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ENERGY SAVINGS ASSISTANCE PROGRAM MONTHLY REPORT 

This monthly report complies with the low-income reporting requirements established in 
Decisions (D.)16-11-022 and D.17-12-009, and with all reporting and program evaluation 
requirements established for the California Alternate Rates for Energy (CARE) and Energy 
Savings Assistance (ESA) Programs. For the 2022 program year, this report also complies with 
D.21-06-015 which authorized budgets and goals for program years 2021–2026 effective July 1, 
2021.1 Starting in 2022, the statewide electric investor-owned utilities (IOUs) are including 
monthly Family Electric Rate Assistance (FERA) updates regarding expenditures, penetration 
rates, and outreach in compliance with D.21-06-015.2 It provides information on CARE and ESA 
Program accomplishments and expenditures in 2023 up to and including January 31, 2023.  

1. ESA PROGRAM EXECUTIVE SUMMARY 

1.1 ESA Program Overview 

The objective of Southern California Edison’s (SCE) ESA Program is to help income-
qualified customers reduce their energy consumption and costs while increasing their 
health, comfort, and safety at no cost to them. Through the ESA Program, SCE offers 
several energy-efficient appliances to income-qualified customers, including energy-
efficient refrigerators and air conditioners, and home-efficiency solutions like 
weatherization that can help customers save energy and money. The ESA Program is 
available to income-qualified customers living in single-family, multifamily, and mobile 
homes. These customers may be homeowners or renters. To be eligible for the program, 
customers must meet the program’s income guidelines, which are established by the 
California Public Utilities Commission (CPUC) and updated annually. Specific measures 
are authorized according to criteria observed in each home for existing appliances and 
feasibility of installation.  

  

 
1  D. 21-06-015 at 472, Ordering Paragraph (OP) 3, and at 490-491, OP 82. 
2  Ibid. 
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1.1.1 Provide a summary of the ESA Program elements as approved 
in Decision (D.) 21-06-015. 

ESA (SF, MH, MF In-Unit) Program Summary Expenses for 2023 

 
2023 Authorized 

/ Planning 
Assumptions3 

Actual to 
Date 

% 

Budget  $49,699,923 $1,408,486 3% 
Homes Treated 37,871 98 .3% 

kWh Saved 22,416,302 158,582  .7% 
kW Demand Reduced 8,820 23.91 .3% 

Therms Saved N/A N/A N/A 
GHG Emissions Reduced (Tons) N/A N/A N/A 

 

Provide narrative summary of ESA Program for SF, MH, and MF in-unit: 

In 2023, SCE’s ESA Core Program will directly serve Single-Family (SF) and 
Mobile Home (MH) residential customers. SCE is also continuing to conduct the 
multifamily in-unit treatments until the Southern Multi-Family Whole Building 
(MFWB) Program is ready to launch by July 2023.  
 
In January 2023, SCE conducted a two-day training event as part of the program 
ramp up activities and to assist with the transition to the new program design. The 
“Train the Trainer” workshop was attended by the ESA contractors. Day one 
covered the ESA Core program as a whole including the new program changes, 
and day 2 covered Energy Education. The SCE team is continuing to work closely 
with the ESA contractors through the transition and ramp up process.  
 
The following table tracks the actual-to-date expenses for the ESA MF Common 
Area Measures (CAM) program compared to the annual budget assumption and 
the actual-to-date kWh saved. 
 
 
 
 
 
 

 
3  Footnotes 1 and 2 of Table 5 and 6 of Attachment 1 of (D.) 21-06-015 state: The approved 
“annual energy savings goals” for program years (PY) 2022 to 2026 are for the entire ESA Program 
portfolio, including ESA Core Program, Multifamily (MF) in-unit [2022]; Multifamily Common Area 
Measures (MF CAM) [2022], and Multifamily Whole Building (MFWB) [2023 to 2026], except for the 
ESA Pilot Plus / Pilot Deep. The “household treatment” targets for PY 2022 to 2026 are for the entire 
ESA Portfolio, including ESA Core Program, MF in-unit [2022], and MF CAM [2022], with the 
exceptions of the MFWB and ESA Pilot Plus / Pilot Deep. 
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ESA MF CAM Program Summary Expenses for 2023 

 
2023 Authorized / 

Planning Assumptions Actual to Date % 
Budget $1,458,479 $72,104 5% 
Properties 
Treated 

N/A 
8 

N/A 

kWh Saved N/A 1,616 N/A 
kW Demand 
Reduced 

N/A 
1.90 

N/A 

Therms Saved N/A N/A  N/A 
 

Provide narrative summary of ESA Program MF CAM: 

SCE is currently working on 11 projects and we are still accepting new projects. 
SCE plans to continue running MF CAM until the MFWB Program is open to 
participation in July 2023.  

See the following table for more information on SCE’s MF CAM activity: 
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ESA Pilot Plus and Pilot Deep Summary Expenses for (2023) 

 
2023 Authorized / 

Planning 
Assumptions 

Actual to 
Date 

% 

Budget  $ 3,884,864 $ 8,130 .2% 

Homes Treated 0 0 0% 

kWh Saved 0 0 0% 

kW Demand Reduced 0 0 0% 
Therms Saved N/A N/A N/A 

GHG Emissions Reduced (Tons) 0 0 0% 
    

 

Provide narrative summary of ESA Program Pilot Plus/Deep: 

ESA Program Pilot Plus/Deep (PP/D), also known as ESA Whole Home, is a joint 
pilot program with SCE and Southern California Gas Company (SoCalGas), 
where pre-selected customers may opt in to participate. Participants in PP/D will 
receive measures that may help them save 5% to 50% of their energy usage. PP/D 
is only for single-family homes. SCE and SoCalGas completed a competitive 
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solicitation to select a single third-party Program Implementer to deliver PP/D gas 
and electric program services and an implementer has been selected and has 
begun their implementation process design work. Additionally, SCE concluded all 
respective solicitations for the Pilot for both Implementation and Evaluation.  
Customer contact began on December 20, 2022, and the implementer is in the 
process of setting up appointments for enrollment and assessments to begin 
commencing mid to late January 2023. 

ESA Building Electrification Pilots Summary Expenses for 2023 

 2023 
Authorized / 

Planning 
Assumptions 

Actual to 
Date 

% 

Budget  $8,027,056 $10,324 .1% 

Homes Treated 0 0 0% 

kWh Saved 0 0 0% 

kW Demand Reduced 0 0 0% 
Therms Saved N/A N/A N/A 

GHG Emissions Reduced 
(Tons) 0 0 0% 

 

Provide narrative summary of ESA Building Electrification Pilots (if 
applicable): 

The ESA Building Electrification (BE) Pilot is for income qualified customers 
living in single family homes located in disadvantaged communities (DACs). BE 
Pilot retrofits primarily consist of space and water heating to reduce the overall 
energy operating costs and greenhouse gas (GHG) emissions of customers 
currently using natural gas or propane to support some of their energy needs. 
Limited numbers of homes may receive additional electrification measures, such 
as induction cooking equipment and efficient clothes dryer. In January 2023, SCE 
developed a target list of customers with high usage and high cooling loads. The 
list will be used by the implementer to perform outreach for the BE Pilot.   

 In terms of the status of the BE Pilot evaluation, following discussions with the 
implement the research plan is currently under revision to accommodate more 
details of the implementation.  In addition, the evaluator has been working 
through the CSIR process to assure access to gas data given this is an SCE-only 
Pilot. 
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ESA Clean Energy Homes Pilot Summary Expenses for (2023) 

 2023 
Authorized / 

Planning 
Assumptions 

Actual to 
Date 

% 

Budget  $1,890,000 $6,498 .3% 

Homes Treated 0 0 0% 

kWh Saved 0 0 0% 

kW Demand Reduced 0 0 0% 
Therms Saved N/A N/A N/A 

GHG Emissions Reduced 
(Tons) 0 0 0% 

 

Provide narrative summary of ESA Clean Energy Homes Pilot (if 
applicable): 

The ESA Clean Energy Homes (CEH) Pilot will provide incentives to low-
income housing developers to incorporate innovative low-carbon technologies 
and building practices in the designs of residential new construction buildings that 
will reduce energy bills for tenants. The pilot supports the state’s ambitious GHG 
reduction goals and strives to bring environmental equity to vulnerable customers. 
SCE is finalizing the contract for the 3rd party selected to implement CEH and is 
expected to be open to participation in Q2 2023. In September 2022, a successful 
candidate was selected, and the contract signed with the research consultant who 
will evaluate the CEH Pilot. The evaluation consultant was on boarded Q4 2022 
prior to initial implementation to facilitate an embedded evaluation. The evaluator 
and SCE will kick off the evaluation in February with a meeting to discuss 
potential revisions to the proposed evaluation plan to ensure adequate and 
sufficient data are gathered for a thorough evaluation. 

 

1.1.2 Program Measure Changes 

Decision 21-06-015 allows the utilities, in consultation with the statewide ESA 
Program Working Group, to update the measure mix through the ESA Program 
monthly report.4 There was one measure change established in December 2022 
which took effect January 1, 2023: a temporary hold on attic insulation in areas 
requiring permits. 

New Attic Insulation Installation building code standards went into effect on 
January 1, 2023.  These were discussed at the Policy & Procedures and 
Installations Standards Sub-Working Group (PP/IS SWG) Ad Hoc meeting, held 
on December 7, 2022.  Richard Heath and Associates (RHA) presented the 

 
4  D.21-06-015 at 486, OP 69. 
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existing attic insulation requirements, an overview of the new building code 
requirements by climate zone, and the implications of these new California 
Energy Commission (CEC) new requirements on the ESA Program.  

ESA Program impacts include:   

 Increase in measure cost 
 Decrease in cost effectiveness 
 Addition of a new measure (sealing protocol) 
 Reduced number of households served 
 Reimbursement rate changes and budget modifications  

The Statewide Group (SWG) agreed that more assessment of the impacts of these 
factors is required and will be undertaken in early 2023.  In the meantime, the 
SWG agreed to modify the IS Manual language for Attic Insulation to read as 
follows: 

 Beginning January 1, 2023, in jurisdictions that require a permit to install 
attic insulation, temporarily make attic insulation non-feasible until the 
IOUs have assessed the program impact of the new building code 
requirements and developed a solution for moving forward. During this 
assessment period, contractors shall: 

 Continue to install attic insulation using the existing IS Manual 
criteria for those non-permitted jobs, and 

 Not seal the attic floor (as now required by the CEC) on those 
feasible, non-permitted jobs. 

 Once a resolution has been made, each IOU may allow contractors to 
return to those that were non-feasible because a permit was required. 

The IOUs will ensure ‘heads-up’ communications are sent to contractors as soon 
as possible. This hold is not expected to significantly impact SCE’s ESA Program 
operations. SCE’s ESA contractors typically install attic insulation in fewer than 
five (electrically heated) homes per year.   

1.2 ESA Program Customer Outreach and Enrollment Update 

SCE’s outreach efforts in conjunction with the ESA program contractors use 
numerous channels and innovative approaches to inform and enroll customers. 
The following section describes some of the methods SCE implements monthly to 
enroll customers and conduct outreach activities that inform customers about the 
ESA program.  

1.2.1 Provide a summary of the ESA Program outreach and 
enrollment strategies deployed this month. 

ESA Main (SF, MH, and MF In-Unit) Program Contractor Outreach 

SCE continued to partner with community-based organizations (CBOs), faith-
based organizations (FBOs), and private-sector service providers to assess homes 
and deliver ESA Program services in local communities for the ESA Main 
program. In 2023, ESA contractors are continuing to enroll customers through 
various ways including SCE generated leads, SCE marketing initiatives and 
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leveraging efforts. 

In 2022, the ESA program moved to a waitlist approach for interested customers 
to control leads due to program ramp down activities. The customers that were on 
the waitlist and not served in 2022, were provided as leads to the ESA contractors 
as they start to ramp up in January 2023. SCE was focused on targeting customers 
that were enrolled in the FERA program for ESA in January 2023. SCE provided 
approximately 12,000 FERA leads to ESA contractors in the month of January.  

Specific ESA Programs marketing, education and outreach efforts are discussed 
in Section 1.2.2, below. 

ESA Program Multifamily Common Area Measure (MF CAM) Initiative 

SCE is currently accepting new projects and has several projects ongoing. Until 
the launch of MFWB in July 2023, SCE will continue treating in-dwelling units 
and completing CAM projects. 

ESA Pilot Plus and Pilot Deep 

As of December 20, 2022, the pilot is fully launched and underway. The 
implementer is in the process of finalizing the application process and will be 
scheduling appointments with customers to commence the enrollment process.  

ESA Building Electrification Pilots (if applicable) 

In January 2023, SCE developed a high usage customer list and collaborated with 
the implementer to review geographical areas with higher density to determine 
potential locations to initiate outreach in February. 

Language Line 

SCE continues using Focus International to provide real-time language 
translations services. These services enable Enrollment and Outreach, Installation, 
and Inspections field personnel to overcome language barriers while completing 
their relative task(s). Various languages are available for translation, including 
American Sign Language (ASL). The following table denotes the number of calls 
made in the languages used in translation. 

Language  Number of Calls 

Vietnamese 1 

Tribal Outreach 

SCE’s tribal liaisons began engaging tribal leaders to offer mini grants. SCE 
secured one-on-one meetings with six tribes and will continue to outreach to tribal 
nations throughout SCE’s service territory.  
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The following table shows a current list of the thirteen (13) tribes identified in 
SCE’s service territory and the status of our efforts from previous years to date: 

Tribal Nations in SCE’s 
Territory:  Outreach Status  Treated Refused 

In 
progress 

Timbisha Shoshone X   
Chemehuevi X   
San Manual Band of Mission 
Indians   X  
Agua Caliente Band of Cahuilla 
Indians  X  
Twenty-Nine Palms Band of 
Mission Indians  X  
Pechanga   X 
Benton Paiute X   
Bishop Paiute   X 
Bridgeport Indian Colony  X   
CRIT  X  
Morongo   X 
Soboba   X 
Tule River  X   

1.2.2 Customer Assistance Marketing, Education and Outreach for 
the CARE/FERA and ESA Programs. 

Refer to Section 2.2 for CARE/FERA Marketing, Education & Outreach. 

General Awareness Marketing 

Online Advertising 

In the month of January, no online advertising was conducted by the ESA 
Program. SCE is working with a marketing agency on development of future 
online campaigns.  

Social Media 

In the month of January, no social media was available through the ESA Program. 
SCE is working with a marketing agency on development of future social media 
awareness campaigns. 

Direct Marketing 

Direct SCE marketing efforts for this reporting month included the following 
tactics: 

 Email — The ESA Program did not conduct any email campaigns in 
the month of January. SCE is working with a marketing agency on 
development of future email campaigns targeting Basic and Basic Plus 
customers.  
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 Direct Mail — The ESA Program did not conduct any direct mail 
campaigns in the month of January. SCE is working on a co-marketing 
piece with the ESA, CARE, FERA and AMP programs and anticipates 
sending this mailer out in February 2023. The letter will direct 
interested customers to call SCE’s customer service center or apply on 
the ESA website. SCE is also working with a marketing agency on 
development of future direct mail campaigns targeting Basic and Basic 
Plus customers.  

 SCE.com Website — The ESA Program webpage was redesigned in 
preparation for program launch in January 2023. The revised site 
includes information on the Basic and Basic Plus package offerings as 
well as additional Frequently Asked Questions added specifically to aid 
renters in the enrollment process. The ESA Program webpage 
(www.sce.com/esap) also provides information on program eligibility 
and services. This messaging continues to direct customers to this page 
and allows them to apply for the ESA program directly online. In the 
month of January, SCE received about 110 ESA-related internet leads.  

An illustration of the redesigned ESA webpage is shown below. 
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Redesigned ESA Webpage 

 

 

 Outbound Calls — SCE continued to leverage CARE’s High Usage 
customers whose usage was identified as exceeding 400% to 600% (or 
more) above the baseline. In January, the ESA Program referred 
approximately 5 of these customers to SCE contractors as leads to enroll 
these households into the ESA Program and provide energy-saving 
services. The customers continue to have the choice to enroll through the 
virtual program or a face-to-face appointment.   

 Inbound Calls — Customers who call SCE’s customer service center are 
informed of and referred to the ESA Program. Customers are assigned to a 
contractor in their service territory. The ESA contractor will then follow 
up on the lead and contact the customer to assess eligibility and enrollment 
in the ESA Program.  
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In the month of January, SCE received approximately 22 ESA related calls 
from interested customers.  

SCE continues to offer income qualified Customer Emergency Protections. 
When a customer contacts SCE to self-identify as being impacted as a 
result of a disaster occurring in SCE’s service territory, which can be a fire, 
earthquake, storm, heat wave, etc. SCE educates customers about the ESA 
program and, if interested, SCE can deploy an ESA contractor to their 
home to confirm ESA Program qualification and assist in the enrollment 
process. In the month of January, SCE received approximately 2 calls of 
this nature and referred the customer lead to a contractor for enrollment 
and assessment scheduling.  

 Live CARE Call Campaign — SCE has been meeting with the other 
statewide IOUs to simultaneously conduct a coordinated six-month 
outbound call pilot for “attempted but failed” Post-Enrollment Verification 
(PEV) households. These meetings have allowed the IOUs to discuss 
operational workflows and reporting requirements. The Outbound PEV 
Pilot launched on June 1, 2022. 

Community Outreach & Engagement 

ESA Program contractors participate in a variety of community events to interact 
with customers and inform them about the ESA program and other low-income 
programs available to them. These events help increase ESA enrollments, and 
ESA contractors will also assist customers in completing the enrollment process 
during the events. The ESA Program and its contractors did not attend any in-
person events in the month of January.  

SCE’s Income Qualified Programs (IQP) and Foodservice Technology Center 
(FTC)5 groups are continuing to partner with the West San Gabriel Valley Boys 
and Girls Club to which SCE had provided over 1000 meals to prevent food waste 
and help families who are experiencing food scarcity. In addition to providing 
meals, IQP informational flyers were provided to potential income-qualified 
program participants. 

CBO Activities  

Refer to CARE Sections 2.2.1 and 2.2.2. 

Multicultural Outreach 

No activity this month.  

Other Customer Engagement Efforts 

No activity this month.   

 
5  FTC conducts energy-efficiency studies and demonstrations related to commercial foodservice 
equipment and technologies for restaurants and foodservice facilities. 
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1.2.3 Managing Energy Use 

SCE’s contractors’ Program Representatives continue to review the ESA Program 
Customer Energy Education and Resource Guide with each program enrollee at 
the time of in-home or virtual enrollment. This Energy Education focuses on no-
cost actions that low-income customers can take to save energy and reduce their 
bills. Included in this education is instruction on how to sign up for My Account, 
which provides them with additional time- and money-saving tools and 
opportunities to participate in residential energy efficiency rebate programs.  

1.2.4 Services to Reduce Energy Bill 

The ESA program training and energy education materials were updated to 
include information on new programs such as the Arrearage Management Plan 
(AMP) and other assistance programs. Updated assistance program brochures 
have been made available to ESA contractors to utilize in their enrollment 
activities. ESA contractors encourage customers to visit 
https://www.sce.com/residential/assistance to learn about all the programs that 
SCE has available to assist them with most financial obstacles they may be facing. 
ESA contractors act as a communication channel to customers, informing them of 
the benefits and resources available through SCE, state, and local programs.  

1.2.5 Please provide a status of the leveraging effort with CSD. What 
new steps or programs have been implemented? What were 
the results in terms of new enrollments? 

Currently, SCE does not have any projects to leverage with the California 
Department of Community Services & Development (CSD). Even with changes 
in measure eligibility and feasibility, no projects have been identified for 
reimbursement. 
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1.3 Workforce Education & Training (WE&T) 

1.3.1 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. 

SCE contracts with various local private contractors (LPCs), CBOs, and FBOs to 
provide ESA program services. Many of the organizations are in low-income and 
disadvantaged communities. 

In January 2023 approximately 482 individuals from these organizations are 
working in support of SCE’s ESA Program. As of January 31, 2023, SCE has 
approximately 65 active Program Representatives supporting virtual (not in-
person) enrollment and assessment activities. 

Due to low system usage, the CBT Learning System was sunset at the expiration 
of the current contract on December 12, 2022.  

SCE continues to encourage ESA Contractors to take advantage of Workforce 
Education & Training Resources. SCE’s Energy Education Centers (EEC) located 
in Irwindale and Tulare, CA offer a wide range of low-cost and free resources for 
ESA contractors. In January 2023, EEC calendars continued to be shared with all 
ESA Contractors and Vendors; all were encouraged to take advantage of the free 
and low-cost offerings that were being made available.  

In January 2023 SCE coordinated training with TECH CA; this training will in 
partnership with TECH Clean California and will provide training on Heat Pump 
Water Heaters (HPWH) to help advance the state’s mission to achieve carbon 
neutrality by 2045 while also assisting SCE’s network of contractors learn new 
and valuable job skills that they can immediately put into practice. The January 
12, 2023, session was conducted in Irwindale, CA with 35 people participating.  

We will continue to utilize SCE’s local WE&T Integrated Energy Education & 
Training subprogram as a valuable resource to develop curriculum tailored to 
supporting ESA contractors. Additionally, SCE will coordinate with the Technical 
Upskill Trainings WE&T sub program to provide opportunities for incumbent 
workers in energy efficiency related jobs/careers. In conjunction with these 
efforts, SCE will engage with our partners at Pacific Gas and Electric (PG&E) to 
explore the SW Energize Careers subprogram that aims to create a diverse and 
representational energy workforce; the Energize Careers Program provides 
holistic services to support disadvantaged workers through technical training, job 
placement, and wrap-around service support. 
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1.4  Studies and Pilots 

1.4.1 ESA Program Studies 

2022 Low Income Needs Assessment (LINA) Study 

The statewide Low Income Needs Assessment (“2022 LINA Study”) is a 
statewide study project-managed by SCE. The contractor hired to conduct the 
study is Evergreen Economics. The objective of the 2022 LINA Study was to 
better understand the needs of low-income renters. The study was completed in 
December. The final report and appendices are available on both the California 
Measurement Advisory Council (CALMAC) site and the CPUC’s PDA  
2022_LINA_Appendicies_120922_FINAL (calmac.org)  

2022_LINA_Report_120922_FINAL (calmac.org) 

ESA/CARE Categorical Study 

The statewide Categorical Study will examine the relative alignment of the 
means-tested programs currently used as proxies for low income to enable 
enrollment in ESA, CARE and FERA. The study will also examine other 
programs and the potential of the programs to facilitate automatic enrollment in 
the income qualified programs. San Diego Gas and Electric (SDG&E) is the 
contract manager for the study. During January 2023, the consultant continued to 
categorize programs based on their overall alignment across 4 main areas. The 
consultant also drafted a memo outlining their approach and rationale as well as 
summarizing programs and the work to date. This information was shared with 
the study working group. The memo is expected to be used as framework for the 
final report. The consultant expects to provide draft results for review in Q1 2023.  

ESA Multifamily CAM Process Evaluation 

The ESA MF CAM Process Evaluation is a statewide evaluation contract 
managed by PG&E. The study was conducted by Resource Innovations, Inc. The 
objectives of the study include: (1) assess the relative effectiveness of the IOU’s 
MF CAM outreach and implementation strategies; (2) identify what data currently 
exists and may be needed to facilitate a reliable evaluation of program impacts; 
and (3) inform future program designs targeting the low-income MF customer 
segment. The study was completed in September 2022. A public workshop was 
held on September 7, 2022, to present the findings. The final report was posted to 
CALMAC and Energy Division’s public documents area (PDA) in October 2022. 

1.4.2 ESA BE Program Pilots 

ESA Pilot Plus and Pilot Deep 

As of December 20, 2022, the pilot is fully launched and underway. The 
implementer is in the process of finalizing the application and process and will be 
scheduling appointments with customers to commence the enrollment process. 



16 

ESA Building Electrification (BE) Pilot 

As of January 2023, the BE Pilot implementer has prepared and scheduled 
training for early next month. In addition, SCE has collaborated with the 
implementer to modify the target list of customers for the enrollment in the BE 
Pilot. Customer outreach is scheduled to start after training has been completed. 

ESA Clean Energy Homes (CEH) Pilot 

SCE finalized the contract for the 3rd party selected to implement the CEH Pilot. 
A Notice to Proceed from the Association for Energy Affordability was issued on 
December 2, 2022. The implementer is proceeding with planning and working 
toward implementation. 
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2 CARE EXECUTIVE SUMMARY 

The CARE program is a low-income energy rate program that provides a monthly 
discount to qualifying households in SCE’s service territory. To qualify for CARE, 
household income must be at or below the 200% Federal Poverty Guidelines. Through 
CARE, customers can save 30%-35% a month on their electric bill. Income-qualified 
customers include residential single-family households, customers in sub-metered 
residential facilities, nonprofit group living facilities, agricultural employee housing 
facilities, and migrant housing farm workers. 

 

2.1 CARE Program Summary 

2.1.1 Please provide CARE Program summary costs. 

CARE Budget Categories 
Authorized 

Budget 
Expenses Year-to-

Date 
% of 2023 

Budget Spent 

Outreach  $      3,788,556   $       84,739  2% 

Processing / Certification 
Recertification  $      1,571,943   $      164,457  10% 

Post Enrollment Verification   $         496,403   $       17,166  3% 

IT Programming  $         570,000   $                -  0% 

Pilots  $-   $                -  0% 

CHANGES Program  $         525,000   $       36,412  7% 

Studies   $           81,000   $         9,677  12% 

Regulatory Compliance  $         582,694   $         5,255  1% 

General Administration  $      1,377,006   $       96,627  7% 

CPUC Energy Division  $         135,625   $       16,554  12% 

Total Expenses $      9,128,227  $      430,888  5% 

Subsidies and Benefits $   409,564,225  $ 52,733,809  13% 

Total Program Costs & Discounts $   418,692,452  $ 53,164,697  13% 
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2.1.2 Provide the CARE Program enrollment rate to date. 

CARE Enrollment 

Participants 
Enrolled 

Eligible 
Participants6 

Enrollment 
Rate 

1,157,921 1,276,922 91% 

2.2 Outreach 

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

The CARE and Family Electric Rate Assistance (FERA) outreach efforts and 
communications to SCE’s in-language and underpenetrated areas continue to be a 
priority. SCE’s CARE/FERA programs partner with internal departments such as 
Local Public Affairs (LPA), Consumer Affairs, Marketing, Corporate 
Communications, Strategic Engagement, and Business Solutions. SCE also 
conducts external outreach efforts with various chambers, foundations, faith-
based and community-based organizations in different activities that target SCE’s 
hard-to-reach customer base. 

SCE continues to provide all customers who contact SCE’s Customer Contact 
Center (CCC) to request payment arrangements the opportunity to sign up for 
CARE/FERA immediately.  

SCE marketing approach was to distinguish CARE and FERA customers by 
having noticeable differences in the campaign, understanding the demographics 
and target audience for each program, and tailoring the marketing to the specific 
groups. Currently, SCE is engaging customers in multiple channels to match the 
customer’s preferred way to communicate, either via social media, text message 
campaigns, direct mail, email, sce.com, webinars, community-based 
organizations, and banner ads in applications.  

Direct Marketing 

Email & Direct Mail 

SCE targets customers that may be eligible for and benefit from income-qualified 
programs. CARE customers can receive an average of 30% off their bills. In 
December, approximately 96,816 e-mails were sent out for CARE and 
approximately 99,093 direct mail pieces were sent to potential CARE applicants. 
See an illustration of a sample marketing piece below. 

 
6  On February 14, 2022, PG&E, on behalf of the IOUs, filed the Annual Estimates of CARE 
Eligible Customers and Related Information. This number reflects estimates of SCE’s CARE Eligible 
Participants for 2022, as reflected in filing A. 19-11-003, et al., Annual CARE Eligibility Estimates. 
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Sample CARE Marketing Piece 

  

 

Internal Outreach 

SCE’s CCC continues using various methods to directly enroll customers in the 
CARE program during incoming calls to the center. CARE is offered on all new 
customer turn-on requests and/or when a customer expresses a need for help with 
their bill or has expressed financial hardship. CARE representatives will first offer 
to take the enrollment over the phone or if requested by the customer, be directly 
transferred to the Interactive Voice Response (IVR) system. The IVR allows 
customers who prefer a self-service phone option to enroll. Additionally, if 
requested, the Customer Service Representative may alternately send a paper Rate 
Discount Application to the customer. These enrollment options provide 
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customers with choices and maximizes their opportunity to enroll in the CARE 
program.  

SCE.com Website 

SCE provides information on programs and services for income-eligible 
customers and those experiencing financial hardship. Customers can utilize self-
service and enroll into various programs on sce.com. Customers may also find 
additional resources and assistance beyond SCE/IOU programs. SCE continually 
updates sce.com/billhelp and sce.com/findsupport to include information for SCE 
and non-SCE assistance programs. Landing pages include program descriptions 
and direct links to external organizations’ websites for more information and/or 
enrollment. Assistance programs include, but are not limited to, the Low-Income 
Home Energy Assistance Program (LIHEAP); the CA COVID-19 Rental 
Assistance Program / Emergency Renters Assistance Program; California 
LifeLine; County 2-1-1; as well as low-cost solar options through GRID 
Alternatives. As required by the Joint Stipulation approved through the Income 
Qualified Programs Final Decision A.19-11-003, a web link and contact 
information for the California Emerging Technology Fund’s (CETF) affordable 
broadband and computers offer has been updated on sce.com/billhelp which 
directs customers to everyoneon.org/getconnected  

An illustration of the Billing Assistance Programs page on sce.com appears 
below. 
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SCE.com Billing Assistance Programs Page 
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SCE continues to improve communications with customers to increase awareness 
of all assistance programs.  

Leveraging Current Partnerships 

SCE continues to leverage its network of CBOs and FBOs to promote the 
CARE/FERA Programs. SCE instructed its network of agencies to promote the 
increase of customer outreach by way of email and telephone. This outreach 
includes educating customers on the number of ways to enroll in the 
CARE/FERA program, including utilizing SCE’s website and the CCC whereby 
customers can instantly enroll in the programs and receive CARE/FERA 
discounts within the current bill cycle. SCE is making efforts to reach different 
segments of potential income-qualified customers and customers in need by 
working more extensively with CBOs. These CBOs may focus on segments such 
as refugees, veterans, religions, homeless prevention, family outreach and 
assistance, and food banks.  

Capitation Fee Program 

The CARE/FERA Capitation Fee Program team is continuing its efforts to engage 
existing Capitation Agencies while strategically registering additional contractors 
to overcome enrollment barriers, including language, culture, and special needs, 
to enroll the hardest-to-reach customers. Because of these efforts, the Capitation 
Fee Program continues to show enrollments from agencies that were previously 
inactive. In 2022, SCE has begun recruiting dedicated FERA Capitation Agencies 
in order to bolster FERA enrollments. 

SCE currently has 67 CARE/FERA Capitation Agencies which help income-
qualified customers gain assistance through the CARE and FERA programs. In 
January, capitation contractors and outbound calling efforts successfully enrolled 
184 new customers in the CARE/FERA Program.7 Current and ongoing campaign 
strategies and efforts include: 

 Leveraging events sponsored by communities and cultural celebrations 
to reach populations that may be eligible to enroll in the CARE 
Program. 

 Partnering with SCE personnel to leverage existing SCE relationships 
with FBOs, CBOs, and local governments. 

 Utilizing existing channels to develop creative approaches for agencies 
to conduct CARE/FERA outreach, including community-based virtual 
outreach events and fairs. 

 

 
7 The figure for new enrollees in the CARE/FERA program will be entered once the data is obtained and this will be 
corrected in an amendment. 
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2.2.2 Describe the efforts taken to reach and coordinate the CARE 
program with other related low-income programs to reach 
eligible customers. 

SCE enrolls new CARE customers through the Energy Assistance Fund 
(EAF) program, an income-qualified program that helps residential 
households pay their electric bills. In January, 238 customers who 
received EAF grants were enrolled in CARE. EAF is funded through 
voluntary donations from SCE employees, shareholders, and customers. 
EAF partners with the United Way of Greater Los Angeles and 80+ 
community-based organizations to process EAF assistance requests and 
applications. 

SCE utilizes social media such as Facebook and Instagram to promote 
EAF as well as inform customers on how to apply for grants.  

SCE coordinates CARE enrollment with other income-qualified programs, 
such as ESA, LIHEAP, SoCalGas and certain water utilities. ESA 
participants are automatically enrolled in CARE each month. As described 
in this report, the CARE Program continuously makes efforts to integrate 
messaging with the ESA Program at outreach events, through 
communications, and through marketing campaigns that inform attendees 
about the ESA and CARE programs available to qualifying customers. 

Community Outreach & Engagement 

SCE increased its collaboration with CBOs. SCE shared information with 
CBOs which in turn shared it with their constituents. The resources 
include information for rates, wildfire and emergency preparedness, 
CARE/FERA/ESA, and Medical Baseline Allowance. 

2.3 CARE Recertification Complaints 

2.3.1 Report the number of customer complaints received (formal or 
informal, however, and wherever received) about their CARE 
recertification efforts, with the nature of the complaints and 
resolution.  

During January 2023, SCE received six recertification complaints. Four 
complaints were related to delays in recertification processing with one 
being resolved with an account correction and retroactive credit. One 
complaint was related to an account change from landlord to tenant and 
was resolved by contacting the customer who clarified the name change 
with no further action required. The final, open complaint is a request for 
general assistance in completing recertification; the customer will be 
contacted to receive the requested assistance. 

 
2.4 Miscellaneous 

CPUC Resolution M-4835 and D.19-07-015 established a permanent set 
of emergency disaster customer protection measures that the utilities are 
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mandated to implement in the event of a declared emergency. In response 
to the mandated customer protections, SCE has implemented a CARE 
post-enrollment verification (PEV) freeze to low-income customers 
impacted by the California emergencies / events for a period of one year 
commencing from the date the Governor of California issued an 
emergency proclamation due to a disaster. 

Per Resolution M-3835 and D.19-07-015, the following table shows a list 
of affected counties currently under emergency protections.  

 
Date of Proclamation Disaster Name Affected County  

8/31/2022 Fairview Fire Riverside 
9/16/2022 Tropical Storm Kay Multiple Counties 
11/19/2022 Route Fire Los Angeles 
1/4/2023 Winter Storms Multiple Counties 

 

Recertification Extensions 

SCE identified that our new SAP-based customer service system cannot 
initiate more than 4,500 recertification requests per day or risk potential 
system failures which would result in recertification requests not being 
mailed. To ensure all customers receive their recertification requests, the 
system will issue the first 4,500 requests and extend the due dates for the 
additional recertifications to a day that has a lower volume of requests. 
See the following table for an example: 

Sample of Recertification Extension Methodology 

 

 

2.5 Pilots and Studies 

2.5.1  CARE Program Studies 

2022 Low Income Needs Assessment (LINA) Study 

The statewide Low Income Needs Assessment (“2022 LINA Study”) is a 
statewide study project-managed by SCE. The contractor hired to conduct 
the study is Evergreen Economics. The objective of the 2022 LINA Study 
is to better understand the needs of low-income renters. In terms of status, 
the research plan was finalized in March 2021. Since then, a market 
characterization has been conducted based on current census data, 
interviews with CBOs and contractors were conducted, the data collection 
sampling plan was finalized, and data collection instruments have been 
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developed. The project was completed as of December 9 and the final 
report and appendices are available on the CALMAC website as well as 
the CPUC’s PDA  

2022_LINA_Appendicies_120922_FINAL (calmac.org)  

2022_LINA_Report_120922_FINAL (calmac.org) 

ESA/CARE Categorical Study 

The statewide Categorical Study will examine the relative alignment of the 
means-tested programs currently used as proxies for low income to enable 
enrollment in ESA, CARE and FERA. The study will also examine other 
programs and the potential of the programs to facilitate automatic 
enrollment in the income qualified programs. SDG&E is the contract 
manager for the study.  During January 2023, the consultant continued to 
categorize programs based on their overall alignment across various 
criteria such as documentation of eligibility, unit of qualification, income 
level and routes to qualification. The consultant also drafted a memo 
outlining their approach and rationale as well as summarizing programs 
and the work to date. This information was shared with the study working 
group. The memo is expected to be used as framework for final report. 
The consultant expects to provide draft results for review in Q1 2023.  

CARE CHANGES Evaluation 

The CHANGES program will have two evaluations during the program 
cycle. The CPUC’s Customer Affairs division is leading the evaluation 
with assistance from Energy Division staff. PG&E is managing the 
contract on behalf of the four IOUs and the CPUC. The current evaluation 
is being conducted by Opinion Dynamics. During January 2023 the 
consultant continued to survey participating customers. In addition, they 
began to draft the final report. Other study activities including an 
assessment of CBO data gaps and population and cost-benefit analysis are 
expected during Q1 2023. 

2.5.2  CARE Program Pilot (Outbound PEV Pilot) 

SCE has been meeting with the other statewide IOUs to simultaneously 
conduct a coordinated nine-month outbound call pilot for “attempted but 
failed” Post-Enrollment Verification (PEV) households. These meetings 
have allowed the IOUs to discuss operational workflows and reporting 
requirements. The Outbound PEV Pilot launched on June 1, 2022t. An 
SCE representative is calling customers who have submitted incomplete 
verification documentation sets to inform them of what they need to 
complete the request and answer any questions the customer may have. 

 

3 FERA EXECUTIVE SUMMARY 

3.1 FERA Program Summary 
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The FERA program is a low-income energy rate program that provides a monthly 
discount to qualifying households in SCE’s service territory. To qualify for FERA, 
households of three or more must have income above 200% of the Federal Poverty 
Guidelines and be at or below 250% of the Federal Poverty Guidelines. Through 
FERA, customers can save about 18% a month on their electric bill. Income 
qualified customers include residential single-family households and customers in 
sub-metered residential facilities. 

Please provide FERA Program summary costs. 

The following table provides the FERA budget ad expenses by category.8  

FERA Budget Categories 
Authorized 

Budget 
Expenses Year-to-

Date 
% of 2022 Budget 

Spent 

Outreach  $729,765   $(19) 0% 

Processing / Certification 
Re-certification 

 $392,986   $5,400  1% 

Post Enrollment Verification   $124,101   $899  1% 

IT Programming  $30,000   $-  0% 

Pilot(s)  $-   $-  0% 

Studies  $54,000   $-  0% 

Regulatory Compliance  $18,797   $-  0% 

General Administration  $44,420   $731  2% 

CPUC Energy Division  $4,375   $-  0% 

Total Expenses  $1,398,444   $7,012  0% 

Subsidies and Benefits  $37,353,692   $855,383  2% 
Total Program Costs & 
Discounts 

 $38,752,136   $862,394  
2% 

 

Provide the FERA Program enrollment rate to date. 

FERA Enrollment 

Participants 
Enrolled 

Eligible 
Participants 

Enrollment 
Rate 

26,023 221,674 12% 

3.2 Outreach 

 
8 FERA budget reflects what was authorized in D.21-06-015 at 472, OP 1. 
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3.2.1 Discuss utility outreach activities and those undertaken by 
third parties on the utility’s behalf. 

The CARE and FERA outreach efforts and communications to SCE’s in-
language and underpenetrated areas continue to be a priority. SCE’s 
CARE/FERA programs partner with internal departments such as Local 
Public Affairs (LPA), Consumer Affairs, Marketing, Corporate 
Communications, Strategic Engagement, and Business Solutions. SCE 
also conducts external outreach efforts with various chambers, 
foundations, faith-based and community-based organizations in different 
activities that target SCE’s hard-to-reach customer base. 

SCE continues to provide all customers who contact SCE’s Customer 
Contact Center (CCC) to request payment arrangements the opportunity to 
sign up for CARE/FERA immediately.  

SCE marketing effort distinguishes CARE and FERA customers by 
having noticeable differences in the campaign, understanding the 
demographics and target audience for each program, and tailoring the 
marketing to the specific groups. SCE is ramping up outreach activities to 
FERA customers to meet the 50% penetration goal by 20239. This 
campaign will help target FERA customers in a different way than 
previous years. SCE will engage customers in multiple channels to fit the 
customers’ preferred way to communicate via social media, text message 
campaigns, direct mail, email, sce.com, webinars, community-based 
organizations, and banner ads in applications. SCE will increase its digital 
communication and email methodology for efficient and effective 
marketing to grow FERA participation.  

Direct Marketing 

SCE targets customers who may be eligible for and benefit from income qualified 
programs. FERA customers can receive an average of 18% off their bill. In 
December 2022, approximately 48,904 emails were sent out for FERA and 
approximately 49,599 direct mail pieces were sent to potential FERA applicants. 
See an illustration of a marketing piece, below. 

 

 
9 D.21-06-015, OP 24. 
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FERA Marketing Piece 
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Community Outreach & Engagement 

SCE increased its collaboration with CBO. SCE shared information with CBOs 
which in turn shared it with their constituents. The resources include information 
regarding rates, wildfire and emergency preparedness, CARE/FERA/ESA, and 
the Medical Baseline Allowance program.   

FERA Partners (Capitation Agencies) 

Capitation Agencies 

ESA Leads N/A 
FERA Enrollments 1 

FERA Recertifications N/A 

3.3 FERA Recertification Complaints 

3.3.1  Report the number of customer complaints received (formal 
or informal, however, and wherever received) about their FERA 
recertification efforts, with the nature of the complaints and 
resolution. 

There were no FERA recertification complaints for the month of January.  

3.4 Pilots and Studies 

3.4.1 FERA Program Studies 

The statewide Categorical Study is examining alignment of the means-
tested programs currently used as proxies for low income to enable 
enrollment in ESA, CARE and FERA. The study also examines other 
programs and the potential of the programs to facilitate automatic 
enrollment in the income qualified programs. SDG&E is the contract 
manager for the study.  During January 2023, the consultant continued to 
categorize programs based on their overall alignment across various 
criteria such as documentation of eligibility, unit of qualification, income 
level and routes to qualification.  The consultant also drafted a memo 
outlining their approach and rationale as well as summarizing programs 
and the work to date. This information was shared with the study working 
group. The memo is expected to be used as framework for final report 
anticipated to be shared in coming months.   

3.4.2 FERA Program Pilot 

FERA currently has no program pilot underway.  
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4 APPENDIX A – ESA, CARE, AND FERA PROGRAM TABLES 

4.1 ESA Program Summary Expenses 

ESA Program - Table 1 - Main Program (SF, MH, MF In-Unit) Expenses 

ESA Program - Table 1A – MF In-Unit, MF CAM, MFWB, Pilot(s) and CSD 
Leveraging Program Expenses 

ESA Program - Table 2 - Program Expenses & Energy Savings by Measures Installed 
(SF, MH, MF In-Unit) 

ESA Program - Table 2A - Program Expenses & Energy Savings by Measures Installed 
(Multifamily Common Area) 

ESA Program - Table 2B - Program Expenses & Energy Savings by Measures Installed 
(Multifamily Whole Building) 

ESA Program - Table 2C - Program Expenses & Energy Savings by Measures Installed 
(Pilot Plus and Pilot Deep) 

ESA Program - Table 2D – Program Expenses & Energy Savings by Measures Installed 
(Building Electrification Pilot) 

ESA Program - Table 2E - Program Expenses & Energy Savings by Measures Installed 
(Clean Energy Homes New Construction Measures) 

ESA Program - Table 2F - Program Expenses & Energy Savings by Measures Installed 
(CSD Leveraging) 

ESA Program - Table 3A, 3B, 3C, 3D, 3F, 3G & 3H - Average Bill Savings per Treated 
Home 

ESA Program - Table 4A, 4B, 4C, 4D & 4E – Homes/Buildings Treated 

ESA Program - Table 5A, 5B, 5C, 5D, 5E & 5F - Program Customer Summary 

ESA Program - Table 6 - Expenditures for Pilots and Studies 

ESA Program – Table 7 – Customer Segment Participation/Enrollments  

ESA Program – Table 8 – Clean Energy Referral, Leveraging, and Coordination 

ESA Program – Table 9 – Tribal Outreach 

4.2 CARE Program Tables 

CARE Program - Table 1 - CARE Overall Program Expenses 
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CARE Program - Table 2 - CARE Enrollment, Recertification, Attrition, and 
Penetration 

CARE Program - Table 3a & 3b - CARE Post-Enrollment Verification Results (Model 
& High Usage) 

CARE Program - Table 4 - Enrollment by County 

CARE Program - Table 5 - Recertification Results 

CARE Program - Table 6 - Capitation Contractors 

CARE Program - Table 7 - Expenditures for Pilots and Studies 

CARE Program - Table 8 - Disadvantage Communities Enrollment Rate 

CARE Program - Table 8a - Top 10 Lowest Enrollment Rates 

4.3 FERA Program Tables 

FERA Program - Table 1 - FERA Overall Program Expenses 

FERA Program - Table 2 - FERA Enrollment, Recertification, Attrition, and Penetration 

FERA Program - Table 3a & 3b - FERA Post-Enrollment Verification Results (Model 
& High Usage) 

FERA Program - Table 4 - Enrollment by County 

FERA Program - Table 5 - Recertification Results 

FERA Program - Table 6 - Capitation Contractors 
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