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PROGRAMS 

In accordance with Decisions (D.) 12-08-044, 16-11-022, and 21-06-015 and the annual 

reporting directives contained therein, Pacific Gas and Electric Company (PG&E) files the 

attached Annual Report on the results of its Energy Savings Assistance (ESA), California 

Alternative Rates for Energy (CARE), and Family Electric Rate Assistance (FERA) program 

efforts for 2024.  This current Annual Report includes additional 2024 FERA program data for 

recertification and Post-Enrollment Verification outcomes that were not included in PG&E’s 

FERA Program 2024 Annual Report.1   

PG&E is filing and serving this annual report in Application (A.) 19-11-003, et al.  

 
1 A.19-11-003, et al, Pacific Gas and Electric Company Family Electric Rate Assistance Program 2024 
Annual Report (Mar. 3, 2025).  
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2024 Energy Savings Assistance, California Alternate Rates for Energy and Family Energy 
Rate Assistance Programs Executive Summary 
 
Pacific Gas and Electric Company (PG&E or Company) is pleased to submit its Energy Savings 
Assistance (ESA) and California Alternative Rates for Energy (CARE) programs’ annual report 
and Family Electric Rate Assistance (FERA) program data tables1 to the California Public Utilities 
Commission (CPUC or Commission) for the reporting period January 1, 2024 through December 
31, 2024. PG&E filed its 2024 FERA program annual report to the CPUC on March 3, 2025, as 
required by Senate Bill (SB) 1130 (Chapter 457, Statutes of 2024).2  PG&E incorporates by 
reference its 2024 FERA annual report.3  
 
ESA, CARE, and FERA are long-standing programs in PG&E’s service territory that are 
designed to deliver benefits to income-qualified households.  ESA provides both homeowners 
and renters residing in all types of housing with no-cost weatherization, energy efficient 
appliances and energy education, assisting them in increasing the health, safety, and comfort of 
their home along with reducing their energy use and associated expenses. CARE and FERA 
offer a bill discount on gas and/or electricity for qualifying households, thereby reducing the 
energy burden for households most impacted by energy costs. 

 
 

1 In compliance with CPUC Decision (D.) 16-11-002 as modified by D.17-12-009, and as directed by D.21-
06-015. 
2 Cal. Pub. Util. Cod. Sect. 739.12(d). 
3 A.19-11-003, et al, 2024 Annual Report of Pacific Gas and Electric Company (U 39 M) on the Results of 
its Family Electric Rate Assistance Program, (March 3, 2024). 
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ENERGY SAVINGS ASSISTANCE PROGRAM ANNUAL REPORT 
 

1. ENERGY SAVINGS ASSISTANCE PROGRAM EXECUTIVE SUMMARY 
 

At the portfolio level, the ESA program nearly exceeded all energy savings goals, which for 2024 
combines ESA Main’s and the Northern-Multifamily Whole Building (N. MFWB) program’s 
results.4 PG&E exceeded the 2024 kW goal (422% attainment, or 12,399 kW) and Therms goal 
(112% attainment, or 1,554,579 Therms) but fell slightly short on the kWh goal (99% attainment, 
or 33,951,373 kWh). The primary reasons ESA did not meet or exceed the kWh goal are due to 
the slower-than-anticipated ramp up and implementation of the N. MFWB program, and related 
issues, which are further detailed in the sub-program discussions below: 
 
ESA Main: In 2024, PG&E continued to implement the ESA Program that emphasizes energy 
savings for income-qualified households with results that generally met or exceeded the 
benchmarks established by the Commission in D.21-06-015. PG&E’s Main ESA program treated 
50,768 homes (93% of treatment goal) resulting in expected energy savings of more than 11,000 
kW (384% of portfolio goal), 29M kWh (86% of portfolio goal), and 1.3M therms (97% of portfolio 
goal) at a total program cost of $112,518,356 (94% of the annual authorized budget) for PY 
2024. 
 
PG&E attributes its ability to sustain ESA Main program outcomes in 2024 to 1) its data-driven 
program management focused on results/goal attainment to identify potential gaps and make 
adjustments to mitigate shortfalls; 2) the ongoing proactive engagement with its ESA 
implementers and contractors to understand implementation challenges in real time and 
problem-solve collaboratively to serve income-qualified customers; and 3) continued efforts to 
seek leveraging opportunities with program partners and 4) adopting measures that deliver 
higher savings to maximize savings potential. Some of these are further discussed in Section 1.1 
ESA Program Summary. 
 
Pilot Plus/Pilot Deep: 2024 was the third year of the Pilot’s implementation, and the first full 
year of consistent and reliable performance in the overall pilot lifecycle. During the year, the Pilot 
expanded its footprint to include additional areas like Fresno, managed a consistent project 
pipeline as well as treatment of eligible homes with positive outcomes. In 2024, the Pilot 
expended $9,821,489 in total program cost and completed treatments of 295 homes with 
estimated energy savings ranging from 11 to 13 % for the Plus Tier and 23 to 28 % for the Deep 
Tier, well within the savings ranges specified by the Commission in D.21-06-015.5   
 
Throughout 2024, Pilot activity consisted of ongoing and new project installations, quarterly 
outreach campaigns, workforce development, and continuous improvement (adopting lessons 
learned from various forms of feedback). Notable achievements included over 400 projects 
scheduled, several new measures implemented, including electrification measures, and 

 
 

4 D. 21-06-015, Attachment 1, Table 5, approves energy savings goals at the portfolio level that include 
Main ESA, MF-in unit, MF CAM and MFB, but does not include Pilot Plus/Deep. PG&E’s 2024 portfolio 
goals are: 34,253,799 kWh; 2,941 kW, and 1,393,298 Therms.  
5 D.21-06-015, Attachment 2- Guidance of the Energy Savings Assistance Program’s Pilot Plus and Pilot 
Deep Program, sets a 5-15% savings threshold for Pilot Plus, and 15%-50% for Pilot Deep. Savings 
summarized here are ex-ante, meaning preliminary estimates based on energy modeling software. Meter-
based analysis will provide more accurate savings estimates when available. 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

 

 

5 
 

 

preparations for the Pilot's formal evaluation. Partnerships continue to be a focus to advance the 
Pilot's reach and impact.  
 
These preliminary results from the Pilot suggest that deeper savings are achievable, however 
savings obtained are at nine to ten times the average costs of treatment in ESA Main.6 
 
Northern Multifamily Whole Building Program: In 2024, the N. MFWB program made gains in 
its first year of implementation since the program launched in mid-2023. The program completed 
treatment for 25 whole building projects and 17,771 in-units (compared with zero whole building 
project and 3,468 in-units treated in the six months when the program was operational in 2023) 
for an estimated 4.59M kWh and more than 200K therms saved, and with a solid project pipeline 
going into 2025. 
 
During the year, the N.MFWB program continued its ramp-up efforts through proactively 
collaborating with external program partners, such as the California Department of Community 
Services and Development (CSD)’s Low-Income Weatherization Program (LIWP), TECH Clean 
California and the Solar on Multifamily Affordable Housing (SOMAH) program, to identify 
leveraging opportunities that streamlined cross-program referrals and reduced measure costs for 
N. MFWB program participants, thereby making the program more attractive to property owners. 
Additionally, the program actively engaged in reaching affordable housing communities and 
building the N. MFWB program pipeline through various outreach efforts. 
 
Despite the progress made to ramp-up the program, PG&E maintains a low-confidence outlook 
on the N. MFWB program’s ability to meet the cycle goals prescribed in the D.21-06-015. This is 
based on PG&E’s experience thus far of a delayed program launch and longer project 
completion timeline for whole building projects, and also observations of limited treatment 
opportunities in a segment where other programs including the Bay Area Multifamily Building 
Enhancement Program (BAMBE), and programs administered by the Sacramento Municipal 
Utility District (SMUD) and Regional Energy Networks (RENs) are competing for whole building 
projects in PG&E’s service territory. This experience, coupled with the ambitious energy savings 
goals, is likely to continue to challenge the N. MFWB program in meeting its goals for the 
remaining of the program cycle. 
 
 

1.1. Energy Savings Assistance Program Overview 
 

1.1.1. Provide a summary of the Energy Savings Assistance Program 
elements as approved in D.21-06-015. 

 
The Commission in D.21-06-015 authorized a new ESA, CARE, and FERA program 
funding cycle beginning July 1, 2021, through December 31, 2026. PG&E’s overall program 
cycle budget is approximately $972.06 million (M) for ESA (including ESA Main, MFWB, 
and PP/PD programs). The Commission also made homes treated a target rather than a 
goal beginning in 2022, approved the Energy Division’s (ED) proposed ESA program 
concept on a pilot basis (i.e., the ESA PP/PD program) to commence in 2022, and 
established a new ESA MFWB program that commenced in 2023. 
 
 

 
 

6 See Table 1.9.1.3, Simplified Cost and Savings Comparison: ESA and Pilot Plus/Deep. 
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ESA Main Program 

 
 
PG&E’s 2024 ESA Main (single-family, mobile homes, and multifamily in-unit) program 
provided 50,768 households with energy efficiency (EE) and health, comfort, and safety 
improvements. The ESA Main program installed measures and associated reduced 
energy use in 2024 was 29,359,749 kWh and 1,353,860 therms – the equivalent offset of 
an estimated 29,639 tons of greenhouse gas (GHG) emissions. In addition to energy use 
reduction, households treated by the ESA Main program also received, on average, an 
estimated lifetime bill savings benefit of $1,773.  
Table 1.1.1.1.1 below compares ESA Main’s results for PY 2024 to PY 2023 
 

ESA Table 1.1.1.1.1 ESA Main Comparison (PY 2024 vs. PY 2023) 

 PY 2024 PY 2023 
% Increase  

(PY 2024 from PY 
2023) 

Avg. Measure Costs Per 
Home 

 
$1,914 

 
$1,650 

 
31% 

Avg. Est. Lifetime Bill Savings 
Benefit  $1,773 

 
$1,155 

 
54% 

Avg. Year One kWh Savings 
per Home 578 kWh 

 
438 kWh 

 
16% 

 

ESA Table 1.1.1.1 
PY 2024 ESA Main Program Summary 

 
2024 Authorized/ 

Forecasted Planning 
Assumptions 

2024 Actual %[b] 

January 1-December 31, 2024 
Budget [a] $120,139,102 $112,518,356 94% 

Administrative Budget [a] $14,832,260 $9,063,788 61% 

Total Homes Treated 54,876 50,768 93% 

kWh Saved[b] 34,253,799 29,359,749 86% 

kW Demand Reduced[b] 2,941 11,292 384% 

Therms Saved 1,393,298 1,353,860 97% 

GHG Emissions Reduced 
(Tons) 

N//A 29,639 N/A 

[a] D.21-06-015, Attachment 1, Table 8.  Detailed information can be found in Appendix A of this report: 
ESA Table 1 -ESA Main (SF, MH, MF In-Unit) Overall Program Expenses. 
[b] Per Table 5 of Attachment 1, D.21-06-015, the 2024 energy savings goals for kWh, kW, and therms 
include ESA Main and MFWB; however, the above table reports actual results only from ESA Main and 
does not include results from MFWB. 
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These results indicate that PY 2024 delivered deeper (16%) energy savings and 
estimated lifetime bill savings (54%) to customers than PY 2023, but at a 31% higher 
measure spend. In both PYs, the investment in measure costs only (excluding 
administrative costs) was higher than the amount customers can expect to save on their 
energy bills for the lifetime of the measures.  
PG&E was able to offset some of the increased measure spend in 2024 by reducing its 
overall ESA portfolio administrative spend by eight percent from PY 2023 to PY 2024, 
primarily due to increasing efficiency through automating manual reporting and 
streamlining invoicing processes. The administrative spend reduction occurred while 
PG&E maintained a similar level of home treatments in ESA Main, as well as ramped up 
N. MFWB and PP/PD.  
ESA Main’s overall bill savings/cost ratio improved from 2023 to 2024, as the ESA Cost 
Effectiveness Test (ESACET) increased from 0.81 in 2023 to 1.08 in 2024, exceeding the 
0.70 target.7 The main drivers for an increased 2024 ESACET included higher energy 
savings measures and a higher avoided cost for gas (an input to the ESACET 
calculation) as compared to 2023.  
Throughout the year, PG&E actively monitored its program progress and expenditures 
and proactively engaged with its ESA implementers and contractors to resolve challenges 
to drive results. PG&E also continued to look for opportunities to deliver higher savings 
through partnerships such as Low-Income Energy Assistance Program (LIHEAP) and 
TECH. Some of the notable 2024 efforts are detailed below: 
Data-Driven Program Management 

 Continued data-driven targeting and segmentation to identify key markets, highest 
needs states, and households with higher energy savings potential.  

 ESA Main’s Marketing, Education, and Outreach (ME&O) initiatives utilized 
proven customer targeting methods and generated more program applications for 
ESA contractors, exceeding the internal application goal. 

Contractor Support and Collaboration for Positive Program Outcome 

 In 2024, PG&E brought back in-person contractor meetings and conducted three  
meetings with contractors working in the ESA Main Program. The in-person 
meetings increased the ability to have additional candid conversations which 
revealed several contractor challenges that started to be addressed in late 2024, 
including reducing administrative burden around invoicing and need for higher 
non-supplied material compensation caps to reflect inflation and increasing 
material costs for some measures.  

 ESA Main contractors were invited to two in-person listening sessions with 
PG&E’s Central Inspection Program Team to learn about the inspection process, 
commonly identified mistakes in installation process or missed opportunities. This 
helped improve the inspection pass rates and customer satisfaction by reducing 
return correction visits. 

 
 

7 Appendix A includes ESA Table 3 – Program Cost Effectiveness which reports the ESACET, as well as 
the Resource Test, TRC, PAC, and RIM test results for ESA Main, the N.MFWB, and Pilot Plus/Deep 
programs.  
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 In support of continuous improvement in workforce education and training, in 2024 
PG&E Energy Training Center offered two supplemental Natural Gas Appliance 
Testing (NGAT) hands-on practical classes. This allowed ESA contractors to 
obtain additional experience performing NGAT on infrequently encountered older 
appliances to help them feel comfortable performing NGAT testing on these 
appliances to identify potential issues.  

Efforts for Improved Customer Experience 

 In September, PG&E transitioned its ESA Customer Satisfaction Survey to a new 
platform (Salesforce Marketing Cloud or SFMC). This enhancement allowed the 
ESA program to have a more timely and user-friendly interaction with ESA 
customers upon completion of treatment. As a result, PG&E saw a seven percent 
increase in survey response. 
 

 Furthermore, customer satisfaction increased by two percent, to an overall score 
of 86%, compared to the prior year. 

 
Leveraging Partnerships and ESA Measure Modification Process to Maximize Benefits to 
Customers 

 ESA Main Program leveraged the TECH Clean CA Program. Out of 101 Heat 
Pump Water Heaters upgraded from electric resistance water heaters, 28 percent 
were made possible due to remediation costs being covered by the TECH 
Program. 

 Leveraged the ESA Working Group’s (WG) measure modification protocol to 
obtain stakeholder approval to modify multiple measures to improve savings 
outcomes and cost-effectiveness. The following measures were introduced in 
2024: Smart Fan Controller (SFC), Lifecycle Refrigerant Management (LRM), and 
Smart Keyboard (N. MFWB only). 
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MFWB Summary 
 

ESA Table 1.1.1.2 
2024 ESA N. MFWB Program Summary 

 
2024 Authorized 

Budget/Forecasted 
Planning 

Assumptions 
2024 Actual % 

Budget [a] $72,998,933 $22,617,566 31% 

Administrative Budget [a] N/A N/A N/A 
Properties Treated [b] 25 25 100% 
Households Treated [b] 21,054 17,771 84% 
kWh Saved [c] 5,048,858 4,591,624 91% 
kW Demand Reduced N/A 1,107 N/A 
Therms Saved [c] 245,540 200,719 82% 
GHG Emissions Reduced (Tons) N/A 4,546 - 
[a] D.21-06-015, Attachment 1, Table 8.  MFWB program budget includes In-Unit (after May 2023), CAM 
and WB, SPOC, CSD Leveraging, and Implementer administrative budget categories as shown in 
Appendix A of this report: ESA Table 1A - Program Expenses Summary. 
[b] Forecasted planning assumptions for Properties and Households treated are based on PG&E’s internal 
reforecast from June 2024.  
[c] Forecasted planning assumptions for kWh saved and Therms saved are based on D.21-016-015, Table 
16: Approved MFWB Household Treatment Targets, PYs 2023-2026. 

 
 

PG&E continued to observe a slow ramp up of N. MFWB program property treatments 
with the first whole building property treated and inspected in the fourth quarter of 2024. 
In April, PG&E identified the issue of slow ramp up and forecasted a 15% shortfall in the 
ability to meet portfolio kWh year-end goal. Through implementation of various strategies 
and reforecasting, the year-end gap to target was reduced to 1%. These strategies 
included increasing N. MFWB in-unit treatments, introducing new high energy saving 
measures in both ESA Main and N. MFWB, and deploying targeted marketing campaigns 
for customers who may qualify to receive high energy saving measures. 
Between January-December 2024, PG&E’s N. MFWB program completed 17,771 in-unit 
treatments8 with 4,251,175 kWh savings and 192,810 therm savings in 2024. 
Additionally, PG&E’s N. MFWB program completed 25 whole building projects in Q4 2024 
with 340,449 kWh savings and 7,909 therm savings in 2024. The following activities were 
also completed to build its pipeline of properties: 

 Enrolled 151 properties into the program in 2024. 
 Completed 217 on-site audits in 2024. 
 Issued 106 project approval letters in 2024 that reserve the whole building 

incentive amount. 

While the program has successfully completed 25 whole building projects, there 
remained challenges that need to be addressed. So far, the ramp-up of whole building 

 
 

8 Treatment refers to a completed in-unit dwelling project.  
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projects has resulted in lower-than-expected savings, reduced number of eligible 
properties and smaller project scopes when compared to PG&E’s previous CAM 
program. Additionally, the market for whole building projects appears to be saturated with 
competing programs and properties that have already received treatment within the past 
twelve months. As a result, many of these properties only qualify for minimal measure 
treatments such as outside lighting, smart thermostats, and pool pumps.  
Although the program completed 25 whole building projects, the total per kWh for these 
projects was high, as illustrated in Table 1.1.1.2.1 below: 
 

ESA Table 1.1.1.2.1 2024 N. MFWB (WB and In Unit) Costs and Savings vs. ESA Main 

 MFWB - WB  MFWB - In-Unit  
ESA Main  

Number of completed projects  25 17,771 50,768 
Total kWh Savings 340,499 4,251,176 29,359,749 
Total Measure Costs   $806,640 $14,583,696 $97,191,574 
Cost per kWh (Measure Costs)  $2.36 $3.43 $3.31 
Total Program Costs  $5,217,193 [a] $14,254,122[a] $112,518,356 
Cost per kWh (Total Costs) $15.32 $3.35 $3.83 
[a] Total Program costs for MFWB in this table exclude the vendor administration cost, SPOC, and CSD 
leveraging.  

 
 

Given the substantial expenses associated with the whole building projects and the 
relatively low return on savings, PG&E looks forward to results from the forthcoming 
program evaluation of the effectiveness of the MFWB program to determine whether the 
whole building projects are providing the expected value and explore any potential 
adjustments or improvements that could be made and whether it is a cost-effective use of 
ESA program funds. The evaluation is expected to take place in 2027 and 2028, once 
sufficient post-treatment data is available for analysis. Despite the challenges, PG&E’s 
notable milestones for the N. MFWB in 2024 include: 

 Completed the first whole building project in October of 2024. 
 Launched a new advanced keyboard measure for in-unit in November 2024. The 

Advanced Keyboard measure connects via a wired connection to the computer 
and monitor setup and uses radar sensing to enable much shorter countdown 
timer settings thus being more energy efficient for customers. 

 Completed the 20,000th in-unit treatment (since the program launched) in 
December 2024. 

 Completed the first electrification project that commenced in Q1 2024 in 
December 2024. 

 Drafted electrification policy that was to be presented to the ESA statewide 
working group in February 2025. 

PG&E was proactive in collaborating with external program partners to identify leveraging 
opportunities that streamlined cross-program referrals and reduced measure costs for 
MFWB program participants. This helped to make the program more attractive to property 
owners. These efforts include: 

 Continued to meet with the Solar on Multifamily Affordable Housing (SOMAH) 
program administrator regularly to discuss further coordination, referral strategy 
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and to align the N. MFWB audit report to meet the SOMAH program’s 
requirements. 

 Explored additional pathways to promote leveraging with California Department of 
Community Services and Development (CSD) Low-Income Weatherization 
Program (LIWP), TECH Clean California and SOMAH. This helped PG&E to have 
several properties in the 2024 program pipeline that are committed to leveraging 
these programs. 

 Collaborated with the California Market Transformation Administrator (CalMTA) to 
explore room heat pump measure and to coordinate on identifying a property in 
2024 to pilot the measure. 

To overcome the challenge of reduced eligible properties (partly due to competition from 
other programs in the space as described in the Executive Summary), PG&E was actively 
engaged in reaching affordable housing communities and building the N. MFWB program 
pipeline through various outreach efforts. Outreach activities in 2024 included: 

 Conducted a series of four webinars attended by over 40 potential new trade 
allies and launched a contractor resource page on PG&E’s program website. 

 Launched a direct mailer campaign to over 5,000 properties.  
 Launched a program video to increase ESA program awareness and provide an 

overview of the program.  
 Hosted two webinars: one targeting housing authorities and one for property 

owners. N. MFWB also participated in a webinar hosted by PG&E’s Single Point 
of Contact (SPOC) on EE and electrification including reps from N. MFWB, LIWP, 
SOMAH, Bay Area Multifamily Building Enhancements Program (BAMBE), CA 
Energy-Smart Homes, TECH Clean California, and GoGreen Financing. 

 Delivered eight quarterly newsletters including a series of four for a general 
audience and series of four for a contractor audience. 

 Conducted outreach at six events in addition to more local events and scheduled 
in-person meetings. Events attended include East Bay Rental Housing 
Association Expo, Non-Profit Housing Association (NPH) Affordable Housing 
Conference, East Bay Rental Housing Association Expo, Southern California 
Association of Non-Profit Housing (SCANPH), San Diego Housing Federation 
Annual Conference, and Marcus and Millchap Northern California Multifamily 
Forum 2024. 

o N. MFWB program team presented at the San Joaquin Valley Affordable 
Housing Summit.  

Over the course of a full year of implementation in 2024, PG&E continuously refined its 
program processes to better support the affordable housing market. These lessons and 
the strategies developed to overcome challenges include:  

 Updated the whole building audit report to include estimated incentives for eligible 
measures. Delivering incentives with the audit report increases transparency for 
customer and contractor, helping to reduce scoping timeline. 

 Adopted a streamlined enrollment process for deed-restricted properties that 
allows properties to self-certify compliance with income requirements. While the 
self-certification income eligibility policy update was hypothesized as a solution to 
reduce barriers during the enrollment process. As a result, some deed-restricted 
properties chose to rely on program staff to assist them with calculations and 
eligibility determination. 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

 

 

12 
 

 

 Launched in-unit measure acceptance form to improve communication and 
transparency of in-unit measures to be installed. PG&E learned that property 
owners, specifically asset managers, may need additional education of the 
benefits of in-unit services and prefer to be involved in the process.  

 Continued a proactive outreach approach to overcome customer delays to finalize 
scopes of work. PG&E’s N. MFWB program implementer has reported anecdotally 
that delays are often due to constrained resources that property owners report 
having, especially when projects are not fully funded. 

PG&E connected N. MFWB program participants with the SPOC referral program for 
program leveraging opportunities available including other EE financing and incentive 
programs offered by Investor-Owned Utilities (IOUs), Community Choice Aggregators 
(CCA), RENs, air quality management districts, water districts, and state or federal 
entities. 
In 2024, PG&E’s SPOC tracked over 73 programs focusing on multifamily housing 
throughout California and referred 771 customers to 49 different programs. N. MFWB and 
PG&E’s SPOC worked collaboratively to provide customers with a scope of work 
leveraging services to maximize energy savings potential. 
 
Pilot Plus/Pilot Deep Summary 
 
 

ESA Table 1.1.1.4 
2024 ESA Pilot Plus and Pilot Deep Program Summary 

 
2024 Authorized Budget/ 

Forecasted Planning 
Assumptions [c] 

2024 Actual [d] % 

Budget [a], [b] $21,280,857 $9,821,489 46% 
Homes Treated  - 295 - 
kWh Saved (Plus = 5-15%) - 84,709 - 
kWh Saved (Deep = 15-50%) - 132,197 - 
kW Demand Reduced - 279 - 
Therms Saved (Plus = 5-15%) - 8,865 - 
Therms Saved (Deep = 15-50%) - 17,978 - 
GHG Emissions Reduced (Tons) - 318 - 
[a] D.21-06-015, Attachment 1, Table 8 details the authorized budget for the Pilot. The Decision (D.) also 
authorizes fund shifting between years within the Pilot.  Unspent funds from 2023 were shifted into 2024. 
[b] Actual expense for 2024 includes a combination of paid expenses and accrued expenses. 
[c] Home treatment, kW demand reduction, and GHG emissions reduction targets were not included in 
D.21-06-015. PG&E will report on actual achievements upon completion of home treatment. 
[d] Energy savings are reported based on best available information at the time. Pre- and post-installation 
savings are derived from energy modeling software.  The energy modeling software estimates savings 
within +/- 10% certainty.  PG&E intends to report the lower value in this range as interim savings until 
meter-based savings estimates are reportable (typically 12 months post installation). 

 
 
ESA Pilot Plus and Pilot Deep (collectively, “the Pilot”), approved under D.21-06-015, 
aims to achieve 5-50% energy savings per home by building upon existing ESA Program 
offerings and investing more per project. Focus areas include comprehensive measure 
packages, deeper savings for low-income households, positive bill impacts, equitable 
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participation, and customer-centric delivery. The pilot’s evaluation will focus on the long-
term benefits, scalability, and cost-effectiveness of the pilot’s approach.9 
 
Following a competitive solicitation, PG&E commenced the Pilot with a third-party 
implementer in June 2022. Significant growth occurred throughout 2023 and 2024. By the 
end of 2024, 351 projects were fully installed since inception, and over 200 more were 
underway. The Pilot is set to operate through 2026. 
 
Throughout 2024, the following efforts represented the majority of activities involved in 
managing and expanding the Pilot: 
 

 Significant project initiation and completion, with nearly 500 project installations 
scheduled, and 295 fully installed projects in 2024. 

 Preparation and execution of quarterly outreach campaigns, each with 
incremental adjustments in data-driven customer targeting. 

 Conducting workforce development initiatives, including contractor interviews, 
quality assurance training sessions, and workshops on electrification measures for 
subcontractors. 

 Expansion of outreach and installations into Climate Zone 13, particularly in the 
Fresno area. 

 Seeking partnerships with local organizations and installation contractors to 
advance the Pilot’s reach and impact. 

 Installation of several electrification measures, including heat pump HVAC 
systems, heat pump water heaters, induction cooktops, and heat pump dryers. 

 Evaluation of new measures, such as cool roofs, for inclusion in the Pilot. 
 Selection of a third-party Pilot evaluator, kick-off of the evaluation process, and 

provisioning data to support evaluation efforts. 
 
 
Additional Pilot updates are provided in Section 1.9.1, including a summary of progress 
since pilot inception, an overview of challenges and opportunities which emerged in 2024, 
plans for 2025, and information about the Pilot’s formal evaluation. 
 

 
ESA Table 1.1.1.5 

2024 Single Family Affordable Solar Homes (SASH) and Multifamily Affordable 
Solar Housing (MASH) Unspent Funds (Electric IOUs Only) [a] 

 2024 Authorized 
Budget 2024 Actual % 

Budget  $9,566,416 N/A N/A 
[a] PG&E AL 7028-E was disposed and effective on October 20, 2023. 

 
Provide narrative summary of SASH/MASH budget augmentation regarding where 
funds were used in the ESA Program. 

 
 

9 PG&E outlined a high-level evaluation plan in Advice Letter 4530-G/6412-E, Attachment B, pp. 26-27. 
The objectives of the evaluation are described in greater detail in Section 1.9.1 and Table 1.9.1.6 of this 
report. 
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PG&E did not access any funds allocated to ESA from the SASH/MASH programs.10 

 
1.2. Marketing, Education and Outreach (ME&O)  

1.2.1. Provide a summary of the segmentation strategy employed, (i.e., 
tools and analysis used to segment households and prioritized for 
treatment), and how this information is communicated to the 
contractor/CBO. 

 
For ESA Main’s ME&O initiatives, PG&E used the joint utility methodology adopted by the 
CPUC to develop eligibility estimates by geographic area.11 This method entailed an 
annual estimation of eligibility for CARE, ESA, and other income-by-household size 
parameters at the small area (block group, census tract, ZIP+2, etc.) for each IOU 
territory and for the state.  The joint utility methodology is further described in CARE 
Section 2.1.2.  
Using the 2024 geographic area list of ESA-eligible customers, PG&E broke out ZIP+2 
areas eligible for “self-certification” enrollment. PG&E provides the ZIP+2 geographic 
area lists to ESA program contractors for targeted program enrollment.  Most ESA 
contractors scheduled their appointments and worked through their assigned areas 
geographically to minimize costs. 

 
1.2.2. Provide a summary of how customers are targeted/referred to 

implementation Pilots (Pilot Plus and Pilot Deep and Building 
Electrification) 

ESA Pilot Plus and Pilot Deep: The Pilot12 employs a comprehensive marketing 
strategy to boost customer engagement and maximize participation. This strategy 
involves a multi-faceted approach centered around targeted marketing campaigns, 
segmentation techniques, and continuous improvement based on feedback and analysis. 
The Pilot’s targeting/referral processes operate separately from other ESA campaigns, 
yet with significant coordination to ensure customers are not contacted with competing 
offers. 
Campaign Planning: Throughout 2024, the Pilot implemented quarterly campaigns, 
each designed to engage customers through email and direct mail (performed by PG&E). 
Coordinated follow-up occurred by phone and email (performed by the Pilot 
implementer). Each campaign was systematically released in smaller weekly batches 
over six consecutive weeks to maintain a steady flow of leads, while enabling the 
implementer to manage the influx of responses effectively. 

 
 

10 PG&E Advice Letter 7028-E Closure of the Single-family Affordable Solar Homes (SASH) and 
Multifamily Affordable Solar Housing (MASH) Programs, submitted on September 20, 2023, requests 
transfers of unspent SASH and MASH funds for use to primarily support the ESA Main program 
implementation across the current program cycle.  
11 D.01-03-028, p. 49, and further delineated in D.21-06-015 at pg. 438. 
12 The ESA Pilot Plus and Pilot Deep offerings is referred to as “Energy Savings Assistance Program: 
Whole Home” (or "ESA Whole Home" for short) in all customer engagement settings, including marketing 
and outreach materials. 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

 

 

15 
 

 

Customer Segmentation: A key aspect of the ESA Whole Home program strategy is its 
customer segmentation technique. Each campaign’s targeting list is carefully developed 
based on customer attributes and energy usage analysis. PG&E, the Pilot implementer 
and the pilot evaluator continue to adjust the targeting methods to refine and enhance 
outreach efficacy. This segmentation helps to ensure that the program reaches the 
customers both most likely to qualify (based on need state and savings potential) and 
respond.  
Screening & Referrals: To further engage customers, an optional online self-screening 
tool is available, allowing them to determine if their home and household would qualify for 
the Pilot. This tool not only facilitates enrollments into the program but also expedites the 
referral process for customers who are ineligible for the pilot, redirecting them to the main 
ESA Program. The tool was developed in 2023 as a result of early implementation 
feedback and remained a staple in the ongoing outreach throughout 2024. 
Branding: The consistency in branding with other PG&E ESA Program marketing efforts 
has been vital in driving engagement and enrollment. The materials used for the first 
quarter (Q1) and second quarter (Q2) 2024 campaigns were based on those from 
successful campaigns in 2023, for a recognizable and trustworthy approach, 
incorporating logos for PG&E, ESA and the pilot implementer with core PG&E colors and 
theme. Feedback collected from customers over the Pilot’s implementation informed 
updates to the outreach materials, deployed in the third quarter (Q3) and fourth quarter 
(Q4) 2024 campaigns. The Pilot experimented with wholly unique branding in prior years 
but found the more consistent branding to be more effective. 
Continuous Improvement: Throughout 2024, the marketing, outreach and referral 
procedures developed for the Pilot have been fairly consistent from campaign-to-
campaign, representing an element of stability to the still-new pilot operation. Incremental 
improvements are made between campaigns as feedback from each prior campaign is 
evaluated. However, more significant adjustments are made within the targeting methods 
as more data emerges (e.g., energy savings performance) and new initiatives emerge 
(e.g. electrification). More about lessons learned and future plans are discussed in 
Section 1.9.1. 

 
1.2.3. Provide a summary of the customer segmentation strategies 

employed (i.e., tools and analysis used to identify customers based 
on energy usage, and other factors) and how these customer 
segments are targeted in program outreach. 

 
PG&E’s ESA Main program uses data-driven approaches to identify and target customers 
who are most likely to apply for the ESA program. These approaches leverage customer 
attributes and behaviors, including location, language preference, rebate activities, 
commodity type, payment patterns, and demographics. PG&E uses an ESA propensity 
model, which is a targeting model that creates a ranking of customers according to their 
likelihood, or propensity, to participate in the ESA program. The model divides the 
customer into ten groups or deciles. Decile 1 is the most likely to participate in ESA, 
decile ten being the least likely. Each decile divides customers into a grouping of 10% of 
the eligible population (according to their ranking). PG&E’s CARE propensity model score 
is also included in the ESA propensity model as, historically, engagement with other 
PG&E programs leads to additional customer engagement. In 2024, decile 1 generated 
the highest Application Rate in Q1. However, in Q2 and Q3, Application Rates between 
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deciles 1 and 2 were generally equal. Assessment and treatment rates were highest in 
deciles 1 and 2, and lower in decile 3. 

2024 ESA Program | ME&O Tactics and Highlights 
 
In 2024, PG&E executed a series of direct marketing campaigns targeting income-
qualified customers and continued to prioritize customers residing in Disadvantaged 
Communities (DACs). The campaigns utilized digital advertising, email, and direct mail. 
The direct mail creative used was developed in 2022 and revised in Q2 2024 to more 
clearly state eligibility requirements for certain measures. Marketing communications 
were available in both English and Spanish. In 2024, PG&E’s ME&O delivered a total of 
120,000 acquisition campaign communications via email and direct mail to ESA eligible 
customers. Customers who received any of the 2024 ESA direct mail campaigns had a 
higher application rate than the No Mail Control group (12.8% vs 8.5%). A summary of 
key performance metrics for ME&O demonstrating strong customers engagement follows: 
 

 Email open rate: 54.8% 
o This indicates that more than half of the recipients opened the emails, 

showing strong initial engagement. 
 Click-through rate: 4.4% 

o This percentage reflects the number of recipients who clicked on links 
within the emails, demonstrating their interest in the content. 

 Interaction rate: 8.1% 
o This rate includes any form of engagement with the email, such as clicks, 

replies, or forwards, highlighting overall recipient interaction. 
 Application rate for direct mail recipients: 12.8% 

o Customers who received direct mail (via paper letter) were more likely to 
apply for the ESA program compared to those who did not receive any 
mail. Customers who received direct mail (via paper letter) were more 
likely to apply for the ESA program compared to those who did not receive 
any mail. 

 Application rate for No Mail Control group: 8.5% 
o This lower rate shows the effectiveness of direct mail in encouraging 

applications. 
 Assessment rate: 15.7% 

o This percentage represents the number of customers who proceeded to 
the assessment stage after applying. 

 Treatment rate: 13.4% 
o This rate indicates the number of customers who received treatment after 

submitting their application.  
 

In the following sections, PG&E details the outcomes from its approaches: 
Direct Outreach 
In 2024, PG&E used established marketing strategies to target customers in 
Disadvantaged Communities (DACs). The DAC audience showed a higher application 
performance rate compared to the Non-DAC segment. Specifically, the DAC segment 
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had a response rate of 9,025, whereas the Non-DAC segment had a response rate of 
6,353. Additionally, both segments exhibited the same rates for assessment and 
treatment; 16% of homes were assessed, and of those, 85% received treatment. 

  
PG&E continued to promote ESA to customers who are newly enrolled in the CARE or 
FERA program through welcome materials delivered via email and direct mail. Customers 
without a valid email address receive direct mail, and an ESA message was included if a 
customer is flagged as ESA eligible. Customers who receive the direct mail version 
accessed the ESA application online by scanning a QR code or via www.pge.com/esa-
welcome. In 2024, the CARE Welcome Kit generated 899 applications. Of those 899 
applicants, about 24% (215 homes) had their homes assessed and of those, about 19% 
(170 homes) completed treatment in 2024.  

Paid Media 
In Q2, PG&E implemented its digital strategy to drive awareness, engagement, and 
enrollment. This strategy included search engine marketing, digital display advertising, 
and social media ad placements. The 2024 media strategy targeted advertising to 
income-qualified customers that had similar characteristics to existing ESA customers 
and drove traffic to the ESA landing page. 
 
ESA’s 2024 digital campaign exceeded campaign performance goals on many key metrics. 
The campaign continued to deliver a qualified, engaged audience as indicated by 16,311 
applications submitted for 2024, which exceeded the annual campaign goal of 11,482 
applications submitted. 
  
ESA Digital Media Performance highlights include: 

 The ESA campaign delivered over 41.7 million Impressions (+8% above projection). 

 0.96% Click Through Rate (2x that of 2023) 

 Cost Per Completed Application13 more efficient at $14.92 vs. $21.68 in 2023. (31% 

more efficient than 2023) 

 Delivered more than 16K program applications (42% above stated goal of 11K) 
 

PG&E Earned Media and Owned Assets  
PG&E deploys an income-qualified digital newsletter to approximately 1.7 million 
customers per quarter who have been identified as likely income-qualified. The ESA 
Program was featured in the Q2 edition and generated a click through rate (CTR) of 
1.79%, meeting PG&E’s internal goal of a 1-5% CTR. Content focused on the needs of 
income-qualified renters and homeowners with medium to high energy bills with the 

 
 

13 Cost per Completed Application is calculated by taking the total media spend divided by the number of 
customers that clicked on ESA advertising and submitted an application. 
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purpose of building awareness, driving enrollment, and providing relevant energy 
management tips and tools.  
In 2024, PG&E used its Home Energy Report (HER) to promote the ESA program, with 
ESA featured in the Electric Only and Dual Fuel March and September Electronic Home 
Energy Reports (eHER) (email) and HER (printed) issues. 
 
PG&E participated in a variety of media interviews and in person presentations 
throughout the territory covering topics including: 811 Call Before You Dig, energy 
savings and bill assistance, energy usage myth busters, how to read a PG&E bill, how to 
read and understand the Climate Credit, and a workshop demonstrating how customers 
can use the DIY tools kit to lower their energy usage. The interviews and presentations 
focused on Spanish and Chinese audiences, at the media outlets detailed below:  
 

 KTVO Radio: SING Tao Radio. Offers programs in both Mandarin and 
Cantonese.  

 Community Youth Center (CYC): Located in San Francisco. Community-
based organization serving a diverse population in San Francisco, including 
Chinatown.  

 Radio Campesina: Spanish language radio station with outlets in Salinas and 
Bakersfield.  

 KRON 4.2 – Skylink TV: Local San Francisco Chinese TV station. 
 
 

1.2.4. Describe how the current program delivery strategy differs from 
previous years, specifically relating to Identification, Outreach, 
Enrollment, Assessment, energy Audit/Measure Installation, and 
Inspections. 

Identification  
In 2024, PG&E continued to prioritize ME&O to customers residing in DACs for the ESA 
program. 
 
Outreach 
In Q2 2024, the outreach strategy was adjusted to a smaller audience via a monthly 
deployment cadence due to sufficient leads already in the pipeline. This adjustment in 
strategy was an effort to balance the number of applications in the pipeline, allowing 
program contractors time to respond to applicants and ensure their homes were 
assessed and treated in a timely manner.  
In 2024, PG&E leveraged a historically strong email engagement rate among recipients 
of campaign messaging via email, as well as a robust response rate from customers who 
received campaign messaging through direct mail. In previous years, each customer 
received a direct mail letter, and those with a valid email address also received a follow-
up email version of the same communication. The new strategy involved sending only 
one communication to customers: emails exclusively to customers with verified email 
addresses, while customers without a valid email address received direct mail. 

 
Enrollment 
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PG&E continued to offer ESA enrollment and energy education in person and online in 
2024. 

Assessment 
PG&E did not make any significant changes to the ESA program assessment process 
from the prior year. 

Energy Audit/Measure Installation 
In 2024, PG&E ESA launched three new measures approved via the ESA WG measure 
modification process. These new measures include Smart Fan Controller (SFC), Lifecycle 
Refrigerant Management (LRM), and Smart Keyboard (MFWB only). LRM replaced the 
A/C Tune-up measure, which was accordingly sunset as LRM launched. 

PG&E encountered challenges with the launch of the LRM measure. The measure was 
supposed to launch in April but did not launch until August. This was due to several 
challenges including the need for additional vendor led in-person technician training, new 
software and hardware requirements, and new requirements around data capture by 
PG&E’s system of record to account correctly for energy savings and measure costs.  

1.2.5. Describe Tribal outreach activities, including a summary of the 
biannual Tribal meetings, and an up-to-date list of Tribal contacts, 
including progress towards meeting goal for relationships with non-
federally recognized tribes. 

Initiatives 
PG&E began outreach efforts in 2024 with a round of outreach to all 62 federally 
recognized tribes, 40 non-federally recognized tribes, 30 Tribal Housing Authority Offices, 
eight Tribe’s Temporary Assistance for Needy Families (TANF) offices, and four (4) 
health state offices in its service territory. Email outreach included the following:  

Offers of webinars and/or phone call consultations.

The distribution of tribal newsletters in March, July, and December. The
newsletters provided customer assistance information, including alternate
payment methods, greater access to PG&E’s energy assistance programs, and
ESA Tribal Outreach Grant information.

ESA Tribal Outreach 2025 Grant announcements were sent out in November
2024 and January 2025.

In May, PG&E presented a Wildfire Safety Webinar, and 12 tribal leaders attended
the online seminar. The online seminar included topics about wildfire safety,
Power Safety Power Shutoffs, and Financial Assistance Programs

Out of this outreach, 13 tribes, one TANF agency, and four tribal health state offices 
requested a meeting/presentation about the PG&E assistance programs, and 15 tribes 
requested materials for outreach events. 

ESA Tribal Outreach Grants (2023-2024) 
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In 2024, PG&E continued working with the three tribes that had received grants in 2023.14 
Tribal liaisons met quarterly to discuss their progress and share outreach ideas. In April 
2024, one of the three tribes decided not to continue with the grant program, and a 
second of the three tribes dropped out in November 2024. Both tribes cited staffing 
changes as the reason, they could not continue making the outreach efforts.  
The one remaining tribe continued focusing on outreach events throughout the year. 
Events focused on increasing tribal residents’ awareness of PG&E’s assistance 
programs, specifically the ESA program along with other complementary programs, and 
facilitating enrollment in the ESA program.  

Grant-funded Activities 
Tribal Liaisons distributed marketing materials (via print media or electronically, via social 
media and emails), coordinated the service dates, and provided critical communication to 
tribe members by making phone calls, revising website portals, and sending information 
through newsletters. 
Below are the results of outreach efforts by Tribal Liaisons.  
 

ESA Outreach Efforts and Results 
# of Customers Contacted by Tribal Liaisons 1,646 

# of ESA Events Scheduled 20 

# of Tribal Members signing up for the ESA program 156 

# Tribe Members that did not respond to ESA Contractor Outreach 10 

# of Previously Treated Premises, but Tribal Members were not 
aware/forgot 

94 

# of ESA Appointments Scheduled 52 

# of Premises Completed 52 

# of Total Measures Installed 520 

 
In November 2024, PG&E continued its efforts to support tribes in its service territory by 
sending out the Tribal Customer Assistance Grant Program application information for 
2025-2026. This information was sent to all Federally Recognized Tribes, Non-Federally 
Recognized Tribes, Tribal Housing Authority Offices, and Tribal Temporary Assistance for 
Needy Families (TANF) offices. From this outreach, PG&E received six inquiries in 2024 
about the Grant Program. 
In accordance with D.21-06-015, PG&E confirms that it has an up-to-date list of tribal 
contacts. Due to customer privacy concerns PG&E is unable to provide an actual list of 
contact names as that information is not public. 

 

 
 

14 D. 21-06-015 at pp.523-524 and Ordering Paragraph (OP) 194 require the Joint IOUs to offer mini 
grants to those point persons in Tribal communities who maintain regular communications with the IOUs 
and assisting in outreach for ESA and CARE programs.  
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1.2.6. Track Costs of AB 793 related Energy Management Technologies 
programs (identify all of the programs or initiatives that will be able 
to benefit from the availability of the end-use and electric usage 
profiles, and to coordinate with the relevant proceedings so that the 
relevant costs can be considered in those proceedings’ cost-
effectiveness decision-making), including costs for Energy Education 

PG&E offers its income-qualified customers several energy management technology-
related programs and tools to help them better manage their energy use. 
 
Enhanced Energy Education 
PG&E focuses its enhanced energy education on an ESA contractor-centric model in 
which ESA contractors leverage their in-home visits to provide energy education and help 
income-qualified customers know where and how to locate online tools available to assist 
in understanding and managing their energy bills. Leave-behinds (printed materials) 
further reinforce messages received during in-home visits.  
 
In 2024, ESA Main contractor in-home energy education included the following initiatives: 
 

 ESA contractors inform customers about tools available for enrolling in Your 
Account (www.pge.com/youraccount),15 PG&E’s online portal to access energy 
statements, energy alerts and associated information, and ESA contractors often 
assist the customer with registering.   
 

 ESA contractors review the customer’s energy usage, and highlight rate options, 
payment options and bill payment assistance programs. 

 
o ESA contractors encourage customers to visit the Home Energy Checkup 

tool, an online energy audit tool that helps customers disaggregate their 
energy consumption into different end-use categories to receive 
customized energy saving tips. 

o In 2024, PG&E’s ESA contractors continued to promote the Percentage of 
Income Payment Plan (PIPP) and the Arrearage Management Plan (AMP). 
PG&E created a flag in the database to help ESA contractors identify 
qualified customers. 

 

 In addition, participants in the ESA program receive collateral brochures from ESA 
contractors with tips for managing energy, rate plan choices, and other programs 
and resources that they may be qualified for, both administered by PG&E and by 
third parties. 

 
o PG&E’s Universal Brochure provides comprehensive information to ESA 

customers about bill discount and assistance programs, rate plan choices, 
energy management and payment support programs in an easy-to-read 
format. 

 

 
 

15 Last accessed on April 26, 2024 
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Home Energy Reports (HERs)  
PG&E used its HERs to promote ESA and other income-qualified programs for applicable 
audiences. In 2023, 3.15M customers received HERs. Of these 3.15M customers, nearly 
782,000 were enrolled in the CARE program and 24,000 were enrolled in the FERA 
program. 
 

1.2.7. Managing Energy Use 
Section 1.2.6 details the tools and resources provided and available to customers to 
assist in managing their energy use. 
 

1.2.8. Services to Reduce Energy Bill 
Section 1.2.6 includes a description of services that ESA contractors provide to 
customers to help reduce energy costs.  In addition, the ESA program also has cross-
referral and direct enrollment processes to auto-enroll eligible income-qualified customers 
into either the CARE or FERA program, as appropriate, per the income eligibility 
guidelines.   

 
1.3. Energy Savings Assistance Program Customer Enrollment  
 

1.3.1. Report the number of customers or households treated, the IOU 
specific 2024 household treatment target, and the percentage of 
households treated.  If the IOU was not able to reach the total 
household target, please explain. 

 
In 2024, ESA Main treated 50,768 households, with a PY target of 54,876, including ESA 
Main and MF In-unit, and excluding MFWB and PP/PD. PG&E attained 93% of the total 
households treated target in 2024. PG&E did not attain the target due to spending more 
of the budget on measure costs per home and increases in material and labor costs.  
 

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

 
In 2024, PG&E’s ESA program contractors continued customer enrollment strategies of 
incorporating categorical eligibility, self-certification, and virtual enrollment into ESA 
program processes, per program policies. PG&E details its current streamlining efforts 
below. 
 
Categorical Eligibility 
For categorical enrollment, a customer is eligible for ESA if they also are participating in 
other public assistance programs that have already verified their income eligibility, such 
as LIHEAP, Women, Infants & Children (WIC), CalFresh/SNAP, Supplemental Security 
Income (SSI), and Medi-Cal for Families.  It is important for accurate categorial 
enrollment into ESA that ESA implementers, contractors, and intake specialists correctly 
assess the customer’s enrollment.   
 
Self-Certification 
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PG&E encouraged contractors to work in the 80% self-certification areas by providing 
them with breakdowns of estimated eligible customers by ZIP+2 to use in their customer 
recruitment activities. In 2024, PG&E treated 2,673 homes in these targeted self-
certification ZIP Codes. 
 
PG&E continued to fulfill its commitment to the CPUC’s expanded ESA self-certification 
requirements in counties impacted by the California wildfires, winter storms, and wind 
events. Customers residing in these impacted counties could self-certify for ESA if they 
lost income documents in these events. In 2024, PG&E treated 403 homes in this self-
certification category.  
 
The expanded ESA self-certification requirements continue to be in place for a period of 
one year commencing from the date the state of emergency proclamation was issued or 
until PG&E service is restored. 
 

1.3.3. If the IOU has failed to meet its annual savings goal, 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 energy savings goals. 

 
The ESA program nearly exceeded all of its energy savings goals at the portfolio level, 
which for 2024 combines ESA Main’s and the N. MFWB program’s results.16 PG&E 
exceeded the 2024 kW goal (422% attainment, or 12,399 kW) and Therms goal (112% 
attainment, or 1,554,579 Therms) but fell slightly short on the kWh goal (99% attainment, 
or 33,951,373 kWh). The primary reasons ESA did not meet or exceed the kWh goal are 
due to the slower-than-anticipated ramp up and implementation of the N. MFWB 
program, and related issues of whole building market saturation, competing programs in 
the multifamily sector, and smaller than expected whole building project scopes. 
 
 

1.4. Disability Enrollment Efforts 
 

1.4.1. Provide a summary of efforts to which the IOU is meeting the 15% 
enrollment goal. 

 
Customers with disabilities are estimated to make up 34% of the ESA program enrollees 
in 2024, exceeding the 15% enrollment goal.  Because ESA contractors are not 
authorized to ask households about occupants with disabilities, households were counted 
and recorded by ESA contractors based on visual observations or unsolicited comments 
by occupants. Thus, participation of households with occupants who have disabilities may 
be higher than recorded. 
 

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

 

 
 

16 D. 21-06-015, Attachment 1, Table 5, approves energy savings goals at the portfolio level that include 
Main ESA, MF-in unit, MF CAM and MFB, but does not include Pilot Plus/Deep. PG&E’s 2024 portfolio 
goals are: 34,253,799 kWh; 2,941 kW, and 1,393,298 Thems.  
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PG&E’s ESA program delivery takes the needs of persons with disabilities into account 
by providing specialty measure enhancements to ESA customers with disabilities. For 
example, side-by-side and bottom-mount refrigerators are available to customers with 
disabilities. In 2024, ESA installed 1,646 of these special-order refrigerators. 
 
PG&E produces ESA program materials to help customers who are blind or have limited 
vision and provides alternate customer formats upon request. For example, a large print 
ESA fact sheet continues to be available on PG&E’s website, or customers can call or 
email PG&E to receive the fact sheet in Braille or large print. PG&E also adheres to ADA 
web accessibly standards. ESA enrollment also include an option for customers to 
decline to state their disability status. 
 

1.4.3. Identify the various resources the IOUs utilize to target the disabled 
community and the enrollments as a result. 

 

ESA Table 1.4.3 
2024 Disability Enrollments 

Source Total 
Enrollments 

Disability 
Enrollments 

% of Disability 
Enrollment 

Various contractor recruiting 
and sign-ups    

Total Enrollment Rate 50,768 17,377 34% 
 
PG&E’s outreach strategy includes collaboration with strategic community partners to 
provide energy education as well as facilitate enrollment in the ESA program.  In 2024, 
PG&E contracted with 17 Community Based Organizations (CBO) to provide ME&O to 
customers on various assistance and bill savings programs, including ESA, as further 
detailed in Section 2.4.1 of this report. 
 

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

 
In 2024, disabled community participation in ESA was an estimated 34%.   
 
1.5. Leveraging Success, Including Low Income Home Energy Assistance 

Program (LIHEAP) 
 
In 2024, ESA contractors referred approximately 2,447 customers to the LIHEAP 
program. For the estimated savings from ESA’s water agency leveraging initiative, see 
sections 1.6.2 and 1.6. of this report. Specific results of 2024 leveraging activities are 
shown in Appendix A of this report: ESA Table 13A-2 - ESA Leveraging and Integration. 

 
1.5.1. Describe the efforts taken to reach out to low-income customers and 

coordinate the ESA program with other related low-income programs 
offered outside the IOU. 

 
PG&E’s N. MFWB program continued to meet with the Solar on Multifamily Affordable 
Housing (SOMAH) team regularly to discuss further coordination, referral strategy, and to 
align the MFWB audit report to meet SOMAH program requirements. 
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In addition, the N. MFWB program explored pathways to promote leveraging with 
California Department of Community Services and Development (CSD) Low-Income 
Weatherization Program (LIWP), TECH Clean California and SOMAH, and has enrolled 
multiple properties into the program pipeline with interest in leveraging these programs. 
  
PG&E’s MFWB program collaborated with the California Market Transformation 
Administrator (CalMTA), a CPUC program administered by Resource Innovations that is 
aiming to make significant impact in the EE arena. PG&E explored CalMTA’s Room Heat 
Pumps initiative, as Room Heat Pumps have shown to be energy efficient, combine 
heating and cooling into one appliance, and reduce installation costs when compared to 
furnaces and air conditioners. PG&E aims to identify a property to pilot the measure to 
gain real world information. 
 

1.5.2. 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 three criteria described above. 

 
PG&E has not tracked other leveraging benefits outside of those captured under the 
three following criteria: dollars saved, energy savings/benefits, and enrollment increases. 
These are shown in Appendix A of this report: ESA Table 13A - Leveraging and 
Integration.  
 

1.5.3. 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? 

 
 
See Sections 1.5.1 and 1.6.3 for the N. MFWB’s collaboration efforts with CSD. In 2024, 
PG&E did not have any refrigerators installed through CSD’s LIHEAP refrigerator 
leveraging program.   
 
 

1.5.4. Describe the coordination efforts with water agencies or companies 
(wholesalers or retailers). 

 
In 2024, PG&E’s Water-Energy Coordination Program (WCP) completed a sixth year of 
production. The program provided water conservation assessments and measures to 
ESA customers in individual water agency territories.  PG&E continued to partner with 
California American Water, City of Sacramento and Solano County Water Agency  
 
Through the program, ESA contractors evaluated toilets using toilet dye tabs, replaced 
eligible toilets, conducted outdoor assessments, examined meters, performed leak 
detections and provided water conservation education. Customers also received 
conservation giveaway items such as hose nozzles and shower timers, and literature 
about additional water conservation opportunities. In 2024, 350 homes were served 
resulting in approximately 934,663 gallons of water savings and approximately 2,237 
embedded kWh. 

 
1.6. Integration Success 
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To support program integration and cross-enrollments, PG&E continued distribution of 
the customer-assistance-focused “Universal Brochure” in multiple languages, and in 
Braille. The brochure was utilized during enrollment visits as part of the leave-behind 
collateral with customers. ESA contractors also referred to this brochure when 
communicating with customers over the phone. In addition to ESA, this brochure offers 
information on accessing the following programs: 
 

 CARE 
 FERA 
 Relief for Emergency Assistance Through Community Help (REACH) 
 Budget Billing 
 Payment Arrangements 
 Third-Party Notification (past due reminders) 
 Language Preference and Support 
 Medical Baseline (MBL) 
 Rate Choices and Plans 

 
As part of the collateral leave-behinds with the customers during enrollment visits, PG&E 
continued to distribute other brochures to help customers save money and better manage 
their energy bills. These materials included information on Demand Response Program 
enrollment, the California Wildfire Program, and how to prepare for potential PSPS 
outages. 
 

1.6.1. Describe the new efforts in the program year to integrate and 
coordinate the Energy Savings Assistance Program with the 
California Alternate Rates for Energy (CARE) Program. 

 
In 2024, PG&E continued to promote ESA to customers who were newly enrolled in the 
CARE or FERA program through welcome campaign materials delivered either via direct 
mail or email. ESA messaging is also included within the CARE/FERA Recertification 
Reminder emails and the CARE monthly acquisition emails (see Section 2.4.1 of this 
report). In addition, PG&E partnered with 17 CBOs to provide outreach and enrollment in 
the ESA program. PG&E also continued to automatically enroll customers who participate 
in ESA into CARE and/or FERA, depending on income level. In 2024, PG&E enrolled 
9,436 new ESA customers into CARE and 400 new customers into FERA. 
 

1.6.2. Describe the new efforts in the program year to integrate and 
coordinate the Energy Savings Assistance Program with the Energy 
Efficiency Residential Program. 
 

PG&E launched its SPOC service in 2017 to provide a single PG&E representative 
serving as the primary point of contact and resource for multifamily customers to learn 
about all applicable program opportunities. In 2024, PG&E continued to expand the 
services SPOC offered multifamily customers by increasing the number of program 
referral offerings and resources monitored for multifamily customers.   
   
Table 1.6.2.1 summarizes the 2024 phone calls and referrals. Calls received may result 
in multiple referrals.  
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In 2024, SPOC phone calls and email inquiries increased compared to 2023, and SPOC 
staff made more personalized referrals to programs compared to the year before. SPOC 
made 771 personalized referrals in 2024, representing at least 21,880 MF dwelling units 
to 49 programs. Of those 771 referrals, SPOC learned of 72 applications submitted to at 
least nine programs, resulting in a 9.3% conversion rate. SPOC collects information 
about customer applications using available project data reported from third-party 
programs quarterly, however this method of data collection can be incomplete. 
 
While SPOC is a multifamily resource, the program received inquiries from customers 
with less than five units and single-family dwellings. PG&E SPOC routed at least 765 
single-family units to ESA Main, LIHEAP, California Energy-Smart Homes, the Bay 
Regional Energy Network (BayREN) Home+ program, PG&E Energy Action Guide, 
TECH Clean CA, GoGreen Home Financing, High-Efficiency Electric Home Rebate Act 
rebates (HEEHRA), and more based on eligibility and ownership structure (renter versus 
owner).  
 
Table 1.6.2.2 captures SPOC program-specific referrals in 2024. The table includes 
PG&E programs and other utility programs operating in PG&E service territory for split 
commodity properties.  
 
 
 
 

Table 1.6.2.2  
SPOC Program Referrals 

Program Number of 
Customers 

Number of 
Properties 

Dwelling Units 
(multifamily) 

Dwelling Units 
(single family) 

3CE (CCCE) Electrify 
Your Home  8  9  240  2  

Affordable Housing and 
Sustainable Communities 
(AHSC)  

1  1  47  0  

BayREN Bay Area 
Multifamily Building 
Enhancements (BAMBE)  

44  32  1,225  -  

BayREN Home+  12  12  -  12  

ESA Table 1.6.2.1 
SPOC Calls Received and Call Referrals[a] 

  
2017 – 2024 

Count 
2024 Count 2023 Count 2024 % change 

from 2023 

SPOC Calls 1,390 398  248  + 60.4%  
SPOC MF 
Program 
Referrals 

 2,366 771  399   + 93.2%  

[a] Calls received may result in multiple referrals. 
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Program Number of 
Customers 

Number of 
Properties 

Dwelling Units 
(multifamily) 

Dwelling Units 
(single family) 

Building Initiative for Low 
Emissions Development 
(BUILD)  

3  7  361  -  

California Electric Homes 
Program (CalEHP)  3  2  34  0  

California Energy Design 
Assistance (CEDA)  3  5  150  -  

California Energy-Smart 
Homes  47  88  4,361  19  

Comprehensive Asthma 
Remediation and 
Education Services 
(CARES)  

1  2  66  0  

DAC-SASH  1  2  -  3  
Demand Management 
Programs  2  7  64  0  

Electric Homes San Jose  18  5  383  0  
ESA Main   67  58  -  106  
ESA Multifamily Energy 
Savings  51  85  1,054  -  

Federal Tax Credits  20  18  1,001  50  
GoGreen Financing  24  22  173  61  
Golden State Rebate 
Program  5  4  66  3  

HEEHRA Rebates  17  11  197  10  
LADWP Programs  1  30  1,048  3  
CSD Low Income Home 
Energy Assistance 
Program (LIHEAP)  

2  2  5  1  

CSD Low Income 
Weatherization Program 
(LIWP)  

26  63  2,183  -  

MCE Home Energy 
Savings  7  7  -  8  

MCE Strategic Energy 
Management (SEM)  2  2  56  -  

MCE Multifamily Energy 
Savings  1  1  0  -  

Merced Irrigation District 
Rebates  3  2  80  0  

Modesto Irrigation District 
(MID) Programs  1  1  92  0  

Electric Vehicle (EV) 
Programs  13  13  452  0  

On-Bill Financing (OBF)  1  1  1  -  
Other Utility SPOC  12  6  192  -  
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Program Number of 
Customers 

Number of 
Properties 

Dwelling Units 
(multifamily) 

Dwelling Units 
(single family) 

Property Assessed Clean 
Energy (PACE)  1  1  0  -  

Palo Alto Multifamily Plus 
Program  1  1  6  -  

Peninsula Clean Energy 
Zero Percent Loans  1  1  0  2  

PG&E Energy Action 
Guide  25  54  3,135  8  

Southern California 
Edison (SCE) Programs  1  1  0  1  

Self-Generation Incentive 
Program (SGIP)  10  11  516  0  

Silicon Valley Clean 
Energy Programs  2  2  0  2  

PG&E Smarter Energy 
Line  3  3  0  3  

SMUD Multifamily 
Program  7  11  817  -  

SMUD Smart Homes  1  1  0  226  
SMUD Neighborhood 
SolarShares  1  1  0  226  

SoCalREN Multifamily 
Program  4  4  118  -  

Solar on Multifamily 
Affordable Housing 
(SOMAH)  

8  7  254  -  

PG&E SPOC 
Benchmarking  2  4  64  -  

TECH Clean California  39  91  2,994  19  
Transformative Climate 
Communities (TCC)  1  1  105  -  

Water District Programs  1  1  192  -  
Weatherization 
Assistance Program 
(WAP)  

4  5  148  0  

Total Dwelling Units 
Supported [b]  N/A  N/A  21,880  765  

No program available  2  2  0  1  
[a] “N/A” in Table 1.6.2.2 indicates information that was unavailable as a result of resident referrals or callers who either 
did not have or were unable to provide building and unit data (for example, new construction projects early in the 
planning phase).  
[b] Some customers are referred to multiple programs for the same property. Those buildings and dwelling units are 
reported per program.  
[c] “-“ in Table 1.6.2.2 indicates that a program does not accept that type of dwelling unit.   
             

 
PG&E’s SPOC tracks the number of program website (SPOC webpage at 
www.pgemultifamily.com) clicks and the number of visitors who navigate to the program 
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websites from the SPOC landing page. In 2024, 2,790 unique visitors viewed the SPOC 
website for a total of 6,322 views (indicating repeat visitors). Table 1.6.2.3 summarizes 
click data from the SPOC landing page to PG&E’s homepage and 43 program or other 
resource websites. Overall, visitors to the SPOC website clicked through to other website 
links a total of 673 times throughout 2024.  
The SPOC online referral tool had at least 267 unique users use the tool over 364 times. 
The referral tool users received at least 553 program recommendations, and the users 
clicked to learn more about programs 202 times. Of the 267 users, 36 customers followed 
up with the SPOC service over email to learn more about the resources in their area.  

Table 1.6.2.3 
SPOC Click Data 

Energy Program Website # of Clicks 
ESA Multifamily Energy Savings 99 
California Energy-Smart Homes 85 
BAMBE 59 
GoGreen Financing 44 
CalEHP 34 
SMUD Multifamily 31 
ESA Main 29 
LIWP 29 
BUILD 24 
www.pge.com 20 
PG&E Energy Action Guide 20 
SOMAH 18 
PG&E Multifamily EV Program 15 
TECH Clean CA 15 
PG&E SGIP 14 
Watter Saver 11 
SoCalGas Programs 11 
LIHEAP 10 
HEEHRA 9 
MCE MFES 9 
Comfortably CA 9 
PG&E OBF 8 
Communities in Charge 8 
PACE 8 
CEDA 6 
MCE SEM 5 
Transformative Climate Communities 5 
SCE Marketplace 5 
SFPUC Water Appliance Rebates 5 
CEC Benchmarking Resources 4 
Electric Homes San Jose 3 
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Energy Program Website # of Clicks 
LADWP CAMR 3 
Peninsula Clean Energy Programs 3 
SDG&E Programs 3 
MCE EV Program 2 
The Switch Is On Resources 2 
3CE Electrify Your Home 2 
PG&E Smart AC 1 
SMUD Smart Homes 1 
LADWP Zero By Design 1 
3C-REN Multifamily 1 
SCE SGIP 1 
Anaheim Public Utilities Programs 1 

Total  673 
 

 
 

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

 
The PG&E N. MFWB program met with the CSD Low Income Weatherization Program 
(LIWP) implementation team to discuss piloting a co-leveraging process to provide 
incentive layering for the properties in the county of Santa Cruz.  
 
PG&E also met with the Bay Area Regional Energy Network (BayREN)’s Bay Area 
Multifamily Building Enhancements (BAMBE) team to explore additional leveraging and 
referral opportunities. 
 
PG&E’s SPOC team provided 771 referrals in 2024. 
 
PG&E collaborated with the SOMAH team on a Richmond property that is going through 
MFWB for common area upgrade to a heat pump HVAC system. 
 
PG&E continues to share data with CSD on an annual basis and as requests are made. 

  
1.6.4. Describe the new efforts in the program year to integrate and 

coordinate the ESA program with any additional EE programs.   
 
In 2024, PG&E continued to incorporate ESA and ESA-qualified customers into overall 
EE program marketing campaigns. This included developing income-qualified versions of 
monthly digital newsletters sent to nearly 1.7M income-qualified customers, and HERs 
which offered low- and no-cost programs, as well as energy savings recommendations 
and behavioral tips to lower energy use and bills.  Free tools such as Bill Forecast Alerts 
and Home Energy Checkups were also promoted to these customers through income-
qualified program materials and standard marketing channels including email, digital 
advertising, and via www.pge.com. 
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1.6.5. Describe the new efforts in the program year to integrate and 
coordinate the ESA program with the DR programs, including 
successes in AC Cycling or other DR programs, including the new 
Summer Reliability programs from D.21-12-015.17 

 
In 2024, PG&E continued its promotion of DR through the ESA program by providing Power 
Saver Rewards promotional leave behind that the energy specialist provides during ESA 
enrollment. In 2024, 1,592 ESA enrolled customers also enrolled in the Power Saver 
program representing 3% of total ESA treated customers. 

 
1.6.6. Describe the new efforts in the program year to integrate and 

coordinate the ESA program with the California Solar Initiative (CSI) 
programs. 

 
California Solar Initiative (CSI) programs had been fully subscribed. Since it has been 
sunset in PG&E territories since 2023, there was no activity in 2024. 
 

1.6.7. Provide the number of referrals to the Single Family Affordable Solar 
Homes (SASH) Program Administrator. 

 
The SASH program was fully subscribed in PG&E territories in 2021, and therefore no 
new referrals were made to the SASH program administrator, GRID Alternatives, during 
the year. PG&E provides updates on its referral and coordination efforts with GRID 
Alternatives for the DAC-SASH program:  
 
Distributed Generation (DG) Program: Disadvantaged Communities Single-Family 
Affordable Solar Homes (DAC-SASH) Program 
 
PG&E's ESA program works with GRID Alternatives to deliver ESA services to customers 
who have been approved to participate in the DAC-SASH program.  On a regular basis, 
GRID Alternatives provides PG&E with a list of DAC-SASH eligible homes prior to 
installing solar electric systems. Pursuant to a non-disclosure agreement between GRID 
and PG&E, GRID also includes the customer’s income information that GRID has 
received and vetted. PG&E checks to see if any of these customers have participated in 
the ESA program, and if not, reaches out to eligible customers to enroll them in the ESA 
program. In addition, PG&E utilized GRID’s verified income list to automatically enroll 146 
customers into CARE or FERA in 2024 who had not already enrolled, based on their 
income levels, and exempted these customers from post-enrollment income verification 
since GRID had provided it.     
 

1.6.8. Report annually the number of participation referrals provided to 
other Program Administrators (PAs) and the number of leads they 
successfully acted on by program type. 

2024 results are included in Appendix of this report: ESA Table 13B – ESA Clean Energy 
Referral, Leveraging, and Coordination. 

 
 

17 D.21-12-015: Phase 2 Decision Directing PG&E, SCE, and SDG&E to Take Actions to Prepare for 
Potential Extreme Weather in the Summers of 2022 and 2023. 
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1.7. Workforce Education & Training 
 

1.7.1. 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. 

 
ESA subcontractors actively engage in outreach efforts and partnership development with 
community organizations, government agencies, and non-profits to streamline access to 
assistance programs for low-income customers. This collaboration aids information 
sharing and referral networks. 
 
In 2024, subcontractors focused on hiring and training low-income workers. Targeted 
recruitment efforts in disadvantaged areas, partnerships with vocational training programs 
and community colleges, and the implementation of on the-job training program occurred 
throughout the year. 

 
ESA subcontractors have designed their training programs to meet the specific needs of 
low-income workers providing training in areas such as energy efficient measure 
installation, safety protocols, and customer service skills. 

 
Subcontractors utilized the Train-the-Trainer model to educate the ESA Program 
workforce. This model of training, Train-the-Trainer, is a framework for training subject 
matter experts to enable them to train other people in their organization. As a result, ESA 
contractors were equipped with in-house resources to provide entry-level workers with 
critical technical training as well as information on program requirements and best 
practices to support the ESA Program. 

 
This training model continues to be an efficient method to train the workforce and 
mitigates “time lost” by avoiding the need to send workers off-site to receive entry level 
technical training. A significant benefit of this type of model is that it reduces program 
costs for both the program team and contractors. It also expands contractors’ internal 
capabilities to provide skill and career growth opportunities, reduces unnecessary travel 
that impacts carbon emissions, and removes the cost of scheduling barriers to the ESA 
workforce. The model enhances safety and meets all program compliance requirements. 

 
The ESA Program continued to encourage contractors to hire and train low-income 
workers though in-house coaching and job shadowing to aid in their career advancement. 
 
 

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

 
Table 1.7.2 below details the training PG&E directly conducted in 2024, utilizing the 
Train-the-Trainer model, with over 800 individuals trained to both work and train other 
individuals as Energy Specialists, Weatherization Specialists, and NGAT technicians for 
the ESA program. 
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ESA Table 1.7.2  
ESA Program Training 

Type of ESA Training Conducted Length of 
Training 

2024 
Employees 

Trained 
Student  

Days 
ESA Program Onboarding Total [a]  202 202 
ESA Program Onboarding On-Demand Self-Paced 202 202 
Energy Specialist (ES) Total -  133 200 
ES Certification Training On-Demand Self-Paced 66 66 
ES Certification Training Live  2 days 67 134 
Weatherization Specialist Total  194 194 
Weatherization Specialist Training On-
Demand Self-Paced 104 104 

Weatherization Specialist Training Live 1 day 90 90 
Advanced Weatherization Specialist Total  164 164 
Advanced Weatherization Specialist Training 
On-Demand Self-Paced 84 84 

Advanced Weatherization Specialist Training 
Live 1 day 80 80 
NGAT Total  157 209 
NGAT Training Blended On-Demand Self-Paced 64 64 
NGAT Training Blended Live 1 Day 93 145 
Total - 886 969 

[a] ESA Program Onboarding is an On-Demand (online, self-paced) training.  Completion times 
vary by person.  Estimated completion time is two-four hours. 

 
 

1.7.3. For the ESA Program - Provide the following metrics related to 
workforce education and training in support of Commission’s effort 
to increase workforce opportunities for workers in disadvantaged 
areas. 

 
 Percent of Incentive Dollars Spent on Contracts with a Demonstrated 

Commitment to Provide Career Pathways to Disadvantaged Workers 
 
PG&E’s two primary ESA implementers and their contractors are required 
emphasize the hiring of local and disadvantaged workers. They are required to 
track training offered and completed, ESA job attainment, and ESA worker 
advancement. As such, the program is structured so that all ESA workers 
(estimated at 700 individuals) are provided career pathways and all ESA contracts 
incorporate these activities. 
 
In 2024, ESA implementers surveyed all contractors to verify their workforce 
development efforts. Many of the ESA contractors were hesitant to report data to 
whether or not their employees met the definition of a disadvantaged worker. 
However, of the contractors that did report the information, there were 156 (22%) 
of employees who met the disadvantaged worker designation. Within the total 
ESA workforce, there were 160 (23%) of individuals were promoted to higher 
positions within their organization. 
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 Number of Career & Workforce Readiness (CWR) Participants Employed 
for 12 Months After Receiving Training (provide contractors early 
warning of need for this information)  
There were 204 total participants employed who completed the Career & 
Workforce Readiness program. 
 
 

 Percentage of Total WE&T Training Program Participants that Meet the 
Definition of Disadvantaged Worker 
In 2024 approximately 75% of ESA contractor training participants and 
approximately 49% of EE Workforce Education & Training (IEET) Technical 
Upskill training participants met the definition of disadvantaged worker.   

 
 
1.8. Studies  

1.8.1. For each active 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. 

 
 
 
 
 
 
 
 
 
 
 
  

 
2025 Low Income Needs Assessment (LINA) 
 
The LINA is a mandated study required to be completed every (3) years by Assembly Bill 
(AB) 327 and Public Utilities Code (PUC) §382(d). The primary goal of the 2025 LINA is 
to gain a deeper understanding of the needs of income-qualified customers with 
particularly high- or low- energy usage. The activities conducted in 2024 included: 
 
1. January 2024: The LINA study team18 began collaborating with the selected 

consultant, Evergreen Economics, to develop research priorities and formulate the 
LINA research plan, which was presented to the Low-Income Oversight Board in April 
2024. 

 
 

18 Study team members consisted of representatives from the CPUC Energy Division and the four IOUs. 

ESA Table 1.8.1 
ESA Studies 

Study Lead 
Consultant 

Contracting 
IOU 

Project 
Initiation 

Project 
Completion 

2025 Low Income 
Needs Assessment 

(LINA) 

Evergreen 
Economics SoCalGas Jan 2024 Dec 2025 

ESA Non-Energy 
Impacts (NEI) Study 

Evergreen 
Economics SCE Feb 2024 Jun 2025 
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2. May 2024: The research plan was finalized and made publicly available on the CPUC 
Public Document Area (PDA) website in May 2024.19  
 

3. August 2024: Evergreen Economics completed a market characterization on high- 
and low-usage customers on the CARE and FERA rates to inform the direction of 
future research tasks, including customer survey question development, sampling, 
and focus groups. 

 
4. September 2024: The study’s survey content was developed, which will address 

what drivers and behaviors may be contributing to high- and low- energy usage. 
 

5. October 2024: The study’s customer survey content was finalized, and pre-testing 
commenced. 

 
The customer survey began in 2024. The study’s final report will be available in Q4 2025. 

 
ESA Non-Energy Impacts (NEI) Study  
 
The ESA Non-Energy Impacts20 (NEI) Study was proposed to address the need for 
updated, California-specific data on non-energy program impacts associated with health, 
comfort, and safety. SCE is the contract manager for this statewide study. In 2023 the 
statewide team developed the scope of the study, including calculations for non-energy 
benefits as part of the ESACET.21 After a competitive solicitation, the study was awarded 
to Evergreen Economics in December 2023. 
 
In February 2024, the study proposal was shared and discussed with the ESA/CARE 
Study Working Group to obtain additional feedback prior to developing the research plan. 
The study team continued to revise the work plan through May 2024. At this time, 
Evergreen prepared a revised work plan and presented it to stakeholders via a public 
webinar in July 2024. Comments and input were considered prior to posting the final plan 
on the CPUC PDA website.22   
 
Development of the customer survey began in August 2024. Given the complexity of the 
concepts and difficulty associated with asking customers to value these benefits, 
extensive time and iterations were involved in testing and revising survey questions.  
Primary data collection began in November 2024 and continued through the end of the 

 
 

19 2025 Low Income Needs Assessment (LINA) - Final Research Plan. May 2024. 
https://pda.energydataweb.com/#!/documents/3966/view (last accessed on April 15, 2025). 
20 Non-Energy Impacts (NEI) refer to potential positive benefits and negative impacts associated with ESA 
energy efficiency treatments, outside of direct energy and demand savings, whereas Non-Energy Benefits 
(NEBs), commonly referred to in the ESA program, account for positive benefits as a result of home 
treatment, outside of energy savings. 
21 The ESA Cost Effectiveness Test (ESACET) is a modified Total Resource Cost (TRC) Test, which 
includes avoided costs from electricity and gas savings, as well as participant and utility non-energy 
benefits. 
22 2025 Non-Energy Impact Study - Final Research Plan and Comment Responses. July 2024.  
https://pda.energydataweb.com/#!/documents/3999/view (last accessed on April 15, 2025). 
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year. Data analysis and reporting are expected to be conducted during the first and 
second quarters of 2025. The study is expected to be completed by June 2025. 

 
1.8.2. For studies that concluded in 2024, submit a Final Study Report 

describing the: (1) overview of study; (2) budget spent vs.  
authorized budget; (3) final results of study; and (4) 
recommendations. 

 
No study was completed in PY 2024. For status updates of ESA studies in progress, 
please refer to Section 1.8.1. 
 
1.9. Pilots 
 

1.9.1. For each active 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). 

 
2024 represents the third year of the Pilot’s implementation, and the first full year of 
consistent performance in the overall pilot lifecycle.23 PG&E and the pilot implementation 
partners were focused on launching and ramping up the Pilot in prior years. By 2024, the 
Pilot implementer and subcontractors were fully staffed and experienced with Pilot 
operations, leading to an average of 33 installation projects occurring per month, a 
threefold increase from 2023. Table 1.9.1.1 below summarizes the Pilot’s progress by 
installation rate since its inception: 

 

ESA Table 1.9.1.1 
Pilot Plus/Deep Home Treatment Progress 

Program 
Year 

Installations 
Initiated 

Monthly 
Installation Rate 

Projects 
Closed 

2022 1 N/A 0 
2023 131 10.9 56 
2024 402 33.5 295 

Launch-to-
date: 534 N/A 351 

 
The Pilot's pre-installation savings estimates have been an important gauge of project 
feasibility since launch. These estimates are done on modeling software  and rely on data 
from home energy assessments, cross-referenced against customers' actual energy use 
history. While the model identifies potential savings before installation, meter-based 
analysis (detailed in the evaluation update) will better determine the actual savings. 
According to Table 1.9.1.2, the Pilot is on track to meet its Plus and Deep savings targets 
based on modeling estimates alone. 

 
 

23 For instance, the pilot implementer set and met homes treated targets 11 out of 12 months in 
the year and finished the year with expenses aligned with budget forecast. 
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ESA Table 1.9.1.2 
Pilot Plus/Deep Pre-Installation Energy Savings Estimates 

Project Tier      Pilot Plus 
     (5-15%) 

    Pilot Deep (15-
50%) All Projects 

Projects Completed 
(Launch to-Date) 180 171 351 

Average Savings (Launch 
to-Date) 11-13% 23-28% 17-20% 

 
While projects appear to be driving high energy savings per home, the Pilot upgrades 
require a much higher level of investment than the traditional ESA Program’s typical 
project scope. Based on project costs alone, the Pilot projects cost over nine times the 
average ESA project cost.  

 
ESA Table 1.9.1.3 

Simplified Cost and Savings Comparison: ESA and Pilot Plus/Deep 

Program/Pilot Upgrade 
Cost/Home 

kWh 
Savings/Home 

Therm 
Savings/Home 

kBTU Equivalent 
Savings/Home[3] 

ESA 
Program[1] $1,720 596 28 4,815 

Pilot Plus[2] $13,560 611 61 8,139 
Pilot Deep[2] $18,011 912 121 15,170 
Plus 
Plus/Deep 
Combined[2] 

$15,754 759 90 11,605 

[1] Cost and savings for ESA Program derived from 2024 ESA/CARE/FERA Annual Report, ESA Table 16A, representing 2024 
activity. 
[2] Cost and savings are derived from the ESA/CARE/FERA 2023 Annual Report, ESA Table 2C, and 2024 ESA/CARE/FERA 
Annual Report, ESA Table 2B, representing launch-to-date. This is a different table source than the main ESA figures cited above 
because Table 16 combines Plus and Deep tiers, whereas the intent of this table is to view Plus and Deep separately. 
[3] Energy savings are converted to an equivalent, thousand British Thermal Units (kBTU) to compare total savings (gas and 
electric) per household. 

 
Based on a simplified analysis of savings compared to ex-ante savings estimates, the 
Pilot appears positioned to deliver approximately 2.5 times the energy savings as the 
ESA Program, yet project costs are approximately nine times higher on average. This 
indicates that there is a point of diminishing returns on the savings attainment per dollar 
invested. A full Pilot evaluation will inform the overall efficacy of the Pilot in pursuing a 
path to deeper energy savings, including analysis of ex-post savings (energy savings 
computed from actual energy usage), more thorough cost-effectiveness analysis, and 
documentation of other notable findings. 

 
Challenges and Opportunities: 
 
At its core, the Pilot is intended to test approaches to achieve even more significant 
outcomes than the traditional ESA Program. As such, the Pilot offers more robust project 
scopes and invests more per project, all while attempting to meet customers’ 
expectations. Noteworthy challenges are those that limit the Pilot from reaching its core 
objectives. Several such challenges, and the opportunities to address them, were 
identified in 2024, and are listed in Table 1.9.1.4 below. 
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Table 1.9.1.4 
Pilot Plus/Deep 2024 Challenges and Opportunities 

Challenge Description Opportunities 
Technical Limitations of 
Energy Modeling 

Current energy modeling software estimates 
savings based on pre-installation data points. 
The Pilot has not yet generated meter-based 
savings to inform the savings estimates, 
introducing uncertainty in tracking and 
reporting exact energy savings.  

Pilot Evaluator came 
onboard in 2024 and will 
support this effort in 2025. 

Customer Engagement Challenges in ensuring customer 
engagement, understanding disengagement 
points, and reasons for program ineligibility or 
treatment infeasibility. 

Pilot Evaluator will conduct a 
waterfall analysis to support 
enhanced customer 
targeting and engagement 
strategies in 2025. 

Quality Assurance and 
Control (QA/QC) 

To accommodate rapid Pilot grown between 
2023 and 2024, the Pilot Implementer has 
streamlined some aspects of their QA/QC 
plan. PG&E’s on-site inspections, local 
permitting inspections and customer surveys 
sometimes identify measure performance 
issues, requiring retreatment. There are 
tradeoffs between streamlining and quality 
assurance which can be explored further 
through the Pilot.  

Revisit Pilot Implementer 
QA/QC plan, invest in 
contractor training and 
development, access to 
resources like PG&E’s 
WE&T programs, regular 
workshops, and feedback 
sessions to improve 
installations and adherence 
to protocols. 

Cross-Program 
Partnerships 

Developing partnerships has been an 
objective since the Pilot’s launch and is 
intended to expand the Pilot’s potential 
through innovation and fund leveraging. 
Identifying and securing partnerships has 
been harder to accomplish, with only 2 
prospective partnerships in negotiation as of 
the end of 2024.  

Partnerships with programs 
focused on solar, storage, 
and indoor air quality to 
create bundled solutions 
offering greater benefits, 
increasing participation 
rates, and enhancing the 
value proposition. 

Customer Journey 
Length 

The robust nature of the Pilot’s project 
scopes has led to inconsistent and lengthier 
project timelines, due in part to additional 
post-installation inspection and permitting, 
and resolution of issues related to complex 
measures (HVAC, electrification). 

The average project length 
has been reduced by 46%, 
from 147 days in 2023 to 79 
days in 2024. Additional 
efforts will be undertaken in 
2025 to further streamline 
the process. 

Data Collection and 
Reporting 

With the Pilot Evaluator onboard in 2024, 
additional opportunities for accurate and 
timely data collection are being identified. 
Early efforts by PG&E and the Pilot 
Implementer to develop a data collection plan 
has been helpful, but did not anticipate all 
potential data needs.  

Incorporate the Evaluator’s 
input on data collection to 
inform pilot evaluation, 
performance assessment 
and energy savings 
reporting. 

 

Electrification Project 
Feasibility 

Electrification projects represented only 5% 
of projects installed in 2024. Scaling up 
electrification requires balancing customer 
awareness/preference for electrification with 
feasibility and installation complexity. 

Develop customer education 
materials and provide more 
frequent engagement on the 
benefits of electrification. 
Continue providing 
contractor training on 
electrification process and 
technology best practices. 
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Plans for 2025: 
 
With the Pilot effectively at its mid-point as of the end of 2024, PG&E plans to redouble 
efforts in 2025 to ensure energy savings, bill impacts and customer benefits are 
maximized, tracking and acting upon lessons learned where possible. Some potential 
activities include: 

 
ESA Table 1.9.1.5 

 Potential Pilot Focus Areas in 2025 

Expand 
Outreach 

 Continue expanding outreach into Climate Zone 13, covering 
the southern Central Valley. This expansion aims to tap into 
new regions with similar climates to Zones 11-12. 

 Explore the Pilot’s capability to serve different climate zones 
and housing stock, such as in the Bay Area. 

Secure 
Partnerships 

 Pursue partnerships with community-based organizations and 
technical experts to enhance the Pilot's reach and 
effectiveness. 

 Evaluate opportunities to leverage programs offering load 
management, renewables, storage and other techniques to 
maximize energy and bill savings in coordination with the 
Pilot’s existing offerings. 

Expand 
Measure 
Packages 

 Implement more projects containing electrification measures, 
including heat pump HVAC, induction cooktops, and heat 
pump water heaters. These projects will be monitored for 
energy use and customer satisfaction. 

 Evaluate and test additional energy saving measures, more 
comprehensive measure packages, or products with 
incrementally higher efficiency. 

Ongoing 
Pilot 

Evaluation 
 Finalize the Pilot Evaluation Plan and ramp up activities to 

begin process and impact evaluations. 

Continuous 
Improvement 

 Adopt recommendations from the Evaluator and Pilot 
implementation partners to enhance Pilot efficacy.  

 Provide updates to implementation partners and conduct 
training where necessary to disseminate lessons learned. 

 
 
Evaluation Plan: 
 
Status of Evaluation Plan: The Pilot Evaluation will assess new and modified 
approaches to the ESA Program as implemented by the Pilot, focusing on strategic 
measure delivery, electrification, higher investment per home, and the extent to which 
these activities resulted in greater energy savings and bill impacts per home. It aims to 
understand the long-term benefits, including non-energy benefits, the cost-effectiveness 
of the interventions, and scalability. 
 
PG&E presented a high-level Evaluation Plan to the ESA/CARE/FERA Studies Working 
Group at two sessions throughout Q1 2024, during which time alignment was sought on 
the objectives of the evaluation. These objectives, summarized below, served as the 
basis for PG&E’s recruitment of a third-party Pilot Evaluator later in the year: 
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ESA Table 1.9.1.6 
 ESA PP/PD Evaluation Objectives 

Evaluability 
Assessment 

Develop evaluation plan, set up experimental design 
and evaluation framework, and establish robust data collection to 
enable performance assessment. 

Process 
Evaluation 

Perform a process evaluation and identify opportunities to 
improve customer experience, fine-tune program implementation, 
and optimize energy savings.  
 Launch pre- and post- installation surveys to assess 

customer satisfaction and non-energy impacts.  
 Conduct analysis to understand 1) at which process steps 

are customers most likely to disengage with pilot and 2) 
reasons for program ineligibility and treatment infeasibility.  

Impact 
Evaluation 

Develop sampling plan and conduct impact evaluation to 
estimate average household realized energy savings and 
participant bill impacts.  Identify design elements attributing 
to deep energy savings (i.e.  measure incremental effects of new 
design approaches).  

Program 
Design 

Compare and contrast ESA Pilot and ESA Main program designs 
and implementations.  Identify learnings and best practices that 
can be applied towards ESA Main to achieve deeper energy 
savings.   

Scalability Assess the Pilot’s overall scalability and cost-effectiveness (i.e.  
by climate zone, housing types, other segments) based on Pilot 
outcomes and value proposition.   

Measure 
Packages 

Evaluate performance of various measure packages, i.e.  new 
measures and combinations of measures (including 
electrification) unique to the Pilot.   

 
Evaluator Recruitment and Early Evaluation: 
 
PG&E selected Demand Side Analytics as the third-party Pilot Evaluator in early Q4 
2024. The initial phase involved kickoff meetings, literature review, data provisioning and 
early evaluation analyses to identify opportunities for improvement and support PG&E's 
ESA application for future program cycles in 2025. By December 2024, the preliminary 
draft of early evaluation analyses was delivered to PG&E. The findings, despite being 
based on limited data, revealed high overall participant satisfaction (85%) and a strong 
likelihood of participants recommending the Pilot to others (81%). Conversion rates and 
the time between steps showed steady improvement, although 30% of Pilot leads were 
disqualified due to income above eligibility levels, highlighting the need for better 
targeting based on income criteria. 
 
Given the limited data available for post-installation results, further analysis on energy 
savings and project performance is planned for Q1 2025. In the meantime, high-level 
feedback from customer surveys has provided valuable insights, such as a preference for 
higher quality refrigerators and concerns over some HVAC products under-performing. 
This feedback is instrumental in re-evaluating the Pilot's quality control operations. PG&E 
and the pilot implementer will continue reviewing and incorporating actionable 
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recommendations throughout the rest of the program cycle and provide updates to the 
ESA/CARE/FERA Studies Working Group.  
 

1.9.2. If applicable, submit Final Pilot Report describing the: (1) overview 
of the pilot; (2) description of PEP; (3) budget spent vs.  authorized 
budget; (4) final results of the pilot (including effectiveness of the 
program, increased customer enrollments or enhanced program 
energy savings); and (5) recommendations. 

 
 
Not applicable for 2024, there were no Pilots completed in 2024. 

 
 
1.10. ESA Working Groups (WG) and Sub-working Groups (SWG) 

1.10.1. Please provide a brief background on each WG and SWG. 
 
ESA WG 
D.21-06-015 specified the requirement for the IOUs to establish an ESA WG with multiple 
sub-groups to address a diverse set of program operations and improvements. One of the 
guiding principles is to provide energy savings and hardship reductions to low-income 
households in line with IOU program goals. Since 2022, the ESA WG  has been meeting 
at least every two months to address specific subjects and/or deliverables with rotating 
SWG discussions.  
The ESA WG functions were initially divided into the ESA Council and three Sub-Working 
Groups (SWGs): ESA Program Cost-Effectiveness (CE), ESA Program Policy & 
Procedures and Installation Standards Manuals (PP&IS), and Universal Application 
System (UAS) SWG. D.22-12-029 added the CARE/FERA Post-Enrollment Verification 
(PEV) SWG to expand the SWGs from three to four for PY2023.  
The ESA WG operates with specific guiding principles that are outlined in the Charter and 
Governance documents, and once the planned SWG tasks are completed, the SWG 
members delegate the SWG charter back to ESA WG.  
Prior to 2024, two of the four SWGs were completed: the ESA Program CE SWG in 2023 
and the UAS SWG in 2022.  
 
CARE/FERA PEV SWG 
This SWG was tasked with developing recommendations for improving the income 
verification procedures policies. This SWG was open to the public and supported by 
selected ESA WG Members. This SWG ended activity at the close of the 2023.  In June 
2024, the IOUs presented their findings at the ESA WG June Public Meeting, officially 
completing this SWG.  
Status: Completed in 2024 
 
PP&IS SWG 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

 

 

43 
 

 

The statewide PP&IS SWG discusses and recommends revisions to the P&P Manual and 
IS Manuals and conducts an initial assessment of "healthy building materials." Since 
2022, this SWG has held public meetings and is supported by selected ESA WG 
Members. This SWG meets on the second Wednesday every other month, is open to the 
public and accepts new participants.  
Status: Ongoing into 2025 
 

1.10.2.  What were the accomplishments of each WG and SWG in the    
           2024 PY? 

 
2024 ESA WG 
In 2024, the ESA WG retained eleven non-IOU members, composed of contractors and 
non-profit organizations as well as four IOU members and one ED representative. In 
addition, the ESA WG completed six statewide public meetings throughout 2024, 
capturing the interest of more than 400 total attendees including ESA WG IOUs, non-
IOUs member organizations and the public.  
In addition to delivering annual and monthly reports as outlined in the D., the ESA WG 
collaborated on and discussed several additional items including but not limited to:  

 Contractor Advanced Payments, 

 New measure implementations including Smart Fan Control, Lifetime Refrigerant 
Maintenance) and more, 

 Health, Comfort, & Safety (HCS) adjustments to support increased installation 
measures, 

 Program design changes to increase enrollments, and  

 Building Electrification education and opportunities.  
 
2024 CARE/FERA PEV SWG 
The IOUs presented their conclusive annual findings from 2023 at the ESA WG June 
Public Meeting in 2024.24 
 
2024 PP&IS SWG 
The PP&IS SWG continued executing its core function throughout 2024 including 
revisions and updates to the manual, updates to PP&IS measure specifications to include 
polices and installation standards and modifications, and revisions to the charter. The 
SWG met bi-monthly and provided updates and/or presentations in five out of six ESA 
WG public meetings.  
 

 
 

24The Annual Report Public meeting materials are publicly available on CPUC Energy Division‘s Public 
Document Area at https://pda.energydataweb.com/#!/documents/3995/view, last accessed on April 14, 
2025. 
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2024 accomplishments for this SWG include but are not limited to the following:  

 Updating the PP&IS Manual to include electrification standards and policies, 
inspection policies and overall updates to income eligibility.  

 Finalizing and implementing changes to Basic and Basic Plus programs for 
customers living in climate zones 13-15 to receive additional savings. 

 Using contractor feedback to propose and finalize measure modifications to the 
IS&PP manual.  

 Establishing an ad-hoc team to work on electrification policy changes.  

 Developing and presenting an advanced keyboard that reduces idle time in 
desktop computers and monitors with motion sensor.  

 

2024 ESA/CARE Study Working Group 
 
The ESA/CARE Study Working was initiated in October 2021 to engage a collaborative 
group of stakeholders to review and plan research studies related to the ESA and CARE 
programs. In 2024, the WG met five times to discuss the following topics: Scope and 
budget review and subsequent approval for PG&E’s ESA Pilot Evaluation; progress 
updates on the Non-Energy Impacts Study and PG&E’s ESA Pilot Evaluation. 
 

 
1.11. Annual Public Meeting of ESA and CARE Program Prior Year Results 

In 2024, the ESA WG held a total of six public meetings, 12 ESA WG Council meetings, 
and one closed meeting in December with only WG Members and Council. During the six 
Public Meetings, the ESA WG presented a combination of annual and monthly reports 
and additional meeting topics as suggested by stakeholders. As a result of the discussion 
held in the ESA WG Public Meetings, two additional public workshops were held: the 
Clean Energy Workshop and Concurrent Application System (CAS) Phase II Workshop.  
Some of the opportunities for growth that came out of the 2024 public meetings included 
balancing HCS and Energy Savings Measures, Multifamily Property Definition, Customer 
Journey Barriers, and meeting savings requirements for the Pilot Plus/Pilot Deep. The 
WG has discussed and set goals for the 2025 including a list of priority topics.  
 
The IOUs virtually presented their 2023 annual reports during the June ESA WG Public 
Meeting on June 27, 2024.25 The IOUs presented 2023 CARE, FERA, and ESA Program 
statistics, enrollment findings, general activities, outcomes and lessons learned. Among 
these topics, a variety of other IOU-specific updates were provided including but not 
limited to marketing and outreach as well as customer engagement. The public meeting 
format provided an opportunity for discussion and Q&A with stakeholders.   
 

 
 

25 The Annual Report Public meeting materials are publicly available on CPUC Energy Division‘s Public 
Document Area at https://pda.energydataweb.com/#!/documents/3995/view, last accessed on April 14, 
2025. 
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1.12. Multifamily Properties  
 

1.12.1. The IOUs shall conduct and report an annual analysis of the square 
footage, energy consumption, and ESA program participation.  
Please include the breakdown of market rate and deed restricted 
properties treated. 

 
Introduction and Methodology  
 
PG&E has contracted with Res-Intel, a residential property energy analytics firm, since 
2020 to report on the number of multifamily properties and the characteristics of income-
qualified residents residing at those properties for the PG&E service territory. For the 
purpose of this analysis, residents are classified as income-qualified if they are currently 
enrolled in ESA or if a predictive model classifies them as ESA eligible. The model 
generates a predicted number of ESA eligible residents per property based on a number 
of property-level variables. These variables include property value and location, current 
ESA participation,26 and those assigned at the census block level, such as median 
income, ethnicity, and average household size. 
 
Multifamily properties are identified from county tax assessor records, which include 
parcel records. Res-Intel aggregated parcel records and supplemented them with the 
CoStar multifamily property data to arrive at a final dataset of multifamily properties in the 
PG&E territory. The number of buildings and units at each property is often documented 
within these databases. However, when these data were missing from existing records, 
they were imputed using predictive modeling, satellite imagery, and Light Detection and 
Ranging (LiDAR). 
 
Res-Intel identified current ESA participation at each of the multifamily properties by 
merging PG&E’s premise IDs to the property dataset, along with Acxiom customer 
demographic data provided by PG&E. Premise IDs were merged based on premise 
addresses and geospatial coordinates. The final dataset features an array of physical and 
demographic attributes for each individual property and a detailed profile of each 
property’s energy consumption and utility data. 
 
The analysis also disaggregates common area and tenant energy consumption. This 
disaggregation is achieved by classification of each meter using its available metadata. 
The indicator of whether a PG&E meter is assigned to common area is the dwelling-type 
field that appears for each service point record in PG&E’s database. A meter is labeled 
as a common area meter whenever the dwelling-type field takes on the value “common 
area.” The analysis also uses updated ESA eligibility data, updated property and meter 
information, updated Acxiom customer demographic data, and updated interval data 
covering the years 2023 and 2024.  
 

 
 

26 Res-Intel determined ESA participation and eligibility using three methods: (1) identifying CARE eligible 
premises using data provided by PG&E; (2) identifying ESA eligible premises using Acxiom demographic 
data on household size and income; and (3) predicting eligibility based on premise characteristics where 
CARE status and household income are unknown. 
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Results 
 
Figure 1.12.1.1 shows distribution of Site and Source Energy Use Intensity (EUI) for the 
24,827 attached multifamily 5+ unit sites that meet the criteria for benchmarking. This 
figure shows that benchmarked sites have an average Site EUI of 40.1 and Source EUI 
of 69.4. The current results are consistent with those from 2023, where it was determined 
that benchmarked sites had an average Site EUI of 39.5 and Source EUI of 67.5.  
Current results include only attached multifamily 5+ unit properties. 
 

Figure 1.12.1.1: PY 2024 - Distribution of EUI 
 

 
 
Tables 1.12.1.1 and 1.12.1.2 compare 2024 ESA eligibility estimates (Table 1.12.1.1) 
with estimates from the 2023 analysis (Table 1.12.1.2). The estimates in these tables 
account for both actual and predicted ESA eligibility.  
 
 

ESA Table 1.12.1.1 
Estimates of ESA Eligibility, all 5+ Unit Attached Multifamily (PY 2024) 

 Deed Restricted Non-Deed Restricted 
Eligible % Properties Buildings Units Properties Buildings Units 

Less than 50 936 2,649 95,868 20,091 40,442 685,485 
50 to 64 278 964 27,532 3,298 7,066 74,254 
65 to 79 525 1,717 44,380 1,692 4,250 44,441 

80+ 1,068 3,917 73,430 2,816 6,205 55,963 
Unknown 120 293 9,909 525 1,362 25,111 

Total 2,927 9,540 251,119 28,422 59,325 885,254 
 
 

ESA Table 1.12.1.2 
Estimates of ESA Eligibility, all 5+ Unit Attached Multifamily (PY 2023) 

 Deed Restricted Non-Deed Restricted 
Eligible % Properties Buildings Units Properties Buildings Units 

Less than 50 880 4,560 106,605 17,345 37,167 547,082 
50 to 64 204 1,195 20,163 3,084 6,108 61,492 
65 to 79 316 1,555 28,383 1,608 3,521 35,983 

80+ 1,107 5,289 73,185 3,940 8,923 81,360 
Unknown 267 1,314 20,189 1,425 3,536 52,049 

Total 2,774 13,913 248,525 27,402 59,255 777,966 
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Table 1.12.1.3 breaks down the results of Table 1.12.1.1 by actual and predicted ESA 
eligibility. Actual eligibility is based on either (1) CARE enrollment, or 2) income eligibility, 
using Acxiom household data for each premise. The values in parentheses represent the 
change in the data group’s value when predicted ESA eligibility is included. ESA eligibility 
values are unknown when the property does not have PG&E meters. 
 

Table 1.12.1.3 
ESA Eligibility, Actual and Predicted (PY 2024) 

 Deed Restricted Non-Deed Restricted 
Eligible % Properties Buildings Units Properties Buildings Units 

Less than 50  1,016 
(-80) 

 2,953 
(-304) 

102,451 
(-6,583) 

20,700 
(-609) 

42,290 
(-1,848) 

707,214 
(-21,729) 

50 to 64    306 
(-28) 

 1,068 
(-104) 

 30,314 
(-2,782) 

 3,553  
(-255) 

 7,856 
(-790) 

 82,030 
(-7,776) 

65 to 79    655 
(-130) 

 2,135 
(-418) 

 52,675 
(-8,295) 

 1,842  
(-150) 

 4,693 
(-443) 

 45,210 
(-769) 

80+    830 
(238) 

 3,091 
(826) 

 55,770 
(17,660) 

 1,802 
(1,014) 

 3,124 
(3,081) 

 25,689 
(30,274) 

Unknown 120 293 9,909 525 1,362 25,111 
Total  2,927  9,540 251,119 28,422 59,325 885,254 

 
Tables 1.12.1.4 through 1.12.1.8 report statistics for the subset of Non-Deed Restricted 
(NDR) properties with 80+ % eligibility. This subset includes 2,799 of the 5+ unit attached 
multifamily properties. Note that the total numbers of properties reported in Tables 
1.12.1.4 and 1.12.1.5 are slightly less than 2,816 (as shown in Table 1.12.1.1) because a 
small number of properties lack daily usage data.  Differences between the results 
presented in Tables 1.12.1.4 and 1.12.1.5 and their counterparts in the 2023 analysis can 
be explained by the following factors: 
 
 

1. Updated ESA-eligibility analysis using the following updated data sources: 
a. Updated tax assessor and CoStar property data. 
b. CARE-enrollment data. 
c. ESA installation data. 
d. Acxiom household demographic data. 

 

2. Yearly variation in electricity and gas usage. 
 

 

ESA Table 1.12.1.4 
Total PY Annual Electricity Usage, 80+ Non-Deed Restricted (MWh)* 

Category Number of 
Properties 

Average 
Sq.  Ft. 

Total 2024 
Annual MWh 
Consumption 

Total 2024 
Annual 

MWh for 
Common 

Areas 

Total 2024 
MWh for 

Units 

Total 2024 
Annual MWh 

for Master 
Meters 

Sq.  Ft.  
<99,999 2,721 14,129 191,752 10,950 180,802 2,557 

Sq.  Ft.  
>100,000 78 163,728 64,059 2,815 61,244 1,024 

Total 2,799 18,297 255,811 13,764 242,047 3,581 
*Annual sq. ft. totals averaged over January through December 2024.  All other values are annual 
cumulative values. 
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Overall, 2024 results are comparable to those from 2023 when adjusting for the number 
of properties and average square footage: 
 
 

 The total number of properties decreased to 2,799, compared to 3,937 in the 2023 
analysis (a decrease of roughly 29 percent). 
 

 Average property size is nearly unchanged at 18,297 square feet, compared to 18,287 
square feet for 2023. 
 

 Total annual MWh consumption for the 80+ NDR sites is about 22 % lower compared to 
2023.  

 Total annual gas consumption for the 80+ NDR sites is about 13 % lower compared to 
2023. 

 
Table 1.12.1.6 presents average site-based EUI for the 80+ % NDR properties. Due to 
the small numbers of properties in these groups, average EUIs can be affected by large 
outliers. However, as shown in Figure 1.12.1.1, results for the overall set of multifamily 5+ 
unit properties are similar to previous results. 

 
 
 
 
 
 
 

 
 

ESA Table 1.12.1.5 
Total Annual Gas Usage, 80+ Non-Deed Restricted (therms)* 

Category Number of 
Properties 

Average 
Sq.  Ft. 

Total 2024 
Annual 
Therms 

Consumption 

Total 2024 
Annual 

Therms for 
Common 

Areas 

Total 2024 
Therms 
for Units 

Total 2024 
Annual 

Therms for 
Master Meters 

Sq.  Ft.  
<99,999 2,721 14,129 9,715,063 2,016,062 7,699,001 2,061,894 

Sq.  Ft.  
>100,000 78 163,728 3,201,912 341,699 2,860,213 972,318 

Total 2,799 18,297 12,916,975 2,357,761 10,559,214 3,034,211 
*Annual sq. ft. totals averaged over January through December 2024.  All other values are annual cumulative 
values. 

ESA Table 1.12.1.6 
Average 2024 Energy Use Intensity (EUI), 80+ Non-Deed Restricted kBTU sq/ft 

PG&E Service # of Properties EUI (Average) EUI (Median) 
Dual Fuel 2,375 48.3 43.1 

Electric Only 221 23.9 20.5 
Gas Only 203 35.3 29.4 
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ESA Table 1.12.1.8 
Year of Most Recent Renovation, 80+ Non-Deed Restricted* 

Most Recent 
Renovation # of Properties # of Units 
(1940,1990] 2 18 
(1990,2000] 4 66 
(2000,2010] 11 1,168 

2010+ 24 1,523 
None Recorded 2,335 38,829 

*Renovation records were retrieved from CoStar and do not account for all 
properties. 

 
 
PG&E’s N. MFWB program serves both deed and non-deed restricted multifamily 
properties that meet program eligibility requirements. The program treated 25 multifamily 
properties and 17,771 MF in-units in 2024 (see ESA Table 1.1.1.2 of this report); this 
figure combines both market-rate and deed-restricted properties.  
 

 
1.12.2. The IOUs shall describe the activities conducted in multifamily 

properties for multifamily whole building measures under the ESA 
Program. 

 
PG&E launched a new measure, an Advanced Keyboard, for MFWB in-unit and common 
area in November 2024.  At the end of the year, 20 Advanced Keyboards were installed. 

ESA Table 1.12.1.7 
Year of ESA Treatment, 80+ Non-Deed Restricted (as of 2024)* 

ESA Treatment Year # of Properties # of Units 
2003 215 785 
2004 359 1,461 
2005 448 1,999 
2006 481 2,327 
2007 403 2,274 
2008 419 1,806 
2009 485 2,404 
2010 708 2,544 
2011 688 3,329 
2012 723 2,741 
2013 886 3,677 
2014 958 4,020 
2015 774 2,578 
2016 539 1,765 
2017 556 2,116 
2018 624 2,582 
2019 955 3,707 
2020 766 2,294 
2021 720 1,963 
2022 320 1,613 
2023 209 1,195 
2024 368 2,161 
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Additionally, PG&E started collaborating with the manufacturer Gradient and the CalMTA 
program (Section 1.5.1) to create the measure proposal for the room heat pump measure 
for possible launch in 2025. 
 

1.12.3. Normalized Metered Energy Consumption (NMEC) Analysis of the 
Multifamily Common Area Measures (MF-CAM) Initiative. 

This report section is intended to capture the energy consumption analysis for common 
area measures (CAM) installed as part of the MF-CAM Initiative, or whole building 
measures as part of the MFWB program using the NMEC methodology.  The analysis 
requires 12 months of consumption data prior to and after measure installations.   
 
Because no new post-treatment data was acquired during PY 2024, an analysis was not 
produced for PY 2024 reporting.  
 
1.13. Miscellaneous 
 

1.13.1. LIFT Pilot  
 
PG&E did not transfer any funds to Marin Clean Energy’s (MCE) Low Income Families 
and Tenants (LIFT) pilot in 2024 because the LIFT pilot ended in 2023.  

1.13.2. Concurrent Application System (CAS) 
 
In 2024, PG&E completed a Request for Proposal (RFP) for the Phase I Concurrent 
Application System (CAS) for income-qualified customers to apply for utility assistance 
programs pursuant to D.23-05-006. The resulting contract reflected the years-long 
collaboration with the CPUC, the CAS WG, and the IOUs to ensure the CAS Phase I is 
sufficiently robust and deployable within the expected framework. The RFP was issued 
on December 29, 2023 and concluded on October 25, 2024. PG&E, on behalf of the 
IOUs, submitted a Tier 3 Advice Letter seeking CPUC’s approval of the CAS Phase I 
contract and IOU budgets on November 1, 2024.27 The Advice Letter is currently pending 
approval. 

 
 
 
 

 
 
 

 
 
27 PG&E Advice Letter 4994-G / 7422-E. 
https://www.pge.com/tariffs/assets/pdf/adviceletter/GAS_4994-G.pdf. Last accessed on April 17, 
2025. 
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2. California Alternate Rates for Energy (CARE) Program Executive Summary 
 
Summary of 2024 Results 
 
In 2024, PG&E’s CARE program provided over $1.1 billion in electric and gas rate 
discounts to support 95%-101% of CARE-eligible households in its service territory 
throughout the year at the total program cost of $1,113,870,585. Of the total expenditure, 
PG&E’s CARE administrative costs accounted for approximately 0.7% and CARE 
subsidy 99.3%. Similar to 2023, while PG&E was able to further reduce its administrative 
costs to 58% of the authorized amounts in 2024, PG&E’s CARE subsidy continued to 
exceed the authorized amount per D.21-06-015 by 59% or over $409 million. This pattern 
underscores the continued pressure on affordability and the sustainability of rate discount 
programs.  

 
As the end of December 2024, PG&E recorded a 95% enrollment rate (or 1,371,555 
households) of the CARE program, exceeding the 2024 goal of 93% enrollment.28 In 
Appendix A, CARE Table 1 - CARE Overall Program Expenses provides a summary of 
PY 2024 program expenditures. 
 

CARE Summary Table 2 
2024 CARE Program Summary 

2024 Authorized Budget Actual % 
Administrative 

Expenses $14,070,600 $8,097,332 58% 

CARE Rate Discount $696,394,000 $1,105,773,253 159% 
Total Program Costs 

and Discounts $710,464,600 $1,113,870,585 157% 

2024 CARE New 
Enrollments 

Automatically 
Enrolled via Data 

Sharing, ESA 
Participation, etc. 

Self-Certified as 
Categorically 

Eligible 

Self-Certified 
as Income 

Eligible 

By Method 23,170 125,450 147,548 
2024 CARE 
Enrollment 

Estimated Eligible 
Participants Participants Enrollment 

Rate 
Total Enrolled 1,436,346 1,371,555 95% 

 
 
PG&E’s primary activities in 2024 for CARE centered around improvement of program 
processes for PEV and recertification, and continuing efforts to enroll hard-to-reach 
customers.   
 
The CARE program’s noteworthy marketing, outreach, and administrative initiatives and 
achievements in 2024 included:   
 

 
 

28 D.21-06-015 authorized PG&E’s CARE administrative and subsidy budgets for PYs 2021-2026, and 
sets a CARE enrollment goal of at least 93% in PG&E’s service territory for these program years. 
Attachment 1, Tables 1-2.   
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 Robust investment in PEV improvement tools including revamping customer 
forms, developing a customer-facing how-to PEV video, and increasing file size 
and other system upgrades for customer documents, as further detailed in Section 
2.2.3 

 Continued focus on supporting customers through the recertification process via 
ME&O campaigns including a Failed to Recertify campaign and a Recertification 
Reminder campaign as described in Section 2.4   

 Broad CBO engagement, including launching two new CBO grant programs (an 
Advocate Grant in Jan 2024 and a Senior Advocate Grant in Nov 2024), as well 
as doubling the enrollments from the CARE Community Outreach Contractor 
(COC) program as compared to 2023 (See Section 2.4). 

 Continued auto-enrollments from other programs that verify customers’ income, 
including REACH, ESA, LIHEAP, and DAC-SASH, with total auto-enrollments 
increased 44% over 2023’s outcomes.29  

 
CARE Program Activities Supporting Environmental and Social Justice (ESJ)  
Similar to the discussion in the ESA program’s Summary of Results and Program 
Highlights, PG&E considers the needs of ESJ communities and has prioritized their 
inclusion in the CARE programs to the extent possible, thereby advancing and supporting 
the intent of the Commission’s ESJ Action Plan. Some of the primary ways that PG&E’s 
CARE programs incorporated and advanced the goals of the ESJ Action Plan included: 

 
 Coordination and cross-referrals with DAC-SASH, LIHEAP, etc. to streamline 

customer experience including information such as for Lifeline on CARE/FERA 
program materials and CBO outreach. 

 Targeting DACs, rural communities and other hard-to-reach customers in ME&O 
plans. 

 Conducting outreach initiatives in multiple languages. 
 Continued investment in different grants for CBOs to help increase customer 

awareness of CARE. 
 
Procedural Background 
 
The CARE program provides a monthly bill discount of or more on energy bills for 
qualifying residential single-family households, tenants of sub-metered residential 
facilities, nonprofit group living facilities, food banks, agricultural employee housing 
facilities and migrant farm worker housing centers throughout PG&E’s service area. 
Eligible households are those with incomes at or below 200% of the Federal Poverty 
Level (FPL).30   
 
2.1. Participant Information 

 

 
 

29 In 2024, there were 23,170 CARE new enrollments, accounting for 8% of total CARE new enrollments, 
and a year-over-year increase of 44% from the 16,090 new enrollments in 2023.  

30 California Public Utilities Code Section 739.1(a). 
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2.1.1. Provide the total number of residential CARE customers for the 
reporting period, including sub-metered tenants, by month, and by 
energy source, and explain any variances of 5% or more in the 
number of participants. 

The total number of residential CARE customers, including sub-metered tenants, is 
included in Appendix A of this report: CARE Table 8 – CARE Participants as of Month-
End.  During the 2024 PY, no monthly variances of 5% or more occurred. 

CARE Table 2.1.1 
2024 Residential CARE Program[a] 

Electric Customers by Month Gas Customers by Month 

PY 2024 CARE 
Customers 

Percentage 
Change PY 2024 CARE 

Customers 
Percentage 

Change 
January 1,230,629 n/a January 1,064,466 n/a 
February 1,238,094 1% February 1,070,603 1% 

March 1,222,310 -1% March 1,055,041 -1%
April 1,218,907 0% April 1,046,585 -1%
May 1,207,175 -1% May 1,036,615 -1%
June 1,199,038 -1% June 1,028,384 -1%
July 1,206,898 1% July 1,030,970 0% 

August 1,209,343 0% August 1,032,325 0% 
September 1,215,132 0% September 1,033,914 0% 

October 1,215,926 0% October 1,034,408 0% 
November 1,207,512 -1% November 1,027,558 -1%
December 1,205,370 0% December 1,027,335 0% 

[a] Due to the timing of collection of CARE enrollment data, numbers throughout this report may vary slightly
based on reporting timeframe for each monthly report throughout the year.

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

PG&E used the joint utility methodology adopted in D.01-03-028 for developing monthly 
enrollment estimates by energy source in 2024.31  This methodology entails annual 
estimation of eligibility for CARE, ESA, FERA, and other income-by-household size 
parameters at the small area (block group, census tract, ZIP+2, etc.) for each IOU 
territory and for the state as a whole. 

Sources for the 2024 eligibility estimates included: 

31 Athens Research performs the analysis using the joint utility methodology to provide the estimates for 
the California IOUs. 
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  The January 2024 Health and Human Services (HHS) Federal Poverty Guidelines 

(FPG)32 (“bundling” one- and two-person households at the HHS-defined 200% FPG 

limit as required by AB 327),  

 Current year small area vendor marginal distributions on household characteristics,  

 Census American Community Survey (ACS) Five Year Summary Block Group Data 

(2019-2023),  

 Five years of American Community Survey Public Use Microdata Survey (ACS 

PUMS: years 2018-2023, skipping Covid-impacted 2020 data),  

 Utility individually-, sub-, and master-metered household counts,  

 Department of Finance Consumer Price Index series, and  

 Various Geographic Information System sources.   
 
The method takes into consideration ACS microdata relationships between guideline 
status (above/below 200% FPG), tenure, and fuel payment relationships.  These cross 
classifications are fitted to small area (block group) marginals to produce payer type 
specific distributions, which can be aggregated to various other geographical levels. 
 
Estimates from the block group level are aggregated to county/utility and whole utility 
level, among other aggregations.  Annually, PG&E 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) to obtain an estimate of income/demographic 
eligibility in household count form. 
 
PG&E 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 to 
estimate the CARE enrollment rate. 

 
 

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 in Section 2.1.2 of this report, was used 
throughout 2024. 
 

2.1.2.2. Describe how the estimates of current CARE-eligible 
meters were derived.  Explain how total residential 

 
 

32 Federal Register/Vol. 89, No. 11/January 17, 2024/Notices; p.2962. 
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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.  PG&E reviews the 
base rate plan associated with the meter to confirm the premise is residential.  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 to Section 2.1.2.2 of this report.  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 compiles a monthly report from the billing system with all accounts flagged as 
currently enrolled in CARE.  This monthly report incorporates 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 
customer households by energy source divided by the estimated eligible CARE 
population by energy source. 
 

2.1.3. Provide the estimates of current demographic CARE eligibility rates 
by energy source at yearend. 
 

PG&E’s estimates of current demographic CARE eligibility rates by energy source at 
year-end are: 

Electric and Gas: 23.9% 
Electric-only: 27.5% 
Gas-only: 26.5% 
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2.1.4. Provide the estimates of current CARE eligible sub-metered tenants 
of master-meter customers by energy source at yearend. 

 
PG&E’s estimates of current CARE-eligible sub-metered tenants of master-meter 
customers by energy source at year-end are: 

Electric: 37,485 
Gas: 24,075 

 
2.1.5. Provide the current CARE sub-metered tenant counts by energy 

source at year-end. 
 
PG&E’s current CARE sub-metered tenant counts by energy source at year-end are: 

Electric: 22,255 
Gas: 16,332 

 
2.1.6. Provide the current CARE sub-metered enrollment rates by energy 

source at year-end. 
 
PG&E’s current CARE sub-metered enrollment rates by energy source at year-end are: 

Electric: 59% 
Gas: 68% 

 
2.1.7. Discuss any problems encountered administering the CARE program 

for sub-metered tenants and/or master-meter customers during the 
reporting period. 

 
Challenges encountered in 2024 for sub-metered tenants and/or master-meter customers 
are described below, along with mitigation and improvement efforts to help address 
issues. 
 
Mobile Home Park (MHP) Property Manager Communication 
PG&E continues to advertise the CARE program for eligible tenants of sub-metered 
residential facilities, and information packets containing program applications are mailed 
to Mobile Home Park (MHP) landlords/property managers annually. However, PG&E 
consistently receives returned and undelivered envelopes due to the high turnover of 
landlords/property managers.  
 
PG&E continues to use the Submeter portal to provide a platform for Mobile Home Park 
landlords/property managers to self-service their property’s monthly certification reports. 
Through this portal, Mobile Home Park managers can access monthly certification reports 
and create daily requests such as tenant enrollments/tenant drops or contact the CARE 
team for any sub-meter-related questions. In 2024, PG&E onboarded 181 
landlords/property managers in accessing the portal’s resources. 
 

2.1.8. Discuss the steps taken towards Marketing CARE to Mobile Home 
customers and converting Mobile Home Sub-metering to direct utility 
served customers. 

Some of the billing challenges described in Section 2.1.7 are ongoing due to the nature of 
the billing for MHP metering. MHP metering conversions to single individual metering for 
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tenants can help address these issues, as each tenant would then be the customer of 
record for their account and would be responsible for reviewing and paying their bill. 
PG&E has undertaken converting mobile home sub-metering to direct utility-served 
customers in recent years by increasing outreach to landlords/property managers and 
improving customer support. In 2024, PG&E’s CARE Operations team continued a daily 
review of sub-meter to residential meters to further support tenants in maintaining their 
CARE status as they transitioned to direct metering. In total, 233 MHPs have transitioned 
from sub-metered to direct metering, of which 207 have been fully converted and 26 have 
been partially converted. In 2024, 12 conversions were completed. However, there are 
challenges and barriers to expanding MHP conversion from sub-metering to direct 
metering for the 982 MHPs that remain master-metered, primarily because PG&E is not 
authorized to mandate these conversions. 
 
2.2. CARE Budget Summary 

 
2.2.1. Please provide CARE program summary costs. 

 
CARE Table 2.2.1 

2024 CARE Program Summary Costs 

CARE Budget Categories 
2024 

Authorized 
Budget [a] 

2024 Actual 
Expenses  

% of 
Budget 
Spent 

Outreach 2] $7,679,465  $3,344,453  44% 
Processing, Certification, Recertification $895,500  $534,998  60% 
Post-Enrollment Verification [b] $1,551,100  $1,207,247  78% 
IT Technology/Programming [c] $1,413,748  $1,413,748  100% 
Community Help and Awareness of Natural 
Gas and Electric Services Program 
(CHANGES) Program 

$525,000  $511,675  97% 

Studies and Pilots  $35,987  $35,987  100% 
Measurement and Evaluation $200,000  $61,834  31% 
Regulatory Compliance $391,900  $308,215  79% 
General Administration $1,199,800  $667,371  56% 
CPUC ED Staff $178,100  $11,806  7% 

Total Expenses $14,070,600 $8,097,332 58% 
Subsidies and Benefits $696,394,000   $1,105,773,253   159% 

Total Program Costs and Discounts $710,464,600   $1,113,870,585   157%  
[a] D.21-06-015 approved the CARE program budget for PYs 2021-2026.   
[b] Post-Enrollment Verification budget reflects fund shift $147,821 from the Outreach category in according 
to fund shifting guidelines in D.12-08-044, as updated in D.16-11-022, D.17-12-009 and D.21-06-015. 
[c] Information Technology (IT) programming budget reflects fund shift $413,892 from the Outreach category 
in according to fund shifting guidelines in D.12-08-044, as updated in D.16-11-022, D.17-12-009 and D.21-
06-015. 
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2.2.2. Please provide the CARE program enrollment rate to date. 
 

CARE Table 2.2.2 
2024 CARE Program Enrollment 

Participants 
Enrolled 

Estimated Eligible  
Participants 

Enrollment 
Rate 

Target  
Met? [a] 

1,371,555 1,436,346 95% Yes 
[a] Attachment 1, Table 1 of D.21-06-015 sets a 93% enrollment goal for 2024 for 
PG&E. 

 
2.2.3. Discuss any issues or challenges to maintain enrollment goals, 

including enrollment, recertification, and post-enrollment verification, 
how those issues or challenges addressed, and why goals were not 
met (if applicable). 

 
PG&E made retooling its PEV process a top priority for improving customer experience 
and supporting retention for the CARE program in 2024. PG&E devoted significant staff 
resources to evaluate and retool its PEV communication with CARE customers with 
positive outcomes. 
Adopting a More Customer-Centric PEV Communication  

In 2024, PG&E reviewed and refined its PEV materials based on customer feedback from 
a 2023 survey.  This included updates to forms and letters sent to customers upon being 
selected for income verification. PG&E updated paper forms and email templates with 
PG&E layout/branding, highlighted public assistance proof of participation, and 
encouraged customers to upload documents online.  

Additionally, when a customer submits PEV documentation, PG&E now immediately 
sends an email confirming receipt of document submission. The improved look-and-feel 
of the PEV materials encouraged customers to respond. PG&E also continued outbound 
calls to customers who started the PEV process but submitted incomplete or inaccurate 
documentation. In addition, PG&E began developing a customer-facing “how-to” PEV 
video.  

Enhancing Email System Capacity to Meet Customer Communication Preference  
In early 2024, PG&E transitioned its PEV email communication to Salesforce Marketing 
Cloud (SFMC). This transition allowed PG&E to send CARE and FERA PEV emails in 
one day without a constraint on the volume as the previous capacity was around 2,500 
emails a day.  This transition enabled PG&E to communicate timely with customers via 
email at different touchpoints throughout the PEV process. 
Improving Ability to Accept Digital Submission of PEV Documentation 

In 2024, PG&E increased the file size from 2MB to 4MB for customers who submit their 
PEV and High Usage documents online. The increase in file size allows more customers 
to complete the process securely online instead of sending documents via email and 
reduces phone calls to the contact centers. Online submissions have historically had a 
lower incomplete percentage than submissions sent via email and are a more secure 
option than sending documents by email. More importantly, the ability to accept larger 
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files reduces customer frustration over inability to complete the PEV process due to file 
size restrictions. 

Taken together, these PEV enhancements contributed to: 

 an increase in PEV online documents submitted (an increase from 44% in 2023 

to 60% in 2024),  

 a reduction of incomplete PEV (a decrease from 7.9% in 2023 to 6.1% in 2024)33 

 an improved response rate for customers selected for PEV (an increase from 

34% in 2023 to 35% in 2024),34 and  

 a decrease of approximately 11,000 CARE/FERA-related calls to the contact 

center.  
 

2.2.4. 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. 

 
PG&E includes a description of any recertification, PEV process, or general CARE 
complaints in which the customer contacted the CPUC here for transparency and 
stakeholder awareness. Because recertification and PEV processes are similar to 
whether a customer will remain on CARE or be removed, PG&E includes a description of 
the PEV complaints.  
In 2024, five recertification complaints were received from customers who were either 
having difficulty submitting their CARE recertification documentation or were not 
understanding what documentation to send. PG&E gave these customers instructions on 
how to submit the required forms and what documentation to submit and all five were 
reenrolled in the program.  
PG&E received 30 complaints in 2024 related to PEV, generally around receipt of 
incomplete income documents, requesting a new PEV application, status of the process, 
or questioning program removal. In all cases, customers had either failed to submit 
documentation or provided incomplete documentation. PG&E contacted them to support 
resubmittal where appropriate. The CARE discount was reinstated for 29 of these 30 
customers. One was removed as they were over the income limits. 
 
2.3. CARE Program Costs 
 

 
 

33 Incomplete PEV refers to customers who began the PEV process but submitted incomplete or 
inaccurate information. 
34 PEV response rate refers to the percentage of customers who are selected for PEV and respond with a 
submittal.  
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2.3.1. Discount Cost 
 

2.3.1.1. State the average monthly CARE discount received, in 
dollars, per CARE customer by energy source. 

 
PG&E’s average monthly CARE discount received in 2024, in dollars, per CARE 
customer are shown here by energy source: 

Average Monthly Electric Discount: $64.39 
Average Monthly Gas Discount:  $13.38 
 

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

 
PG&E’s annual subsidy in 2024 for all CARE customers are shown here by 
energy source: 

Electric Subsidy: $937,864,107 
Gas Subsidy:   $167,909,146 
Total:    $1,105,773,253 

2.3.2. Administrative Cost 
 

2.3.2.1. Show the CARE residential program’s administrative 
cost by category. 

 
See CARE Table 2.2.1 – CARE Program Summary Costs. 

 
2.3.2.2. Explain what is included in each administrative cost 

category. 
 

Explanations of PG&E’s administrative costs by category are as follows: 
 
Outreach 
This cost category includes: 

 ME&O campaigns, such as direct mail, email, telemarketing, 
Automated Voice Response (AVR) systems, digital media and radio. 

 Retention outreach. 
 Printing of bill inserts, applications, advertising and promotional 

materials, annual notifications to sub-metered facilities, and other 
CARE program materials. 

 Postage and handling fees. 
 Purchase and storage of promotional items, other goods, and 

supplies. 
 CARE toll-free line maintenance and operation, and PEV Outbound 

Call Pilot. 
 Capitation fees to COC’s for new CARE enrollments, community 

event costs, community outreach activities and partnerships with 
CBOs. 

 Staff labor related to ME&O. 
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 Other expenses include travel, membership fees, sponsorships, 
conferences, catering, and other outreach-related costs. 

 Customer-facing PEV improvement initiatives.  

Processing, Certification and Recertification 
This cost category encompasses day-to-day administrative tasks associated with 
processing CARE applications, including: 

 Reviewing, sorting, scanning, processing, and data entry of CARE 
applications. 

 Initiating and responding to customers’ inquiries by mail, email or 
phone regarding program participation. 

 Resolving billing issues related to program enrollment. 
 Tracking CARE enrollment and recertification statistics in support of 

operations and regulatory management. 
 Training and other related costs. 

 
 

PEV 
This cost category encompasses day-to-day administrative tasks associated with 
completing PEV and High Usage (HU) verifications, including the following:  
 

 Reviewing, sorting, scanning, data entry and processing of CARE 
PEV and HU correspondence. 

 Printing and mailing of PEV and HU letters. 
 Initiating and responding to customers’ inquiries by mail, email or 

phone regarding the PEV and HU process. 
 Resolving billing issues. 
 Tracking CARE PEV and HU statistics in support of operations, 

management and regulatory support. 
 Training and other related costs. 

 
 
IT /Programming 
This category includes: 
 

 Ongoing software enhancements and licensing for PG&E’s current 
technology supporting CARE program activities. 

 Routine and non-routine system maintenance. 
 Automated CARE enrollment internal data exchanges among CARE, 

ESA, REACH and LIHEAP programs. 
 External data exchanges with IOUs, municipalities and water utilities. 
 Data reporting and analysis. 
 CARE system enhancement and maintenance. 
 Online applications enhancement and maintenance. 
 Website and interactive voice response (IVR) enhancement and 

maintenance. 
 Other IT-related obligations. 
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CHANGES Program 
This cost category includes reimbursement cost for the ongoing CHANGES 
program, as well as the CHANGES Evaluation to support the program. 
 
 
Pilots 
This cost category includes any pilot projects or studies for the program. For  
2024, this includes costs for LINA study. 
 

  
Measurement & Evaluation  
This cost category includes all measurement and evaluation related to the CARE  
program, including contract expenses for the annual study of CARE customer  
eligibility estimates. 
 

 
Regulatory Compliance This category includes costs for staff labor and travel 
expenses associated with preparing regulatory filings, including: 
 

 Program applications. 
 Advice Letters (AL).  
 Tariff revisions, comments and reply comments. 
 Hearings. 
 Preparation of regulatory compliance reports. 
 Preparation of data request responses. 
 Attendance at WG sessions, public input meetings and public 

workshops. 
 Travel expenses and other related costs. 

 
 

 
General Administration 
This category includes: 
 

 Program management labor. 
 Office supplies and equipment. 
 Envelopes and printing of CARE letters. 
 Customer research. 
 Propensity model costs. 
 Other expenses include training, travel, membership fees, 

sponsorships, conferences, catering and other administrative-related 
costs. 

 

 
CPUC ED Staff Funding 
This cost category includes reimbursement funding for ED staff. 

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

account. 
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Electric CARE ($269,724,327.91) 

Gas CARE $14,973,243.23 

 
 

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

 
All CARE administrative cost categories as well as the revenue shortfall associated with 
the CARE discount are included in the CARE balancing account, not in base rates.35 
 

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. 

 
PG&E includes the CARE surcharge and revenue data in Appendix A of this report: 
CARE Table 10 – CARE Surcharge & Revenue. 
 
2.4. Marketing, Education and Outreach 
 

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

 
In 2024, PG&E allocated CARE ME&O resources to target eligible customers, with 
additional focus on those who are hard-to-reach. New strategies and testing were 
implemented throughout the year, including changes to the acquisition target audience 
selection criteria, CBO outreach grants and inclusion of a Hard-to-Reach email segment.  
Retention communications continued for all enrolled households, using effective data-
driven strategies and testing new approaches for optimization.   

 
General Awareness 
PG&E ensured broad awareness of the program through multiple marketing channels 
including territory wide digital advertising tactics, bill inserts, press releases, and 
newsletters. Additionally, many campaigns featured efforts tailored to specific customer 
groups based on their geography, such as residing in ZIP codes of under-enrollment, or 
other characteristics, such as having a past due bill amount. 
Owned and Earned Media 
PG&E continued to leverage in-house tools and resources to promote CARE, including 
the HER marketing modules, and promotion in the low-income targeted version of the 
newsletter. PG&E included an insert in the June residential bill package to approximately 
2 million residential customers not already enrolled in CARE or FERA. The insert was 

 
 

35 D.02-09-021. 
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bilingual in English and Spanish and included basic program information, the updated 
annual eligibility guidelines and the CARE/FERA application. 
In 2024, PG&E’s communications team engaged in media interviews and press releases 
to raise public awareness and to promote income-qualified programs. In November, 
PG&E issued a news release36 highlighting the nearly 58,000 customers who benefitted 
from the expanded REACH efforts and to encourage customers to check eligibility and 
apply for CARE and FERA. 
In addition to general market news releases, PG&E’s multicultural media communications 
group dedicated substantial effort to ensure comprehensive coverage.  This included 
conducting live and pre-recorded radio interviews and programming for media outlets 
such as:  

Radio Bilingue (Central Valley): non-profit public radio network offering
public radio programming in Spanish language covering the Central Valley.

Hmong TV Network (Central Valley): digital channel out of Fresno that
covers Visalia, Fresno, Madera, and Merced, providing in-language news,
information and entertainment programming.

KVTO – Sing Tao Radio: offers programs in both Mandarin and
Cantonese, with an audience of approximately 182,000 in the San
Francisco Bay Area.

Skylink TV: local Chinese TV station with daily viewership in the San
Francisco Bay Area of approximately 100,000.

PG&E’s earned media efforts in 2024 resulted in more than 150 general market article 
mentions of CARE. Although PG&E’s multicultural media reporting does not include 
tracking for specific word mentions of the term “CARE”, the communications group 
tracked over 30 instances of financial assistance topic coverage in languages such as 
Spanish, Chinese, Japanese, Vietnamese, Punjabi, Russian and Hmong. 

Direct Communications 

Direct Communications - Acquisition campaigns 
Never Targeted campaign: In 2024, PG&E continued the Never Targeted acquisition 
campaign strategy. The automated monthly acquisition campaign delivered over 
812,000 CARE email messages in both English and Spanish to approximately 
213,000 unique customers. The emails achieved an overall open rate of about 48.3% 
and clickthrough rate of about 4.3%. The campaign delivered an overall CARE 
enrollment rate of about 5.6% (about 11,700 enrollments) and FERA enrollment rate 
of 0.1% (about 270 enrollments).   

Acquisition testing and optimization efforts in 2024 included: 

36 https://www.pge.com/en/newsroom/press-release-details.f2bb2f90-a8df-4d89-837e-
6c598c71c0ad.html, last accessed 3/25/2025. 
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  A/ B s plit ti mi n g t e st3 7  of o n e- m o nt h c a d e n c e v s. t hr e e- m o nt h c a d e n c e f or gr e at er 
e nr oll m e nt effi ci e n c y.  

  H ar d-t o- R e a c h s e g m e nt e m ail t e st s h o w e d i n cr e m e nt al e nr oll m e nt p ot e nti al wit h 
a n 7 2 % e nr oll m e nt lift o v er t h e N o M ail C o ntr ol c ell. 

  O pti mi z ati o n of t ar g eti n g u si n g t h e i n c o m e a n d h o u s e h ol d si z e- b a s e d Eli gi bilit y 
S c or e 3 8  i n c o m bi n ati o n wit h t h e A c q ui siti o n Pr o p e n sit y D e cil e s. 

 

F ail e d t o R e c ertif y c a m p ai g n: T hi s c a m p ai g n t ar g et e d a p pr o xi m at el y 4 0, 0 0 0 
c u st o m er s pr e vi o u sl y e nr oll e d i n C A R E w h o f ail e d t o r e c ertif y t h eir eli gi bilit y t h e 
pr e vi o u s y e ar. T h e r e m ar k eti n g str at e g y u s e d dir e ct m ail a n d/ or e m ail t h at 
e n c o ur a g e d c u st o m er s t o r e vi e w c urr e nt eli gi bilit y g ui d eli n e s a n d r e- e nr oll if q u alifi e d. 
T h e e m ail d e pl o y m e nt g e n er at e d a n o p e n r at e of 3 9. 8 % a n d cli c kt hr o u g h r at e of 
3. 9 %. 

Dir e ct C o m m u ni c ati o n s - R et e nti o n c a m p ai g n s 

W el c o m e c a m p ai g n:  P G & E c o nti n u e d t h e W el c o m e c a m p ai g n t o b o o st pr o gr a m 
r et e nti o n a n d i m pr o v e c u st o m er e nr oll m e nt i n ot h er r el e v a nt pr o gr a m s. 
C o m m u ni c ati o n s f e at ur e d p er s o n ali z e d, d y n a mi c c o nt e nt wit h i nf or m ati o n o n c o st a n d 
e n er g y- s a vi n g pr o gr a m s t ail or e d t o c u st o m er d at a a n d eli gi bilit y. 

R e c ertifi c ati o n R e mi n d er c a m p ai g n : P G & E' s R e c ertifi c ati o n R e mi n d er 
c a m p ai g n ai m e d t o e n s ur e C A R E c u st o m er s r e c ertif y t h eir eli gi bilit y. 
C u st o m er s wit h t h e t o p 2 0 % of C A R E Eli gi bilit y S c or e s w er e a ut o m ati c all y 
r e c ertifi e d. T h e s e c u st o m er s r e c ei v e d e m ail s c o nfir mi n g t h eir c o nti n u e d 
eli gi bilit y a n d a d vi si n g t h e m t o c h e c k i n c o m e g ui d eli n e s, wit h a n o pti o n t o 
o pt o ut if n o l o n g er q u alifi e d. 

F or c u st o m er s n ot a ut o m ati c all y r e c ertifi e d, P G & E u s e d e m ail, dir e ct m ail, a ut o m at e d 
v oi c e m e s s a g e s, a n d t e xt m e s s a g e s t o pr o m pt r e c ertifi c ati o n. P G & E s e nt dir e ct m ail 
9 0 d a y s b ef or e t h e pr o gr a m e n d d at e a n d e m ail r e mi n d er s at 9 0, 6 0, a n d 3 0 d a y s 
pri or. 

P G & E t e st e d diff er e nt e m ail m e s s a g e s a n d t h e i m p a ct of t e xt r e mi n d er s. Alt h o u g h 
2 0 2 4 r e s ult s di d n ot s h o w i m pr o v e d r e c ertifi c ati o n r at e s f or t h e e x e c ut e d t e st s v er s u s 
t h e c o ntr ol (r e s ult s s h o w n i n c h art s b el o w), P G & E pl a n s t o c o nti n u e t e sti n g. 

 

 

 

 
 

3 7  A n A/ B s plit ti mi n g t e st, al s o k n o w n a s A/ B t e sti n g or s plit t e sti n g, i s a m et h o d of c o m p ari n g t w o 
v er si o n s t o s e e w hi c h p erf or m s b ett er. T hi s i n v ol v e s s h o wi n g o n e v er si o n (t h e o n e- m o nt h c o m m u ni c ati o n 
c a d e n c e) t o o n e gr o u p of c u st o m er s ( Gr o u p A) a n d a n ot h er v er si o n (t h e t hr e e- m o nt h c o m m u ni c ati o n 
c a d e n c e) t o a n ot h er gr o u p of c u st o m er s ( Gr o u p B), a n d t h e n a n al y zi n g w hi c h v er si o n l e a d s t o m or e 
e nr oll m e nt s.  

3 8  A. 1 9- 1 1- 0 0 3, et al, 2 0 2 3 A n n u al R e p ort of P a cifi c G a s a n d El e ctri c C o m p a n y ( U 3 9 M) o n t h e R e s ult s of 
it s E n er g y S a vi n g s A s si st a n c e, C alif or ni a Alt er n at e R at e s f or E n er g y a n d F a mil y El e ctri c R at e A s si st a n c e 
Pr o gr a m s, p. 8 0 ( M a y 1, 2 0 2 4).  
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Digital  
 
The CARE digital media campaign launched in January and ran for a total of 14 weeks, 
delivering approximately 48 million impressions.  
Media Tactics included display and native ads (also referred to as sponsored content), 
Google paid search, Google Discovery ads and Google Performance Max.  These tactics 
provided a foundational layer of spend targeting the entirety of PG&E’s territory, with 
increased media spend levels in under-enrolled ZIP codes. All tactics ran in English and 
Spanish.    
The campaign achieved a clickthrough rate (CTR) of 0.90%, which is comparable to the 
same period in the previous year (0.89% CTR Jan-April 2023). The Q1 media campaign's 
cost per landing page visit (CPLPV) was $0.85, higher than historical campaign results 
($0.46 achieved over a 12-month campaign period in 2023). However, the CARE CPLPV 
was lower than the Residential campaign media average of $1.00. Additionally, increased 
media spend in priority ZIP codes outperformed the results for the broad territory 
targeting across most metrics. These ZIP codes had a higher CTR and more efficient 
CPLPV. With 29% of the Display ad budget, priority ZIPs delivered 36% of campaign 
landing page visits. 
Traffic to the CARE landing page reached over 1.3 million unique visits in 2024. As 
demonstrated on Figure 2.4.1 below, traffic increased during the media campaign, 
reaching its peak midway through the campaign flight. 
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Figure 2.4.1 - 2024 CARE Landing Page Visits

Social Media
PG&E did not leverage paid social media to promote CARE in 2024. 

Community Engagement

In the subsequent subsections, PG&E details its various community engagement 
initiatives: 

Partner Education and Outreach
In 2024, PG&E collaborated with numerous CBOs to promote customer assistance 
programs, including CARE. In January 2024, PG&E launched its Advocate Outreach 
Grant with 11 organizations. The goal of the grant was to partner with CBOs to share 
information on bill savings programs, including CARE, and energy savings programs 
intended to serve hard-to-reach customers, disadvantaged communities, and low-to-
moderate income customers, targeting hard-to-reach customers. CBOs were tasked with 
building awareness of these programs and encouraging eligible customers to apply. As 
part of the outreach, participating organizations were asked to send out a monthly 
communication in the form of an email or newsletter to community members, post on 
social media at least ten times per month to increase customer awareness and 
participate in at least one in-person event per month. The efforts were documented each 
month in monthly surveys that these organizations were required to submit.  The 
Advocate Outreach Grant ended in June 2024. In total, the CBOs reported holding about 
380 events from January through June 2024. 
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In November  2024, PG&E kicked off a new Senior Advocate Outreach Pilot effort and 
trained 11 CBOs on CARE, FERA, and Medical Baseline, Budget Billing to target seniors 
and disadvantaged communities. The goal of the outreach effort is to conduct outreach to 
seniors and increase awareness of assistance programs like CARE in vulnerable and 
underserved communities. This outreach effort is planned to end in November 2025. 
CBOs participating in the Senior Advocate Outreach Pilot are asked to distribute a 
monthly email or newsletter highlighting financial assistance programs including CARE. In 
addition, to email communication, CBOs are required to hold at least six workshops 
during the duration of the pilot, with at least one workshop to be held at a community or 
cultural center, and at least one workshop to be held at a faith-based organization.  CBOs 
participating in this outreach effort are required to submit monthly surveys to document 
outreach efforts. 
CARE Capitation Agencies 
In addition to utilizing CBO partners to build awareness of CARE and other programs, 
PG&E partners with community organizations in its CARE Capitation Program (COC) to 
help promote CARE. By the end of 2024, the COC program had 29 participating 
organizations. COCs supported outreach and enrollment into both CARE and FERA. The 
COC Program generated 1,254 new CARE enrollments in 2024, more than double the 
610 enrollments in 2023 from this program. 
Events, Presentations, Workshops 
In 2024, PG&E created accessible opportunities for community engagement, by meeting 
customers where they are.  PG&E targeted vulnerable communities of need and 
opportunity, by leveraging CARE and FERA program enrollment and eligibility data to 
drive more effective outreach and engagement and a personalized customer 
experience. These CARE/FERA comprehensive datasets, which included city/county 
reports of estimated eligible and enrolled populations, served as the foundation for 
determining the sites for community events. During community events, PG&E integrated 
customer service representatives to encourage participation and enrollment into PG&E’s 
CARE and FERA programs, while supporting individual billing and energy related 
needs.  Live customer support during community events ensured a localized engagement 
experience and a tailored outreach presence.  
 From January 2024 – December 2024, PG&E supported more than 165 community 

events providing support in vulnerable communities.  
 From January 2024-December 2024, PG&E’s customer service representatives 

engaged customers in more than 1,500 conversations about PG&E’s CARE and 
FERA discount programs during community events.  

 
Branch Offices and Customer Care Centers 
PG&E did not have branch offices or customer care centers in operation in 2024.  
Therefore, no activities took place with these forums in the reporting period.   
 
Direct Marketing 
PG&E’s direct marketing of CARE include its outbound call campaign, as described 
below:  
 
Outbound Calls 
In 2024, PG&E continued outbound case management calls to reach customers with past 
due amounts. The case management calls provided customers with flexible pay payment 
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plans as well as information about CARE, FERA, and other partner agency assistance 
programs such as LIHEAP.  
PG&E Customer Service Representatives (CSRs) were able to contact 265,862 
customers directly. The customers who could not be reached received a voicemail with 
information regarding financial assistance programs. A total of 9,449 customers were 
enrolled in the CARE or FERA programs.  
Before calling customers, CSRs ran a rate analysis for each customer and provided 
advice on whether those customers had the potential to save money on their bills by 
switching their rate plan or adding a program such as SmartRate. Customers with a past 
due balance were directed to LIHEAP, where those who successfully applied received 
pledges totaling about $748,110. 
 

CARE Table 2.0 
2024 CARE ME&O Metrics 

ME&O Metric from Reporting Template39  Data/Count 

Number of press article mentions  > 150 mentions of CARE in general market publications 
or outlets; 30 in multicultural outlets 

Impressions and reach of paid media ~ 48M impressions from digital campaigns  

Number and type of outbound targeted 
communications and bill messages 

 Multiple outbound communications including 
outbound calls and emails targeted to specific 
groups. 

 Bill inserts including the annual June income 
guidelines update to ~2M residential customers. 

 Newsletter specific to income-qualified 
customers  

Number of related calls or emails received ~61K customer calls to PG&E related to CARE/FERA in 
2024  

Email open rates and click-through rates 

Never targeted campaign: 

 ~812K emails, ~48.3% open rate, 4.3% click 
through rate (CTR)  

Failed to recertify campaign: 

 ~40% open, 4% CTR 
Recertification reminder:  

 57% open rate, 18% CTR 
Welcome campaign: 

 63% open rate, 8% CTR 
Digital: 

 ~0.90% CTR 
Number of visits to IOU's dedicated website > 880,000 unique visits in 2024 

 
 

39 This table was included in the ED’s Reporting Template for SB 1130 compliance and in PG&E’s FERA 
2024 annual report: A.19-11-003, et al, 2024 Annual Report of Pacific Gas and Electric Company (U 39 M) 
on the Results of its Family Electric Rate Assistance Program, (March 3, 2024).  PG&E includes this table 
for CARE for consistency and consolidation of ME&O metrics reporting.  
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2.4.1.1. Discuss outreach to CARE customers for the Home 

Energy Report, including percentage participation. 
HERs explain energy usage, allow customers to compare their energy use to similar 
homes in their area, and provide customized tips and ideas to help customers maximize 
their energy savings. In 2024, approximately 3.25M customers participated in HERs with 
approximately 1M customers flagged as income-qualified. Of those customers, 
approximately 779,000 were enrolled in CARE, representing 78% of the income-qualified 
customers who had received a HER in 2024, and accounting for 57% of all customers 
enrolled in CARE as of December 2024. PG&E continues to promote CARE and FERA 
via marketing modules included in the HERs to customers flagged as income-qualified 
and unenrolled. 

 
 

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

 

As described in Section 2.4.1 above, in 2024, PG&E maintained the multi-channel 
outreach strategy to engage and enroll eligible CARE customers. The effectiveness of 
each outreach channel is measured differently. Some outreach channels are measured 
on open rates, number of impressions, number of customers educated and informed of 
the program, and number of customers enrolled. Of the different outreach methods, it is 
hard to define which one was the most effective because it can take several marketing 
impressions before a customer acts.  

 
 

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

 
PG&E’s outreach efforts employ strategies that place continued focus on participation 
barriers identified through historical research including:  

 A multi-channel, multi-touch outreach approach to drive increased awareness and 
engagement.  

 Media plans include heavier spent in under-enrolled ZIP codes. 

 Clear messaging on eligibility, easy application, and multiple ways to apply.  

 An empathetic and friendly tone to marketing and communications.  

 Bilingual English/Spanish marketing campaigns.  

 CARE applications, brochures and support in multiple languages.  

 Collaboration with community organizations and advocates to amplify CARE 
messages.  

 
2.4.4. Discuss how CARE customer data and other relevant program 

information is shared by the utility with other utilities sharing its 
service territory. 
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A portion of PG&E's service area is shared with other CPUC-regulated energy and water  
utilities. In 2024, PG&E had data sharing agreements with SoCalGas, SCE, Sacramento  
Municipal Utility District, Alpine Natural Gas, the City of Tracy, California American Water, 
California Water Service, Del Oro Water Company, Golden State Water, Great Oaks 
Water, and San Jose Water. PG&E shares customer data with these utilities quarterly via 
an automated, secure file transfer process that extracts lists of enrolled CARE customers 
identified in the shared service areas. 
 

2.4.5. Discuss how CARE customer data and other relevant program 
information is shared within the utility, for example, between its ESA 
program and other appropriate low-income programs. 

 
A database of CARE customer contact information is uploaded for weekly distribution to 
PG&E’s ESA program implementers for use in their outreach. Since the ESA guidelines 
have increased to 250 % of Federal Poverty Level, PG&E automatically enrolls 
customers who have participated in the ESA program in CARE or FERA, depending on 
the program for which they are qualified.  
Since the CARE discount is noted in the customer information system, PG&E CSRs can 
see the CARE status of any customer calling PG&E’s contact centers for assistance. This 
provides important information for CSRs to use when discussing other benefits and 
services that may be of assistance to income-qualified customers.  
Each CARE application provides a brief description of other financial assistance 
programs available in PG&E’s service territory as well as contact numbers.  
PG&E also runs monthly reports of customers receiving bill payments received through 
CSD’s LIHEAP and PG&E’s REACH programs and automatically enrolls eligible 
customers in CARE.  
PG&E also receives information from the DAC-SASH program administrator, GRID 
Alternatives, and automatically enrolls these customers into CARE or FERA, depending 
on the program for which they are qualified.  
These combined efforts resulted in 23,170 CARE new enrollments, accounting for about 
8% of total CARE new enrollments, in 2024, and an increase of about 44% from the 
16,090 new enrollments in 2023.  

CARE Table 2.1 
CARE Automatic Enrollment for 2024 
Source Customers 

Enrolled 
ESA 9,436 

LIHEAP 4,734 
REACH 8,935 

DAC-SASH 65 
TOTAL  23,170 
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2.4.6. Describe the efforts taken to reach and coordinate the CARE 
program with other related low-income programs to reach eligible 
customers. 

 
Throughout 2024, PG&E targeted existing CARE customers for outreach related to the 
ESA program. PG&E applied filters to determine those customers who had the highest 
likelihood of being eligible for the ESA program because of income.  
 
As stated in Section 2.4.5. of this report, PG&E automatically enrolls customers who 
receive LIHEAP, DAC-SASH, and REACH assistance in the CARE or FERA programs.  
 

2.4.7. Track Costs of AB 793 related Energy Management Technologies 
program (identify all of the programs or initiatives that will be able to 
benefit from the availability of the end-use and electric usage 
profiles, and to coordinate with the relevant proceedings so that the 
relevant costs can be considered in those proceedings’ cost-
effectiveness decision making). 

Please see Section 1.2.6 of this report. 
 
2.4.8. Describe the process for cross-referral of low income customers 

between the utility and the California Department of Community 
Services and Development (CSD).  Describe how the utility’s CARE 
customer discount information is provided to CSD for inclusion in 
its federal funds leveraging application.  (Note: These agreements 
are limited to sharing 1-800 phone numbers with customers and 
providing CARE benefit information for the federal fiscal year, 
October 1 of the current year through September 30 of the 
subsequent year.  There are no tracking mechanisms in place to 
determine how many customers contact the other programs or 
actually become enrolled in other program(s) as a result of these 
agreements.) 
 

PG&E provides quarterly and other reports to CSD on various programs such as LIHEAP. 
Pursuant to PG&E’s data sharing agreement with CSD, when PG&E shares customer 
information with CSD, PG&E uses a secured file transfer site to share any sensitive or 
personal customer information between PG&E and CSD. This secure file transfer system 
ensures that customer information is protected when sharing or receiving data. In 2024, 
PG&E continued to leverage this process to share data regarding LIHEAP eligible 
customers with past due balances so that local agencies can conduct their own outreach 
efforts. 

PG&E has provided assistance by leveraging federal funding through CSD’s LIHEAP on 
an annual basis since 1989. This primary information provided to CSD is a monthly 
breakdown of the total number of participants (residential and sub-metered tenant counts) 
along with the total dollar amount of discounts provided to that portion of the population 
during that period. 
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2.4.9. Discuss any recommendations to improve cost-effectiveness, 
processing of applications, or program delivery.  Discuss methods 
investigated or implemented by the utility or third parties under 
contract to the utility to improve outreach and enrollment services to 
non-participating households in the prior year.  Provide 
cost-effectiveness assessments, if available. 
 

PG&E’s continued focus on improvement opportunities in 2024 included the 
following:  

 Implemented an anniversary email highlighting customer annualized program 
savings in the Welcome campaign to encourage post-enrollment engagement.  

 Conducted Hard-to-Reach email test, resulting in approximately 2,000 additional 
CARE enrollments. 

 Continued testing multiple channels and tested new messages in the 
Recertification Reminder campaign. 

 Updated the Eligibility Score to leverage new household income data to improve 
scoring for customer acquisition, PEV and auto-recertification.  

 Cut print inventory, reducing waste and lowering printing costs by about 50% 
compared to 2023. 
 

 Implemented real-time PEV status notifications and other customer-facing PEV 
improvements as described in Section 2.2.3 

 
2.4.10. Low CARE Enrollment Zip Codes.  Discuss the strategies that were 

effective in targeting and enrolling these hard-to-reach households.  
Include the IOU’s successes, short-comings, and corrective plans in 
ME&O strategies to enroll customers in zip codes that fall into these 
categories. 

 
PG&E continued to target digital media spending by ZIP code identified as having greater 
enrollment opportunity. The media spend increase in prioritized ZIP codes showed better 
results compared to broad territory targeting across several metrics, including 
clickthrough rate and cost per landing page visit. In 2025, PG&E plans to increase paid 
media spend in an expanded ZIP code list. 

 In 2024, PG&E enhanced community engagement by targeting vulnerable areas using 
ZIP code data from CARE and FERA program enrollment. This helped identify locations 
for events where customer service representatives encouraged program enrollment, 
ensuring a localized and personalized outreach experience. 

 
2.5. Processing CARE Applications 
 

2.5.1. Describe the utility’s process for recertifying sub-metered tenants of 
master-meter customers. 
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Sub-metered tenants are sent a recertification paper form 90 days prior to expiration and 
a reminder via paper form, 30 days prior to expiration.  

2.5.2. Describe any contracts the utility has with third parties to conduct 
certification, recertification and/or verification on the utility’s behalf.  
Describe how these third-party efforts compare to the utility’s efforts 
in comparable customer segments, such as hard-to-reach or 
under-served.  Include comparisons of effectiveness and 
cost-effectiveness of comparable customer segments, if available. 

PG&E did not have any contracts in 2024 with third parties to conduct recertification 
and/or verification. 

2.6. Program Management 

2.6.1. Discuss issues and/or events that significantly affected program 
management in the reporting period and how these were addressed. 

Issues affecting program management primarily were related to emergency consumer 
protections due to impacts from disasters, including wildfires and earthquakes, detailed in 
Table 2.6.1.  PG&E addressed these issues by pausing PEV for both standard and HU 
PEV requests in the affected areas,40 and based on premise level.41 

40 CPUC Resolution (Res.) M-4833 directed IOUs to freeze CARE program post-enrollment verification 
(PEV) in the counties impacted by the California wildfires. PG&E expanded the CARE PEV freeze to 
customers in affected counties where a state of emergency proclamation was issued by the Governor of 
California due to a disaster that resulted in PG&E’s inability to deliver utility services to customers and 
remains in place for one year from the date of the proclamation. D.19-07-015 extends PG&E’s Emergency 
Consumer Protection Plan to include residential and non-residential customers in areas where a state of 
emergency proclamation is issued by the California Governor’s Office or the President of the United States 
where the disaster has either resulted in the loss or disruption of the delivery or receipt of utility service, 
and/or resulted in the degradation of the quality of utility service. 
41 Beginning in March 2023, PG&E began applying the customer protections at a premise level, thereby 
increasing accuracy in the application of the emergency protections. 
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CARE Table 2.6.1 
CARE Program PEV Freezes 

Date of 
Proclamation 

Disaster 
Name Affected Areas or ZIP Codes 

Date when 
Protection 
Ends 

February 2024 Winter 
Storms 

(Humboldt, San Mateo, San Luis Obispo, and 
Santa Barbara Counties):  95525, 94070, 93254, 
93401, 93402, 93420, 93428, 93430, 93444, 
93446, 93449, 93452, 93453, 93454, 93455, 
93460, and 93465 

March 1, 2025 

May 3, 2024 March 
Storms 

(Alameda, Contra Costa, Marin, Mendocino, 
Monterey, Napa, Nevada, Plumas, San Mateo, 
Santa Barbara, Santa Clara, Santa Cruz, Solano, 
Sonoma, and Trinity Counties):  93920, 93921, 
93923, 93924, 93928, 93940, 93950, 93953, 
94020, 94022, 94024, 94025, 94035, 94040, 
94041, 94043, 94515, 94086, 94087, 94089, 
94103, 94105, 94124, 94132, 94304, 94305, 
94306, 94503, 94508, 94510, 94515, 94533, 
94534, 94558, 94559, 94562, 94567, 94571, 
94573, 94574, 94585, 94588, 94589, 94590, 
94591, 94599, 94901, 94903, 94904, 94920, 
94922, 94923, 94924, 94925, 94929, 94930, 
94931, 94933, 94937, 94938, 94939, 94940, 
94941, 94945, 94946, 94947, 94949, 94950, 
94952, 94954, 94956, 94960, 94963, 94965, 
94970, 94971, 94972, 94973, 95003, 95005, 
95006, 95007, 95008, 95010, 95013, 95014, 
95017, 95018, 95020, 95030, 95032, 95033, 
95035, 95037, 95041, 95044, 95046, 95060, 
95065, 95066, 95070, 95073, 95076, 95110, 
95111, 95112, 95116, 95117, 95118, 95119, 
95120, 95121, 95122, 95123, 95124, 95125, 
95126, 95127, 95128, 95129, 95130, 95132, 
95133, 95136, 95138, 95148, 95151, 95401, 
95403, 95404, 95407, 95409, 95410, 95415, 
95415, 95419, 95420, 95421, 95426, 95430, 
95436, 95437, 95445, 95446, 95448, 95450, 
95451, 95453, 95456, 95457, 95460, 95461, 
95465, 95466, 95468, 95469, 95470, 95472, 
95476, 95482, 95485, 95490, 95492, 95542, 
95595,95616, 95618, 95620, 95625, 95676, 
95687, 95688, 95690, 95694, 95724, 95728, 
95926, 95928,95942, 95948, 95954, 95958, 
95966, 95971, 95974, 95981, 95993 

July 1, 2025 

June 3, 2024 Thompson 
Fire (Butte): 95915, 95928, 95965, 95966, 95981 August 1, 2025 

July 26, 2024 Park Fire 

(Butte, El Dorado, Sutter, and Tehama):  95720, 
95926, 95927, 95928, 95942, 95948, 95954, 
95973, 95978, 95993, 96055, 96059, 96061, 
96063, 96075, 96080, and 96092 

September 1, 
2025 

October 10, 2024 Boyles Fire (Lake):  95422 and 95457 November 1, 
2025 
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2.7. Pilots 

CARE Post-Enrollment Verification (PEV) Pilot Project 

In 2024, PG&E continued to work on its CARE PEV Outbound Calling Pilot, as described 
in AL 4730-G/6901-E submitted on March 31, 2023, and that became effective on April 
30, 2023.42 Via this Outbound Calling Pilot, PG&E contacts customers who initiated the 
PEV process, but were not successful at completing it. PG&E continued this effort from 
January 2024 to August 2024 to collect more data because it has proven to increase the 
number of qualified customers who successfully complete PEV.  

To illustrate, in 2024, PG&E contacted 2,215 CARE PEV customers who had initiated the 
PEV response process and supported 1,699 (77%) of these customers in submitting all 
the required PEV income documents. Of the 1,699 who submitted documents, 1,068 
(63%) were verified as CARE approved. The results of the PEV Outbound Calling Pilot 
indicate that this approach can be an effective tool in assisting qualified customers with 
completing the PEV process. 

2.8. Studies 

See ESA Section 1.8 of this report for details of the 2025 LINA study. 

2025 Community Help and Awareness with Natural Gas and Electricity Services 
(CHANGES) Program Evaluation  

D.21-06-015 requires the CHANGES program to be evaluated by an independent third-
party and a second evaluation of the program cycle to be completed by December 31,
2025.43 Solicitation activities for the second CHANGES evaluation began in September
2024 and are expected to conclude in Q1 2025. The evaluation scope addresses two
primary research objectives:

42 PG&E AL 4730-G/6901-E, Post Enrollment Verification Outbound Call Pilot, March 31, 2023. 
GAS_4730-G.pdf, last accessed April 17, 2025.   
43 D.21-06-015, OP 22. 

CARE Table 2.8.1 
CARE Studies 

Study Lead 
Consultant 

Contracting 
IOU 

Project 
Initiation 

Project 
Completion 

2025 CHANGES 
Evaluation 

Verdant 
Associates PG&E Mar 2025 Dec 2025 

2025 Low Income 
Needs Assessment 

(LINA) 

Evergreen 
Economics SoCalGas Jan 2024 Dec 2025 
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1) Conduct a benchmarking analysis on the CHANGES program and compare services
and offerings to similar programs administered by other jurisdictions and/or existing within
the IOUs; and
2) Given the possibility that market needs for the target customer segment might have
evolved since program inception, assess if the current program design and
implementation approach is sufficient to meet customer needs.

2.9. CARE Working Groups and Sub-working Groups (SWG) 

As described in Section 1.10 ESA WG, the CARE/FERA PEV SWG sunset in 2023. 
PG&E continued to implement ideas from that working group in 2024, including the 
development of its customer facing PEV-video as further detailed in Section 2.4.3 

2.10. Miscellaneous 
2.10.1. Describe outreach efforts contained in Attachment 6 of the 

        Joint Stipulation adopted in D.21-06-015. 

In D.21-06-015, PG&E agreed as part of a joint stipulation agreement to include mention 
of discount broadband services in at least two marketing efforts each year.44 While the 
Internet for All program is no longer accepting applications due to federal funding being 
exhausted in early 2024, PG&E continued to support the spirit of the agreement during 
2024 by including messaging for discount broadband services in CARE marketing 
materials, and directing customers to the Internet for All website45 for more information. 

2.10.2. CARE Application Revision 
On May 7, 2024, as part of PG&E’s CARE/FERA program implementation process, 
PG&E submitted a Tier 1 Advice Letter (AL 4911-G/7261-E) to update PG&E’s tariffs and 
application forms to reflect the appropriate customer income eligibility guidelines for the 
CARE and FERA programs for June 1, 2024 through May 31, 2025.46 In this AL, PG&E 
included an update on the program application to allow for categorically eligible 
customers to voluntarily provide their household income. PG&E’s AL was accepted by the 
Commission without modification on June 1, 2024. On August 21, 2024, the Energy 
Division rejected SCE’s Advice 259- G/5191-E47 as inconsistent with D.24-05-028, which 

44 D.21-06-015, Section 4.3.8.2 and Attachment 6, pgs. 5-8. 
45 Internet for All website, www.internetforallnow.org/offers/low-cost-plans, last accessed 3/27/2025. 
46 Advice 5023-G/7487-E, Modifications to the California Alternate Rates for Energy (CARE) and Family
Electric Rate Assistance (FERA) Programs Application Forms, January 21, 2025.  ELEC_7487-E.pdf, last 
accessed 4/17/2025. 
47 On January 12, 2024, Southern California Edison Company (SCE) submitted a Tier 2 Advice Letter 
(259-G/5191-E) to update its CARE and FERA program application forms and recertification letters in 
preparation for the forthcoming Income Graduated Fixed Charge (IGFC) program rules. Specifically, SCE 
proposed to update its CARE/FERA applications to encourage customers to provide their income data, 
even if they qualified categorically for CARE or FERA. The AL was effective on February 26, 2024. 
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had established the rules for a three-tier income-based billing structure for the Income 
Graduated Fixed Charge program that did not require collecting income data from CARE 
or FERA customers.48 PG&E subsequently reviewed its CARE/FERA application forms 
and decided to voluntarily conform to ED’s August 21, 2024 SCE disposition letter and 
remove the language that encourages voluntary disclosure of household income from its 
CARE/FERA application forms. PG&E also met with the Energy Division in early 
November 2024 to inform staff of its plan to file a revised AL in early 2025.49  
 
  

 
 

48 SCE Advice 259-G/5191-E Disposition Letter (August 21, 2024) at 2.  
49 On January 21, 2025, PG&E filed Advice 5023-G/7487-E, Modifications to the California Alternate 
Rates for Energy (CARE) and Family Electric Rate Assistance (FERA) Programs Application Forms that 
became effective on January 21, 2025 and removed the change that allowed for categorically eligible 
customers to voluntarily provide their household income. GAS_5023-G.pdf, last accessed April 17, 2025.  
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3. CARE Expansion Program 
 

The CARE Expansion Program or Commercial CARE program (Migrant Farm Workers Facilities, 
Non-Profit Group Living Facilities, and Agricultural Housing Families) are the programs that 
qualify under this program. 

 
3.1. Participant Information 

 
3.1.1. Provide the total number of residential and/or commercial facilities 

by month, by energy source for the reporting period. 
 

 
See Appendix A of this report: CARE Table 12 – CARE Expansion Program. 

 
3.1.2. State the total number of residents (excluding caregivers) for 

residential facilities, and for commercial facilities, by energy source, 
at year-end. 

 
Approximately 87,811 residents were receiving the electric CARE discount and 82,605 
were receiving the gas CARE discount by December 31, 2024.50 This represents the total 
number of residents housed in all facilities, both residential and commercial. 
 
3.2. Usage Information 
 

3.2.1. Provide the average monthly usage by energy source per residential 
facility and per commercial facility. 

 
PG&E provides the average monthly usage by energy source per facility in Appendix A of 
this report: CARE Table 12 – CARE Expansion Program. 
 
3.3. Program Costs 
 

3.3.1. Administrative Cost (Show the CARE expansion program’s 
administrative cost by category) 

 
The CARE expansion program’s administrative cost by category was reported as part of 
the overall program administrative expenses.  See Appendix A of this report: CARE Table 
1 – CARE Overall Program Expenses. 
 

 
 

50 CARE Table 12 in Appendix A provides further detail on the number of participating facilities and the 
usage.  
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3.3.2. Discount Information 
3.3.2.1. State the average annual CARE discount received per 

residential facility by energy source. 
PG&E’s average annual CARE discount received per residential facility are stated 
below by energy source:      

Residential Facility Gas Discount: $260.04
 

Residential Facility Electric Discount: $867.60 

3.3.2.2. State the average annual CARE discount received per 
commercial facility by energy source. 

PG&E’s average annual CARE discount received per commercial facility are 
stated below by energy source: 

Commercial Facility Gas Discount: $3,249.86 
Commercial Facility Electric Discount: $12,547.44 

3.4. Outreach – CARE Expansion 

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

Because of the small number of qualified organizations (less than 700 enrolled), PG&E 
has not invested in a broad multi-channel marketing approach as it does with residential 
single and MF households (as described in Section 2.4.1 of this report).  

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

Refer to 3.4.1 above. 

3.4.3. Discuss how the CARE facility data and relevant program information 
is shared by the utility with other utilities sharing service territory. 

PG&E does not currently exchange CARE facility data or expansion program information 
with other utilities in the shared service areas. 

3.4.4. Discuss barriers to participation encountered in the prior year and 
steps taken to mitigate these, if feasible, or not, if infeasible. 

There were no barriers encountered to participation in 2024 as it relates to the CARE 
expansion program.  

3.4.5. Discuss any recommendations to improve the cost-effectiveness, 
processing of applications, or program delivery.  Discuss methods 
investigated or implemented by the utility or third parties on the 
utility’s behalf to improve outreach and enrollment services to non-



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

 

 

81 
 

 

participating facilities in the prior year.  Provide cost-effectiveness 
assessments, if available. 

 
Because of a low number of applications received (< 250 applications per year), there 
has not been a focus on improvement in processing applications.  
 
3.5. Program Management 
 

3.5.1. Discuss issues and/or events that significantly affected program 
management in the reporting period and how these were addressed. 

 
In 2024, PG&E did not experience any barriers that affected program management with 
CARE Expansion Programs. 
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4. Family Electric Rate Assistance (FERA) Program Executive Summary
PG&E incorporates by reference its FERA report that it filled in March 2025. Refer to the
SB1130 FERA Report for a comprehensive 2024 FERA program report.51

PG&E includes FERA Tables 1-6 in Appendix A for a complete accounting of the program 
year’s results, as the full year of data for Recertification and Post Enrollment Verification 
tables was not available at the time of the March 2025 filing.  

51  A.19-11-003, et al, 2024 Annual Report of Pacific Gas and Electric Company (U 39 M) on the Results
of its Family Electric Rate Assistance Program, (March 3, 2024). 
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5. Fund Shifting

5.1.1. Report ESA program fund shifting activity that falls within rules laid 
out in Section 10.5.8.2 of D.21-06-015. 

PG&E’s fund shifting activities in 2024 included: 

Fund shifting $17,697,211 from electric budget categories to electric budget
categories.
Fund shifting $10,373,267 from gas budget categories to gas budget categories.
Carried forward $52,228,118 from 2023 to 2024 for Pilots, Studies, MFWB
(includes SPOC, In-Unit, CAM and WB, CSD Leveraging, and Implementer
administrative budget categories), PP/PD, and SASH/MASH Unspent Funds
budget categories.
Carried forward $72,432,591 from 2024 to 2025 for Studies, MFWB, PP/PD, and
SASH/MASH Unspent Funds budget categories.
Any remaining uncommitted and unspent funds that were not allowed to carry
forward to 2025 will be used to offset future collection. PG&E requested to use
about $8 million in ESA electric unspent fund and $5 million in ESA gas unspent
fund to off-set 2025 collection.52

Detailed information can be found in Appendix A of this report: ESA Table 11 – Fund 
Shifting.53  

5.1.2. Report CARE fund shifting activity that falls within rules laid out in 
Section 10.5.8.2 of D.21-06-015. 

PG&E’s CARE fund shifting activities in 2024 included moving $256,748 from the  
Outreach category to the IT Programming category, and $10,987 from the Outreach 
category to the Studies and Pilots category.54 

5.1.3. Report FERA fund shifting activity that falls within rules laid out in 
Section 10.5.8.2 of D.21-06-015 

There was no FERA program fund shifting activities that occurred in 2024  
that fell within the fund shifting guidelines in D.12-08-044, as updated in D.16-11-022, 
D.17-12-009, and D.21-06-015.55

5.1.4. Was there any ESA, CARE or FERA program fund shifting activity 
that occurred that falls OUTSIDE the rules laid out in Section 10.5.8.2 
of D.21-06-015? 

There was no ESA, CARE or FERA program fund shifting activities that occurred in 2024 

52 Submitted via PG&E's Annual Electric True-Up Advice Letter 7469-E and Annual Gas True-Up Advice 
Letter 5014-G. 
53 In compliance with D.12-080-44, as updated in D.16-11-022, D.17-12-009 and D.21-06-015. 
54 In compliance with D.12-08-044, as updated in D.16-11-022, D.17-12-009 and D.21-06-015. 
55In compliance with D.21-06-015. 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

84 

that fell outside of the fund shifting guidelines in D.12-08-044, as updated in D.16-11-022, 
D.17-12-009, and D.21-06-015.
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6. PG&E’s Commonly Used Acronyms and Abbreviations 

AB Assembly Bill 
AC 
ACP 
ADA 
AEA 
AL 
AMI 
AMP 

Air Conditioning 
Affordable Connectivity Program 
Americans with Disabilities Act 
Association for Energy Affordability 
Advice Letter 
Advanced Metering Infrastructure 
Arrearage Management Plan 

BayREN 
BPI 

Bay Regional Energy Network 
Building Performance Institute 

CAM Common Area Measure 
CARE California Alternate Rates for Energy 
CBO Community-Based Organization 
CCA 
CHANGES 

Community Choice Aggregators 
Community Help and Awareness of Natural Gas and 
Electric Services Program 

CISM California Installation Standards Manual 
COC Community Outreach Contractor 
CPUC California Public Utilities Commission 
CSD California Department of Community Services and 

Development 
CSO Customer Service Office 
CSR Customer Service Representative 
CTR 
CWR 
D. 
DAC 

Click-Through-Rate 
Community Workforce Resources 
Decision 
Disadvantaged Community 

DR Demand Response 
ED Energy Division 
EE Energy Efficiency 
ESA 
ESJ 

Energy Savings Assistance 
Environmental and Social Justice 

EUI Energy Use Intensity 
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FAQ 
FERA 

Frequently Asked Question 
Family Electric Rate Assistance 

FPG 
FPL 

Federal Poverty Guideline 
Federal Poverty Level 

GHG Greenhouse Gas 
HER 
HU 

Home Energy Report 
High Usage 

HVAC Heating, Ventilation, and Air Conditioning 
IOU 
IQP 

Investor-Owned Utility 
Income-Qualified Program 

kW Kilowatt 
kWh Kilowatt Hour 
LIHEAP Low Income Home Energy Assistance Program 
LINA Low Income Needs Assessment 
LIWP Low Income Weatherization Program 
M 
M&O 

Millions 
Marketing and Outreach 

MBL Medical Baseline 
ME&O Marketing, Education and Outreach 
MF Multifamily 
MFWG Multifamily Working Group 
MHP Mobile Home Park 
mWh Megawatt Hour 
NDR 
NEB 

Non-Deed Restricted 
Non-Energy Benefit 

NGAT Natural Gas Appliance Testing 
NMEC Normalized Metered Energy Consumption 
OP Ordering Paragraph 
P&P Policies and Procedures 
PEP 
PEV 

Personalized Energy Profile 
Post-Enrollment Verification 

PG&E Pacific Gas & Electric Company 
PP/PD Pilot Plus/Pilot Deep 
PPE Personal Protective Equipment 
PSPS Public Safety Power Shutoff 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company 

87 

PY Program Year 
Q1 First Quarter 
Q2 Second Quarter 
Q3 Third Quarter 
Q4 Fourth Quarter 
REACH Relief for Energy Assistance through Community Help 
RFP 
RHA 

Request for Proposal 
Robert Heath and Associates 

RTR 
SASH 
SB 
SCE 

Response to Recommendation 
Single Family Affordable Solar Homes 
Senate Bill 
Southern California Edison 

SDG&E 
SGIP 
SF 
SJV 

San Diego Gas and Electric Company 
Self-Generation Incentive Program 
Single-Family 
San Joaquin Valley 

SoCalGas Southern California Gas Company 
SPOC 
SWG 

Single Point of Contact 
Sub-Working Group 

TANF Tribal Temporary Assistance for Needy Families 
TOU 
UAS 
VEC 
WCP 
WE&T 
WG 

Time-of-Use 
Universal Application System 
Virtual Energy Coach 
Water-Energy Coordination Program 
Workforce Education and Training 
Working Group 
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7. Appendix A: PG&E’s 2024 ESA, CARE and FERA Program Tables 

ESA, CARE and FERA  Summary Highlights 
ESA Summary Table 1 Expenses Summary 
ESA Table 1  ESA Main Overall Program Expenses  
ESA Table 1A  Program Expenses Summary 
ESA Table 1B  Energy and Demand Savings Summary 
ESA Table 2 ESA Main Expenses and Energy Savings by Measures 

Installed (SF, MH, MF In-Unit) 
ESA Table 2A MFWB Expenses and Energy Savings by Measures 

Installed 
ESA Table 2B PP/PD Expenses and Energy Savings by Measures 

Installed 
ESA Table 2C Building Electrification Expenses and Energy Savings by 

Measures Installed (SCE Only) 
ESA Table 2D Clean Energy Homes Expenses and Energy Savings by 

Measures Installed (SCE Only) 
ESA Table 2E CSD Leveraging Expenses and Energy Savings by 

Measures Installed 
ESA Table 3 Program Cost Effectiveness 
ESA Table 4 Detail by Housing Type and Source 
ESA Table 5 Direct Purchases & Installation Contractors 
ESA Table 6 Installation Cost of Program Installation Contractors 
ESA Table 7 Expenditures Recorded by Cost Element 
ESA Table 8 Homes Unwilling / Unable to Participate 
ESA Table 9 Energy Rate Used for Bill Savings Calculations 

ESA Table 10A  Bill Savings Calculations by Program Year (ESA Main-
SF, MH, MF-In-Unit) 

ESA Table 10B Bill Savings Calculations by Program Year (Pilot Plus and 
Pilot Deep 

ESA Table 10C Bill Savings Calculations by Program Year MFWB 
ESA Table 11 ESA Fund Shifting 
ESA Table 12A Categorical and Other Enrollment – Main (SF, MH) 
ESA Table 12B Categorical and Other Enrollment – ESA Pilot Plus and Pilot 

Deep 
ESA Table 12C Categorical and Other Enrollment – ESA Building 

Electrification (SCE Only) 
ESA Table 13A-1 Leveraging & Integration – ESA Main (SF, MH) 
ESA Table 13A-2 Leveraging & Integration – MF CAM and MFWB 
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ESA Table 13A-3 Leveraging & Integration – ESA Pilot and Pilot Deep 
ESA Table 13A-4 Leveraging & Integration – ESA Building Electrification 

(SCE Only) 
ESA Table 13A-5 Leveraging & Integration – ESA Clean Energy Homes (SCE 

Only) 
ESA Table 13B Clean Energy Referral, Leveraging, and Coordination 
ESA Table 14 Expenditures for Pilots and Studies 
ESA Table 15 Tribal Outreach 
ESA Table 16 Customer Segments/Needs State by Demographic, 

Financial, Location, and Health Conditions 
CARE Table 1 CARE Overall Program Expenses 
CARE Table 2 Enrollment, Recertification, Attrition, & Enrollment 
CARE Table 3 Post-Enrollment Verification Results 
CARE Table 4 Self-Certification and Self-Recertification Applications 
CARE Table 5 Enrollment by County 
CARE Table 6 Recertification Results 
CARE Table 7 Capitation Contractors 
CARE Table 8 Participants as of Month-End 
CARE Table 9 Average Monthly Usage & Bill 
CARE Table 10 Surcharge & Revenue 
CARE Table 11 Capitation Applications 
CARE Table 12 Expansion Program 
CARE Table 13 High Usage Verification Results 
CARE Table 14 Customer Usage and ESA Program Treatment 
CARE Table 15 Categorical Enrollment 
CARE Table 16 CARE and Disadvantaged Communities Enrollment Rate 

for ZIP Codes 
FERA Table 1 Overall Program Expenses 
FERA Table 2 Enrollment, Recertification, Attrition, & Enrollment 
FERA Table 3 Post-Enrollment Verification Results 
FERA Table 4 Self-Certification and Self-Recertification Applications 
FERA Table 5 Enrollment by County 
FERA Table 6 Recertification Results 
FERA Table 7 Capitation Contractors 
FERA Table 8 Average Monthly Usage & Bill 



2024 Authorized / Forecasted Planning 
Assumptions Actual %

2024 Authorized Budget Actual %

Total Program Costs and Discounts 710,464,600$  1,113,870,585$  157%

2024 CARE New Enrollments Automatically Enrolled via Data Sharing, 
ESA Participation, etc 

Self-Certified as 
Categorically Eligible Self-Certified as Income Eligible

2024 CARE Enrollment Rate Estimated Eligible Participants Participants Enrollment Rate
Total Enrolled 1,436,346 1,371,555 95%

2024 Authorized Budget Actual %

Total Program Costs and Discounts 21,202,000$  23,289,666$  110%

2024 FERA New Enrollments Automatically Enrolled via Data Sharing, 
ESA Participation, etc 

Self Certified as Income or 
Categorically Eligible Self Certified as Recertification

2024 FERA Enrollment Rate Estimated Eligible Participants Participants Enrollment Rate
Total Enrolled 156,547 39,262 25%

Energy Savings Assistance (ESA) Program 
California Alternate Rates for Energy (CARE) Program and

Family Electric Rate Assistance (FERA) Program

ESA Program

CARE Program

FERA Program

2024 FERA Program Summary 

2024 ESA Program Summary

2024 CARE Program Summary 



Electric Gas Total Electric Gas Total Electric Gas Total

[1]

[1]

[2]

ESA Program TOTAL 122,833,651$   101,151,656$    223,985,307$    75,038,426$       69,918,986$      $144,957,412 61% 69% 65%

kWh kW Therms kWh kW Therms kWh kW Therms
 [3]

 [1]

[2]

 [2]

ESA Program TOTAL[4] 34,253,799 2,941 1,393,298 33,951,373 12,399 1,554,579 99% 422% 112%

 

 ESA Table 1B - Energy and Demand Savings

ESA Program Savings: Authorized / Forecasted Planning Assumptions Actual %

ESA Summary Table 1 - Expenses, and Energy and Demand Savings Summary
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Authorized Budget Year to Date Expenses % of Budget Spent YTDESA Program Expenses:

 ESA Table 1A - Expenses Summary



ESA Program: Electric Gas Total Electric Gas Total Electric Gas Total

[2]

Energy Efficiency TOTAL $54,957,259 $50,349,583 $105,306,841 $52,996,542 $50,458,026 $103,454,568 96% 100% 98%

[3]

Administration Subtotal $7,893,683 $6,938,578 $14,832,260 $4,803,807 $4,259,980 $9,063,788 61% 61% 61%

TOTAL PROGRAM COSTS $62,850,941 $57,288,160 $120,139,102 $57,800,349 $54,718,007 $112,518,356 92% 96% 94%
Funded Outside of ESA Program Budget

ESA Program Administrative Expenses [4]

ESA Table 1 - ESA Main (SF, MH, MF In-Unit) Overall Program Expenses
Pacific Gas and Electric Company
Program Year 2024 Annual Report

2024 Authorized / Forecasted Budget [1] 2024 Annual Expenses % of Budget Spent 

Energy Efficiency

Administration



Electric Gas Total Electric Gas Total Electric Gas Total
[1]

TOTAL $37,957,487 $32,815,210 $70,772,697 $12,031,504 $10,583,830 $22,615,334 32% 32% 32%

Electric Gas Total Electric Gas Total Electric Gas Total
 [1]

TOTAL $11,278,854 $10,002,002 $21,280,857 $5,205,389 $4,616,100 $9,821,489 46% 46% 46%

Electric Gas Total Electric Gas Total Electric Gas Total

TOTAL $0 $0 $0 $0 $0 $0 - - -

Electric Gas Total Electric Gas Total Electric Gas Total

TOTAL $0 $0 $0 $0 $0 $0 - - -

Electric Gas Total Electric Gas Total Electric Gas Total
 [1]

TOTAL $1,179,953 $1,046,283 $2,226,236 $1,183 $1,050 $2,233 0% 0% 0%

ESA Table 1A - Program Expenses Summary
Pacific Gas and Electric Company
Program Year 2024 Annual Report

 ESA Table 1A-1 - Multifamily Whole Building Expenses

2024 Authorized / Forecasted Budget 2024 Annual Expenses % of Budget Spent 

ESA Program (MFWB):
2024 Authorized / Forecasted Budget 2024 Annual Expenses % of Budget Spent 

 ESA Table 1A-2 - Pilot Plus and Pilot Deep Expenses

ESA Table 1A-4 - Clean Energy Homes Expenses (SCE Only) [1]

2024 Authorized / Forecasted Budget 2024 Annual Expenses % of Budget Spent 

ESA Table 1A-3 - Building Electrification Expenses (SCE Only) [1]

% of Budget Spent 

ESA Table 1A-5 - Leveraging - CSD Expenses
2024 Authorized / Forecasted Budget 2024 Annual Expenses % of Budget Spent 

2024 Authorized / Forecasted Budget 2024 Annual Expenses



M e a s ur e s B a si c  Pl u s U nit s

Q u a ntit y 

I n st all e d 
k W h [ 4] ( A n n u al)

k W [ 4] 

( A n n u al)

T h e r m s [ 4] 

( A n n u al)
E x p e n s e s ( $)  % of E x p e n dit ur e s

Eff e cti v e U s ef ul 

Lif e ( y e a r s)

 2 0 2 4 T ot al 

M e a s ur e Lif e C y cl e 

Bill S a vi n g s  
A p p li a n c e s 

√

√

√

D o m e sti c H ot W at e r

√

√

√

√

√
√

E n cl o s ur e

 √

√

√

√

√

H V A C 

√

√

√

√

√

√

√

√

√

√

√

√

M ai nt e n a n c e

√

Li g hti n g  

√

√

Mi s c ell a n e o u s

√

√

√

√

√

√

Pil ot s

C u st o m e r E nr oll m e nt

√ √

√ √

T ot al S a vi n g s/ E x p e n dit ur e s 2 9 ,3 5 9 ,5 4 2           1 1 ,2 9 2     1,3 5 3 ,8 3 1     9 7 ,1 9 1 ,5 7 4$          1 0 0 % 9 0 ,0 0 8 ,9 6 7$  

T ot al H o u s e h ol d s W e at h e ri z e d  
- - 3 8 ,1 3 9                

H o u s e h ol d s Tr e at e d 

T ot al N u m b e r of H o u s e h ol d s Tr e at e d H o m e 5 0 ,7 6 8                

# Eli gi bl e H o u s e h ol d s t o b e Tr e at e d f or P Y 5 4, 8 7 6

% of H o u s e h ol d s Tr e at e d

E S A M ai n P r o gr a m  El e ctri c  G a s  T ot al

A d mi ni str ati o n 

Dir e ct I m p l e m e nt ati o n (N o n-I n c e nti v e )

Dir e ct I m pl e m e nt ati o n < <I n cl u d e s m e a s ur e s c o st s

T O T A L E S A M ai n C O S T S 5 7, 8 0 0, 3 4 9$        5 4, 7 1 8, 0 0 7$       1 1 2, 5 1 8, 3 5 6$       

Y e a r t o D at e E x p e n s e s

S

E S A T a bl e 2 - E S A M ai n ( S F, M H) E x p e n s e s a n d E n e r g y S a vi n g s b y M e a s ur e s I n st all e d

P a cifi c G a s a n d El e ctri c C o m p a n y

Pr o gr a m Y e a r 2 0 2 4 A n n u al R e p ort

E S A M ai n Pr o gr a m T ot al s



Measures Units (of Measure 
such as "each")

Measure Type (In-
unit vs CAM/WB) Quantity Installed

Number of Units 
for Cap-kBTUh 
and Cap-Tons

kWh (Annual) kW (Annual) Therms 
(Annual) Expenses ($) % of Expenditure Effective Useful 

Life (years)

 2024 Total 
Measure Life Cycle 

Bill Savings
Appliances

Domestic Hot Water

Other Hot Water

Envelope

HVAC

Lighting 

Miscellaneous

Electrification

Customer Enrollment - In Unit

Ancillary Services

Total

Multifamily Properties Treated Number
Total Number of Multifamily Properties 
Treated 25
Subtotal of Master-metered Multifamily 
Properties Treated 1

Total Number of Multifamily Tenant Units w/in 
Properties Treated 

2068

Total Number of buildings w/in Properties 
Treated 213

Multifamily Households Treated (In-Unit) Number

Total Number of Households Individually 
Treated

Electric Gas Total
Administration
Direct Implementation (Non-Incentive)
Direct Implementation <<Includes measures costs
SPOC

TOTAL MFWB COSTS 12,031,504$              10,583,830$           22,615,334$             

Year to Date Expenses
ESA Program - MFWB

Table 2A-1 ESA Multifamily Whole Building Program Totals

ESA Table 2A - Multifamily Whole Building Expenses and Energy Savings by Measures Installed
Pacific Gas and Electric Company
Program Year 2024 Annual Report

 



Measures Units (Each 
or Home)

Quantity 
Installed

kWh 
(Annual)

kW 
(Annual)

Therms 

(Annual) Expenses ($) % of 
Expenditures

Effective 
Useful 

Life (years)

 2024 Total 
Measure Life 

Cycle 
Bill Savings  

Units 
(Each or 
Home)

Quantity 
Installed

kWh 
(Annual)

kW
(Annual)

Therms 

(Annual) Expenses ($) % of 
Expenditures

Effective Useful 
Life (years)

 2024 Total 
Measure Life Cycle 

Bill Savings  

Appliances 

Domestic Hot Water

Enclosure

HVAC

Maintenance

Lighting 

Miscellaneous

Customer Enrollment

Total Savings/Expenditures 84,709           120         8,865             2,087,586$      100% -  490,133$               132,197       159         17,978            2,760,604$      100% -  866,870$   

Total Households Weatherized 147              -  148           -  

Pilot Plus Households Treated Total Pilot Deep Households Treated Total

Total Number of Households Treated Home 147              Home 148 
# Eligible Households to be Treated for PY [7]

% of Households Treated

ESA Program - Pilot Plus and Pilot Deep Electric Gas Total
Administration 
Direct Implementation (Non-Incentive) 
Direct Implementation 

<<Includes measures costs

TOTAL Pilot Plus and Pilot Deep COSTS 5,205,389$  4,616,100$  9,821,489$    

2024 Completed & Expensed Installation 

 

ESA Table 2B - Pilot Plus and Pilot Deep Expenses and Energy Savings by Measures Installed
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Program - Pilot Plus
2024 Completed & Expensed Installation 

ESA Program - Pilot Deep

# Eligible Households to be Treated for PY 

 

 

Total Number of Households Treated

]

Year to Date Expenses

% of Households Treated

 



Quantity 
Installed kWh (Annual) kW (Annual) Therms 

(Annual) Expenses ($) % of 
Expenditure

Effective Useful 
Life (years)

 2022 Total 
Measure Life 

Cycle 
Bill Savings  

Appliances

Domestic Hot Water

Enclosure

HVAC

Miscellaneous [2]

Customer Enrollment

Total Savings/Expenditures

Households Treated Total

[3]

ESA Program - Building Electrification Electric Gas Total
Administration
Direct Implementation (Non-Incentive)
Direct Implementation <<Includes measures costs

TOTAL Building Electrification COSTS

ESA Table 2C - Building Electrification Expenses and Energy Savings by Measures Installed (SCE Only)
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Program - Building Electrification Retrofit Pilot [1]

2024 Completed & Expensed Installation

Measures

Units

Year to Date Expenses



Quantity Avoided
(CO e) emissions Incentives Paid ($) % of 

Expenditure
Effective Useful 

Life (years)

 2022 Total 
Measure Life 

Cycle 
Bill Savings  

Total Savings/Expenditures  - - -$  0.0%  - - 
 - - 

Households Treated Total

Total Number of Households Treated Home - 

ESA Program - Clean Energy Homes Electric Gas Total
Administration
Direct Implementation (Non-Incentive)
Direct Implementation <<Includes measures costs

TOTAL Clean Energy Homes COSTS

ESA Table 2D - Clean Energy Homes Expenses and Energy Savings by Measures Installed (SCE Only)
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Program - Clean Energy Homes New Construction Pilot
2024 Completed & Expensed Installation

Education and Outreach

Technical Design Assistance (Reserved)

Technical Design Assistance (In Process)

Technical Design Assistance (Completed)

No. of Dwelling Units

Year to Date Expenses

Measures Units

 



Measures Units
Quantity 
Installed kWh (Annual) kW (Annual)

Therms 
(Annual) Expenses ($)

% of 
Expenditure

Effective Useful 
Life (years)

 2024 Total 
Measure Life Cycle 

Bill Savings  
Appliances

Domestic Hot Water

Enclosure

HVAC

Maintenance

Lighting 

Miscellaneous

Pilots

Customer Enrollment

Total Savings/Expenditures

Total Households Weatherized

CSD MF Buildings Treated Total

ESA Program - CSD Leveraging Electric Gas Total
Administration 

Direct Implementation (Non-Incentive) 
Direct Implementation 

<<Includes measures costs

TOTAL CSD Leveraging COSTS 1,183$           1,050$         2,233$         
 

 

ESA Table 2E -  CSD Leveraging Expenses and Energy Savings by Measures Installed
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Program - CSD Leveraging
Year-To-Date Completed & Expensed Installation



ESACET 
Resource 

Test TRC PAC RIM ESACET Resource 
Test TRC

ESA Main
(SF, MH) 1.08 0.86 0.57 0.57 0.37 8.44 -10.21 -46.23

ESA MFWB 
(In-Unit, CAM/WB) 0.55 0.58 0.31 0.31 0.23 -9.80 -4.99 -15.00

ESA Pilot Plus and Pilot Deep 0.16 0.26 0.11 0.11 0.11 -8.01 -3.06 -8.48
Building Electrification
Clean Energy Homes

Notes:

ESA Table 3 -  Program Cost Effectiveness
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Ratio of Benefits Over Costs
Program

Net Benefits  $



Customer Housing Type # Homes /Properties 
Treated  MWh MW MMTherm[3] 2024

Expenses

30,121 20220.69 8.39 1.00 64,911,239$              
Single Family 
Multi Family
Mobile Homes 

11,679 5596.18 1.84 0.25 15,285,991$              
Single Family
Multi Family
Mobile Homes

Electric Customers (only)
4,529 3036.32 1.16 0.00 4,605,992$  

Single Family 
Multi Family
Mobile Homes 

1,141 597.19 0.17 0.00 962,091$  
Single Family
Multi Family
Mobile Homes

Gas Customers (only)
3,140 126.25 0.02 0.11 4,405,125$  

Single Family 
Multi Family
Mobile Homes 

453 0.00 0.00 0.01 494,244$  
Single Family
Multi Family
Mobile Homes

Gas and Electric Total - ESA MFWB 

-

-
Totals: 68,859 34,168.27 12.68 1.57 $103,528,882

2024
2024

2024

Owners - Total

Renters - Total

Owners - Total

Renters - Total

ESA Table 4 -  Detail by Housing Type and Source 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Year Utility in Shared 
Service Territory

Eligible Households 
in Shared Service 

Territory

Eligible Households 
Treated by Both 

Utilities in Shared 
Service Territory

2024 Energy Savings 

Gas and Electric Customers
Owners - Total

Renters - Total



Private CBO WMDVBE LIHEAP

Implementer 1 Contractor 
Expenditures

29,619,419.67$  

Private CBO WMDVBE LIHEAP

Implementer 2 Contractor 
Expenditures

70,270,943.90$  

ESA Table 5 -  Direct Purchases & Installation Contractors 
Pacific Gas and Electric Company
Program Year 2024 Annual Report 

 2024 Annual
Expenditures 

Contractor County

Contractor Type
(Check one or more if applicable)

Implementer 1

Implementer 2

Contractor County Contractor Type  2024 Annual
Expenditures 



Unit of 
Measure

 Units  %  Units  %  $  %  Units  %  Units  %  $  % 

Appliances

Domestic Hot Water

Enclosure

HVAC

Maintenance

Lighting

Miscellaneous

Ancillary Services

Customer Enrollment

 

 Cost/ 
Household 

CBO/WMDVBE  Non-CBO/WMDVBE  2024 Program Total 

 Installations  Dwellings  Costs  Installations  Dwellings  Installations  Costs  Cost/ Unit  Costs  Units Installed 

ESA Table 6 -  Installation Cost of Program Installation Contractors 
Pacific Gas and Electric Company
Program Year 2024 Annual Report



ESA Program: Labor Non-Labor Contractor Total 
Energy Efficiency

ESA Main Program (SF, MH)

ESA Main TOTAL $0 $0 $103,454,568 $103,454,568

Multi-Family Whole Building TOTAL $2,233 $0 $22,615,334 $22,617,567

Administration TOTAL $5,943,133 $688 $3,119,967 $9,063,788

TOTAL PROGRAM COSTS $6,276,179 $688 $138,680,545 $144,957,412

ESA Table 7 -  Expenditures Recorded by Cost Element
Pacific Gas and Electric Company
Program Year 2024 Annual Report

 



County
Customer 

Unwilling/Declined 
Program Measures

Customer 
Unavailable -

Scheduling Conflicts

Hazardous 
Environment 

(unsafe/unclean)

Landlord Refused 
to Authorize 
Participation

Household Income 
Exceeds Allowable 

Limits

Unable to Provide 
Required 

Documentation

Other 
Infeasible/ 
Ineligible

County [1]
Customer 

Unwilling/Declined 
Program Measures

Customer Unavailable 
-Scheduling Conflicts

Hazardous 
Environment 

(unsafe/unclean)

Landlord Refused 
to Authorize 
Participation

Household Income 
Exceeds Allowable 

Limits

Unable to Provide 
Required 

Documentation

Other 
Infeasible/ 

Ineligible [2] 

Total 2,831 29,015 372 1,096 933 1,215 7,157             Total 270 388 78 10 634 12 1,488             

# of Households 
Received Measures 
from one Utility, but 
not other Utility or 
Partnering Agency

# of Customer 
Unwilling/Declined 
Program Measures

# of Customer 
Unavailable -

Scheduling Conflicts

# of Hazardous 
Environment 

(unsafe/unclean)

# of Landlord 
Refused to 
Authorize 

Participation

# of Other Infeasible/ 
Ineligible

Total

ESA Table 8 -  Homes Unwilling / Unable to Participate 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Coordinated Treatment (SCE and SCG Only) 

Reason Provided - ESA Main Reason Provided - PP/PD

Reason Why Household did not Receive Additional Measures from one Utility or Partnering Agency [3]



Year  $/kWh $/Therm Year  $/kWh $/Therm

ESA Table 9 -  ESA Energy Rate Used for Bill Savings Calculations 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Residential Energy Rate Used for Bill Savings Calculations   Non-Residential Energy Rate Used for Bill Savings Calculations  
(MF In-Unit, MF CAM, MFWB) 



Program Year Program Costs
Program 

Lifecycle Bill 
Savings

Program Bill Savings/ 
Cost Ratio

Per Home Average Lifecycle 
Bill Savings Program Year Program Costs

Program 
Lifecycle Bill 

Savings[2]

Program Bill Savings/ 
Cost Ratio

Per Home Average 
Lifecycle Bill Savings

2024  $         9,821,489  $         1,357,003 0.14 4,600$  

Program Year Program Costs
Program 

Lifecycle Bill 
Savings

Program Bill Savings/ 
Cost Ratio

Per Property Average 
Lifecycle Bill Savings Program Year Program Costs

Program 
Lifecycle Bill 

Savings

Program Bill Savings/ 
Cost Ratio

Per Home Average 
Lifecycle Bill Savings

2024  -  - - -

Bill Savings Calculations by Program Year  MFWB 

ESA Table 10C

ESA Table 10 -  ESA Bill Savings Calculations by Program Year
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Table 10A
Bill Savings Calculations by Program Year (ESA Main - SF, MH, MF-In-Unit)

ESA Table 10B
Bill Savings Calculations by Program Year (Pilot Plus and Pilot Deep) 

ESA Table 10D

Bill Savings Calculations by Program Year - Building Electrification (SCE Only)



Program Year 2022 Electric Gas Total Authorized Electric Gas Total 
Expenditures

Total Shifted  
Gas/ Electric  % of Authorized Total

Fund Shifting Source
1. Current Year Authorized
2. Carried Forward
3. Carried Back

To/From 
Year Fund Shift Description Authorization

Electric Gas Total Electric Gas Total Electric Gas Total Electric Gas Total

ESA Main Program
10,141,084$          19,845,555$       (9,704,472)$         9,704,472$           -$  -$  

7,294,539$            6,909,366$         385,172$             574,839$              -$  -$  
24,368,851$          19,573,362$       4,795,489$          (4,747,532)$          -$  -$  

19,002,136$          35,859,962$       (16,857,826)$       16,857,826$         -$  -$  

-$  -$  -$  -$  -$  -$  

5,348,189$            3,138,143$         2,210,046$          (2,210,046)$          -$  -$  

11,892,131$          1,673,845$         10,218,286$        (10,218,286)$        -$  -$  

16,423,308$          7,244,673$         9,178,636$          (9,178,636)$          -$  -$  

4,921,894$            3,695,141$         1,226,752$          (968,302)$             -$  -$  

1,300,563$            -$  1,300,563$          -$  -$  -$  

4,614,147$            5,514,521$         (900,374)$            900,374$              -$  -$  

-$  -$  -$  -$  -$  -$  

ESA Main TOTAL 54,957,259$         50,349,583$        105,306,841$        52,996,542$        50,458,026$        103,454,568$      1,960,717$       (108,444)$           1,852,273$          (5,000)$               719,708$             714,709$              -$  -$  -$  -$  -$  -$  714,709$          

70,332,846$          22,151,948$       48,180,898$        (23,534)$               48,157,364$         -$  

2,226,236$            2,233$  2,224,003$          -$  2,224,003$           -$  
-$  -$  -$  -$  -$  -$  

439,851$               463,385$            (23,534)$              23,534$  0$  -$  

Multi-Family TOTAL 39,137,440$         33,861,493$        72,998,933$          12,032,687$        10,584,879$        22,617,567$       27,104,753$      23,276,614$       50,381,366$        0$  0$  0$  27,104,753$       23,276,614$        50,381,366$         -$  -$  -$  50,381,366$     

426,698$               436,131$            (9,434)$   9,434$  -$  -$  

3,844,018$            1,475,633$         2,368,385$          (724,142)$             -$  -$  
1,736,309$            1,714,544$         21,765$               -$  -$  -$  

-$  -$  -$  -$  -$  -$  
1,016,039$            133,186$            882,853$             -$  882,853$              -$  

614,436$               465,646$            148,790$             -$  -$  -$  
7,129,112$            4,833,588$         2,295,524$          -$  -$  -$  

65,649$  5,060$  60,589$               -$  -$  -$  

Administration TOTAL 7,893,683$           6,938,578$          14,832,260$          4,803,807$          4,259,980$          9,063,788$         3,089,875$       2,678,598$         5,768,473$          5,000$  (719,708)$            (714,708)$             500,497$            382,356$             882,853$              -$  -$  -$  168,144$          

21,280,857$          9,821,489$         11,459,367$        -$  11,459,367$         -$  
-$  -$  -$  -$  -$  -$  
-$  -$  -$  -$  -$  -$  

9,566,416$            -$  9,566,416$          -$  9,566,416$           -$  

TOTAL PROGRAM COSTS 122,833,651$       101,151,656$      223,985,307$        75,038,426$        69,918,986$        144,957,412$      47,795,226$      31,232,670$       79,027,896$        0$  0$  0$  43,245,130$       29,044,872$        72,290,003$         -$  -$  -$  72,290,003$     32.3% - -

 

CARRY FORWARD / CARRY BACK 
[4] 122,833,651$       101,151,656$      223,985,307$        75,038,426$        69,918,986$        144,957,412$      47,795,226$      31,232,670$       79,027,896$        0$  0$  0$  43,245,130$       29,044,872$        72,290,003$         -$   -$  -$  72,290,003$     

 

Committed from 2024

ESA Table 11 -  ESA Fund Shifting
Pacific Gas and Electric Company
Program Year 2024 Annual Report

(3) Shift of Committed

FUND SHIFT AMOUNT

Budget Expenditures (Budget - Expenditures = Variance) Among Categories Carry Forward from 2024

Variance (1) Shift of Current Year Authorized [2] (2) Shift of Carry Forward 



Type of Enrollment Number of  Homes Treated Type of Enrollment Number of  Homes Treated

 

Total 50768 Total 295

Type of Enrollment Number of  Homes Treated

Total 0

ESA Table 12 -  ESA Categorical and Other Enrollment 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Table 12C
ESA Building Electrification (SCE Only)

ESA Table 12B
ESA Pilot Plus and Pilot Deep

ESA Table 12A
 Main (SF, MH) 



Partner Brief Description of Effort
Relationship 

outside of the 
IOU?

MOU 
Present?

Amount of 
Dollars Saved

Amount of 
Energy Savings

Other 
Measurable 
Benefits

Enrollments Resulting from 
Leveraging Effort Methodology 

Meets all 
Criteria If not, Explain

Partner Brief Description of Effort
Relationship 

outside of the 
IOU?

MOU 
Present?

Amount of 
Dollars Saved

Amount of 
Energy Savings 

Other 
Measurable 
Benefits

Enrollments Resulting from 
Leveraging Effort Methodology 

Meets all 
Criteria If not, Explain

Partner Brief Description of Effort
Relationship 

outside of the 
IOU?

MOU 
Present?

Amount of 
Dollars Saved [2]

Amount of 
Energy Savings 

[3]

Other 
Measurable 
Benefits [3]

Enrollments Resulting from 
Leveraging Effort [4] Methodology [5] Meets all 

Criteria If not,  Explain

Partner Brief Description of Effort
Relationship 

outside of the 
IOU?

MOU 
Present?

Amount of 
Dollars Saved [2]

Amount of 
Energy Savings [3]

Other 
Measurable 
Benefits [3]

Enrollments Resulting from 
Leveraging Effort [4] Methodology [5] Meets all 

Criteria If not, Explain

Partner Brief Description of Effort
Relationship 

outside of the 
IOU?

MOU 
Present?

Amount of 
Dollars Saved [2]

Amount of 
Energy Savings [3]

Other 
Measurable 
Benefits [3]

Enrollments Resulting from 
Leveraging Effort [4] Methodology [5] Meets all 

Criteria If not, Explain

ESA Table 13A -  ESA Leveraging & Integration
Pacific Gas and Electric Company
Program Year 2024 Annual Report

ESA Table 13A-1
ESA Main (SF, MH)

ESA Table 13A-2
MF CAM and MFWB

ESA Table 13A-3
ESA Pilot Plus and Pilot Deep [6]

ESA Table 13A-4
ESA Building Electrification (SCE Only)

ESA Table 13A-5
ESA Clean Energy Homes (SCE Only)

 

 

Notes: 



Partner Brief Description of Effort
# of 

Referrals 
# of 

Leveraging

# of 
Coordination 

Efforts
# of Leads

# of 
Enrollments 

from 
Successful 

Leads 

LIHEAP  

CSD

DAC-SASH

ESA Water-Energy 
Coordination Program

REACH

SoCal Gas ESA

SOMAH

 

Notes:

ESA Table 13B -  ESA Clean Energy Referral, Leveraging, and Coordination
Pacific Gas and Electric Company
Program Year 2024 Annual Report



Electric Gas Total Electric Gas Total Electric Gas Total Electric Gas Total
Pilots

Total Pilots $23,962,909 $21,250,127 $45,213,036 $5,205,389 $4,616,100 $9,821,489 $7,890,582 $6,997,309 $14,887,891 33% 33% 33%

Studies 
[2]

[3]

 

 

 

Total Studies $700,050 $597,450 $1,297,500 $47,661 $42,265 $89,926 $101,752 $85,558 $187,310 15% 14% 14%

 

Authorized 2021-2026 Funding 2024 Expenses Cycle to Date Expenses

[6] 

% of Budget Expensed

[3]

ESA Table 14 -  ESA Expenditures for Pilots and Studies
Pacific Gas and Electric Company
Program Year 2024 Annual Report



OUTREACH STATUS Quantity (Includes 
CARE, FERA, and ESA) List of Participating Tribes 

(Federally-Recognized Tribes) Bear River Band of the Rohnerville Rancheria, Big Lagoon Rancheria, Big Sandy 
Rancheria, Big Valley Band Rancheria, Blue Lake Rancheria, Buena Vista Rancheria of Mi-Wuk Indians, Cachil DeHe 
Band of Wintun Indians of the Colusa Indian Community, Cahto Tribe (Laytonville), California Valley Miwok Tribe, 
Chicken Ranch Rancheria, Cloverdale Rancheria of Pomo Indians of California, Cold Springs Rancheria, Cortina 
Rancheria, Coyote Valley Band of Pomo Indians, Dry Creek Rancheria of Pomo Indians, Elem Indian Colony, Enterprise 
Rancheria, Federated Indians of Graton Rancheria, Greenville Rancheria, Grindstone Indian Rancheria, Guidiville Indian 
Rancheria, Habematolel Pomo of Upper Lake, Hoopa Valley Tribe, Hopland Band of Pomo Indians, Ione Band of Miwok 
Indians of California, Jackson band of Mi-Wuk Indians, Kashia Band of Pomo Indians of the Stewart’s Point Rancheria, 
Karuk Tribe, Lower Lake (Koi Tribe), Lytton Rancheria of California, Manchester Band of Pomo Indians, Mechoopda 
Indian Tribe, Middletown Rancheria of Pomo Indians, Mooretown Rancheria, North Fork Rancheria, Paskenta Band of 
Nomlaki Indians, Picayune Rancheria of Chukchansi Indians, Pinoleville Pomo Nation, Pit River Tribe, Potter Valley 
Tribe, Redding Rancheria, Redwood Valley, Little River Band of Rancheria of Pomo, Robinson Rancheria, Round Valley 
Reservation, Santa Ynez Band of Chumash Mission Indians, Scotts Valley Band of Pomo Indians, Sherwood Valley 
Rancheria, Shingle Springs Band of Miwok Indians, Susanville Indian Rancheria, Table Mountain Rancheria, Tachi-Yokut 
Tribe (Santa Rosa Rancheria, Leemore, CA), Tejon Indian Tribe, Trinidad Rancheria, Tule River Indian Reservation, 
Tuolumne Band of Me-Wuk Indians, Tyme Maidu Tribe-Berry Creek Reservation, United Auburn Indian Community, 
Wilton Rancheria, Wiyot Tribe, Washoe Tribe of CA and NV, Yocha Dehe Wintun Nation, Yurok Tribe.   (Non-
Federally Recognized Tribes):  Amah Mutsun Tribal Band, American Indian Council of Mariposa County (Southern 
Sierra Miwuk Nation), Butte Tribal Council, Calaveras Band of Mi-Wuk Indians, California Choinumni Tribal Project, 
Chaushila Yokuts, Coastal Band of the Chumash Nation, Coastanoan Ohlone Rumsen-Mutsen Tribe, Dumna Wo-Wah 
Tribal Government, Dunlap Band of Mono Indians, Dunlap Band of Mono Indians Historical Preservation Society, 
Haslett Basin Traditional Committee, Honey Lake Maidu, Indian Canyon Mutsun Band of Costanoan, Kern Valley  Indian 
Council, Kawaiisu Tribe. Kings River Choinumni Farm Tribe, Mishewal-Wappo Tribe of Alexander Valley, Muwekma 
Ohlone Indian Tribe, Nor-Rel-Muk Nation, North Fork Mono Tribe, Northern Band of Mono Yokuts, Noyo River Indian 
Community, Ohlone Indian Tribe, Salinan Tribe of Monterey San Luis Obispo and San Benito Counties, San Luis Obispo 
County Chumash Council, Shelbelna Band of Mendocino Coast Pomo Indians,  Sierra Mono Museum, Strawberry Valley 
Rancheria, The Mono Nation, Traditional Choinumni Tribe (East of Kings River), Trina Marine Ruano Family, Tsungwe 
Council, Tubatulabal Tribe, Wailaki Tribe, Winnemem Wintu Tribe, Wintu Tribe of Northern California, Wukchumni 
Tribal Council, Wuksachi Indian Tribe, Xolon Salinan Tribe.

Housing Authority Offices: Bear River Band of Rohnerville Rancheria, Berry Creek Rancheria, Big Sandy Rancheria, 
Big Valley Rancheria, Cher-Ae Heights Indian Community of The Trinidad Rancheria, Cloverdale Rancheria, Dry Creek 
Rancheria, Elem Indian Colony, Enterprise Rancheria of Maidu Indians, Federated Indians of Graton Rancheria, Fort 
Independence Reservation, Greenville Rancheria, Hoopa Valley Tribe, Ione Band of Miwok Indians, Karuk Tribe, 
Laytonville Rancheria, North Fork Rancheria, Picayune Rancheria, Pinoleville Reservation, Pit River Tribes, Round 
Valley Reservation, Santa Rosa Rancheria Tachi-Yokut, Stewarts Point Rancheria (Kashaya Pomo), Susanville Indian 
Rancheria, Tejon Indian Tribe, Tule River Indian Tribe, Upper Lake Rancheria, Washoe Tribe, Wilton Rancheria, and 
Yurok Tribe.  TANF Offices: California Department of Social Services CALWORKS and Family Resilience Branch, 
Federated Indians of Graton Rancheria, Hoopa Valley Tribe, Karuk Tribe, North Fork Rancheria, Susanville Indian 
Rancheria, Tuolumne Rancheria, and Owens Valley Career Development Center.     

Program Year 2024 Annual Report

ESA Table 15 - Tribal Outreach
Pacific Gas and Electric Company



Customer Segments
# of Households

Eligible
# of Households 

Treated
Enrollment Rate

=  (C/B)
# of Households

Contacted 

Rate of 
Uptake =  
(C/E) 

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving and HCS 

Measures) 

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving Measures only) [5]

Avg. Peak Demand 
Savings (kW ) Per 

Treated Household

Avg. Energy Savings 
(Therms) Per Treated 
Households (Energy 

Saving and HCS 
Measures) [4]

Avg. Energy Savings  
(Therms) Per Treated 
Households (Energy 

Saving Measures only)

Avg. Cost Per Treated 
Households

Avg. HH Energy 
Savings (kW h) / 

Total Annual Energ
Use (kW h) 

Avg. HH Energy 
Savings (Therms) / 
Total Annual Energy 

Use (Therms)

H i T

R t O

[10]

R i t (A th )

[9]

[10]

[13]

Customer Segments
# of Properties 

Eligible
# of Properties 

Treated
Enrollment Rate

= (C/B)
# of Properties 
Contacted [18]

Rate of 
Uptake =  

(C/E)

Avg. Energy Savings 
(kW h) Per Treated 

Properties (Energy Saving
and HCS Measures)

Avg. Energy Savings 
(kW h) Per Treated 

Properties (Energy Saving
Measures only)

Avg. Peak Demand 
Savings (kW ) Per 
Treated Properties

Avg. Energy Savings 
(Therms) Per Treated 

Properties (Energy 
Saving and HCS 

Measures)

Avg. Energy Savings  
(Therms) Per Treated 

Properties (Energy 
Saving Measures only)

Avg. Cost Per Treated 
Properties

Avg. Properties 
Energy Savings 
(kW h) / Total 

Annual Energy Use 
(kW h)

Avg. Properties Energy 
Savings (Therms) / 
Total Annual Energy 

Use (Therms)

29 090 18 29 090 18 0 26 119 84 119 84 $ 21 990 5 43 0 35
26 931 38 25 584 76 0 72 0 48 0 48 $ 16 981 3 34 0 00

729 90 729 90 0 01 10 13 10 13 $ 251 39 0 08 0 00

422 15 422 15 0 01 21 08 23 39 $ 419 0 06 0 10
815 21 815 21 0 01 190 02 203 05 $ 1 355 0 02 0 47

4 977 14 4 977 14 0 33 1067 12 1587 58 $ 51 580 2 02 3 11
72 320 93 66 934 43 1 86 353 65 197 62 $ 39 637 158 95 0 00

175 00 175 00 0 00 1179 79 1527 91 $ 41 475 0 00 0 68

19 568 98 18 029 98 0 70 266 93 119 35 $ 22 208 2 36 0 89
9 735 55 8 837 80 0 45 253 90 438 37 $ 23 458 1 87 0 47

16 854 02 15 507 39 0 52 503 21 630 89 $ 35 004 2 00 1 20
12 355 64 12 294 49 0 26 216 01 94 69 $ 641 0 13 0 28
14 524 48 14 524 48 0 14 21 16 71 06 $ 18 943 1 63 0 08
14 385 75 13 868 27 0 33 285 02 285 37 $ 16 464 0 30 0 52

16 556 71 15 418 27 0 58 334 82 513 13 $ 21 395 0 19 0 64
12 576 61 12 576 61 0 13 243 52 95 58 $ 12 355 0 92 0 42

Customer Segments
# of Units Eligible

[1] # of UnitsTreated [2]
Enrollment Rate

= (C/B)
# of Units 

Contacted [3]

Rate of 
Uptake =  
(C/E) [19]

Avg. Energy Savings 
(kW h) Per Treated Unit 

(Energy Saving and HCS 
Measures) [4]

Avg. Energy Savings 
(kW h) Per Treated Unit 

(Energy Saving Measures 
only) [5]

Avg. Peak Demand 
Savings (kW ) Per 

Treated Unit

Avg. Energy Savings 
(Therms) Per Treated 
Unit (Energy Saving 

and HCS Measures) [4]

Avg. Energy Savings  
(Therms) Per Treated 
Unit (Energy Saving 
Measures only) [5]

Avg. Cost Per Treated 
Unit

Avg. Properties 
Energy Savings 
(kW h) / Total 

Annual Energy Use 
(kW h)

Avg. Properties Energy 
Savings (Therms) / 
Total Annual Energy 

Use (Therms)

281 15 284 91 0 06 15 62 15 71 1016 68 0 06 0 08
246 66 246 66 0 06 11 03 11 14 841 74 0 06 0 08

527 81 531 57 0 13 26 65 26 85 1858 43 0 12 0 16
0 00 0 00 0 00 0 00 0 00 0 00 0 00 0 00
249 92 250 03 0 06 11 23 9 09 660 41 0 07 0 15
304 18 304 96 0 08 12 56 10 22 817 20 0 09 0 23
249 38 249 60 0 05 11 63 13 25 802 29 0 07 0 07
279 31 279 31 0 08 11 14 10 81 927 66 0 06 0 08

302 79 302 79 0 09 11 36 11 57 1010 04 0 07 0 08
297 28 297 28 0 11 9 81 9 91 897 93 0 07 0 07

228 40 228 40 0 07 6 08 6 08 766 85 0 07 0 07
194 16 194 16 0 07 2 46 2 46 537 91 0 06 0 12
197 83 197 83 0 03 12 09 23 26 808 61 0 06 0 05
140 62 140 62 0 03 6 97 6 23 532 58 0 05 0 05
226 40 226 50 0 03 13 33 8 35 755 81 0 06 0 09
218 34 218 34 0 04 10 23 17 53 821 62 0 06 0 09
358 51 358 51 0 03 2 00 1 97 658 22 0 11 0 00
247 10 247 27 0 09 14 24 15 49 930 29 0 06 0 08
208 16 208 30 0 06 9 01 10 13 783 52 0 06 0 07
354 38 354 48 0 13 10 75 11 57 1082 72 0 07 0 08
0 00 0 00 0 00 0 00 0 00 0 00 0 00 0 00
0 00 0 00 0 00 0 00 0 00 0 00 0 00 0 00
272 66 272 66 0 07 9 07 10 46 887 61 0 06 0 08

247 00 247 11 0 06 11 13 11 24 844 16 0 06 0 08

246 61 246 61 0 06 11 02 11 85 854 49 0 05 0 08
252 10 252 10 0 07 10 57 11 78 863 72 0 06 0 07
202 88 202 88 0 03 11 61 8 84 758 76 0 04 0 07
275 81 275 81 0 08 10 87 12 71 941 98 0 06 0 07

266 38 266 38 0 07 11 36 11 42 907 51 0 06 0 07
234 86 234 86 0 07 10 12 11 09 795 03 0 06 0 09
225 20 225 20 0 05 12 79 12 02 821 12 0 06 0 06
248 29 248 29 0 06 10 93 11 32 848 50 0 06 0 08

277 26 277 34 0 08 10 70 10 82 925 05 0 06 0 08

265 26 265 26 0 07 10 99 11 88 897 61 0 06 0 08
238 84 238 84 0 07 10 76 10 21 814 67 0 06 0 08
204 48 204 48 0 03 10 98 11 24 732 68 0 06 0 07
254 41 254 61 0 07 9 49 9 58 703 62 0 07 0 10

Customer Segments
# of Households

Eligible [1]
# of Households 

Treated [2]
Enrollment Rate

= (C/B)
# of Households

Contacted [3]

Rate of 
Uptake =  
(C/E) [4]

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving and HCS 

Measures) [5]

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving Measures only) [6]

Avg. Peak Demand 
Savings (kW ) Per 

Treated Household

Avg. Energy Savings 
(Therms) Per Treated 
Households (Energy 

Saving and HCS 
Measures) [5]

Avg. Energy Savings  
(Therms) Per Treated 
Households (Energy 

Saving Measures only) 
[6]

Avg. Cost Per Treated 
Households

Avg. HH Energy 
Savings (kW h) / 

Total Annual Energ
Use (kW h)

Avg. HH Energy 
Savings (Therms) / 
Total Annual Energy 

Use (Therms)

Building Electrification (SCE 
Only)

Customer Segments
# of Households

Eligible
# of Households 

Treated
Enrollment Rate

= (C/B)
# of Households

Contacted
Enrollment 

Rate = (C/E)

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving and HCS 

Measures)

Avg. Energy Savings 
(kW h) Per Treated 

Households (Energy 
Saving Measures only)

Avg. Peak Demand 
Savings (kW ) Per 

Treated Household

Avg. Energy Savings 
(Therms) Per Treated 
Households (Energy 

Saving and HCS 
Measures)

Avg. Energy Savings  
(Therms) Per Treated 
Households (Energy 

Saving Measures only)
Avg. Cost Per Treated 

Households

Avg. HH Energy 
Savings (kW h) / 

Total Annual Energ
Use (kW h)

Avg. HH Energy 
Savings (Therms) / 
Total Annual Energy 

Use (Therms)
D hi

ESA Table 16 -  ESA Customer Segments/Needs State by Demographic, Financial, Location, and Health Conditions*
Pacific Gas and Electric Company
Program Year 2024 Annual Report

 

 

ESA Table 16A
 Main (SF, MH, MF in-unit)

ESA Table 16B
ESA MFW B W hole Building

ESA Table 16C
ESA MFW B (MF In-unit)

Demographic

ESA Table 16D
Pilot Plus and Pilot Deep

Health Condition

Demographic

Location

Previous vs. New Participant

Financial

Health Condition

Location

Financial

Health Condition

Location

Other

Rent vs. Own

Previous vs. New Participant

Location

Financial

Health Condition

Location

Financial



Electric Gas Total

 
 

 

TOTAL Program Costs $6,477,866 $1,619,466 $8,097,332 $14,070,600 58% $0 -

TOTAL PROGRAM COSTS & CUSTOMER 
DISCOUNTS [6] $944,341,973 $169,528,612 $1,113,870,585 $710,464,600 157% $409,379,253 -

 

CARE Table 1 -  CARE Overall Program Expenses
Pacific Gas and Electric Company
Program Year 2024 Annual Report

% of Budget 
Spent Total Shifted Shifted to/from?Category

Authorized 
Budget 

Overall Expenditures 

 



Inter-Utility Intra-Utility 
Leveraging

Combined
(B+C+D) Online Paper Phone Capitation Combined 

(F+G+H+I) SF MF MH

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 0 23,170 0 23,170 219,312 41,773 10,659 1,254 272,998 296,168 172,568 291,509 72,834 536,911 n/a 64,750 134,549 128,256 327,555 833,079 -31,387 895,441 450,922 25,192 1,371,555 1,436,346 95%

CARE Table 2 -  CARE Enrollment, Recertification, Attrition, & Enrollment
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Total CARE Participants 
by Dwelling Type [6]

Failed 
Recertification Other [5]

Attrition (Drop Offs) Enrollment
Total 
CARE 

Participants

Estimated 
CARE 

Eligible 
Total

Attrition
(P+Q+R+S)

Gross
(K+O)

Net 
Adjusted

(K-T)

Enrollment
Rate %
(Z/AA)

No 
Response [4]

Failed 
PEV

Total New 
Enrollment

(E+J)
Scheduled

New Enrollment Recertification

Automatic Enrollment Self-Certification (Income or Categorical) Non-
Scheduled 

(Duplicates)
Automatic

Total 
Recertification 

(L+M+N)



Month
Total CARE 
Households 

Enrolled

Households 
Requested to 

Verify [1]

% of CARE 
Enrolled 

Requested to 
Verify Total

% of Scheduled 
Customers not 

Responsive to the 
PEV Process

% of Scheduled 
PEV Customers 
later verified as 
Income Eligible

CARE  
Households De-
enrolled (Due to 

no response)

CARE Households 
De-enrolled 
(Verified as 
Ineligible) [2]

Total Households 
De-enrolled [3]

% De-enrolled 
through Post 
Enrollment 

Verification [4]

% of Total CARE 
Households  De-

enrolled

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 1,371,555 95,908 7.0% 65% 30% 62,506 4,345 66,851 70% 4.87%

Month
Total CARE 
Households 

Enrolled

Households
Requested 
to Verify 

% of 
CARE Enrolled 
Requested to 

Verify 
Total 

% of Scheduled 
Customers not 

Responsive to the 
PEV Process

% of Scheduled 
PEV Customers 
later verified as 
Income Eligible

CARE  
Households
De-enrolled
(Due to no 
response) 

CARE Households 
De-enrolled 
(Verified as 
Ineligible) 

Total Households
De-enrolled

% De-enrolled 
through 

HUV Post 
Enrollment 
Verification  

% of Total CARE 
Households  De-

enrolled 

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 1,371,555 19,970 1.5% 75% 23% 14,880 500 15,380 77% 1.12%

Month Removed Total Customers 
Removed

Re-Enrolled by 6 
Months

6 Month Re-
Enrollment Rate

Re-Enrolled by 12 
Months

12 Month Re-
Enrollment Rate

Jan-23
Feb-23
Mar-23
Apr-23
May-23
Jun-23
Jul-23
Aug-23
Sep-23
Oct-23
Nov-23
Dec-23

Month Removed [1] Total Customers 
Removed

Re-Enrolled by 6 
Months

6 Month Re-
Enrollment Rate

Re-Enrolled by 12 
Months [2]

12 Month Re-
Enrollment Rate

Jan-23
Feb-23
Mar-23
Apr-23
May-23
Jun-23
Jul-23
Aug-23
Sep-23
Oct-23
Nov-23
Dec-23

CARE Table 3D - Post-Enrollment Verification Re-Enrollment Rates (High Usage) - 2024

CARE Table 3C - Post-Enrollment Verification Re-Enrollment Rates (Model) - 2024

CARE Table 3B - Post-Enrollment Verification Results (Electric only High Usage) 2024

I

CARE Table 3 -  CARE Post-Enrollment Verification Results
Pacific Gas and Electric Company
Program Year 2024 Annual Report

CARE Table 3A - Post-Enrollment Verification Results (Model) 2024  



Provided Received Approved Denied Pending/Never 
Completed Duplicates

Total (Y-T-D) 
Percentage

CARE Table 4 -  CARE Self-Certification and Self-Recertification Applications
Pacific Gas and Electric Company
Program Year 2024 Annual Report



County
Urban Rural Total Urban Rural Total Urban Rural Total

Total 1,130,619 305,727 1,436,346 1,079,233 292,322 1,371,555 95% 96% 95%

CARE Table 5 - CARE Enrollment by County
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Estimated Eligible Total Participants Enrollment Rate



2024 Total CARE 
Households

Households 
Requested to 
Recertify  

% of Households 
Total
 (C/B)

Households 
Recertified 

Households   
De-enrolled 

Recertification 
Rate % 

(E/C)

% of Total Households 
De-enrolled 

(F/B)

YTD 1,371,555 288,734 21.1% 175,316 113,418 61% 8.27%

CARE Table 6 -  CARE Recertification Results 
Pacific Gas and Electric Company
Program Year 2024 Annual Report



Total 
Expenditures 

Private CBO WMDVBE LIHEAP Rural Urban Total

Total Enrollments and Expenditures 125 1,129 1,254 37,620$               

CARE Table 7 -  CARE Capitation Contractors
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Contractor Name 
Contractor Type 

(Check one or more if applicable) Enrollments 



2024 Gas and Electric Gas Only Electric Only Total Eligible 
Households Enrollment Rate % Change

January
February
March
April
May
June
July
August
September
October
November
December

CARE Table 8 -  CARE Participants as of Month-End
Pacific Gas and Electric Company
Program Year 2024 Annual Report



Gas Therms Gas Therms
Tier 1 Tier 2

Electric KWh Electric KWh
Tier 1 Tier 2 and Above

Customer Gas Electric [3]

 

CARE Table 9 -  CARE Average Monthly Usage & Bill
Pacific Gas and Electric Company
Program Year 2024 Annual Report

(Dollars per Customer)

Customer

Customer

CARE Table 9B - Average Monthly Gas / Electric Bill 
Residential Non-CARE vs. CARE Customers 

Total

Total

CARE Table 9A - Average Monthly Gas / Electric Usage
Residential Non-CARE vs. CARE Customers 



CARE Surcharge Monthly Bill as Percent of Bill Collected Revenue Collected CARE Surcharge Monthly Bill as Percent of Bill Collected Revenue Collected

 [2]

CARE Surcharge Total CARE
Surcharge Revenue

Percentage of
CARE SurchargeAverage Monthly

Customer Class 
Average Monthly CARE Surcharge Total CARE

Surcharge Revenue
Percentage of

CARE Surcharge

CARE Table 10A
CARE Electric Surcharge and Revenue Collected by Customer Class

CARE Table 10 -  CARE Surcharge & Revenue
Pacific Gas and Electric Company
Program Year 2024 Annual Report

CARE Table 10B
CARE Gas Surcharge and Revenue Collected by Customer Class



Entity Total Received Approved Denied Pending/ Never 
Completed Duplicate

Total 2,938 1,254 358 0 1,326
 

CARE Table 11 -  CARE Capitation Applications 
Pacific Gas and Electric Company
Program Year 2024 Annual Report



CARE 
Residential 
Facilities

CARE 
Commercial 

Facilities
Total Gas

CARE 
Residential 
Facilities

CARE 
Commercial 

Facilities
Total Electric

January
February

March
April
May

June
July

August
September

October
November
December

Gas Electric
Therms KWh

 

Received Approved Denied
Pending/Never

Completed Duplicates

CARE Table 12 -  CARE Expansion Program
Pacific Gas and Electric Company
Program Year 2024 Annual Report

CARE Table 12B
Average Monthly Gas / Electric Usage 

Customer

CARE Table 12C
CARE Expansion Self-Certification and Self-Recertification Applications

CARE Table 12A
Participating Facilities by Month

2024

Gas Electric



Households 
Requested to 

Verify

Removed
(No Response)

Removed
(Verified 

Ineligible) [1]

Income Verified and 
Referred to ESA

Failed and 
Removed Ineligible Completed Removed 

Appeals
Denied

Appeals
Approved

CARE Table 13 -  CARE High Usage Verification Results 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Stage 1 - IRS Documentation and ESA Agreement Stage 2 - ESA Participation Stage 3 - Usage Monitoring



Energy Usage before 
ESA Program 

treatment

Energy Usage within
 3-months of ESA 

Program treatment 

Energy Usage within
 6-months of ESA 

Program treatment

Energy Usage within 
12-months of ESA 
Program treatment 

CARE Table 14 -  CARE Customer Usage and ESA Program Treatment
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Energy Usage of CARE 
customers who do Not accept 

ESA Program treatment 

# of CARE customers at or 
above 90th Percentile of Usage 
Not subject to High Usage PEV 

Percent of those CARE 
customers Not served by 

ESA Program 

# of Enrollments led to 
ESA Program measure 

Installations 

# of Long-Term tenancy CARE 
customers who have Not 
applied for ESA Program 

Energy Usage of Long-Term Tenancy CARE Customers
 who Accept ESA Program Treatment



Type of Enrollment Number of Customer Enrollments 

CARE Table 15 -  CARE Categorical Enrollment
Pacific Gas and Electric Company
Program Year 2024 Annual Report



Month

CARE Enrollment 
Rate for Zip Codes 
That Have 10% or 

More 
Disconnections

CARE Enrollment 
Rate for Zip 

Codes in High 
Poverty (Income 
Less than 100% 

FPG) 

CARE Enrollment Rate 
for Zip Codes in High 
Poverty (with 70% or 

Less CARE 
Penetration) 

CARE Enrollment Rate for 
DAC (Zip/Census Tract) 

Codes in High Poverty (with 
70% or Less CARE 

Enrollment Rate) 

Note:

CARE Table 16 - CARE and Disadvantaged Communities Enrollment Rate for Zip Codes
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Total CARE Households Enrolled

 



Electric Gas Total

TOTAL Program Costs $2,009,404 $0 $2,009,404 $2,929,000 69% $0 

TOTAL PROGRAM COSTS & CUSTOMER 
DISCOUNTS [3] $23,289,666 $0 $23,289,666 $21,202,000 110% $3,007,262 

FERA Table 1 -  FERA Overall Program Expenses
Pacific Gas and Electric Company
Program Year 2024 Annual Report

]

Category
Authorized 
Budget [1]

% of Budget 
Spent Total Shifted [2] Shifted to/from?

Overall Expenditures 



Inter-
Utility

Intra-
Utility

Leveraging Combined
(B+C+D) Online Paper Phone Capitation Combined 

(F+G+H+I) SF MF MH

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 0 1,395 0 1,395 8,566 2,698 616 14 11,894 13,289 8,608 2,073 0 10,681 0 1,844 7,860 2,618 12,322 23,970 967 31,088 8,174 n/a 39,262

FERA Table 2 -  FERA Enrollment, Recertification, Attrition, & Enrollment
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Net 
Adjusted

(K-T)

Total FERA Participants by 
Dwelling Type Total 

FERA 
Participants

Automatic Enrollment Self-Certification (Income or Categorical) Total New 
Enrollment

(E+J)
Scheduled

Total
Attrition

(P+Q+R+S)

Gross
(K+O)

Enrollment

Failed 
PEV OtherFailed 

Recertification

New Enrollment Recertification Attrition (Drop Offs)

 

Non-Scheduled 
(Duplicates) Automatic

Total 
Recertification 

(L+M+N)

No 
Response [4]



Month
Total FERA 
Households 

Enrolled

Households 
Requested to 

Verify 

% of FERA 
Enrolled 

Requested to 
Verify Total

FERA Households 
De-enrolled (Due 
to no response)

FERA Households 
De-enrolled 
(Verified as 
Ineligible) 

Total Households 
De-enrolled

% De-enrolled 
through Post 
Enrollment 

Verification

% of Total FERA 
Households  De-enrolled

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 39,262 361 0.9% 278 28 306 85% 0.8%

Month
Total FERA 
Households 

Enrolled

Households 
Requested to 

Verify

% of FERA 
Enrolled 

Requested to 
Verify Total

FERA Households 
De-enrolled (Due 
to no response)

FERA Households 
De-enrolled 
(Verified as 
Ineligible) 

Total Households 
De-enrolled 

% De-enrolled 
through Post 
Enrollment 
Verification 

% of Total FERA 
Households  De-enrolled

January
February
March
April
May
June
July
August
September
October
November
December

YTD Total 39,262 1,384 3.5% 1,117 57 1,174 85% 3.0%

Month Removed [1] Total Customers 
Removed

Re-Enrolled by 6 
Months

6 Month Re-
Enrollment Rate

Re-Enrolled by 12 
Months [2]

12 Month Re-
Enrollment Rate

Jan-23
Feb-23
Mar-23
Apr-23
May-23
Jun-23
Jul-23
Aug-23
Sep-23
Oct-23
Nov-23
Dec-23

Month Removed [1] Total Customers 
Removed

Re-Enrolled by 6 
Months

6 Month Re-
Enrollment Rate

Re-Enrolled by 12 
Months [2]

12 Month Re-
Enrollment Rate

Jan-23
Feb-23
Mar-23
Apr-23
May-23
Jun-23
Jul-23
Aug-23
Sep-23
Oct-23
Nov-23
Dec-23

FERA Table 3D - Post-Enrollment Verification Re-Enrollment Rates (High Usage) - 2024

FERA Table 3 -  FERA Post-Enrollment Verification Results
Pacific Gas and Electric Company
Program Year 2024 Annual Report

FERA Table 3A
Post-Enrollment Verification Results (Model) 2024

FERA Table 3B
Post-Enrollment Verification Results (Electric only High Usage) 2024

FERA Table 3C - Post-Enrollment Verification Re-Enrollment Rates (Model) - 2024



Provided [2] Received Approved Denied Pending/Never 
Completed Duplicates

 [3]

Requested Received Approved Denied Pending/Never 
Completed 

Total 

FERA Table 4 - FERA Self-Certification and Self-Recertification Applications 
Pacific Gas and Electric Company
Program Year 2024 Annual Report

FERA Table 4A
Self-Certification and Self-Recertification Applications [1]

FERA Table 4B
Post-Enrollment Verification 



Urban Rural Total Urban Rural Total Urban Rural Total

Total 122,661 33,886 156,547 31,742 7,520 39,262 26% 22% 25%

FERA Table 5 -  FERA Enrollment by County
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Estimated Eligible Total Participants Enrollment Rate
County

13



2024 Total FERA 
Households

Households 
Requested to 
Recertify

% of 
Households 

Total
 (C/B)

Households 
Recertified 

Households   
De-enrolled 

Recertification 
Rate % 

(E/C)

% of Total Households 
De-enrolled 

(F/B)

YTD 39,262 7,883 20.1% 957 6,926 12% 17.6%

FERA Table 6 -  FERA Recertification Results
Pacific Gas and Electric Company
Program Year 2024 Annual Report

13



Total 
Expenditures

Private CBO WMDVBE LIHEAP Rural Urban Total

Total Enrollments and Expenditures 3 11 14 420$  

FERA Table 7 - FERA Capitation Contractors
Pacific Gas and Electric Company
Program Year 2024 Annual Report

Contractor Name [1]
Contractor Type 

(Check one or more if applicable) Enrollments [2]

13



Electric KWh Electric KWh
Tier 1 Tier 2 and Above

Customer Electric

FERA Table 8A - Average Monthly Electric Usage
Residential Non-FERA vs. FERA Customers

Customer Total

FERA Table 8 - FERA Average Monthly Usage & Bill
Pacific Gas and Electric Company
Program Year 2024 Annual Report

FERA Table 8B - Average Monthly Electric Bill
Residential Non-FERA vs. FERA Customers 

(Dollars per Customer)

13
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8. Appendix B: PG&E’s 2024 ESA Marketing Materials
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2024 Direct Mail Creative 

Pacific Gas and Electric Company | Program Year 2024 
Appendix B: ESA Marketing Materials 

Page 1 of 2 
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2024 Email Creative

Pacific Gas and Electric Company | Program Year 2024
Appendix B: ESA Marketing Materials

Page 2 of 2
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9. Appendix C: PG&E’s 2024 CARE Marketing Materials
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CARE Acquisition Email Samples – Touch 1, Touch 2 and Touch 3

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 1 of 11
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CARE Failed to Recertify Acquisition Email Sample 

Pacific Gas and Electric Company | Program Year 2024 
Appendix C: CARE Marketing Materials 

Page 2 of 11 
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CARE Native Ad Samples (English and Spanish)

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 3 of 11
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CARE Display Ad Samples (English and Spanish)

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 4 of 11
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CARE Recertification Reminder Email Samples

CARE Recertification Reminder Text Sample 

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 5 of 11

Hello, this is Pacific Gas and Electric 
Company. We are calling to let you 
know that it is time to re-enroll in 
CARE. You should receive a renewal 
application and instructions in the mail 
shortly. Please reapply soon to 
continue receiving your monthly 
discounted rate on your bill. 

You can quickly renew online at 
pge.com/CARErenew. That's 
pge.com/CARErenew, or complete and 
mail back the application. You can also  
call 1-866-743-2273 and Press 1 to 
renew through our automated phone 
system. Thank you. 

l
Hello this is Pacific Gas and Electric

Sample Automated Outbound Call Script
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CARE Recertification Reminder Email Test Sample

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 6 of 11
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CARE Auto-Recertification Email Sample 

Pacific Gas and Electric Company | Program Year 2024 
Appendix C: CARE Marketing Materials 

Page 7 of 11 
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CARE Welcome Email Samples – Touch 1, 2, 3 and 4

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 8 of 11
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CARE Welcome Direct Mail Sample 

Covers (English and Spanish) 

Pacific Gas and Electric Company | Program Year 2024 
Appendix C: CARE Marketing Materials 

Page 9 of 11 



ESA, CARE and FERA Programs 2024 Annual Report - Pacific Gas and Electric Company

153

CARE/FERA Annual Bill Insert (English/Spanish)

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 10 of 11
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CARE/FERA Acquisition November eNewsletter Article

Pacific Gas and Electric Company | Program Year 2024
Appendix C: CARE Marketing Materials

Page 11 of 11
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10. Appendix D: PG&E’s 2024 Energy-Water Coordination Program Report

See Appendix D for the PG&E Water-Energy Coordination Program 2024 Annual Report  
prepared by Richard Heath & Associates (RHA).  



Pacific Gas & Electric Company
77 Beale St
San Francisco, CA 94105

Richard Heath & Associates, Inc.
rhainc.com

Submitted to:

Submitted by:

PG&E WATER-ENERGY
COORDINATION PROGRAM

2024 ANNUAL REPORT
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EXECUTIVE SUMMARY
In 2024, the Pacific Gas and Electric Company’s (PG&E) Water-Energy Coordination Program (WCP) 
completed a fifth full year of production. The program, offered in collaboration with water agencies and 
delivered in conjunction with PG&E’s Energy Savings Assistance (ESA) Program, provides water 
conservation assessments and measures to ESA customers in individual water agency territories. Each 
water agency contract is customized to meet agency budgets and water conservation goals. Richard 
Heath & Associates, Inc. (RHA) administers the program on behalf of PG&E. Program services include:

Evaluating toilets for retrofit qualification and leaks
Replacing toilets
Replacing leaking flappers
Replacing bathroom and kitchen faucets
Replacing tub spouts
Replacing water heater temperature pressure relief valves
Conducting outdoor water use assessments
Performing meter checks
Isolating leaks
Replacing outdoor hose bibs
Replacing sprinkler heads
Providing water conservation education
Delivering water conservation items such as hose nozzles, shower timers and water agency
program literature

During the 2024 program year, the WCP experienced growth in several areas:
Pilot programs launched with East Bay Municipal Utility District and the City of Sacramento
California American Water launched a new single-family WCP
The program served 833 customers, a 12% increase over 2023

Challenges that directly impacted production growth and contract expansion included:
The California American Water Multifamily and Mobile Home Pilot failed to gain traction in the
targeted markets. The primary challenge was securing waivers from property owners. Multiple
approaches were tested with limited success.
Water agencies continued to experience budgetary shortages that affected their revenue and
discretionary dollars for conservation programs. Additionally, non-drought conditions have
decreased the urgency for funding water conservation activities. RHA continued to provide
water agencies with information on other funding sources to overcome funding barriers.

WATER AGENCY PARTNERS
Listed below are the four water agency partners in ESA regions implemented by RHA in 2024: 

1. California American Water Single Family
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2. California American Water Multifamily and Mobile Home Pilot
3. City of Sacramento
4. Solano County Water Agency

In 2024, two water agencies participated in WCPs outside of ESA regions implemented by RHA:
1. Alameda County Water District
2. East Bay Municipal Utility District

These service areas covered the following ten counties: Alameda, Contra Costa, Madera, Merced, 
Monterey, Sacramento, Santa Clara, Santa Cruz, Solano and Sonoma.

SUCCESSES AND LESSONS LEARNED
Program achievements included: 

1. 833 homes received WCP measures in 2024.
This included 593 toilet retrofits, which will achieve approximately 2,963,933 gallons of annual
water savings and 8,041 kWh of embedded energy savings.

2. The program continued to achieve high customer satisfaction rates.
100 percent of customers surveyed through telephone quality assurance calls were very
satisfied with program services.

LESSONS LEARNED INCLUDE
1. There is a long cycle time for enrolling multifamily properties.

Connecting with property owners can be challenging, and securing property owner waivers takes
months. Turnover of property managers further complicates the process. Ongoing check-ins with 
property managers did not result in better outcomes. A new approach, utilizing coordinated outreach by 
the water agency, program installation contractor and program administrator, will be implemented in 
2025 to accelerate enrollments. 

2. Due to factors including funding, agency priorities and requirements, contracting with
additional water partners continued to be challenging.

RHA’s role as the WCP administrator is to develop relationships with water agencies and establish 
collaborative water programs. Due to the different water agency types encountered (municipal water 
retailers, water wholesalers, wastewater agencies and water IOUs), developing programs and executing 
contracts is often complex and protracted. Some contracts required multiple layers of review and could 
not be launched until a supervising board or council approved. The cycle time varied from a few months 
to as much as an entire year due to water agency staffing shortages, budget reductions and 
prioritization of other projects. In many cases, prospective partners must overcome concerns regarding 
sole sourcing for large-budget programs, identify and obtain program funding, and meet prevailing wage 
criteria for publicly funded agencies. RHA provided water agencies with information on solutions that 
have helped other agencies overcome barriers to program execution.
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3. ESA subcontractor recruitment remained an ongoing challenge due to public works project
requirements.

Most municipal or public water agencies require installation work to be performed at a prevailing wage 
rate by public works contractors registered with the California Department of Industrial Relations (DIR). 
This can present a challenge to onboard WCP contractors in certain geographies, particularly where the 
current pool of ESA subcontractors is not registered with DIR and/or is not interested in pursuing 
registration as a public works contractor. When this occurs, a participating ESA contractor performs 
WCP enrollment and assessments, and RHA engages a separate public works contractor to complete 
toilet retrofits and other installation work. 

WATER LEVERAGING CONTRACT ACTIVITIES
As described in the 2024 Contract Work Authorization (CWA), RHA is expected to outreach to water 
agencies in its awarded implementation region(s) and educate them about PG&E’s Water-Energy 
Coordination Program. RHA must develop a unique Water-Energy Coordination Program for each 
interested water agency. RHA is also expected to carry out the following activities to engage water 
agencies to participate in PG&E’s Water-Energy Coordination Program:

No. Required Activities for Water Leveraging Activities Conducted in 2024 

1.
Network with water agencies and build working 
relationships, including but not limited to cold-calling 
and attending water conservation conferences.

In January, RHA conducted an outreach
campaign to 20 water agencies in the
Central Coast and Northern regions.
In March, a second round of outreach
was conducted.
In April, RHA attended the Water
Conservation Showcase and met with
five water agencies.
In July, RHA conducted an outreach
campaign to 23 water agencies in the
Central Coast and Northern regions.
In December, RHA launched a new
outreach campaign targeting 26 water
agencies.

2.
Encourage water agency participation in PG&E’s Water-
Energy Coordination Program.

RHA met with nine new water agencies
to encourage program participation.

3.
Create custom PG&E Water-Energy Coordination 
Program proposals for water agencies.

RHA developed two custom proposals
for water agencies. Neither agency
opted to sign a contract in 2024.
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No. Required Activities for Water Leveraging Activities Conducted in 2024 

4.
Execute PG&E Water-Energy Coordination Program 
contracts with water agencies and participating ESA 
subcontractors.

New contracts executed in 2024:

California American Water –
Multifamily Pilot (third quarter)
City of Sacramento (fourth quarter)

Contract(s) renewed in the 2024: 

Solano County Water Agency (third
quarter)

Contract(s) extended in 2024: 
Alameda County Water District (third
quarter)
East Bay Municipal Utility District
(fourth quarter)

5.

Recruit ESA subcontractors in water agency territory to 
work on PG&E’s Water-Energy Coordination Program. 
Recruit installation contractors as needed if ESA 
subcontractors cannot perform the installation work. At 
a minimum, ESA subcontractors are expected to assess 
customer eligibility and water measure feasibility.

Current Water-Energy Coordination 
Program Subcontractors: 

Bright Ideas Construction
Bottom Line Utility Solutions
Community Outreach Services
Empire Specialties
Quality Conservation Services

6.
Train ESA and installation subcontractors on water 
agencies’ measure offerings and installation protocols.

RHA conducted contractor training for the 
following new contracts:

California American Water –
Multifamily Pilot (third and fourth
quarter)
City of Sacramento (fourth quarter)
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No. Required Activities for Water Leveraging Activities Conducted in 2024 

7.

Provide, at a minimum, a monthly update to the ESA 
Program Manager on PG&E Water-Energy Coordination 
Program progress and challenges, which shall include a 
discussion of new contracts executed with water 
agencies, contracts renewed with water agencies, 
number of customers served by each program or pilot 
program and number of water measures installed.

RHA conducted monthly update meetings 
with the PG&E ESA Program Manager or 
sent a monthly update report on the 
following dates:

1/9/2024
2/9/2024
3/1/2024
4/8/2024
5/7/2024
6/7/2024
7/9/2024
8/2/2024
9/6/2024
10/4/2024
11/1/2024
12/6/2024

8.

The Implementer shall provide three quarterly reports 
within 20 business days following the end of each Q1-
Q3. The Implementer shall provide an annual report 
one month after the end of Q4. The report shall 
summarize quarterly or annual program highlights, 
accomplishments, challenges, number of customers 
served, measures offered, quantities installed and 
annual water and embedded energy savings.

Quarterly reports were provided on the 
following dates:

5/1/2024
8/2/2024
11/6/2024

A 2023 annual report was provided on 
2/2/2024. 

9.

Annually, in the fourth quarter of the year, the 
Implementer or their designee shall host a public 
Annual Forum for water agencies on PG&E’s Water-
Energy Coordination Program.

In partnership with PG&E’s ESA Program 
Manager, the annual Water Forum was 
hosted on January 23, 2024. 

10.

On an annual basis, the Implementer shall conduct 
telephone or web surveys of 10 percent of customers 
to ensure the ESA subcontractor performance meets 
Water-Energy Coordination program quality standards.

RHA conducted telephone quality 
assurance surveys at the end of each 
quarter to ensure the ESA subcontractor 
performance meets Water-Energy 
Coordination program quality standards.
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No. Required Activities for Water Leveraging Activities Conducted in 2024 

11.
Implementer shall recruit at least one water agency per 
region to participate annually in PG&E’s Water-Energy 
Coordination Program agency program partnership.

In 2024, RHA executed contracts with the 
City of Sacramento (northern region), 
California American Water – Multifamily 
Pilot (northern and central regions), 
renewed the contract with Solano County 
Water Agency (northern region) and 
extended the contract with Alameda 
County Water District (bay area region). 

12.

Implementer’s contractual relationship with the water 
agencies for purposes of participation in PG&E’s Water-
Energy Coordination Program throughout 
Implementer’s applicable region shall be funded by 
PG&E (as part of Implementer fee) that shall include 
Implementer’s outreach to water agencies, creation of 
proposals, ensuring contracts are executed and regular 
updates and reports to PG&E on Water-Energy 
Coordination Program activities in accordance with the 
administration and reporting requirements set forth in 
this scope of work.
Unless otherwise expressly provided, if the 
Implementer no longer provides work under this 
contract that requires contractual relationships be 
maintained with water agencies for participation in 
PG&E’s Water-Energy Coordination Program, the 
Implementer will not be compensated for such related 
work or maintain such water agency contracts. 
Implementer may elect for its own purposes to 
continue any existing or future water agency 
contractual relationship, regardless of the Implementer 
providing ESA services within such water agency’s 
region.

Water leveraging activities that occurred in 
the Central Coast and Northern ESA regions 
were invoiced according to the water 
leveraging agreement. 

164



2024 ANNUAL REPORT 

7 Copyright © 2025 Richard Heath & Associates, Inc.

No. Required Activities for Water Leveraging Activities Conducted in 2024 

13.

Implementer has informed PG&E that it will maintain 
its contractual relationships with water agencies in 
regions where Implementer will no longer provide ESA 
services. Implementer agrees to provide PG&E with a 
list of the existing and new water agencies contracts it 
will maintain, the services Implementer will offer and 
perform for these water agencies, the number of 
customers Implementer will serve by providing its 
services involving the quantities and types of measures 
installed, and the end date for each water agencies 
contract. The Implementer will report on these items 
quarterly. Management of the Implementer’s contracts 
executed with water agencies and ESA subcontractors 
performing work for PG&E’s Water-Energy 
Coordination Program is Implementer’s responsibility. 
It is up to the Implementer to negotiate a 
compensation model with the water agencies that will 
cover any administrative expenses post-Water-Energy 
Coordination Program contract execution. PG&E 
funding (as part of the Implementer fee) shall only be 
used to outreach to water agencies, create proposals, 
ensure contracts are executed and provide regular 
updates and reports to PG&E on Water-Energy 
Coordination Program activities. PG&E will not be 
involved in processing payments to ESA subcontractors 
for work performed under the Water-Energy 
Coordination Program.

On a monthly and quarterly basis, RHA 
conducted the following activities in 2024 
to comply with this requirement:

Provided regular updates of existing
and new water agency contracts and
services offered
Provided reporting on the number of
customers served, quantities and types
of measures installed, and the contract
dates

Additionally, for all contracts in ESA regions 
where RHA is not the Implementer:

Contracts negotiated with water
agencies included a compensation
model to cover RHA administrative
expenses
No PG&E funding was used to perform
outreach to water agencies, create 
proposals, ensure contracts are 
executed and provide regular updates 
and reports to PG&E on Water-Energy 
Coordination Program activities

BACKGROUND
HOW THE WCP STARTED
In 2016 and 2017, PG&E worked with two water agencies to conduct a test program that delivered 
water conservation offerings to PG&E ESA customers during ESA appointments (water conservation 
assessments, education and measures). For PG&E, the program proved that incremental energy 
conservation could be achieved through the embedded energy savings of water conservation. The 
program also proved successful for water agencies by enabling them to leverage PG&E’s existing visits to 
offer water conservation measures.
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LAUNCHING A FULL-SCALE PROGRAM
After the success of the test program, PG&E developed the full-scale program in 2018. As part of the 
planning and collaboration efforts, RHA hosted a webinar for PG&E and water agencies to discuss 
program details. Key discussion topics included:

Best practices and lessons learned from the test program
How PG&E and water agencies could best work together
Available funding for low-income programs
Existing water conservation rebate programs
Labor laws and potential impacts on the WCP
Program measures and associated savings
Number of potentially eligible homes to be served

Following the webinar, program stakeholders collaborated to identify solutions to potential problems, 
finalized details and developed a detailed plan for a full-scale program launch. The fully-scaled program 
officially launched in August 2018.

WATER AGENCY CONTRACTS
All WCP contracts are fully customized for each water agency to deliver services and measures aligned
with their conservation goals. Summaries of current WCP contracts in ESA regions implemented by RHA 
are provided below in Table 1. Summaries of WCP partnerships in all other ESA regions are in Table 2. 

Table 1. WCP Contracts in PG&E ESA Regions Implemented by RHA

Contract Description
California American 
Water – Multifamily 

and Mobile Home

California American 
Water – Single Family* 

City of 
Sacramento

Solano County 
Water Agency

Estimated Number of 
ESA Homes to be Served 345 600 67 150

Contract Amount $200,000 $300,000 $50,000 $75,000

Contract Period 7/24/2023 - 
12/31/2027 

10/1/2024 – 
12/31/2027

12/22/2023 - 
12/31/2025 

7/1/2024 - 
6/30/2025

Territory to be Served

Four service districts: 
Dunnigan, Fruitridge, 

Hillview and 
Meadowbrook

Monterey, Oakhurst, 
Sacramento, Merced, 

San Diego, Los Angeles, 
Ventura

City of 
Sacramento Solano County

Organization Type Investor-Owned Utility Investor-Owned Utility Retailer Wholesaler

Program Type Direct-Install Pilot 
Program

Full-Scale Direct Install 
Program

Direct-Install 
Pilot Program

Full-Scale 
Direct Install 

Program
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Contract Description
California American 
Water – Multifamily 

and Mobile Home

California American 
Water – Single Family* 

City of 
Sacramento

Solano County 
Water Agency

Number of Assigned ESA 
Subcontractors 1 3 1 2 

Table 2. WCP Contracts in All Other PG&E ESA Regions

Contract Description Alameda County Water District East Bay Municipal Utility District

Estimated Number of ESA 
Homes to be Served 175 520

Contract Amount $150,000 $400,000

Contract Period 10/7/2024 - 9/30/2025 11/6/2024 – 12/31/2025

Territory to be Served Cities of Fremont, Newark and Union City Territories in Alameda and Contra 
Costa Counties

Organization Type Retailer Retailer

Program Type Full-Scale Direct Install Program Direct-Install Pilot Program

Number of Assigned ESA 
Subcontractors 2 2 

Table 3. Summary of Measures Offered in Current Programs

Program 
Measures/Services 

Offered

Alameda 
County 
Water 
District

California 
American 
Water – 

Multifamily

California 
American 
Water – 
Single 
Family

City of 
Sacramento

East Bay 
Municipal 

Utility 
District

Solano 
County 
Water 
Agency

Toilet Dye Tab Test & 
Toilet Retrofit 
Assessment

X 

Toilet Retrofit 
Assessment X 

Home Assessment
Assess all toilets for 
retrofit criteria and 
indoor/outdoor 
fixtures for leaks

X X X X 
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Program 
Measures/Services 

Offered

Alameda 
County 
Water 
District

California 
American 
Water – 

Multifamily

California 
American 
Water – 
Single 
Family

City of 
Sacramento

East Bay 
Municipal 

Utility 
District

Solano 
County 
Water 
Agency

Basic Outdoor 
Assessment / Meter 
Check / Leak Location - 
Observe all water 
structures, hose bibs 
and yard for leaking 
issues

X 

Water Conservation 
Education X X 

Ultra-Efficiency Toilet 
Retrofit X X X X X X 

Shower Timers X 

Distribution of Water 
Agency Information / 
Material

X X X

Flange Repair X X X X X X 

Angle Stop 
Replacement X X X X X X 

Flapper Replacement X X X X X

Bathroom Faucet 
Replacement X X 

Kitchen Faucet 
Replacement X X 

Outdoor Hose Bib 
Replacement X X X X

Temperature Pressure 
Relief Valve 
Replacement

X X

Showerhead 
Replacement - 
Handheld

X X X

Showerhead 
Replacement - Fixed X X X

Tub Spout X 
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Program 
Measures/Services 

Offered

Alameda 
County 
Water 
District

California 
American 
Water – 

Multifamily

California 
American 
Water – 
Single 
Family

City of 
Sacramento

East Bay 
Municipal 

Utility 
District

Solano 
County 
Water 
Agency

Faucet Aerator X X X

Thermostatic Shower 
Valve X 

NOTE: The 2024 goal for homes served for each water partner agency was determined using the number of anticipated 
customers served from each contract. Some contracts carried over from 2021 and were renewed in 2022 or 2023 with a 
change to the number of anticipated customers served. This explains the variance in the estimated number of customers 
served for the current contract period and the 2024 goal for homes served.

WATER COORDINATION PROGRAMS IN ESA REGIONS 
IMPLEMENTED BY RHA
CALIFORNIA AMERICAN WATER – SINGLE FAMILY 
California American Water’s single-family WCP was re-launched in 2024, thanks to renewed funding.
Program services included toilet assessments, toilet retrofits, flange and angle stop replacements and 
flapper installation. Additionally, outdoor leak assessments, meter checks and giveaway items were
provided to each participating customer. Collectively, this program served five of California American 
Water’s districts in PG&E territory: Merced, Monterey, Oakhurst, Sacramento and Santa Rosa.

In 2024, 14 homes were served, and 22 toilets were retrofitted.

CALIFORNIA AMERICAN WATER – MULTIFAMILY 
An agreement for a multifamily/mobile home pilot program was executed with California American 
Water in late July of 2023. The program launched in September of 2023 and provides services primarily 
to master-metered customers in four geographic districts in PG&E territory: Dunnigan, Fruitridge, 
Hillview and Meadowbrook. The contract runs through December 31, 2027. Program measures and 
services include toilet assessments, toilet retrofits, flange and angle stop replacements, agency 
giveaway items and flapper installation. The pilot also installs showerheads, thermostatic shower valves 
and faucet aerators for households not qualifying for these measures through ESA.

In the fourth quarter of 2024, RHA implemented a new outreach plan to drive enrollment in the pilot. In 
early October, RHA’s water conservation program manager, California American Water’s local 
Sacramento conservation representative and the subcontractor assigned to the Sacramento region, 
Empire Specialties, coordinated in-person visits to eligible multifamily sites in the Fruitridge district. 
During these outreach visits, the collective team attempted to garner interest in program participation 
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by meeting on-site property managers and providing copies of informational material. Unfortunately, 
the team was not successful in enrolling any properties.

In 2024, 22 households were served, and 14 toilets were retrofitted.

CITY OF SACRAMENTO 
An agreement for a direct installation pilot program was executed with the City of Sacramento in late 
December 2023. Following a review of the contract by new City of Sacramento team members, the 
notice to proceed was issued in July of 2024. The pilot serves the City’s ratepayer assistance program 
participants. Outreach was conducted to an initial group of qualifying customers identified as high-water 
users. Once referred to RHA, appointments are scheduled for subcontractors to provide toilet 
assessments, toilet retrofits, flange and angle stop replacements, and flapper installation. The pilot also 
offers showerheads, thermostatic shower valves and faucet aerators for households not qualifying for 
these measures through ESA.

In 2024, 35 households were served, and 44 toilets were retrofitted. 

SOLANO COUNTY WATER AGENCY
The Solano County Water Agency WCP contract was renewed at the beginning of the third quarter of 
2024 with a budget of $75,000. Measures/services offered to qualifying Solano County residents include 
toilet assessments and retrofits, flange repairs, angle-stop replacements and flapper installations. For 
the 2024-2025 program year, the scope of work includes leak assessments and the replacement of hose 
bibs and water heater temperature pressure relief valves. 

In 2024, 312 households were served, and 127 toilets were retrofitted.

PROGRAMS OUTSIDE OF ESA REGIONS IMPLEMENTED BY RHA
ALAMEDA COUNTY WATER DISTRICT 
Alameda County Water District’s WCP has two primary goals: to provide low-income customers with 
conservation measures to reduce their water bills and conserve water for the district. Program measures 
include toilet retrofits and replacement of leaking outdoor hose bibs and bathroom and kitchen faucets. 
Turf assessments are also conducted.

In 2024, 195 households were served, and 142 toilets were retrofitted.

EAST BAY MUNICIPAL UTILITY DISTRICT 
In November 2023, RHA executed a contract with the East Bay Municipal Utility District (EDMUD) to 
implement a hybrid WCP pilot, providing a wide variety of leak assessment and repair measures, 
including a comprehensive home assessment to identify leaking fixtures, ultra-efficient toilet retrofits, 
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flange and angle stop replacements, hose bib replacements, flapper installations and water heater 
temperature pressure relief valve replacements for ESA-qualified customers participating in the 
EDMUD’s ratepayer assistance program. The pilot also installs showerheads, thermostatic shower 
valves, tub spouts and faucet aerators for households not qualifying for these measures through the ESA 
Program. The contract for the EBMUD pilot program was extended through December 2025.

In 2024, 255 households were served, and 244 toilets were retrofitted.

BUDGET 
Table 4 provides month-to-month details on water leveraging budget and consumption. 

Table 4 2024 Program Budget
Month Billed to PG&E Contract Balance

January $4,157.13 $45,842.87
February $4,122.67 $41,720.20
March $4,100.52 $37,619.68
April $4,887.86 $32,731.82
May $4,202.25 $28,529.57
June $4,145.64 $24,383.93
July $4,091.50 $20,292.43
August $4,055.40 $16,237.03
September $4,052.12 $12,184.91
October $3,925.78 $8,259.13
November $4,014.38 $4,244.75
December $4,244.25 $0.50

PRODUCTION 
HOMES SERVED
In 2024, services funded by the six water agency partners were delivered to 833 homes. As stated 
above, 383 of these homes were served in ESA regions implemented by RHA. A summary of homes 
served by agency is in Table 5. 

Table 5. Homes Served by Agency in 2024 
Water Agency Partner Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Total

Alameda County Water 
District* 10 66 36 9 39 43 15 36 6 1 195

California American Water-SF 8 6 14
California American Water-MF 1 1 12 1 1 1 5 1 1 22
City of Sacramento 19 8 8 35
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Water Agency Partner Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Total
East Bay MUD* 22 25 13 15 32 38 15 46 44 9 255
Solano County Water Agency 9 20 31 24 16 10 25 7 18 49 56 55 312
Grand Total 19 109 92 37 26 76 101 69 70 119 115 80 833

*WCP in ESA region not implemented by RHA.

HOME TYPE
Four different types of homes were served by WCP contractors in 2024, as shown below in Figure 1. 

Figure 1. Homes Served by Type in 2024 

RENTER VS. OWNER
Figure 2 below shows the percentages of renter-occupied versus owner-occupied homes served in 2024. 

Figure 2. Renters Vs. Owners in 2024 
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MEASURES DELIVERED
A summary of WCP measures delivered in 2024 is provided below in Table 6. 

Table 6. WCP Measures Served by Agency in 2024 

Measure/Service Alameda County 
Water District* 

California 
American 
Water - SF

California 
American 
Water-MF

City of 
Sacramento

East Bay 
MUD* 

Solano County 
Water Agency Total

Agency Literature + 
Water Education 195 195

Angle Stop 
Replacement 3 3 5 17 2 30

Bathroom Faucet 
Replacement 66 11 77

Customer Intake 35 254 289
Faucet Aerators 2 104 106
Flange Repair 2 1 15 4 22
Flapper Replacement 1 6 7
Giveaway Items 5 5
Home Assessment 6 34 254 201 495
Kitchen Faucet 
Replacement 5 11 16

Leak Assessment + 
Meter Check + Turf 
Assessment

196 196

Outdoor Hose Bib 5 31 36
Showerhead - Fixed 7 7
Showerhead -
Handheld 2 80 82

Thermostatic Valve 12 12
Toilet Dye Test / 
Assessment 425 18 37 227 707

Toilet Retrofits 142 22 14 44 244 127 593
Toilet Supply Line 
Replacment 3 3 

Water Agency Kit 19 19
Total 1,040 55 72 120 1049 561 2,897

*WCP in ESA region not implemented by RHA.

QUALITY CONTROL 
RHA performed two primary quality control activities to ensure positive customer experiences:

Telephone Quality Assurance Calls:  A minimum of 5% of customers served were contacted to
inquire about their experience after receiving toilet retrofit services. Customers were asked
questions about the contractor representative who provided the service and their
professionalism, satisfaction with installed measures and overall satisfaction with the program.
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In 2024, 41 customers received quality assurance calls. 100 percent of customers surveyed were 
satisfied with the program.
Installation Photo Review: Contractors serving the WCP are required to take careful “before”
photos prior to toilet removal. They must show the date stamp and gallons per flush in the
photo and the surrounding subfloor to ensure the toilet qualifies for a program retrofit. Once
the new toilet is installed, an “after” photo is taken to demonstrate that installation standards
have been met. RHA’s program management team reviews all photos before approval for
contractor reimbursement.

Contractor ride-alongs are generally a standard part of the WCP quality control process. In the third 
quarter of 2024, RHA program management completed ride-alongs with ESA contractors serving the 
Solano County WCP.

SAVINGS
The WCP achieved excellent water and embedded energy savings in 2024. Calculated savings can be 
seen below in Table 7 and Table 8. 

Table 7. 2024 Calculated Water and Energy Savings in ESA Regions Implemented by RHA – 1.6 GPF Toilet Retrofits

Measure

WEN 
Calculator - 

Water 
Savings in 

(gallons/yr.)

WEN Calculator -
Embedded 

Energy Savings 
(kWh/yr.) 

1.6 GPF 
conversion to 

0.8 GPF

Number 
of 

Measures

Annual 
Water 

Savings in 
(gallons/yr.) 

Annual 
Embedded 

Energy 
Savings 
(kWh)

EUL Water 
Savings in 
(gallons)

EUL 
Embedded 

Energy 
Savings 
(kWh)

High-Efficiency 
Toilet – 1.6  
GPF conversion 
to 0.8 GPF

4,998.20 13.56 207 1,034,627 2,807 20,692,548 56,138.40

Table 8. Calculated Water and Energy Savings in ESA Regions not Implemented by RHA – 1.6 GPF Toilet Retrofits

Measure

WEN 
Calculator - 

Water 
Savings in 

(gallons/yr.)

WEN Calculator -
Embedded 

Energy Savings 
(kWh/yr.) 

1.6 GPF 
conversion to 

0.8 GPF

Number 
of 

Measures

Annual 
Water 

Savings in 
(gallons/yr.) 

Annual 
Embedded 

Energy 
Savings 
(kWh)

EUL Water 
Savings in 
(gallons)

EUL 
Embedded 

Energy 
Savings 
(kWh)

High-Efficiency 
Toilet – 1.6  
GPF conversion 
to 0.8 GPF

4,998.20 13.56 386 1,929,305 5,234 38,586,104 104,683.20

Note: The above savings were calculated using CPUC Water / Energy Calculator data documented in the 
Water-Energy Nexus workpaper.
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LOOKING FORWARD TO 2025 
As the WCP moves into 2025, we look forward to the following: 

After conducting two successful WCP pilots in 2023, Valley Water has released a request for
proposals for a full-scale direct installation program in mid-December 2024. RHA submitted a
bid and will learn of the results in 2025.
A renewed outreach campaign will be held to enroll customers in the California American Water
Multifamily and Mobile Home Pilot. Combining forces, RHA, California American Water and
installation subcontractor representatives will reach out to eligible properties collaboratively
and ensure robust follow-up results in securing property owner waivers.
RHA will wrap up the pilot with the City of Sacramento and secure funding to continue
conservation activities on an ongoing basis.
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