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Understanding our customer 

• Caucasian- 47.6% 

• Hispanic/Latino- 32.4% 

• African American- 9% 

• Asian American (working with our Asian American Ad Agency interTrend) 
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Ethnic Media Spend 

Ethnicity Q1 Media 
Spend 

% of total 
spend 

African American $74,987 57.9% 

Chinese $6,704 5.2% 

Hispanic $19,500 15% 

Filipino $10,075 7.8% 

Vietnamese $5,850 4.5% 

Total Ethnic Spend $117,116 90.4% 

Total Overall Spend $129,616 
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Ethnicity Q2 Media 
Spend 

% of total 
spend 

African American $34,822 4% 

Chinese $24,692 2.9% 

Hispanic $235,577 27% 

Filipino $28,475 3.3% 

Vietnamese $14,633 1.7% 

Total Ethnic Spend $335,200 39% 

Total Overall Spend $860,294 

Media $’s allocated across TV, Radio, Print, Online, Sponsorship 

Programs supported: Customer Assistance, Front Page sponsorship, “Standing on their Shoulders-  
Inspired by African Americans Who Came Before You” Essay Contest, Chinese & Vietnamese  
Annual Calendar handout, Managing Your Use & Summer Prep 

Total Q1 & Q2 Ethnic Spend $452,316 45.7% 

Total Overall Spend $989,910 



Customer Assistance Communications 

(CARE, Energy Savings Assistance Program, Medical Baseline) 
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Customer Assistance Communications 

•Customer/Employee testimonials 

– Testimonials tell a story and better explain our programs 

– A relatable story gives our programs more credibility and can alleviate 
apprehension about the offer 

– Can connect cultural insights that motivate a customer 

– Testimonials tell stories of important circumstances in our customers 
lives, such as: 

• Unemployment 

• Financial Pressures 

• Medical Issues 
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Customer Assistance Communications 

CARE & Energy Savings Assistance 
Program 

Tactic Target 

TV Gen. Market/Spanish 

Print (AA, Spanish) Gen. Market/Spanish 

Radio (Pandora, 
Univision) 

Gen. Market/Spanish 

Digital  Gen. Market/Spanish 

OOH (Check 
Cashing Envelopes) 

Gen. Market/Spanish 
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Customer Assistance Communications 
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CARE & Energy Savings Assistance Program 

Tactic Language/Ethnicity 

Print (Newspapers) Tagalog, Chinese, Vietnamese 

Online  Tagalog, Chinese, Vietnamese 

- CTA directed customers to in-language pages- Outstanding results 
- First place in Ethnic Marketing at UCI Better Communications Competition 



Customer Assistance Communications 

Program Type/Ethnicity 

CARE/ESA Direct Mail/English, Spanish 

CARE/ESA Automated Phone Campaigns/ 
English, Spanish 

Customer 
Assistance 

Chinese Annual Calendar 
Vietnamese Annual Calendar 
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Customer Assistance Communications 
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Example of Farsi page 

Example of Thai page 

Additional Language Pages: Spanish, Arabic, Thai, Armenian, Chinese, Farsi, 
Hmong, Khmer, Korean, Russian, Tagalog, Vietnamese 

Twelve different languages online 



Customer Assistance Collateral 

(CARE, Energy Savings Assistance, Medical Baseline) 
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Customer Assistance Collateral 

Current Offerings 

Program Type Language/Type 

CARE Application Spanish, Arabic, Thai, Armenian, Chinese, Farsi, 
Hmong, Khmer, Korean, Russian, Tagalog, 
Vietnamese 

CARE  Bill insert English, Spanish 

ESA Application, door 
hangers, education 
booklet 

Spanish 

Customer 
Assistance 

Fact sheet Spanish, Vietnamese, Chinese, Tagalog 

CARE/ESA Posters Spanish, Vietnamese, Arabic 

Medical 
Baseline 

Application Spanish, Vietnamese, Chinese 

Medical 
Baseline 

Fact Sheet Spanish, Vietnamese, Chinese 
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Customer Assistance Collateral 
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Customer Assistance Collateral 

Example Instruction Page Khmer Example Korean Application 
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Sample in-language CARE applications 



Innovative Communications 

15 



Innovative Communications 
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Energy Innovation 
Center: Media invite 

Branch Office Pilot: Digiboard 

Developing creative for 
campaigns: Image aware 
and specialized 
photoshoots 



Innovative Communications 

• Standing on their Shoulders – Inspired by African Americans who came before you (past or 
present) 
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Innovative Communications 

• Front Page sponsorship in six multicultural newspapers 
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Customer Assistance Program  

Outreach 



Outreach 
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Outreach/Partner Language/Type 

Multi-Cultural/Multi-
Lingual 

Various languages – Spanish, Vietnamese, Tagalog, 
Arabic 

Community/Faith-Based 
Organizations 

Varies by agency but has included immigrant 
population targets; Kurdish, Somali, Iraqi, Pan Asian 

Seniors/Disabilities Braille, large font, TTY/TDD 

Food Service Industries English, Spanish 

Partnership with 2-1-1  Up to 170 languages & dialects 



Outreach Initiatives 
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• Energy Solutions Partners 

– Network of over 200 community and business 
partners 

– Generating awareness for Customer Assistance 
solutions including CARE, ESA and Medical Baseline 

– Partners utilizing their channels to connect 
constituents to these solutions.  Channels include:  
E-blasts/e-news, website placement, Facebook 
postings, Tweets, special events and workshops 

 

 

Bonsall Chamber E-Newsletter 

San Clemente Chamber 
Newsletter  



Outreach Initiatives 
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• Cool Zones 

– A San Diego County program administered by Aging & 
Independent Services.  Launch event includes a 
resource fair with Customer Assistance Solutions 

– 116 locations also receive training and materials 
promoting CARE, ESA and Medical Baseline programs 

– Energy Solutions Partner network coordinates 
messaging to constituents during hot days and heat 
waves 

• Senior/Disabled Emergency Prep Effort 

– Special training on emergency & fire preparedness; 
refresher on Customer Assistance Solutions 

– Survey of Medical Baseline customers 

San Diego 
Chinese 
Historical 
Museum 
Blog Post 



Customer Assistance Program  

Proposed Initiatives 
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Proposed Initiatives 

SDG&E will continue to work with ethnic agencies to determine the best ways to reach 
our customer. 

The Multicultural/Multi-lingual effort and partnerships will continue to support our 
ethnic audiences. 

SDG&E will continue to address the needs of seniors (SCAN Health), persons with 
disabilities, and those with limited English proficiencies. 

SDG&E is working on expanding the language offerings for ESA Program collateral. 

Online joint application (English/Spanish) for CARE/ESA for ease of enrollment in both 
programs through one form. 

Investigating three separate statewide ads for the Hmong, Laotian & Cambodian 
customer. 
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