Board 
(LIOB) on June 21, 2011. 

The final report is available at California Measurement Advisory Council (CALMAC): 
http://www.calmac.org/publications/LIEE_FINAL_2009_Impact_Eval_Report.pdf

Joint Utility 2009 LIEE/ESA Process Evaluation

The prime research contractor for the process evaluation was Research Into Action.  As 
was the case with the Impact Evaluation, Energy Division staff confirmed selection of the 
contractor and managed the study with the assistance of the Joint Utilities.  PG&E held 
the contract with the contractor for the project.  The statewide process evaluation 
commenced with a kickoff meeting for all interested parties in August 2010 and the 
evaluation was completed in 2011.  

The Process Evaluation assessed the effectiveness of 2009-2011 LIEE/ESA Program 
processes, and developed recommendations for program design and delivery to help 
improve the effectiveness of the program.  The primary deliverable was a final report that 
presented the findings and recommendations for possible program changes for the 2012-
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2014 program cycle; however, the Joint Utilities also sought usable information and 
recommendations as the evaluation progressed, to allow the ESA program managers to 
get timely feedback and take action on it in real time.  

The 2009-2011 LIEE/ESA Program included several new components, such as the Whole 
Neighborhood Approach and a statewide awareness campaign.  For example, the 2009 
Process Evaluation gave the Joint Utilities and the Commission their first opportunity to 
understand how these new approaches impacted key Commission and utility program 
objectives, so that program elements could 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 Request for Proposals was disseminated to qualified bidders in the first quarter 2010. 
The Process Evaluation Team selected a contractor, Research Into Action, and began 
work on this evaluation during the third quarter 2010.  A Draft Report was completed in 
February 2011.  A public workshop to discuss Study results was held on March 28, 2011,
in San Francisco. The Final report was completed on June 10, 2011, and presented to the 
LIOB on June 21, 2011.  PG&E used the results from this study to develop the 2012-2014 
Energy Savings Assistance Program Application.  

Key findings and recommendations presented in the report included:

 Increase efforts to better educate customers;

 Simplify and streamline the enrollment processes – for both customers and 
contractors;

 Continue to use multiple methods to outreach and market for different purposes 
and markets;

 Focus some attention on reaching and enrolling customers for whom the common 
outreach methods may be less effective;

 Find other ways to help customers without heat and hot water who do not qualify 
for program intervention;

 Increase outreach with new cell phone protocols and customer testimonials; and

 Develop new marketing messages and contractor training to work with renters and 
landlords.

The final report is available at:  
http://www.calmac.org/publications/LIEEFinal_Report_w_study_number.pdf
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Joint Utility5 Non-Energy Benefits (NEBs) Study

The Non-Energy Benefits (NEBs) Study was a statewide study managed by San Diego 
Gas & Electric. The Study was designed to be carried out in two phases, at the discretion 
of the NEB Study team (the Joint Utilities and Energy Division).  The first phase 
provided an extensive literature review describing the use of NEBs in the industry.  The 
ranges of relevant values used in other low income energy efficiency programs were 
summarized, and the consultant recommended an approach for updating NEBs estimates 
and incorporating them into the required cost-effectiveness tests for the ESA Program.  
The second phase of the study, which was not conducted, would have provided updated 
calculations for estimating the NEBs used in the program.

The activity for this study occurred during 2009 and 2010.  In July 2009, following a 
request for proposal (RFP) process, Skumatz Economic Research Associates (SERA), 
located in Boulder, Colorado, was selected as the contractor for the project.  The Cadmus 
Group, located in Portland, OR, worked as a subcontractor to SERA.  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 2010, the Phase 1 deliverable was finalized.  This report included the literature 
review and recommendations for Phase 2.  A public workshop was held to present the 
study results. The results of the study showed that the current NEB values used by the 
utilities fall within the range of values reported from other low income and energy 
efficiency programs.  There were a few exceptions where the values currently used by the 
California utilities were under or over the reported range.  Initially, a Phase 2 study had 
been planned to conduct further analyses of specified NEBs based on recommendations 
from this study; however, further analyses combined with the results of the first phase of 
the study led the statewide advisory group to concur that pursuing the second phase of the 
project would not be an optimal use of the remaining funding allocated for the project at 
this time. The results of the Phase 1 study showed that values were for the most part 
consistent with other low income energy efficiency programs, and minor updates could be 
performed by the IOUs with data on hand.

The final report for Phase 1 is available on the CALMAC website.

Joint Electric Utility Refrigerator Degradation Study

Typically, appliance replacement is based on the effective useful life (EUL) and 
degradation of measures, from which is determined at what stage of their lifecycle it 
becomes cost-effective to replace them to receive the most energy savings benefits.  In the 
2009-2011 ESA Program, old refrigerators were eligible for replacement with new energy 

                                             
5 The Joint Utilities are PG&E, Southern California Edison Company (SCE), Southern California Gas Company 
(SCG), and San Diego Gas and Electric Company (SDG&E).
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efficient refrigerators in the ESA Program if they are manufactured before 1993.  ESA 
Program statistics indicated that the pre-1993 refrigerator replacement market is already 
saturated as evidenced in the declining number of eligible refrigerators identified and 
replaced through the ESA Program; however, the Joint Electric Utilities believe energy 
efficient refrigerators are still one of the most cost-effective, energy-saving measures in 
the ESA Program. This study was undertaken to update refrigerator replacement criteria 
in order to garner new, significant and cost-effective energy savings for the ESA Program
for the 2012-2014 program cycle.

The central goal of the refrigerator degradation study was to determine which, if any, 
alternate refrigerator replacement criteria lead to maximum, cost-effective energy and 
demand savings for the ESA Program.  Specifically, the Joint Electric Utilities were 
looking for a criterion for refrigerator replacement in the form of either a date at which 
manufacturer and technological changes in efficiency occurred or an age at which
refrigerators need to be replaced.  

KEMA conducted the research under contract to PG&E, and PG&E is the contract
manager.  The study will be completed in 2012.  Phase 1 of the study, summarizing
energy savings potential for 1993-2000 replacement refrigerators, was completed in April 
2011 and was used by the utilities to recommend new refrigerator replacement criteria for 
the 2012-2014 ESA Program. KEMA’s analysis showed that early replacement of 
refrigerators manufactured after 1993 remains a cost-effective source of energy and 
demand savings should be included in the 2012-2014 ESA Program portfolio.  Based 
upon these results, the Joint Electric Utilities proposed changing the replacement criterion 
to include refrigerators manufactured before 1999.  A public presentation of the study will
occur in 2012.

PG&E/SCE ESA Program Household Market Segmentation Study

The Household Segmentation Study is a joint study between PG&E and SCE.  It will be 
completed in 2012.  The results of this study will assist program managers in developing 
more effective and streamlined targeting and outreach methods.  In addition, it was
intended to gather information to enable program managers to improve program delivery,
marketing and educational materials that are more precisely tailored to the needs and 
issues of various groups (segments) of customers.

The following program activities took place during 2009-2011:  A request for proposal 
with a project scope and project objectives was written and approved by the two 
participating utilities and the Energy Division staff.  The RFP 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 included multiple phases 
of data collection, which began with analyses of customer usage and billing data, and 
initial focus groups.  This was followed by a phone survey and followed up with other 
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focus groups.  All of these data were used to build the segments with an approach that can 
relate back to utility customer data identifiers for the segments. 

While the study is jointly funded, the research contractor executed parallel projects for the 
two utilities because the primary utility databases are not the same.  Specific project 
activities during 2010 focused on SCE data collection and analyses, with these early SCE 
results informing the PG&E analyses conducted throughout 2011.  Particular attention 
was paid to examining differences in customer needs based on variables such as high 
usage, disability, energy burden, bill payment issues and other database-driven variables 
that may be relevant to improving program outreach and targeting practices.  The phone 
survey data and focus group data were then used to further understand and build on the 
understanding of these segments.

During 2011, additional primary data was gathered via qualitative and quantitative 
methods of data collection.  These data were analyzed in conjunction with the analyses of 
the existing utility customer data to provide details on customer segments. 

Throughout this process, efforts were made to coordinate the planning and execution of 
this study with the Statewide EE Marketing Education and Outreach Segmentation Study.  
In particular, the results, data, and instruments were reviewed by the ESA Program
project team in order to both capitalize on what has been already done, as well as to 
ensure that these efforts could appropriately inform one another.  The resulting 
segmentation tool developed by the Study Team was able to better identify and target 
geographic areas with high concentrations of “high priority” segments.  Relevant findings 
from the SCE data analyses were also incorporated into PG&E’s 2012-2014 ESA
Program Application, and PG&E anticipates that once the targeting tool is operational, 
these segmentation results will continue to inform and improve our program delivery 
efforts throughout the 2012-2014 program cycle.

The study identified key segments differentiated largely by usage, bill payment problems 
and some relevant demographic variables that are relevant to improving program 
marketing, outreach and targeting practices.  The report included recommendations 
regarding more customized marketing, education, and program delivery for customers 
based on the segments they are identified with.  A public workshop for the PG&E 
component of the project was held in February 2012.  The final report for PG&E will be 
issued during 2012 and posted on the CALMAC website.

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.

Two studies were completed in 2011.  Final Study Reports of the Impact and Process 
Evaluations, completed in 2011, were submitted to the Commission in 2011 and are 
available on the CALMAC and LIOB websites.
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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).  

Microwaves

While researching new ESA Program measures to include in its 2009-2011 ESA Program 
Application, PG&E looked at microwave ovens.  Some studies suggest microwave ovens 
may use approximately 50% less energy than conventional ovens and can provide both 
electric and gas savings depending on the type of oven or stovetop that is being displaced.  
Because they don’t generate as much heat in the kitchen, microwaves may also save on 
air conditioning costs during the summer. 

Microwave ovens impact both total energy use and demand.  The KEMA Low Income 
Needs Assessment report indicated that 96% of low income homes have a microwave 
oven.6  As many as 9.3% of very low income families do not have microwave ovens, 
according to the 2004 CA Statewide Residential Appliance Saturation Survey (RASS).

Initially the objective of this pilot was to partner with the Meals on Wheels Program in 
local communities to provide energy saving microwave ovens to customers who did not 
have one.  Meals on Wheels is a community-based program through which local 
volunteers deliver meals to homebound seniors.  

As PG&E’s ESA Program staff researched this opportunity, we found that there were 
significant barriers for Meals on Wheels volunteers to deliver and install microwave 
ovens at customers’ homes that were enrolled in the Meals on Wheels program.  PG&E 
discovered two major barriers to the originally proposed Meals on Wheels delivery.  First, 
Meals on Wheels clients are not income-qualified.  PG&E’s original proposal was 
predicated on the belief that Meals on Wheels clients, in addition to being homebound 
seniors and disabled persons, were low income customers.  Although many of them are 
low income, income is not a criteria for participation in Meals on Wheels. 

The second major barrier was the equipment and outlet feasibility checks that would need 
to be performed by the Meals on Wheels volunteers.  The volunteer would have to ensure
that the outlet was grounded prior to installing the microwave, in accordance with ESA 
Program Policies and Procedures prohibiting appliances from being installed in 
ungrounded outlets.  This extra step would require the volunteer to physically reach the 
outlet behind the microwave and test it with a grounding device.  

                                             
6 Table 4-47, p. 4-49. KEMA, Phase 2 Low Income Needs Assessment.  Final Report to the CA Public Utilities 
Commission, September 7, 2007.
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Meals on Wheels volunteers are not trained to check outlets and this work was outside of 
their normal scope, creating additional work and liabilities for them.  The additional 
grounding check also created an additional visit to the customer’s home.  The volunteer 
also needed to check the customer’s oven to ensure it was working properly and was 
served by PG&E’s fuel commodity.  Making volunteers responsible for performing these 
extra tasks was a significant barrier to participation for Meals on Wheels.

As specified in PG&E’s ESA Program 2009-2011 Application, our goal for this pilot was
to install up to 3,750 microwave oven units throughout PG&E’s service territory in 
program years 2009-2011.  PG&E came to the conclusion that the microwave pilot 
project as proposed was not the most feasible or effective way to deliver the microwave 
ovens.  The Meals on Wheels organizations PG&E contacted thought they could deliver 
5–10 microwaves each, and estimated up to a maximum of 25 microwaves delivered per 
year because most of their customers already had microwaves.  

Following additional research of microwave delivery options, PG&E modified its pilot 
implementation plan with the Commission to propose that microwave identification and 
delivery occur as part of PG&E’s ESA Program.  Participant homes needing microwaves 
were identified by PG&E’s energy specialists during their initial home energy assessment.  

Implementation of the Microwave Pilot began in the fourth quarter of 2009 following 
approval of PG&E’s pilot Advice Letter.  PG&E identified and installed 117 microwaves 
in 2009 and 3,055 in 2010.

The Microwave Pilot was completed in 2010, and an impact evaluation was conducted by 
ECONorthwest in 2011.  The evaluation will be available on the CALMAC website.  
PG&E proposed to continue this measure in its 2012-2014 ESA Program Application.

High Efficiency Clothes Washers

In its 2009-2011 ESA Program Application, PG&E proposed the High Efficiency Clothes 
Washer Measure Pilot to explore the feasibility of adding high efficiency Energy Star 
rated clothes washers into the ESA Program. 

The goal of this pilot was to replace up to 1,000 standard clothes washers with new high 
efficiency clothes washers in 2009.  Implementation began in the fourth quarter of 2009 
following approval of PG&E’s pilot advice letter.  PG&E installed 27 clothes washers in 
2009 and 902 in 2010.  

PG&E customers were eligible to participate in the pilot if they were enrolled in the ESA 
Program, had five or more people living at the residence, and had a non-landlord owned 
standard, non-energy efficient clothes washer that was at least seven years old.

PG&E used its existing refrigerator delivery contractors to market and assess ESA 
Program customers for participation in this pilot program. The refrigerator contractor 
assessed the home for a washer installation at the time of the refrigerator delivery. If the 
customer qualified for a washer replacement, the refrigerator delivery contractor installed 
one at that time. The delivery contractor was also responsible for disposing of and 
recycling the original, replaced clothes washers in an environmentally safe manner and in 
accordance with federal, state, and local regulations and codes. 
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PG&E installed 27 clothes washers during 2009 and 902 in 2010.  An impact evaluation 
was conducted by ECONorthwest in 2011. The evaluation will be available on the 
CALMAC website.  Because of the high cost and low cost-effectiveness of the clothes 
washer measure, PG&E does not propose to continue this measure in its 2012-2014 ESA 
Program Application.

City of San Joaquin (Fresno County)

A 2009-2011 pilot project was proposed by the Energy Coalition with the City of San 
Joaquin and was an integrated effort under the San Joaquin Energy Watch Partnership 
Program (one of PG&E’s EE Partnership programs).  This pilot project was designed to 
target the hardest-to-reach low income residential market segment using new and creative
outreach strategies.

San Joaquin is a small, closely knit, rural community.  The majority of its 4,000 residents 
are of Hispanic descent, many of whom are non-English speakers and agricultural 
workers.  Additionally, there is a high rate of poverty, low rates of high school 
graduation, and a small tax base with which to finance community public services.  These 
characteristics have traditionally served as barriers to the adoption of the energy ethic the 
utilities and Commission seek to create. 

The goal of the pilot project was to demonstrate the effectiveness of a city-utility 
partnership model that empowers rural municipal governments--with hard-to-reach low 
income customers--to take a leadership role in integrating utility energy efficiency 
programs and services into their portfolio of city services and to explore innovative 
outreach methods for community engagement.  

This pilot project did not begin implementation until 2011.  2009-2010 efforts focused 
more on the non-low income components of the San Joaquin Energy Watch Partnership 
Pilot. Planning discussions between PG&E, the City, and the Energy Coalition largely 
focused on value-adds that the City was in a unique position to create and contribute to.  
These included developing additional program collateral and strategies that would most 
effectively communicate the many benefits of participation in the pilot program to 
Spanish speaking residents of the city and to other low income PG&E customers beyond 
the city limits.  Discussions and follow-up also allowed PG&E to establish that the city is 
estimated at over 80% eligible for the ESA Program, therefore qualifying the entire 
population for “self-certification.”

The pilot concluded in December 2011, and an evaluation of the project is currently being 
conducted in 2012.

On-Line Training Pilot

PG&E requested $150,000 for this on-line training pilot, to be conducted during the 
2009-2011 program cycle.  In D.08-11-031, the Commission authorized $150,000 for 
each year, for a total of $450,000.  However, PG&E only budgeted $150,000 to perform
this study, as requested in its application and the subsequent expanded Pilot 
Implementation Plan filing.  This pilot was conducted in 2011 and was completed in early 
2012.  
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The goal of this pilot is to explore what ESA Program training currently conducted on-
site at the PG&E Energy Training Center (ETC) in Stockton California could be moved 
to a web-based and/or off-site curriculum without decreasing either effectiveness or 
results.  The On-Line Training Pilot was envisioned as a way to support the Strategic 
Plan’s vision that “By 2020, California’s [ESA] Program workforce is trained and 
engaged to provide the human capital necessary to achieve California’s economic energy 
efficiency and demand-side management potential.” The On-Line Training Pilot is one of 
a variety of field staff development strategies that PG&E is exploring to encourage and 
nurture the development of green collar jobs and attitudes through new Workforce 
Development.

This training project was integrated into PG&E’s ESA Program Weatherization 
Specialists Certification Training during 2011.  Final evaluation of results will be 
available in 2012.  Specifically, the pilot tested the effectiveness of using on-line training 
for selected certification topics in lieu of sending all students to a single classroom 
location for training in all elements of the required certification program.  Both PG&E 
and its contractors were interested in testing the integration of an on-line training 
component as a means of reducing program training costs associated with the training of 
the ESA Program Weatherization Specialist (WS).  

PG&E ran the on-line pilot (beta version) simultaneously with the current five-day WS 
training.  Students enrolled in a class with the on-line element also attended appropriate 
sessions at the ETC that requiring use of the extensive labs, props, and materials unique 
to the facilities.  Student success with the on-line training will be evaluated through 
observation and performance in the field during 2012.  

On-line students were given a finite amount of time with a pre-test limited to 20 minutes.  
The exit exam covered the same material.  The On-Line Training Pilot compared pre-test 
and post-test scores and new WS field performance to determine where topics could be 
improved.

The On-Line Training Pilot was awarded to an outside training consultant in late 2010
through an RFP process.  The on-line training pilot began implementation in 2011.  
Results will be evaluated in 2012.  

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.

One study evaluating impacts of both PG&E’s ESA Program clothes washer and 
microwave pilot measures was completed by ECONorthwest in 2011 and will be 
available on the CALMAC website.
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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.

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 
ESA Program measures, how does the IOU propose 
to address the shortfall in other parts of the ESA
Program?

See Table 18.  The add-back measure expenditures ($6,485,587) comprised 5.1% of 
PG&E’s total $127,309,984 ESA measure expenditure in 2011 and are well within the 
program’s approved budget.  
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CARE Program

2. CARE Executive Summary

The California Alternate Rates for Energy (CARE) program provides a monthly discount 
on energy bills for income-qualified residential single-family households, tenants of sub-
metered residential facilities, nonprofit group living facilities, agricultural employee 
housing facilities and migrant farm worker housing centers throughout PG&E’s service 
area. 

The CARE program was originally referred to as the Low Income Rate Assistance 
(LIRA) Program, as authorized in D.89-07-062 and D.89-09-044 by the California Public 
Utilities Commission (CPUC) on November 1, 1989, to provide a 15 percent discount on 
energy rates to residential households with income at or below 150 percent of the Federal 
Poverty Guidelines. The program name was later changed from LIRA to CARE as 
authorized in D.92-04-024. 

In D.01-06-010 and D.02-01-040, the CPUC authorized an increase in CARE eligibility 
from 150 percent to 175 percent of Federal Poverty Guidelines and the rate discount from 
15 percent to 20 percent. The CARE eligibility level was later increased to 200 percent 
of Federal Poverty Guidelines in D.05-10-044.  

In D.08-11-031, the CPUC approved the CARE program for Program Years (PY) 2009-
2011.  

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.

See CARE-Table 8.

During the 2011 program year, no monthly variances of 5 percent or more occurred.

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

PG&E and the other California investor-owned utilities (IOUs) used the joint utility 
methodology adopted by the Commission in D.01-03-028 for developing quarterly and 
monthly penetration estimates in 2011.  This method entails annual estimation of 
eligibility for CARE, Energy Savings Assistance (ESA) Program, and other income-by-
household size parameters in a small area (block group, census tract, zip+2, etc.) for each 
IOU’s territory and for the state as a whole.
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Sources for this estimation include the Commission’s current guidelines, current year 
small area vendor marginal distributions on household characteristics, Census PUMS 
2000 and PUMS 2006-2010 sample data, utility meter and master meter household 
counts, Department of Finance Consumer Price Index (CPI) series, and various 
Geographic Information System (GIS) sources.

Estimates from the block group level are aggregated to the 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, the utility 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 percent 
of Federal Poverty Guidelines among individual 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.

In 2009, the method was augmented to better incorporate the impact of labor force 
changes (unemployment and other forms of job separation, as well as positive changes 
that are expected to occur in California subsequent to the recession).  The method 
adjusted block group marginal distributions on household income based on sub-state 
modeling that incorporated Current Population Survey, Integrated Public Use Microdata 
Survey data, American Community Survey Data, and California Employment 
Development Department county and MSA level labor force series.  This adjustment to 
the block group income marginal distribution is then incorporated into the otherwise 
“standard” estimation approach to produce small area estimates reflecting small area 
income changes due to labor market forces.

The most recent estimates of eligibility by payer status, from December 2010, are used to 
disaggregate the overall CARE eligibility rate that has been estimated historically, 
yielding CARE eligibility and penetration estimates that differ between individual and 
sub-metered households (and which are consistent with the overall estimate).

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.

The joint utility methodology, as described above, was used throughout 2011.
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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.).

CARE eligibility rates by small and large areas are developed so that they apply to 
individual residential meters and sub-metered dwelling units only.  Non-sub-metered 
master meters and other meters that do not provide residential service are not included in 
the “technical eligibility” meter counts.

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

See PG&E’s response above to Section 2.1.2. Note that the methodology is based on 
estimating small area (block group) level household size, by income and householder-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.

PG&E runs a monthly report of the billing system for all accounts currently enrolled in 
CARE.  This monthly report includes all CARE customer information necessary for 
reporting, including energy source information (electric, gas, or both) and CARE 
enrollment and recertification dates.

In the case of sub-metered tenants receiving CARE discounts from their master-metered 
facilities, PG&E runs a separate monthly report to count the number of sub-metered 
dwelling units that are flagged as being enrolled in CARE.

2.1.2.5. Discuss how the elements above were used to derive 
the utility’s CARE participation rates by energy
source.

The participation rate by energy source is the total number of participating CARE 
customers by energy source divided by the estimated eligible CARE population by energy 
source.
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2.1.3. Provide the estimates of current demographic CARE-
eligibility rates by energy source at year-end.

Electric-only:    34.2%

Gas-only:   32.5%

Combined electric/gas: 29.4%

Total: 31.1%

2.1.4. Provide the estimates of current CARE-eligible sub-metered 
tenants of master-meter customers by energy source at 
year-end.

50,654 electric and 37,344 gas sub-metered tenants were estimated to be eligible for 
CARE at year-end.  

2.1.5. Provide the current CARE sub-metered tenant counts by 
energy source at year-end.

31,588 electric and 27,724 gas sub-metered tenants were enrolled in CARE at year-end.

2.1.6. Provide the current CARE sub-metered penetration rates by 
energy source at year-end.

As of year-end 2011, 62 percent of the estimated CARE-eligible sub-metered electric 
tenants and 74 percent of the estimated CARE-eligible sub-metered gas tenants were 
enrolled in CARE.

2.1.7. Discuss any problems encountered during the reporting 
period administering the CARE program for sub-metered 
tenants and/or master-meter customers.

To make the CARE program available to eligible tenants of sub-metered residential 
facilities, PG&E mailed information packages containing program applications and 
posters to landlords/managers in January.  However, some of these packages were either 
returned or undelivered due to high turnover of landlords/managers, which resulted in 
lower new enrollments than expected.  

Some landlords/managers were concerned that their tenants who enrolled in the CARE 
program used more energy than the average tenant in the facility.  This resulted in the 
master-metered customer having to pass on more of a discount than they received from 
PG&E.  In these cases, PG&E explained to the landlord/manager how the sub-metered 
discount works.  If the landlords/managers were not satisfied, PG&E advised the 
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landlords/managers to contact the CPUC or their County’s Department of Weights and 
Measures.

Another problematic issue was the insufficient discount information on the tenant bill 
from the facility billing agency.  For example, the CARE discount might not be shown as 
a separate line item, making it difficult for the tenant to verify whether they were
receiving the discount.  When a tenant called PG&E with questions, PG&E confirmed
that the tenant was certified for the program and reviewed the bill with the tenant to 
ensure they were receiving the discount.  If it appeared the tenant was not receiving the 
CARE discount, the tenant was advised to contact their manager or billing agency for 
further clarification. California Civil Code Section 798.43.1(c) required that: “The 
management shall notice the discount on the billing statement of any homeowner or 
resident who has qualified for the CARE rate schedule as either the itemized amount of 
the discount or a notation on the statement that the homeowner or resident is receiving the 
CARE discount on the electric bill, the gas bill, or both the electric and gas bills.”

If the tenant did not find resolution with their billing agency and/or sub-metered facility 
manager, PG&E advised the tenant to contact their County’s Department of Weights and 
Measures (DWM).  DWM could help tenants with meter reading accuracy/testing, proper 
meter installation, billing accuracy, and verification of correct rate. If contacting the 
DWM did not resolve the tenant’s billing question, the tenant was advised to file a 
complaint with the CPUC.

PG&E provided a CARE certification report to landlords/managers at regular intervals. 
PG&E also requested landlords/managers to contact PG&E when information needed to 
be updated. Nonetheless, some landlords/managers still failed to notify PG&E when a 
CARE-certified tenant moved out of the facility.

PG&E observed an increase in turnover within Mobile Home Park ownership and 
management. When change of ownership happened, PG&E worked with new owners to 
transfer existing CARE-certified tenant data to new accounts and informed them about 
the CARE program and the processes involved. When landlords changed managers, they 
often failed to notify PG&E with new contact information, which resulted in undelivered 
reports and delayed communication.  

PG&E implemented a new CARE electric rate on November 1, 2011. Though PG&E 
communicated information about this new electric rate to CARE sub-metered tenants two 
months prior to the implementation, there were still a fair amount of inquiries from 
tenants about the new electric rate and the increase in their bills in December 2011.



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 40 -

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 $5,900,000 $5,625,012 95%

Automatic Enrollment $150,000 $0 0%

Proc., Certification and Verification $2,000,000 $1,782,066 89%

Information Tech./Programming $150,000 $283,926 189%

Pilots $0 $0 0%

Measurement and Evaluation $0 $161,700 0%

Regulatory Compliance $115,000 $189,332 165%

General Administration $550,000 $569,082 103%

CPUC Energy Division Staff $206,000 $101,058 49%

Cooling Centers $450,000 $145,835 32%

Total Expenses $9,521,000 $8,858,011 93%

Subsidies and Benefits $479,707,435 $776,229,292 162%

Total Program Costs and Discounts $489,228,435 $785,087,303 160%

2.2.2. Please provide the CARE program penetration rate to date

CARE Penetration

Participants Enrolled Eligible Participants
Penetration 

rate Target Met?

1,532,692 1,699,660 90.2% Yes

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.

CARE Recertification

Month
Complaints 
Received Nature of Complaint

Cases
Resolved

January 0 n/a n/a

February 0 n/a n/a

March 0 n/a n/a

April 0 n/a n/a

May 0 n/a n/a

June 0 n/a n/a
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July 0 n/a n/a

August 0 n/a n/a

September 0 n/a n/a

October 0 n/a n/a

November 0 n/a n/a

December 0 n/a n/a

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.

Electric:  $43.33

Gas:  $7.97

2.3.1.2. State the annual subsidy (discount) for all 
CARE customers by energy source.

Electric:  $664,311,791

Gas:  $111,917,500

Total:  $776,229,292

2.3.2. Administrative Cost

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

See CARE-Table 1, Overall Program Expenses.

2.3.2.2. Explain what is included in each administrative 
cost category.

Outreach: This category includes bill inserts, applications (printing and mailing), 
posters, brochures, postage, direct mail, sub-metered outreach, information technology 
(technical support and software licensing), staff labor, outbound and inbound automated 
phone enrollment, toll-free line, event staffing, website design, capitation fees, mass 
media and other outreach.

Automatic Enrollment: This category includes staff labor and information technology 
for automatically enrolling customers from other agencies or utilities.
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Processing, Certification and Verification: This category includes staff labor for 
application processing, certification, recertification, verification, and training.

Information Technology/Programming: This category includes manual rebilling, IT 
programming, software enhancements, system maintenance, on-line application 
development, and IT labor.

Pilots: This category includes any pilot projects for the program. There were no 
approved pilots in 2011.

Measurement & Evaluation: This category includes all Measurement and Evaluation 
costs such as contract expenses for studies such as annual CARE eligibility estimates, and 
contractor for data support. 

Regulatory Compliance: This category includes program applications and advice filings, 
comments and reply comments, hearings, reports and studies, working group meetings, 
public input meetings, and tariff revisions.

General Administration: This category includes office supplies, printing, market 
research, program management labor, travel expenses, conference, training, and 
information technology (technical support and software licensing).

CPUC Energy Division Staff: This category includes funding for the Energy Division 
staff.

Cooling Centers: This category includes outreach, direct funding and general 
administration of the Cooling Centers Program.

2.3.3. Provide the year-end December 31 balance for the CARE 
balancing account.

The year-end December 31, 2011 balance for the CARE balancing account (electric and 
gas) was under-collected and reflected a year-end debit balance of $70,434,634.

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

D.02-09-021 authorized the recording of all CARE administrative costs as well as the 
revenue shortfall associated with the CARE discount in the CARE balancing account.  

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.  

See CARE-Table 10.
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2.4. Outreach

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

2011 CARE Outreach Campaign Activity Highlights

The successful 2011 CARE outreach campaign included automated phone enrollment and 
recertification, targeted direct mail projects, online enrollment, door-to-door canvassing, 
participation in community events, integration with other departments and assistance
programs, cross-utility data sharing, a capitation fee program and ethnic media.  

Listed below are the top four methods PG&E utilized to reach customers during its 2011
CARE program outreach campaign: phone enrollment, direct mail, door-to-door 
canvassing and online enrollment.  

Automated Phone Enrollment

The phone enrollment initiative continued to be vital in the CARE program's outreach 
efforts by providing a quick and efficient way to reach income-qualified customers via 
automated outbound phone calls.  Working with a third-party vendor, PG&E utilized
Automated Voice Messaging (AVM) technology, allowing customers to self-certify their 
eligibility and enroll/recertify in the program via a touchtone phone.  Over 1.8 million 
calls were placed, resulting in 36,566 new enrollments and 77,888 recertifications.

Direct Mail

Bilingual applications were mailed to customers’ homes, thereby reducing barriers to 
accessibility of enrollment information.  Current CARE-enrolled customers are removed 
from the mailing lists, lowering duplication rates.  CARE orchestrated the following 
direct mail projects: 

 237,863 direct mail pieces were mailed to customers residing at addresses of recently-
closed CARE accounts, resulting in 4,234 new enrollments. 

 550,000 direct mail pieces were mailed utilizing data from PG&E’s customer 
information system.  The list included customers who were on Medical Baseline or 
receiving life support, customers who had received a 48-hour notice within the past 
year, and customers who were required to submit a credit deposit within the past year.  
This initiative resulted in 5,465 new enrollments.

 113,571 direct mail pieces were mailed to customers who had previously requested an 
application but did not mail it in or complete the enrollment process, resulting in 
1,445 new enrollments.

 Every month, a direct mail piece was mailed to customers who were removed from 
CARE due to failure to recertify, asking them to re-apply for the program if they still 
qualified.  A total of 82,022 direct mail pieces were mailed, resulting in 12,364 
customers re-enrolling in the program. 

 1,400 direct mail pieces were mailed to a database of African American customers 
provided by a data source company, resulting in 12 new enrollments.
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 5,500 direct mail pieces were mailed to a database of Chinese customers provided by 
a data source company, resulting in 45 new enrollments.

 2,000 direct mail pieces were mailed to a database of Vietnamese customers provided 
by a data source company, resulting in 3 new enrollments.

 28,500 direct mail pieces were mailed to a database of Hispanic customers provided 
by a data source company, resulting in 265 new enrollments.

 70,900 direct mail pieces were mailed to a database of senior customers provided by a 
data source company, resulting in 576 new enrollments.

 10,900 direct mail pieces were mailed to a database of veteran customers provided by 
a data source company, resulting in 85 new enrollments.

 84,100 direct mail pieces were mailed to a database of general audience customers 
provided by a data source company, resulting in 390 new enrollments.

 650,000 direct mail pieces were mailed to customers on the Third Party Notification 
Program, which allows a customer to designate a friend or relative to receive 
duplicate copies of past-due payment notices, resulting in 7,818 new enrollments. 

 1,050,000 direct mail pieces were mailed to customers in specific zip codes with the 
highest percentages of CARE-eligible, unenrolled customers, resulting in 17,307 new 
enrollments.

 3,300,000 direct mail pieces were inserted in 15-day notices, resulting in 3,778 new 
enrollments.

 1,200,000 direct mail pieces were inserted in welcome packets, resulting in 20,870 
new enrollments.

Door-to-Door Canvassing

PG&E contracted with third-party vendors who conducted door-to-door canvassing using 
a zip code list that targeted income-qualified neighborhoods.  Authorized canvassers 
asked customers to verify their eligibility and enroll in the program at their place of 
residence.  Canvassers assisted customers in completing the applications, then collected 
and mailed them to PG&E.  One vendor focused on urban areas, and the other vendor
focused on hard-to-reach rural areas.  This initiative resulted in 15,222 new enrollments.  

Online Enrollment

PG&E continued to utilize its website to promote the CARE program.  Each application 
was posted in-language and in a format that allowed easy downloading and printing.  
Detailed information about the program was provided and links to other assistance 
programs were made available.  This initiative resulted in 3,827 new enrollments.

With the online application available in English, Spanish and Chinese on PG&E’s 
website, customers enrolled online using one of two options: completion of a simple form 
which requires no registration or via "My Energy", which requires registration.  
Customers were able to complete the necessary household and income eligibility 
information, accept the declaration which states that the information they provided is true, 



Pacific Gas and Electric Company ESA Program and CARE 2011 Annual Report

- 45 -

and submit the application electronically.  Online enrollment resulted in 72,642 new 
enrollments.

PG&E also utilized an online mailbox – CAREandFERA@pge.com – as an internal and 
external communication tool for any program-related inquiries.  

Listed below are the other highlights of the 2011 CARE program outreach campaign:

African American Outreach

PG&E participated in a variety of events to distribute CARE applications and collateral 
materials directly to members of the African American community.  These events 
included the 2011 Dr. Martin Luther King, Jr. Mind Body and Soul Festival, 7th Annual 
African American Breast Cancer Conference and San Jose Juneteenth Festival 2011.

Hosted interview segments targeting the African American community were aired on 
KOFY Television in the San Francisco Bay Area.  These segments featured a PG&E 
representative discussing the program and ways to apply.

3,500 direct mail pieces were mailed to a database of African American customers 
provided by a data source company, resulting in 12 new enrollments.

Asian American Outreach

PG&E participated in a variety of events to distribute CARE applications and collateral 
materials directly to members of the Asian American community.  These events included 
the National Asian American Coalition Grand Opening, Sacramento Vietnamese New 
Year Celebration, Sacramento Chinese New Year Celebration, Asian Americans for 
Community Involvement Presentation, San Francisco Chinese Lunar New Year Festival, 
Bok Kai Festival, Stockton Chinese New Year Festival, Fresno Lao New Year 
Celebration, Yu-Ai-Kai Health Faire, Pacific Rim Street Festival, Filipino Fiesta, 
Southeast Asian Games, Pistahan Parade and Festival, Barrio Filipino Fiesta, Adobo 
Festival, 2011 5th Annual Chinatown Mall Culture Fair and 6th Annual KBIF 900AM 
Asian Resource Fair.

In-language prompts were featured on the CARE toll-free line for Cantonese, Mandarin 
and Vietnamese callers.  Collateral materials in Chinese and Vietnamese languages were 
distributed via community events and Community Outreach Contractors (COCs).  5,500 
direct mail pieces were mailed to a database of Chinese customers provided by a data 
source company, resulting in 45 new enrollments.

2,000 direct mail pieces were mailed to a database of Vietnamese customers provided by 
a data source company, resulting in 3 new enrollments.

Targeted media was also an essential part of the Asian American campaign.  A radio 
commercial in Chinese and Vietnamese aired on 1400 AM KVTO and 1430 AM KVVN 
throughout the greater San Francisco Bay Area.  
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Bill Inserts

PG&E continued to insert postage-paid bilingual mini applications into customers’ paper
bills or e-Bills (in the January, June, August and November billing cycles).  CARE 
inserted 11,200,000 applications, resulting in 14,568 new enrollments.

Community Events

One of the most effective ways to break down barriers, engage community leaders, and 
build trust in communities is through community events.  PG&E participated in 101
multicultural events, bringing a face and personality to the CARE program.  These events 
provided an opportunity for CARE staff to distribute collateral materials, hold face-to-
face conversations with customers and network with organizations with similar goals.  In 
many cases, staff members assisted customers in applying via paper or with an online 
application.  These events also allowed PG&E to partner with COCs to rally further 
support for the program.  

Community Outreach Contractors (COCs)

PG&E recruited and contracted with a diverse group of community-based organizations 
already recognized and trusted by their constituents.  184 organizations representing a 
wide array of communities signed on to promote CARE.  There was at least one COC 
covering each of PG&E’s 48 counties.

All newly contracted COCs participated in program training and were provided collateral 
materials (e.g., applications, brochure holders, posters, poster stands, banners, event 
giveaways, clipboards, notebooks, polybags, t-shirts, and buttons) to display at their 
organizations and at outreach events.  

Additionally, PG&E supported COCs by providing monthly electronic newsletters, a toll-
free phone/fax line, an e-mail address, monthly progress reports, mid-year incentives, an 
end-of-year survey and holding a kick-off meeting, regional meetings, on-site visits, 
training sessions and partnered outreach events.  COCs helped enroll 3,013 new 
customers.

Employee Involvement 

PG&E continued its annual Employee Involvement initiative by engaging employees in 
promoting the CARE program.  Throughout PG&E’s service area, employees were 
encouraged to distribute applications to family, friends and neighbors who may be 
eligible.  CARE distributed applications during PSEA's (Pacific Service Employee 
Association) retiree picnic. To further increase awareness, a letter and application were 
electronically inserted with online paychecks.  These efforts resulted in 46 new 
enrollments.

Hispanic Outreach

PG&E participated in a variety of events to distribute CARE applications and collateral 
materials directly to members of the Hispanic community.  These events included the El 
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Migrant Parent Conference, Salud es Vida Health Fair, 9th Annual Cinco de Mayo con 
Orgullo, Fiestas Patrias and Vamos a Leer.

In-language prompts for Hispanic callers were featured on the CARE toll-free line.  
Collateral materials in Spanish were distributed via community events and COCs.    

28,500 direct mail pieces were mailed to a database of Hispanic customers provided by a 
data source company, resulting in 265 new enrollments.

PG&E created an English/Spanish print advertisement in El Observador in the South Bay 
Area and inserted an application.  This initiative resulted in 5 new enrollments.

Integration and Leveraging

PG&E’s CARE program integrated with other PG&E assistance programs to generate 
enrollments.  CARE applications were on display and available to visitors at Cooling 
Centers. The Community Help and Awareness with Natural Gas and Electricity Services 
(CHANGES) program was provided training and collateral by PG&E to help customers 
enroll in CARE and other assistance programs.  Data exchanges were conducted monthly 
with the ESA Program to automatically enroll eligible customers in CARE.  PG&E also 
ran monthly reports of customers receiving bill payments through the Low Income Home 
Energy Assistance Program (LIHEAP) and Relief for Energy Assistance through 
Community Help (REACH) programs and automatically enrolled eligible customers in 
CARE.  These efforts resulted in 39,693 new enrollments.

PG&E leveraged with other utilities by exchanging data of enrolled CARE customers in 
the shared service areas with Southern California Gas (SCG), Southern California Edison 
(SCE), Sacramento Municipal Utility District (SMUD) and Modesto Irrigation District 
(MID).  These efforts resulted in 8,262 new enrollments.

Representatives from PG&E, SCG, SCE, SDG&E, SMUD, and Southwest Gas (SWG) 
held bi-monthly meetings to discuss best practices.  During these meetings, 
representatives shared details of their current outreach initiatives, costs and 
recommendations as to whether others should incorporate them.  These joint meetings 
provided significant value to the utilities by leveraging ideas, creating communication 
channels and promoting teamwork between programs.

Kiosks

Through the Local Office initiative implemented in 2004, PG&E installed ADA
(Americans with Disabilities Act)-compliant self-service kiosks in local offices 
throughout the service area. These kiosks included an application holder and a slot where 
the customer could deposit the completed application.  Each kiosk came with a lock and 
key in order to help maintain security and confidentiality.  The kiosks helped raise 
awareness and generated new enrollments while providing a convenient way for 
customers to fill out a CARE application while waiting in line.  In addition to the kiosks, 
customer service representatives were trained to speak about the benefits of CARE with 
every customer. This initiative resulted in 19,543 new enrollments.
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Multicultural Collateral 

A variety of collateral materials was produced and utilized to help PG&E and its partners 
in grassroots outreach efforts.  Brochure applications were printed and distributed to 
potential CARE customers.  These brochures came in three versions: English/Spanish, 
English/Chinese and English/Vietnamese.  Bilingual posters, banners, brochure holders, 
in-language buttons, clipboards, enrollment tips booklets and t-shirts were distributed to 
various organizations and constituted great tools to share information about the program.  
Collateral giveaway materials included pens, mirror brushes, coin purses, first-aid kits, 
pill boxes and coloring books.  These items were distributed to potential customers at 
multicultural events as well as through COCs.  All items contained the CARE tagline 
(“Save Money on your PG&E bill”) and the toll-free phone number.  

Native-American Outreach

PG&E participated in the Standing Bear Powwow to distribute CARE applications and 
collateral materials directly to members of the Native American community.  

Paid Media

PG&E utilized local radio and television to reach large numbers of eligible customers.
Grassroots media builds awareness quickly and enhances the effectiveness of marketing 
and outreach initiatives.

Hosted interview segments targeting the African American community were aired on 
KOFY Television in the San Francisco Bay Area.  These segments featured a PG&E 
representative discussing the program and ways to apply.  

PG&E created an English/Spanish print advertisement in El Observador in the South Bay 
Area and inserted an application.  This initiative resulted in 5 new enrollments.

A radio commercial in Chinese and Vietnamese aired on 1400 AM KVTO and 1430 AM 
KVVN throughout the greater San Francisco Bay Area.  

Public Affairs

The PG&E CARE program kept PG&E’s governmental relations representatives 
informed of major outreach efforts on a monthly basis.  The representatives served as a 
conduit between CARE and the community and connected the program with community-
based organizations that were interested in becoming COCs.

Recertification Efforts

Customers are required to recertify for CARE every two years or four years if they are on 
a fixed income.

PG&E placed automated phone calls to customers 120 days prior to the expiration of their 
CARE discount, giving them an opportunity to recertify.

PG&E mailed a recertification application package in four languages (English, Spanish, 
Chinese and Vietnamese) to customers 90 days prior to the expiration of their CARE 
discount.  A reminder letter was mailed to customers who still had not responded 30 days 
prior to the expiration of their discount which served as a final reminder to recertify.
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PG&E continued working with a third-party vendor to place CARE recertification 
outbound phone calls.  To reduce mailing costs, the initial phone call was placed prior to 
the recertification package being mailed.  Calls were then made monthly throughout the 
90-day recertification period to allow customers the opportunity to recertify by phone 
instead of filling out the application.

Through these combined outreach efforts, CARE recertified 301,396 customers for a 
retention rate of 74 percent.

Senior and Disabled Outreach 

PG&E continued its outreach to seniors and those with disabilities.  PG&E distributed 
large-print applications and implemented a targeted direct mail project.  70,900 pieces 
were mailed to a database of senior customers provided by a data source company.  This 
initiative resulted in 576 new enrollments.  Additionally, 10,900 direct mail pieces were 
mailed to a database of veteran customers provided by a data source company.  This 
initiative resulted in 85 new enrollments.

PG&E participated in a number of community events providing face-to-face interaction.  
These events included Tropics Senior Resource Fair, Christmas for Seniors, 10th Annual 
Healthy Aging Fair, Senior Resource Fair, Westlake Park, Senior Health and Resource 
Fair, Seniors Day Expo, Dixon Senior Resource Fair and the Saratoga Area Senior 
Centers Annual Health Fair.

Social Online Media

PG&E maintained its CARE Facebook fan page to promote the program and its benefits.  
Social online networking media creates a fan base for the CARE program.  The page 
prompts customers to apply online using a Facebook link to the CARE website.  With a 
fan base of over 500, customers also have the ability to ask questions, make comments 
about CARE and learn about upcoming events.  This medium gives customers another 
method of communication with PG&E.

Sub-Metered

PG&E reached out to sub-metered tenants by mailing enrollment packets to sub-metered 
facility managers across its service area.  The packets informed the managers about the 
benefits of CARE and encouraged them to distribute applications to their tenants.

Toll-Free Line

PG&E’s CARE outreach campaign utilized a toll-free line (1-866-743-2273) to help 
customers learn about CARE and address questions.  The 24-hour toll-free line operated 
in five languages:  English, Spanish, Mandarin, Cantonese and Vietnamese.  It provided 
customers with the following information: general program information, option to enroll 
and recertify over the phone, option to request a CARE application mailed to customer’s
home, answers to frequently-asked questions, a list of COCs by zip code/area code, a 
listing of CARE events and information about the verification process.  

PG&E also utilized additional phone and fax lines to assist customers: COC (1-800-239-
5170/1-800-239-6410); Post Enrollment Verification (1-877-302-8558/1-877-302-7563); 
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Sub-Metered (415-972-5732); and Nonprofit (415-973-7288).  These lines operated
Monday through Friday from 8:00 a.m. – 5:00 p.m. 

All calls were monitored and tracked as part of the ongoing effort to provide effective 
customer service.

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

The most effective outreach method in 2011 was online enrollment.  With the application 
available in English, Spanish and Chinese on PG&E’s website, customers enrolled online 
using one of two options: completion of a simple form which requires no registration or 
via "My Energy", which requires registration.  Customers were able to complete the 
necessary household and income eligibility information, accept the declaration which 
states the information they provided is true, and submit the application electronically.  
This allowed customers to complete the application process at their convenience from 
their location of choice.  The online enrollment initiative was successful and resulted in 
an extremely high number of new enrollments (72,642) with a minimal cost for PG&E.  

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

Trust

Lack of trust and customers questioning the legitimacy of the program continued to 
present a significant barrier to participation.  To counter customer misperceptions, PG&E 
implemented outreach methods to hold face-to-face interactions with customers about the 
benefits of CARE.  These methods included participation in 101 community events and 
presentations and partnerships with 184 COCs, which were instrumental in breaking 
down the trust barrier and enrolling new customers.

Geography

Another barrier to enrollment is the extent to which customers are dispersed throughout 
the PG&E service area.  The geographic dispersion of the rural customer population 
presents challenges to informing customers about the CARE program, and PG&E has 
made a concerted effort to find and enroll customers in these less populated locations.  
PG&E partnered with a third-party vendor to perform door-to-door canvassing in remote 
locations, speaking to customers face-to-face and helping them to complete the 
application. These efforts resulted in 4,949 new enrollments.

Language

Given the extremely diverse population of California, language continues to be a 
significant barrier to communicating program information to eligible customers.  PG&E 
published a Breathe Easy Solutions brochure, highlighting information about CARE and 
other assistance programs in seven languages (English, Spanish, Chinese, Vietnamese, 
Hmong, Korean and Russian).  Also, PG&E produced all CARE applications and 
collateral in four languages (English, Spanish, Chinese and Vietnamese) and provided a 
toll-free line in English, Spanish, Vietnamese, Mandarin and Cantonese.  Furthermore, 
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