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muted and have video disabled
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Q&A and enter 

questions

Click to see the 
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California Public Utilities Commission 145

SB1208 Subcommittee
• Benito Delgado-Olson – Governor Representative
• Jason Wimbley – CSD Representative
• Robert Castaneda – Public Member
• Lourdes Medina – Public Member
• John Tang – Water Utility Representative 
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Public Comment

• English - Please use the “Raise Hand” 
feature in Webex window to request to 
speak

• Public comment is intended to provide an opportunity for 
members of the public who wish to address the board on a 
topic that is not on the agenda. Members of the board are not 
allowed to take any formal action on an item not on the 
agenda. If possible, it is requested that public comment be 
limited to 2 minutes per speaker
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Presentations
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SDG&E ESA/CARE/FERA Leveraging Activities

March 10, 2023
SB1208 LIOB Subcommittee Meeting 



99

SDG&E Meeting Discussion Items 

1. Successful Joint Marketing and Outreach Strategies
2. Successful Joint Enrollment strategies
3. Data Sharing Effort with Outside Parties
4. Looking Forward 
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Successful Joint Marketing and Outreach Strategies   

 Joint Marketing and Cross Promotional Strategies 
• Over 3,800 social media activities with partner network
• Online page providing information on additional services, with direct links to additional programs and 

services
• SDG&E Customer Assistance Program flyer in multiple languages used for outreach event and as 

part of ESA Program In-Home Energy Education 
 Joint Outreach Strategies 

• Over 500 Events with CBO's and other community partners
– Community events
– Food Distributions
– Cultural Fairs and Celebrations
– SDG&E’s Outreach and Tribal Relations teams work together to effectively engage and 

communicate with the 17 Federally recognized tribes SDG&E serves
• Over 150 presentations

– Various CBO staff meetings
– CBO constituent gatherings
– Other community partner gatherings
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SDG&E Partner Cross Promotional Activities 
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Cross Promotional Strategies Online 
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Cross Promotional ME&O Program Materials 
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Joint Program Enrollment Strategies

 Online CARE/FERA application
• Enrolls customers in the appropriate program (CARE or FERA)
• Provides leads for the ESA Program 

 Customers participating in the ESA Program are provided information on CARE/FERA and 
can sign on the ESA Program form to request automatic enrollment into CARE or FERA

 Partnership with San Diego 211
• Serve as a CARE/FERA capitation contractor and provide customers with ESA Program 

information
 SDG&E has partnered with LIHEAP agency

• Held multiple events at SDGE branch offices and LIHEAP provider offices to support 
enrollment in LIHEAP and provide customer program enrollment facts for CARE, FERA 
and ESA

 SDG&E partners with San Diego County Water Authority to leverage enrollments for 
customer receiving water and energy saving measures

• SDG&E receives rebates from SDCWA for customers enrollment in overlapping areas
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Joint Enrollment Strategies
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Data sharing endeavors with outside parties/entities

 CARE/FERA customer data is shared with Cal-American Water and SoCalGas

 Reviewing monthly list of customers receiving LIHEAP payments to target customers not 
enrolled in CARE or FERA

 DAC/SASH Data Sharing Efforts 
• Annual data sharing of ESA Program participants 
• Bi-Annual sharing of DAC-SASH participants for ESA Program targeting and CARE/FERA 

enrollment 
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Looking Ahead 

Continue with leveraging efforts that support providing customers with information on all programs and 
services

• Online strategies for cross promotional activities 
• Partnerships with community-based organizations, tribal relations and contractors 

 Continue to utilized joint enrollment strategies to streamline customer participation in SDG&E programs.
• Joint program applications, lead generation, partner networks

 Continue with data sharing opportunities to leverage program enrollments and support new efforts 
• Clean Energy, LIHEAP, joint utility and water authorities 
• Support the implementation of SB1208 



Informing and enabling cross program participation for PG&E 
customers in CARE/FERA, ESA, and non-PG&E assistance 
programs

Low Income Oversight Board 
SB 1208 Subcommittee Meeting
March 10, 2023



Internal 

Agenda

 Marketing, Education and Outreach Approach
 Approaches to Facilitate Cross Program Participation

̶ Example 1: Energy Savings Assistance Program (ESA)
̶ Example 2: Rate Discount Programs (CARE/FERA) 

 Data-sharing Considerations
 Questions/Comments
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Successful mixed marketing and outreach campaigns 
to inform customers of CARE, FERA, ESA, and non-PG&E assistance programs



Internal 

ME&O: One-stop Information Shop (online)
www.pge.com/billhelp (pictured)

• Aggregating program information and making it easy 
for customers to find programs including 

For Past Due Bills: CAPP,  LIHEAP, AMP and REACH
For Reducing Future Bills: CARE/FERA, ESA
For Additional Support: Medical Baseline, California 
Lifeline, Low-cost home internet 

• Cross-promotion of this link and these resources in 
news releases, social media, and other customer 
support campaigns

• Plus, email and direct mail campaigns include LIHEAP 
and the Arrearage Management Plan (AMP), and 
leverage communications related to the CAPP 
distribution to cross-promote

http://www.pge.com/billhelp


Internal 

ME&O: One-stop Information Shop (on paper)

Universal Brochure 
• Provides comprehensive information about bill 

discount and assistance programs, rate plan 
choices, energy management, and payment 
support programs

• Available in multiple languages, including Braille

Other Outreach in Support of non-PG&E Programs
• Co-branded postcards to promote non-PG&E 

programs such as LIHEAP
• Cross-promote LIHEAP to CARE customers via 

message on energy bill.



Internal 

ME&O: One-stop Information Shop (in person)

ESA Contractors

• Provide collateral leave behinds 
that present solutions for saving 
money and managing energy 
costs

• Provide helpful information on 
complimentary 
programs: Demand Response 
(SmartAC), Wildfire Safety (PSPS) 
etc..

• Discuss new opportunities for bill 
savings (Arrearage Management 
Plan), and referrals to LIHEAP 
administrators for qualified 
households

CBOs

• 14 new CBO contracts (18-24 
months, totaling $1.9m) to assist 
hard-to-reach households & 
disadvantaged communities (DAC) 
on the availability of various 
assistance and bill discount 
programs

• Reached ~ 750,000 
customers with information on 
CARE, FERA, ESA, AMP, SmartAC, 
Power Saver Rewards, Medical 
Baseline and other 
complimentary offerings

PG&E

• Customer Service Representatives
• - Inbound
• - Outbound case management 

calls to customers with past due 
amounts (96% reached, > 600 
enrolled in CARE/FERA; of those 
referred to LIHEAP pledged 
$705,175)

• Other: CARE Welcome Kit, bill 
inserts, collateral leave behinds

… and communicated through partners and CRSs



Joint enrollment and data-sharing strategies 
to streamline or facilitate PG&E customer co-enrollment in CARE/FERA, ESA, 
and non-PG&E assistance programs
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Cross Program Participation: ESA

Implementation 
Agreement

ESA
Contractor-led 
Referrals/Co-
enrollment

LIHEAP

Utilities in Shared 
Service Areas 

Multifamily
Single Point of 
Service (SPOC) 

Referral

Multifamily Program
(ESA MF, LIWP, SMUD, 

LIFT and more) 

Clean Energy Program 
(SOMAH, TECH, SGIP), 

Financing (OBF, PACE)

Others (EV & regional 
water districts for water 

efficiency)

Partnership 
Agreement

Leverage Resources 
(ESA Contractor)

ESA Water-Energy 
Coordination 

Program 

Data-sharing 
Agreement

Co-enrollment

Utilities in Shared 
Service Areas 

Referral

DAC-SASH

Proprietary 
System

Co-enrollment
Referral

CARE, FERA, ESA



Internal 

Cross Program Participation: CARE/FERA

CARE
FERA

Direct Enrollment 
via Self-Certification

Income-qualified

Categorical Programs

Cross Program 
Enrollment 

Proprietary System
ESA

LIHEAP
REACH

via Data Sharing + 
Customer Consent

Water Utilities (CAP) 
SCE/SoCalGas/SMUD

DAC-SASH

Standard Enrollment Path

Additional Programs Accepted

Categorical Programs
Medicaid/Medi-Cal for Families 

CalFresh
Healthy Families A&B 

Supplemental Security Income  
Women, Infants, and Children Program (WIC)

National School Lunch Program (NSLP) 
Low-income Home Energy Assistance Program 

(LIHEAP)
CalWORKs/Temporary Assistance for Needy Families 

(TANF)
Tribal TANF

Head Start Income Eligible - (Tribal Only)
Bureau of Indian Affairs General Assistance



Internal 

Data-sharing Considerations

Leveraging customer information encompasses different approaches and levels of 
disclosure

̶ Making different programs accessible to shared customers can be accomplished in a variety of 
ways 

̶ Balance ease of participation with customer choice/privacy

Seamless co-enrollment process appears to be more attainable when
̶ Program partners share similar purpose with comparable eligibility criteria supported by 

appropriate customer consent and non-disclosure agreement

̶ … can be further enhanced, if have similar data security requirements/approach

̶ Laying the groundwork to enhance customer experience/participation across multiple income-
qualified programs 

Example: Updating CARE/FERA application to include updated customer consent language to facilitate 
continued enrollment in and qualification in a wider range of public and utility assistance program



Comments / Questions

Jenny Wu (jenny.wu@pge.com)
Regulatory Policy Analyst
CARE/FERA/ESA Programs



Supplemental Information



Internal 

Winter Energy Bills – Support Program Email 

Audience: ~3.9M residential customers 
Test: 50/50 random split  

Subject Lines:
Original send, Jan 31st: Get help now paying your energy bill
Did not open (DNO), Feb 6th: Need help paying a higher bill?



Internal 

Universal Brochure (ADA English Version, Page 1)



Internal 

Universal Brochure (ADA English Version, Page 2)
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SB1208 Report Discussion and Development
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Next Steps & Closing Remarks
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