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Overall Summary For Exhibit No.   SDG&E-14-WP-R

In 2013  $ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

Description 2013 2014 2015 2016

Non-Shared Services 57,175 60,032 63,246 66,605

Shared Services 976 979 979 979

Total 58,151 61,011 64,225 67,584

Note:  Totals may include rounding differences.
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Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

In 2013 $ (000) Incurred Costs

Summary of Non-Shared Services Workpapers:  

Adjusted-ForecastAdjusted-
Recorded

Description 2013 2014 2015 2016

A. Customer Service Operations 35,633 36,072 36,311 36,479

B. Customer Service Information 21,542 23,960 26,935 30,126

Total 57,175 60,032 63,246 66,605

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers
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Area:
Witness:

Workpaper:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

A. Customer Service OperationsCategory:
VARIOUS

In 2013$ (000) Incurred Costs

2013 2014 2015 2016

Summary for Category:  A. Customer Service Operations

Adjusted-ForecastAdjusted-Recorded

Labor 26,760 26,974 26,941 27,403
Non-Labor 4,444 4,472 4,845 4,734
NSE 4,431 4,627 4,526 4,343

Total 35,635 36,073 36,312 36,480
FTE 427.8 427.4 421.5 434.9

Workpapers belonging to this Category:

1OO000.000 Advanced Metering Ops
8,0907,556 8,480 8,738Labor

681579 500 681Non-Labor

00 0 0NSE

8,7718,135 8,980 9,419Total

100.494.8 103.8 105.3FTE
1OO001.000 Meter Reading

00 0 0Labor

00 0 0Non-Labor

00 0 0NSE

00 0 0Total

0.00.0 0.0 0.0FTE
1OO002.000 Billing

5,5084,768 4,828 5,032Labor

331305 308 316Non-Labor

00 0 0NSE

5,8395,073 5,136 5,348Total

79.869.8 70.8 73.8FTE
1OO003.000 Credit & Collections

2,2572,228 2,117 2,095Labor

592481 539 565Non-Labor

00 0 0NSE

2,8492,709 2,656 2,660Total

36.336.1 34.1 33.8FTE
1OO004.000 Remittance Processing

00 0 0Labor

865887 882 876Non-Labor

100 3 7NSE

875887 885 883Total

0.00.0 0.0 0.0FTE

Note:  Totals may include rounding differences.
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Area:
Witness:

Workpaper:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

A. Customer Service OperationsCategory:
VARIOUS

In 2013$ (000) Incurred Costs

2013 2014 2015 2016
Adjusted-Recorded Adjusted-Forecast

1OO004.001 Postage
00 0 0Labor

00 0 0Non-Labor

4,3334,431 4,624 4,519NSE

4,3334,431 4,624 4,519Total

0.00.0 0.0 0.0FTE
1OO005.000 Branch Offices

1,2181,503 1,300 1,218Labor

516516 516 516Non-Labor

00 0 0NSE

1,7342,019 1,816 1,734Total

23.028.5 24.4 23.0FTE
1OO006.000 CCC Operations

8,4298,804 8,348 7,957Labor

384384 384 384Non-Labor

00 0 0NSE

8,8139,188 8,732 8,341Total

170.8174.0 169.7 161.0FTE
1OO007.000 CCC Support

1,3131,313 1,313 1,313Labor

1,0821,009 1,060 1,224Non-Labor

00 0 0NSE

2,3952,322 2,373 2,537Total

20.320.3 20.3 20.3FTE
1OO012.000 Other Office

588588 588 588Labor

283283 283 283Non-Labor

00 0 0NSE

871871 871 871Total

4.34.3 4.3 4.3FTE

Note:  Totals may include rounding differences.
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Beginning of Workpaper
1OO000.000 - Advanced Metering Ops

San Diego Gas & Electric Company
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations
1. Advanced Metering

AMO supports the delivery of customer services on premises, responds to customer inquiries, resolves 
customer problems, and supports providing accurate and timely bills for all of SDG&Eís 2.26 million 
meters, covering all of San Diego County and South Orange County.   There are five distinct areas in the 
organization including Electric Metering Operations (EMO), Smart Meter Data Operations (SMDO), Quality 
Assurance & Training, Smart Meter Technical Support (SMTS), and Meter and Network Engineering.

Activity Description:

Labor - Zero-Based

A zero-based forecast method for labor and a base year forecast method for non-labor was used because 
Smart Meter is still early in its lifecycle, and therefore historical data representing the full scope of Smart 
Meter O&M order volumes and activity levels are limited.  Furthermore, the manual meter reading function 
has been transitioned to AMO starting in year 2014 (related to hard-to-access meters, complex 
billing-related meters, etc.) and thus adds activities to AMO that were not present in base year 2013 and 
recent historical data.  For all of these reasons, a zero-based forecasting methodology is deemed to be 
most appropriate.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

4,681 4,870 7,3115,070 7,556 8,480 8,738Labor 8,090

606 552 843513 579 500 681Non-Labor 681

0 0 00 0 0 0NSE 0

5,287 5,422 8,1545,584 8,134 8,980 9,419Total 8,771

56.2 57.7 90.960.9 94.8 103.8 105.3FTE 100.4

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Zero-Based 0 0 8,480 8,738 8,090 8,480 8,738 8,0900
Non-Labor Base YR Rec 579 579 -79 102 102 500 681 681579
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 579 579 8,401 8,840 8,192 8,980 9,419 8,771579
FTE Zero-Based 0.0 0.0 103.8 105.3 100.4 103.8 105.3 100.40.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

5442014 0 0 544 8.5 1-Sided Adj

Handling remaining manual meter reading after closure of Meter Reading Department
8.5 FTEs @ annual rate of $64k handling approximately 45,000 read/verify orders annually

2,2552014 0 0 2,255 26.2 1-Sided Adj

Field employees handling meter maintenance/testing/compliance work orders (including field 
portion of apprentice)
26.2 FTEs @ average annual rate of $86k handling approximately 20,000 O&M orders

1852014 0 0 185 2.8 1-Sided Adj

Apprentice Class - 2.8 FTEs Classroom portion @ average annual rate of $66k

2792014 0 0 279 3.0 1-Sided Adj

Instrument Technicians  3 FTEs @ average annual rate of $93k

2902014 0 0 290 4.2 1-Sided Adj

Meter Shop including team lead 4.2 FTEs at average annual rate of $69k

4,5332014 0 0 4,533 55.3 1-Sided Adj

Supporting management  55.3 FTES @ average annual rate of $82k

1032014 0 0 103 2.0 1-Sided Adj

Supporting clerical & technical  2 FTES @ average annual rate of $51.5k

4302014 0 0 430 3.1 1-Sided Adj

Overtime  3.1 Electric Meter Tester regular average annual rate of $92.5k @ time and a half 
(more work orders than available field employees).

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. Labor NLbr NSE Total FTE Adj Type

-642014 0 0 -64 -0.5 1-Sided Adj

Cost Efficiency   0.46 FTE Electric Meter Tester regular average annual rate of $92.5k @ time 
and a half (more work orders than available field employees).

-752014 0 0 -75 -0.8 1-Sided Adj

SMOC  - EM Capital Project #13031 - benefit   .75 management FTE (Q2-Q4).

02014 -79 0 -79 0.0 1-Sided Adj

Adjustment for one time non-recurring cost for contract / temp labor.

8,4802014 Total -79 0 8,401 103.8

3012015 0 0 301 4.7 1-Sided Adj

Handling remaining manual meter reading after closure of Meter Reading Department
4.7 FTEs @ annual rate of $64k handling  approximately 25,000 read/verify orders annually

2,5222015 0 0 2,522 29.8 1-Sided Adj

Field employees handling meter maintenance/testing/compliance work orders (including field 
portion of apprentice)
29.8 FTEs @ average annual rate of $84.63k handling approximately 23,000 O&M orders

2772015 0 0 277 4.2 1-Sided Adj

Apprentice Class   4.2 FTEs classroom portion @ average annual rate of $66k

2792015 0 0 279 3.0 1-Sided Adj

Instrument Technicians 3 FTEs @ average annual rate of $93k

2902015 0 0 290 4.2 1-Sided Adj

Meter Shop including team lead  4.2 FTEs at average annual rate of $69k

4,5162015 0 0 4,516 54.2 1-Sided Adj

Supporting management 54.2 FTES @ average annual rate of $83.32k

1002015 0 0 100 1.0 1-Sided Adj

Principal Engineer to develop and manage repeatable process to test hardware and firmware 
releases.
Sr Engineer AD3 $100k

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. Labor NLbr NSE Total FTE Adj Type

1032015 0 0 103 2.0 1-Sided Adj

Supporting clerical & technical  2 FTES @ average annual rate of $51.5k

5142015 0 0 514 3.7 1-Sided Adj

Overtime  3.7 Electric Meter Tester average regular annual rate of $92.5k @ time and a half 
(more work orders than available field employees).

-642015 0 0 -64 -0.5 1-Sided Adj

Cost Efficiency - Overtime savings 0.46 Electric Meter Tester average regular annual rate of 
$92.53k @ time and a half.

-1002015 0 0 -100 -1.0 1-Sided Adj

SMOC  - EM Capital Project #13031 -  benefit reduction of 1 Mgmt FTE.

02015 -79 0 -79 0.0 1-Sided Adj

Adjustment for one time non-recurring cost for contract / temp labor.

02015 22 0 22 0.0 1-Sided Adj

Extended warrenty for smart meter network devices  $110k covering 5-year period 2015-2019
1/5th of $110K = $22K

02015 159 0 159 0.0 1-Sided Adj

Annual Software and service fees

8,7382015 Total 102 0 8,840 105.3

2092016 0 0 209 3.3 1-Sided Adj

Handling remaining manual meter reading after closure of Meter Reading Department
3.27 FTEs @ annual rate of $64K handling approximately 17,000 read/verify orders annually.  
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D26)

2,8642016 0 0 2,864 35.0 1-Sided Adj

Field employees handling meter maintenance/testing/compliance work orders (including field 
portion of apprentice)
35 FTEs @ average annual rate of $81.82K handling approximately 23,000 O&M orders. 
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D27)

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. Labor NLbr NSE Total FTE Adj Type

262016 0 0 26 0.4 1-Sided Adj

Apprentice Class   0.4 FTEs classroom portion @ average annual rate of $66K.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D28)

2792016 0 0 279 3.0 1-Sided Adj

Instrument Technicians  3 FTEs @ average annual rate of $93K.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D31)

2902016 0 0 290 4.2 1-Sided Adj

Meter Shop including team lead  4.2 FTEs at average annual rate of $69K. 
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D29)

4,5682016 0 0 4,568 55.0 1-Sided Adj

Supporting management  55 FTEs @ average annual rate of $83.06K.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D25)

1002016 0 0 100 1.0 1-Sided Adj

Principal Engineer to develop and manage repeatable process to test hardware and firmware 
releases.
Prin. Engineer annual salary $100K.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D22)

1032016 0 0 103 2.0 1-Sided Adj

Supporting clerical & technical  2 FTEs @ average annual rate of $51.5K.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D32)

-642016 0 0 -64 -0.5 1-Sided Adj

Process improvements reduce duplicate field visits - Overtime savings  -.46 FTE Electric Meter 
Tester regular annual rate of $92.5K @ time and a half.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D23)

-1852016 0 0 -185 -2.0 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Process improvements - coaching/training to improve performance. Reduction of 2 field FTEs.  
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D24)

-1002016 0 0 -100 -1.0 1-Sided Adj

SMOC  - EM Project # 13031 benefit   Reduction of 1 management FTE.
See AMO 1OO000.000 Supplemental Workpaper 1 for a reconciliation of the AMO zero-based 
labor forecast to the 2013 Adjusted Recorded. (Reference cell D30)

02016 22 0 22 0.0 1-Sided Adj

Extended warrenty for smart meter network devices  $110k covering 5-year period 2015-2019
1/5th of $110K = $22K

02016 -79 0 -79 0.0 1-Sided Adj

Adjustment for one time non-recurring cost for contract / temp labor.

02016 159 0 159 0.0 1-Sided Adj

Annual software maintenance and service fees as a result of the implementation of the software 
solution for the Smart Meter Operations Center (SMOC) ñ Exception Management (EM) capital 
project #13031.

8,0902016 Total 102 0 8,192 100.4

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 3,734 4,113 4,178 6,448 6,599
Non-Labor 1,188 1,188 1,214 825 579
NSE 0 0 0 0 0

Total 4,922 5,301 5,392 7,273 7,178
FTE 48.2 51.9 50.4 80.2 81.4

Adjustments (Nominal $) **

Labor 0 0 -100 -197 -78
Non-Labor -639 -713 -683 4 0
NSE 0 0 0 0 0

Total -639 -713 -783 -192 -78
FTE 0.0 0.0 -0.8 -2.0 -0.8

Recorded-Adjusted (Nominal $)

Labor 3,734 4,113 4,078 6,251 6,521
Non-Labor 548 475 532 830 579
NSE 0 0 0 0 0

Total 4,283 4,588 4,609 7,081 7,100
FTE 48.2 51.9 49.6 78.2 80.6

Vacation & Sick (Nominal $)

Labor 577 655 601 906 1,034
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 577 655 601 906 1,034
FTE 8.1 9.0 8.1 12.6 14.1

Escalation to 2013$

Labor 370 302 191 154 0
Non-Labor 58 38 21 13 0
NSE 0 0 0 0 0

Total 428 341 212 167 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 4,681 5,070 4,870 7,311 7,556
Non-Labor 606 513 552 843 579
NSE 0 0 0 0 0

Total 5,287 5,584 5,422 8,154 8,134
FTE 56.3 60.9 57.7 90.8 94.7

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 -100 -197 -78Labor

-639 -713 -683 4 0Non-Labor

0 0 0 0 0NSE

-639 -713 -783 -192 -78Total

0.0 0.0 -0.8 -2.0 -0.8FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 -502 0 0.0 CCTR Transf CSCHRAMM2013
1025164552620

Transfer 2009 telemetry non-labor expenses from Advanced Meter Operations - Work 
Group 1OO000.000 cost center 2100-0042  to Information Technology  USS cost center 
2100-3106 (NETWORK/TELECOM SERVICES - SDG&E).

To 2100-3106.000

2009 0 -48 0 0.0 CCTR Transf CSCHRAMM2013
1107090718830

Transfer costs associated with Itron maintenance for MV-90 system, from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations to USS cost center 
2100-3501.000 IT Network Hardware Software Maintenance to align costs where activity 
resides.

To 2100-3501.000

2009 0 -89 0 0.0 CCTR Transf CSCHRAMM2013
1107092342123

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

To 2100-3440.000

2009 Total 0 -639 0 0.0

2010 0 -568 0 0.0 CCTR Transf CSCHRAMM2013
1025164738520

Transfer 2010 telemetry non-labor expenses from Advanced Meter Operations - Work 
Group 1OO000.000 cost center 2100-0042  to Information Technology  USS cost center 
2100-3106 (NETWORK/TELECOM SERVICES - SDG&E).

To 2100-3106.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 0 -50 0 0.0 CCTR Transf CSCHRAMM2013
1107090811827

Transfer costs associated with Itron maintenance for MV-90 system, from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations to USS cost center 
2100-3501.000 IT Network Hardware Software Maintenance to align costs where activity 
resides.

To 2100-3501.000

2010 0 -94 0 0.0 CCTR Transf CSCHRAMM2013
1107092439103

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

To 2100-3440.000

2010 Total 0 -713 0 0.0

2011 0 -588 0 0.0 CCTR Transf CSCHRAMM2013
1025164818390

Transfer 2011 telemetry non-labor expenses from Advanced Meter Operations - Work 
Group 1OO000.000 cost center 2100-0042  to Information Technology  USS cost center 
2100-3106 (NETWORK/TELECOM SERVICES - SDG&E).

To 2100-3106.000

2011 0 -94 0 0.0 CCTR Transf CSCHRAMM2013
1107092542680

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

To 2100-3440.000

2011 -100 0 0 -0.8 CCTR Transf CSCHRAMM2013
1107092739560

Transfer labor and FTE for Project Manager position from cost center 2100-3780 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3703 in work group 
1OO008 Residential Services to align costs where function resides.

To 2100-3703.000

2011 Total -100 -683 0 -0.8

2012 -113 0 0 -0.8 CCTR Transf CSCHRAMM2013
1107092826583

Transfer labor and FTE for Project Manager position from cost center 2100-3780 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3703 in work group 
1OO008 Residential Services to align costs where function resides.

To 2100-3703.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO000.000 - Advanced Metering Ops

Category: A. Customer Service Operations

1. Advanced Metering

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 -82 0 0 -1.3 CCTR Transf CSCHRAMM2013
1107092955363

Transfer labor expense associated with Meter Access positions from 2100-3547 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3753 in work group 
1FC004.000 CSF Office Support in order to align historical costs with the workgroup in 
which the activity will be forecasted

To 2100-3753.000

2012 -2 4 0 0.1 1-Sided Adj CSCHRAMM2014
0418144019373

One sided adjustment to transfer costs associated with Meter Reading functions in work 
paper group 1OO001 to AMO cost center 2100-0035 in work paper group 1OO000.

N/A

2012 Total -197 4 0 -2.0

2013 -54 0 0 -0.8 CCTR Transf CSCHRAMM2014
0211164720143

Transfer labor expense associated with Meter Access positions from 2100-3547 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3753 in work group 
1FC004.000 CSF Office Support in order to align historical costs with the workgroup in 
which the activity will be forecasted

To 2100-3753.000

2013 -30 0 0 0.0 1-Sided Adj CSCHRAMM2014
0211165152337

Remove one-time costs associated with severance payment.

N/A

2013 6 0 0 0.0 1-Sided Adj CSCHRAMM2014
0418144200713

One sided adjustment to transfer costs associated with Meter Reading functions in work 
paper group 1OO001 to AMO cost center 2100-0035 in work paper group 1OO000.

N/A

2013 Total -78 0 0 -0.8

Note:  Totals may include rounding differences.
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Smart Meter Extended Warranty 
Cost Comparisons, Network Device Only 

Using the current AFR of 7.87% there is 15% chance that the failure rate of network only devices would be less than 
1.57% and that the cost of the Network only warranty would be greater than the cost to repair/replace those network 
only devices. 

AMO 1OO000.000 Supplemental Workpaper 2 
Smart Meter Extended Warranty Pg. 1 of 2 
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO001.000 - Meter Reading

Category: A. Customer Service Operations
2. Meter Reading

2009-2011 historical Meter Reading activities were for the labor and non-labor costs associated with 
manual meter reading operations, support and administration.  Remaining functions have been transitioned 
and are being forecasted in Advanced Metering Operations work paper group 1OO000.000.

Activity Description:

Labor - Zero-Based

N/A

Forecast Explanations:

Non-Labor - Zero-Based

N/A

NSE - Zero-Based

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

9,051 4,162 06,907 0 0 0Labor 0

626 89 0150 0 0 0Non-Labor 0

0 0 00 0 0 0NSE 0

9,677 4,251 07,057 0 0 0Total 0

204.6 86.2 0.0148.7 0.0 0.0 0.0FTE 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO001.000 - Meter Reading

Category: A. Customer Service Operations

2. Meter Reading

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Zero-Based 0 0 0 0 0 0 0 00
Non-Labor Zero-Based 0 0 0 0 0 0 0 00
NSE Zero-Based 0 0 0 0 0 0 0 00

Total 0 0 0 0 0 0 0 00
FTE Zero-Based 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.00.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO001.000 - Meter Reading

Category: A. Customer Service Operations

2. Meter Reading

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 7,437 5,561 3,478 -2 45
Non-Labor 599 137 85 4 0
NSE 0 0 0 0 0

Total 8,036 5,699 3,564 3 45
FTE 178.6 126.5 73.9 0.1 0.8

Adjustments (Nominal $) **

Labor -217 42 6 2 -45
Non-Labor -33 1 0 -4 0
NSE 0 0 0 0 0

Total -250 43 7 -3 -45
FTE -3.3 0.3 0.1 -0.1 -0.8

Recorded-Adjusted (Nominal $)

Labor 7,220 5,603 3,485 0 0
Non-Labor 566 139 86 0 0
NSE 0 0 0 0 0

Total 7,786 5,741 3,570 0 0
FTE 175.3 126.8 74.0 0.0 0.0

Vacation & Sick (Nominal $)

Labor 1,115 893 513 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 1,115 893 513 0 0
FTE 29.3 22.0 12.1 0.0 0.0

Escalation to 2013$

Labor 716 412 164 0 0
Non-Labor 60 11 3 0 0
NSE 0 0 0 0 0

Total 776 423 167 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 9,051 6,907 4,162 0 0
Non-Labor 626 150 89 0 0
NSE 0 0 0 0 0

Total 9,677 7,057 4,251 0 0
FTE 204.6 148.8 86.1 0.0 0.0

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO001.000 - Meter Reading

Category: A. Customer Service Operations

2. Meter Reading

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-217 42 6 2 -45Labor

-33 1 0.154 -4 0Non-Labor

0 0 0 0 0NSE

-250 43 7 -3 -45Total

-3.3 0.3 0.1 -0.1 -0.8FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -217 -33 0 -3.3 CCTR Transf CSCHRAMM2013
1107093137303

Transfer of Meter Access labor and non-labor expense from cost center 2100-3549 in 
workgroup 1FC001.000, to cost center 2100-3753 in work group 1FC004.000 to align 
historical costs with the workgroup in which the activity will be forecasted

To 2100-3753.000

2009 Total -217 -33 0 -3.3

2010 42 1 0 0.3 CCTR Transf TP4DJS20131121
151948150

Transfer costs associated with SDG&E AMO Manager into the correct SDG&E cost 
center.

From 2200-2359.000

2010 Total 42 1 0 0.3

2011 6 0.154 0 0.1 CCTR Transf TP4DJS20131121
152242403

Two sided adjustment for SDG&E AMO Manager to the the correct SDG&E cost center.

From 2200-2359.000

2011 Total 6 0.154 0 0.1

2012 2 -4 0 -0.1 1-Sided Adj CSCHRAMM2014
0418143400657

One sided adjustment to move costs to work paper group 1OO000 AMO where function 
will be forecasted.

N/A

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO001.000 - Meter Reading

Category: A. Customer Service Operations

2. Meter Reading

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 Total 2 -4 0 -0.1

2013 -31 0 0 -0.6 CCTR Transf CSCHRAMM2014
0211165529660

Transfer labor and FTE associated with Relief District Crew Dispactcher from cost center 
2100-0648 in work group 1OO001 Meter Reading to cost center 2100-3792 in work group 
1ED011 Electric Distribution to align function to where activity resides.

To 2100-3792.000

2013 -8 0 0 -0.2 CCTR Transf CSCHRAMM2014
0211170446100

Transfer labor and FTE associated with Environmental Op. Assistanct from cost center 
2100-0648 in work group 1OO001 Meter Reading to cost center 2100-0190  in work group 
1EV000 Environmental to align function to where activity resides.

To 2100-0190.000

2013 -6 0 0 0.0 1-Sided Adj CSCHRAMM2014
0418143230140

One sided adjustment to move costs to work group 1OO000 AMO where function will be 
forecasted.

N/A

2013 Total -45 0 0 -0.8

Note:  Totals may include rounding differences.
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations
3. Billing

Customer billing operations expenses cover  the cost of calculating customer bills, maintaining accurate 
customer account information, issuing special bills that require manual calculations, resolving billing 
exceptions, addressing customer bill inquiries, and ensuring bills are prepared in accordance with 
applicable tariffs, statutes, customer contracts and other agreements.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because the business has changed significantly due to Smart 
Meter deployment and is now in a new post-deployment era.  Starting in 2012, positions were filled with 
higher level employees to handle the additional complexities of interval data billed accounts, as forecasted 
in the Smart Meter business case.  Furthermore, 2013 non-labor costs are more reflective of the costs 
needed to support increasingly complex billing activities. Therefore, the base year provides a reasonable 
starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

4,322 4,036 4,6874,236 4,768 4,828 5,032Labor 5,508

231 328 316374 305 308 316Non-Labor 331

0 0 00 0 0 0NSE 0

4,553 4,365 5,0034,610 5,073 5,136 5,348Total 5,839

65.2 63.7 71.466.5 69.8 70.8 73.8FTE 79.8

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 4,768 4,768 60 264 740 4,828 5,032 5,5084,768
Non-Labor Base YR Rec 305 305 3 11 26 308 316 331305
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 5,073 5,073 63 275 766 5,136 5,348 5,8395,073
FTE Base YR Rec 69.8 69.8 1.0 4.0 10.0 70.8 73.8 79.869.8

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

602014 3 0 63 1.0 1-Sided Adj

Net Energy Metering:  1 FTE (Associate Billing Analyst) at $60.4K salary plus $3K  in related 
non-labor to support the growth of Net Energy Metering and the continued complexities and 
incremental options of the NEM rates.  See Billing 1OO002.000 Supplemental Workpaper 1 - 
Net Energy Metering Forecast for additonal detail. (Reference cells I19, I20, I21 and I16)

602014 Total 3 0 63 1.0

1812015 8 0 189 3.0 1-Sided Adj

Net Energy Metering:  3 FTEs (Associate Billing Analyst) at $60.3 salary each plus $8k in 
related non-labor to support the growth of Net Energy Metering and the continued complexities 
and incremental options of the NEM rates.  See Billing 1OO002.000 Supplemental Workpaper 
1 - Net Energy Metering Forecast for additonal detail.  (Reference cells J19, J20, J21 and J16)

832015 3 0 86 1.0 1-Sided Adj

Increased Complexity of Activities:  1 FTE (Project Advisor) at $83K salary plus $3K in related 
non-labor to train all frontline Billing employees on specialized billing processes and to assist 
with quality assurance to maintain accurate and timely billing.  See Billing 1OO002.000 
Supplemental Workpaper 3 -Interval Billing and Training Forecast for additional detail. 
(Reference cells F14, F15, F16, and F11)

2642015 Total 11 0 275 4.0

2412016 10 0 251 4.0 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Net Energy Metering:      4 FTEs (Associate Billing Analyst) at $60.3K salary each plus $10K 
in related non-labor to support the growth of Net Energy Metering and the continued 
complexities and incremental options of the NEM rates.  See Billing 1OO002.000 
Supplemental Workpaper 1 - Net Energy Metering Forecast for additonal detail.  (Reference 
cells K19, K20, K21, and K16)

832016 3 0 86 1.0 1-Sided Adj

Increased Complexity of Activities:  1 FTE (Project Advisor) at $83K salary each plus $3K in 
related non-labor to train all frontline Billing employees on specialized billing processes and to 
assist with quality assurance to maintain accurate and timely billing.
See Billing 1OO002.000 Supplemental Workpaper 3 -Interval Billing and Training Forecast for 
additional detail. (Reference cells G14, G15, G16, and G11)

2512016 8 0 259 3.0 1-Sided Adj

New Rate Options and Programs:  3 FTEs (Business Systems Analyst II) at $83.7K salary 
each plus $8K in related non-labor to support customer participation in the new time varying 
rate options adopted by CPUC Decision 12-12-004 in SDG&Eís Dynamic Pricing Application 
10-07-009.  The analysts will be primarily responsible for technical support and rate 
configuration for SDG&Eís online Energy Management Tool.

1462016 5 0 151 2.0 1-Sided Adj

New Rate Options and Programs:  2 FTEs (Billing Analyst) at $73K salary each plus $5K in 
related non-labor to support customer participation in the new time varying rate options adopted 
by CPUC Decision 12-12-004 in SDG&Eís Dynamic Pricing Application 10-07-009.  The 
analysts will be primarily responsible for rate changes, exception processing and escalated 
customer inquiries.  See Billing 1OO002.000 Supplemental Workpaper 2 - SPP Rate Change 
Exception Forecast for additional detail. (Reference cells E14, E15, E16, and E12)

-542016 -3 0 -57 -1.0 1-Sided Adj

Capital Project Impacts - Off But Registering Capital Project #14005 labor savings:
Reduction of 1 FTE (Customer Accounts Associate) resulting from the implementation of the 
Off But Registering Billing (OBR) Enhancement capital project #14005.  The project will 
alleviate the manual work involved in the existing OBR process.  <$54K> salary plus <$3K> in 
related non-labor.

732016 3 0 76 1.0 1-Sided Adj

Capital Project Impacts - Centralized Calculation Engine Capital Project #14013 labor costs:
1 FTE (Business Systems Analyst I) at $73K salary plus $3K in related non-labor due to the 
implementation of the Centralized Calculation Engine capital project #14013.  The additional 
resource will support the configuration and maintenance of the Centralized Calculation Engine 
which will be required any time prices change or new rates are introduced.

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

Year/Expl. Labor NLbr NSE Total FTE Adj Type

7402016 Total 26 0 766 10.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 3,497 3,487 3,426 4,141 4,218
Non-Labor 209 346 316 311 305
NSE 0 0 0 0 0

Total 3,707 3,832 3,742 4,453 4,523
FTE 56.6 57.4 55.5 63.1 61.5

Adjustments (Nominal $) **

Labor -50 -50 -46 -134 -102
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total -50 -50 -46 -134 -102
FTE -0.8 -0.8 -0.8 -1.6 -2.1

Recorded-Adjusted (Nominal $)

Labor 3,447 3,437 3,380 4,007 4,115
Non-Labor 209 346 316 311 305
NSE 0 0 0 0 0

Total 3,657 3,782 3,696 4,318 4,421
FTE 55.8 56.6 54.7 61.5 59.4

Vacation & Sick (Nominal $)

Labor 532 547 498 581 653
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 532 547 498 581 653
FTE 9.3 9.8 9.0 9.9 10.4

Escalation to 2013$

Labor 342 252 159 99 0
Non-Labor 22 28 12 5 0
NSE 0 0 0 0 0

Total 364 280 171 104 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 4,322 4,236 4,036 4,687 4,768
Non-Labor 231 374 328 316 305
NSE 0 0 0 0 0

Total 4,553 4,610 4,365 5,003 5,073
FTE 65.1 66.4 63.7 71.4 69.8

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Area:
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Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-50 -50 -46 -134 -102Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

-50 -50 -46 -134 -102Total

-0.8 -0.8 -0.8 -1.6 -2.1FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -50 0 0 -0.8 CCTR Transf CSCHRAMM2013
1104133441967

Transfer labor costs associated with Billing Analyst role that moved from cost center 
2100-0008 in work group 1OO002 (BILLING) to cost center 2100-0244 in work group 
1EP003 (SDG&E ELECTRIC & GAS PROCUREMENT) in order to align historical costs 
with current organization structure.

To 2100-0244.000

2009 Total -50 0 0 -0.8

2010 -50 0 0 -0.8 CCTR Transf CSCHRAMM2013
1104133610520

Transfer labor costs associated with Billing Analyst role that moved from cost center 
2100-0008 in work group 1OO002 (BILLING) to cost center 2100-0244 in work group 
1EP003 (SDG&E ELECTRIC & GAS PROCUREMENT) in order to align historical costs 
with current organization structure.

To 2100-0244.000

2010 Total -50 0 0 -0.8

2011 -46 0 0 -0.8 CCTR Transf CSCHRAMM2013
1104133713100

Transfer labor costs associated with Billing Analyst role that moved from cost center 
2100-0008 in work group 1OO002 (BILLING) to cost center 2100-0244 in work group 
1EP003 (SDG&E ELECTRIC & GAS PROCUREMENT) in order to align historical costs 
with current organization structure.

To 2100-0244.000

2011 Total -46 0 0 -0.8

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 32 of 472



Workpaper:
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Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO002.000 - Billing

Category: A. Customer Service Operations

3. Billing

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 -53 0 0 -0.8 CCTR Transf CSCHRAMM2013
1104133807363

Transfer labor costs associated with Billing Analyst role that moved from cost center 
2100-0008 in work group 1OO002 (Billing) to cost center 2100-0244 in work group 1EP003 
(SDG&E ELECTRIC & GAS PROCUREMENT) in order to align historical costs with 
current organization structure.

To 2100-0244.000

2012 -81 0 0 -0.8 CCTR Transf CSCHRAMM2013
1104134137793

Transfer labor costs associated with role that will be part of Credit & Collections from cost 
center 2100-3480 in work group 1OO002 (BILLING) to cost center 2100-3490 in work 
group 1OO003 (CREDIT & COLLECTIONS) in order to align historical costs with current 
organization structure.

To 2100-3490.000

2012 Total -134 0 0 -1.6

2013 -5 0 0 -0.9 1-Sided Adj CSCHRAMM2014
0204171113437

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(IO 7049031 - DPP PMO O&M)

N/A

2013 -26 0 0 -0.5 1-Sided Adj CSCHRAMM2014
0204171201477

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(IO 7067226 - Billing Support)

N/A

2013 -71 0 0 -0.7 CCTR Transf CSCHRAMM2014
0204172222757

Transfer labor costs associated with role that will be part of Credit & Collections from cost 
center 2100-3480 in work group 1OO002 (BILLING) to cost center 2100-3490 in work 
group 1OO003 (CREDIT COLLECTIONS) in order to align historical costs with current 
organization structure.

To 2100-3490.000

2013 Total -102 0 0 -2.1

Note:  Totals may include rounding differences.
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     Billing 1OO002.000 Supplemental Workpaper 1 - Net Energy Metering Forecast

1
2
3
4
5
6
7
8
9

10
11
12
13
14
15
16

17
18
19
20
21

22
23
24
25
26
27
28

A B C D E F G H I J K
Year End Totals 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016
Active NEM Accounts 4,640 5,524 7,926 11,721 15,726 20,987 31,916 44,700 62,600 87,600
Percent Growth 19% 43% 48% 34% 33% 52% 40% 40% 40%
Average Number of New Customer Per Month 74 200 316 334 438 911 1,065 1,492 2,083

Required NEM Tasks
 - New Setups 2.0 3.0 4.0 5.0 6.0
 - Monthly Exception Handling and Maintenance 2.0 3.0 4.0 6.0 8.0
Total FTE Requirement 4.0 6.0 8.0 11.0 14.0

FTE Reduction From NEM Enhancement Project 0.0 (1.0) (2.0) (4.0)

FTE Requirement After NEM Enhancement Project 6.0 7.0 9.0 10.0

Proposed TY2016  GRC Incremental Increase 
 (Required to support continued growth rate of 40%) FTE 1.0 3.0 4.0

Forecast Adjustment Assumptions
Associate Billing Analyst (SA2) = Labor $60,250 Labor $60,250 $180,750 $241,000
Associate Billing Analyst (SA2) = Non-Labor $2,500 Non-Labor $2,500 $7,500 $10,000

Total $62,750 $188,250 $251,000

Recent Upward Pressures
AB920 - Excess Generation Credits
NEM Combined Technology

Future Upward Pressures
NEM Aggregation
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        Billing 1OO002.000 Supplemental Workpaper 2 - SPP Rate Change Exception Forecast*

1
2
3
4
5
6
7
8
9
10
11
12

13

14
15

16
17
18
19
20
21

A B C D E
Year End Totals 2013 2014 2015 2016
Overall Billing Exceptions 295,276 297,195 300,108 303,709
Total Active Accounts 17,277,157 17,389,459 17,559,876 17,770,595
Exception Rate 1.71% 1.71% 1.71% 1.71%

SPP Active Meters (as of 1/1/16) 106,574

Forecasted SPP Exception Rate 3%

SPP Exceptions Per Month 3,197

FTE Requirement 2.0

Blling Analyst = Labor $73,000 $146,000
Billing Analyst = Non-Labor $2,500 $5,000

Total $151,000

*This forecast is based on the projected volume of overall billing exceptions shown above.  Due to the 
additional complexity, it's reasonable to expect the new SPP rate change process to have a higher 
exception rate, in the range of 3-5%, which would require two additional FTEs in 2016.
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      Billing 1OO002.000 Supplemental Workpaper 3 - Interval Billing and Training Forecast

1
2
3
4
5
6
7
8
9

10
11

12

13
14
15
16

17
18
19
20
21
22
23
24
25
26
27

A B C D E F G
Year End Totals 2011 2012 2013 2014 2015 2016
Active Interval Billed Meters 8,874 25,843 34,755 64,486 150,629 220,557
Percent Growth 191% 34% 86% 134% 46%

Required Training Tasks
 - Develop Training Material 0.5 0.6 0.8 1.0 1.1
 - Deliver Training 0.3 0.4 0.5 0.6 0.7
 - Job Aids and Bulletins 0.2 0.2 0.3 0.4 0.5
Total FTE Requirement 1.0 1.2 1.6 2.0 2.3

Proposed TY2016 GRC Incremental Increase FTE 0.0 1.0 1.0

Forecast Adjustment Assumptions
Project Advisor (AD1) = Labor $83,000 Labor $0 $83,000 $83,000
Project Advisor (AD1) = Non-Labor $3,000 Non-Labor $0 $3,000 $3,000

Total $0 $86,000 $86,000

Recent Upward Pressures
Smart Meter Mass Deployment
Growth of NEM and Electric Vehicle TOU Rates

Future Upward Pressures
Continued Growth of NEM and Electric Vehicle TOU Rates
Optional Small Commercial SPP Rates Starting May 2014
Optional Residential SPP Rates Starting January 2015
Mandatory Small Commercial SPP Rates Starting November 2015

S
an D

iego G
as &

 E
lectric C

om
pany

2016 G
R

C
 - R

E
V

IS
E

D

N
on-S

hared S
ervice W

orkpapers

S
D

G
&

E
/C

S
 - IN

F
O

R
M

A
T

IO
N

 &
 O

F
F

IC
E

 O
P

E
R

A
T

IO
N

S
 /E

xh N
o:S

D
G

&
E

-14-W
P

-R
/W

itness: B
. B

augh

P
age 37 of 472



Beginning of Workpaper
1OO003.000 - Credit & Collections
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations
4. Credit & Collections

The Credit and Collections expenses cover the costs to collect final bill payment from customers, perform 
skip tracing (research to locate a customer after a service termination and the final bill reaches delinquent 
status), investigate energy theft, bankruptcy processing, activities supporting remittance processing, and 
developing policy and procedures to reduce bad debt exposure.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because in 2012 MRP resources transitioned from Smart Meter to 
Credit and Collections with 2013 representing the first full year of post-Smart Meter deployment.   
Furthermore, in 2013, new final bill collection and collection agency management software systems were 
implemented.  The latter facilitates the placement of debts owed to SDG&E with collection agencies in a 
tiered process (primary, secondary, tertiary placements) as well as provides the ability to produce 
collection agency scorecards that facilitate the efficacy and quality of collection agency efforts.   Therefore, 
the base year provides a reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

2,024 2,086 2,1232,066 2,228 2,117 2,095Labor 2,257

553 537 447516 481 539 565Non-Labor 592

0 0 00 0 0 0NSE 0

2,577 2,624 2,5702,582 2,708 2,655 2,659Total 2,848

32.6 34.2 35.233.5 36.1 34.1 33.8FTE 36.3

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 2,228 2,228 -111 -133 29 2,117 2,095 2,2572,228
Non-Labor Base YR Rec 481 481 58 84 111 539 565 592481
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 2,708 2,708 -53 -49 140 2,655 2,659 2,8482,708
FTE Base YR Rec 36.1 36.1 -2.0 -2.3 0.2 34.1 33.8 36.336.1

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 -68 0 -68 0.0 1-Sided Adj

Collection Systems - reduction for old collection systems licensing costs ($32K) and new 
collection system one-time implementation set-up/configuration costs ($36K):  Non-labor 
reduction of <$68> comprised of a <$36K> reduction for one-time implementation costs paid to 
vendor in 2013 for setting up and configuring new collection agency management system. And 
a <$32K> reduction for licensing costs for SDG&E's old collection system.

02014 33 0 33 0.0 1-Sided Adj

Collection Systems - new collection systems software licensing costs:  Software licensing 
costs in the amount of $33K for new collection agency management system.

02014 60 0 60 0.0 1-Sided Adj

Collection Systems -collection agency commission payments:  $60K non-labor increase in 
commission payments paid to collection agencies resulting from the implementation of new 
collection agency management software enabling more payments to be collected.

02014 10 0 10 0.0 1-Sided Adj

Collection Systems - annual software training and vendor assisted system changes/upgrades:
Non-labor cost in the amount of $10K for annual software training and vendor assisted system 
changes and upgrades.

142014 3 0 17 0.3 1-Sided Adj

Customer Growth:  Labor in increase of $14K and non-labor increase of $3K due to increased 
credit activities resulting from customer growth.  See Credit & Collections 1OO003.000 
Supplemental Workpaper 1 - Customer Growth Calculation for additional detail. (Reference 
cells C6 and C10)

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02014 14 0 14 0.0 1-Sided Adj

Other - final bill notices: Non-labor cost in the amount of $14K to mail notices to customers 
who have final bills that have not been paid.

-402014 0 0 -40 -0.8 1-Sided Adj

Process Improvements - account reconciliation processes:  .8 FTE reduction for continuous 
improvement (Payment Services)

-852014 0 0 -85 -1.5 1-Sided Adj

Process Improvements - collection of delinquent commercial:  A reduction of 1.5 FTEs for 
continuous improvement (Account Management).

02014 6 0 6 0.0 1-Sided Adj

Other - 48 hour disconnection notice for vulnerable customers:  1st Call 6-lanuage letter inserts. 
(aka 48 Hour Notice)

-1112014 Total 58 0 -53 -2.0

02015 -68 0 -68 0.0 1-Sided Adj

Collection Systems - reduction for old collection systems licensing costs ($32K) and new 
collection system one-time implementation set-up/configuration costs ($36K):  Non-labor 
reduction of <$68> comprised of a <$36K> reduction for one-time implementation costs paid to 
vendor in 2013 for setting up and configuring new collection agency management system. And 
a <$32K> reduction for licensing costs for SDG&E's old collection system.

02015 33 0 33 0.0 1-Sided Adj

Collection Systems - new collection systems software licensing costs:  Software licensing 
costs in the amount of $33K for new collection agency management system.

02015 75 0 75 0.0 1-Sided Adj

Collection Systems - collection agency commission payments:  $75K non-labor increase in 
commission payments paid to collection agencies resulting from the implementation of new 
collection agency management software enabling more payments to be collected.

02015 10 0 10 0.0 1-Sided Adj

Collection Systems - annual software training and vendor assisted system changes/upgrades:
Non-labor cost in the amount of $10K for annual software training and vendor assisted system 
changes and upgrades.

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Year/Expl. Labor NLbr NSE Total FTE Adj Type

332015 8 0 41 0.7 1-Sided Adj

Customer Growth:  Labor in increase of $33K and non-labor increase of $8K due to increased 
credit activities resulting from customer growth.  See Credit & Collections 1OO003.000 
Supplemental Workpaper 1 - Customer Growth Calculation for additional detail. (Reference 
cells D6 and D10)

02015 14 0 14 0.0 1-Sided Adj

Other - final bill notices: Non-labor cost in the amount of $14K to mail notices to customers 
who have final bills that have not been paid.

-532015 0 0 -53 -1.0 1-Sided Adj

Process Improvements - account reconciliation processes:  1 FTE reduction for continuous 
improvement (Payment Services)

-1132015 0 0 -113 -2.0 1-Sided Adj

Process Improvements - collection of delinquent commercial:  A reduction of 2 FTEs for 
continuous improvement (Account Management).

02015 12 0 12 0.0 1-Sided Adj

Other - 48 hour disconnection notice for vulnerable customers:  1st Call 6-lanuage letter inserts. 
(aka 48 Hour Notice)

-1332015 Total 84 0 -49 -2.3

1332016 5 0 138 2.0 1-Sided Adj

Meter Revenue Protection:  2 FTEs (Meter Revenue Protection Specialists) at $66.5K annual 
salary each to perform investigations of energy diversion, meter tampering, and other sources of 
fraud or energy theft.

02016 -68 0 -68 0.0 1-Sided Adj

Collection Systems - reduction for old collection systems licensing costs ($32K) and new 
collection system one-time implementation set-up/configuration costs ($36K):  Non-labor 
reduction of <$68> comprised of a <$36K> reduction for one-time implementation costs paid to 
vendor in 2013 for setting up and configuring new collection agency management system. And 
a <$32K> reduction for licensing costs for SDG&E's old collection system.

02016 33 0 33 0.0 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Collection Systems - new collections systems software licensing costs:  Software licensing 
costs in the amount of $33K for new collection agency management system.

02016 90 0 90 0.0 1-Sided Adj

Collection Systems - collection agency commission payments:  $90K non-labor increase in 
commission payments paid to collection agencies resulting from the implementation of new 
collection agency management software enabling more payments to be collected.
See Credit & Collections 1OO003.000 Supplemental Workpaper 2 - Collection Agency 
Commissions for additional detail. (Reference cell C24)

02016 10 0 10 0.0 1-Sided Adj

Collection Systems - annual software training and vendor assisted system changes/upgrades:
Non-labor cost in the amount of $10K for annual software training and vendor assisted system 
changes and upgrades.

622016 15 0 77 1.2 1-Sided Adj

Customer Growth:  Labor in increase of $62K and non-labor increase of $15K due to increased 
credit activities resulting from customer growth.
See Credit & Collections 1OO003.000 Supplemental Workpaper 1 - Customer Growth 
Calculation for additional detail. (Reference cells E6 and E10)

02016 14 0 14 0.0 1-Sided Adj

Other - final bill notices:  Non-labor cost in the amount of $14K to mail notices to customers 
who have final bills that have not been paid.

-532016 0 0 -53 -1.0 1-Sided Adj

Process Improvements - account reconciliation processes:  1 FTE reduction for continuous 
improvement (Payment Services)

-1132016 0 0 -113 -2.0 1-Sided Adj

Process Improvements - collection of delinquent commercial:  A reduction of 2 FTEs for 
continuous improvement (Account Management).

02016 12 0 12 0.0 1-Sided Adj

Other - 48 hour disconnection notice for vulnerable customers:  1st Call 6-lanuage letter inserts. 
(aka 48 Hour Notice)

292016 Total 111 0 140 0.2

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 1,615 1,676 1,747 1,734 1,852
Non-Labor 467 445 486 410 460
NSE 0 0 0 0 0

Total 2,082 2,121 2,233 2,144 2,312
FTE 27.9 28.6 29.4 29.5 30.1

Adjustments (Nominal $) **

Labor 0 0 0 81 71
Non-Labor 33 32 32 29 21
NSE 0 0 0 0 0

Total 33 32 32 111 91
FTE 0.0 0.0 0.0 0.8 0.7

Recorded-Adjusted (Nominal $)

Labor 1,615 1,676 1,747 1,815 1,923
Non-Labor 500 478 517 440 481
NSE 0 0 0 0 0

Total 2,115 2,154 2,264 2,255 2,403
FTE 27.9 28.6 29.4 30.3 30.8

Vacation & Sick (Nominal $)

Labor 249 267 257 263 305
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 249 267 257 263 305
FTE 4.7 4.9 4.8 4.9 5.4

Escalation to 2013$

Labor 160 123 82 45 0
Non-Labor 53 39 20 7 0
NSE 0 0 0 0 0

Total 213 162 102 52 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 2,024 2,066 2,086 2,123 2,228
Non-Labor 553 516 537 447 481
NSE 0 0 0 0 0

Total 2,577 2,582 2,624 2,570 2,708
FTE 32.6 33.5 34.2 35.2 36.2

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 81 71Labor

33 32 32 29 21Non-Labor

0 0 0 0 0NSE

33 32 32 111 91Total

0.0 0.0 0.0 0.8 0.7FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 29 0 0.0 CCTR Transf CSCHRAMM2013
1115140536160

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.001

2009 0 3 0 0.0 CCTR Transf CSCHRAMM2013
1115141053830

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.000

2009 Total 0 33 0 0.0

2010 0 29 0 0.0 CCTR Transf CSCHRAMM2013
1115140637743

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.001

2010 0 3 0 0.0 CCTR Transf CSCHRAMM2013
1115141126417

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.000

2010 Total 0 32 0 0.0

Note:  Totals may include rounding differences.
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Workpaper:
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Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2011 0 3 0 0.0 CCTR Transf CSCHRAMM2013
1115141206667

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.000

2011 0 29 0 0.0 CCTR Transf CSCHRAMM2013
1118142040540

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.001

2011 Total 0 32 0 0.0

2012 81 0 0 0.8 CCTR Transf CSCHRAMM2013
1104134137793

Transfer labor costs associated with role that will be part of Credit & Collections from cost 
center 2100-3480 in work group 1OO002 (BILLING) to cost center 2100-3490 in work 
group 1OO003 (CREDIT & COLLECTIONS) in order to align historical costs with current 
organization structure.

From 2100-3480.000

2012 0 27 0 0.0 CCTR Transf CSCHRAMM2013
1115140745967

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.001

2012 0 3 0 0.0 CCTR Transf CSCHRAMM2013
1115141304787

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.000

2012 Total 81 29 0 0.8

2013 71 0 0 0.7 CCTR Transf CSCHRAMM2014
0204172222757

Transfer labor costs associated with role that will be part of Credit & Collections from cost 
center 2100-3480 in work group 1OO002 (BILLING) to cost center 2100-3490 in work 
group 1OO003 (CREDIT COLLECTIONS) in order to align historical costs with current 
organization structure.

From 2100-3480.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO003.000 - Credit & Collections

Category: A. Customer Service Operations

4. Credit & Collections

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 2 0 0.0 CCTR Transf CSCHRAMM2014
0210180643157

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.000

2013 0 19 0 0.0 CCTR Transf CSCHRAMM2014
0210180830550

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

From 2100-0395.001

2013 Total 71 21 0 0.7

Note:  Totals may include rounding differences.
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Credit Collections 1OO003.000 Supplemental Workpaper 1 - Customer Growth Calculation

1
2
3
4
5
6
7
8
9

10
11
12
13
14
15
16
17

A B C D E F
Base Year 2013 2014 2015 2016

Meter Growth Rate [1] 0% 0.64% 1.61% 2.81%

Adjusted Labor [2] 2,228$                 2,103$                       2,062$                    2,195$                          
Labor forecast adjustments due to growth 14$                            33$                         62$                              
Adjusted Labor Forecast 2,117$                       2,095$                    2,257$                          

Adjusted Non-Labor [2] 481$                    536$                          557$                       577$                             
Non-Labor forecast adjustments due to growth 3$                              8$                           15$                              
Adjusted Non-Labor Forecast 539$                          565$                       592$                             

[1]  Represents Elecric meter growth as a representation of customer growth, then weighted for Residential and Small C&I customer classes

[2]  Adjusted Labor and Non-Labor represents Base Year amounts adjusted for incremental increases and decreases requested in GRC prior
to the addition of Customer Growth amounts.

Thousands of 2013 Dollars ($000)
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Credit Collections 1OO003.000 Supplemental Workpaper 2 - Collection Agency Commissions

1
2
3
4
5
6
7
8
9

10
11
12
13

14
15
16
17
18
19

20
21
22
23
24

25

26

27

A B C D E F G H
Test Year Forecast
Beginning in 2014, SDG&E began referral of new agency business to three primary agencies, recalled accounts greater than 9 mos. old from
the existing primary agency and referred them to two secondary agencies, and recalled all accounts with a secondary agency and referred them to a
tertiary agency.  Therefore SDG&E's TY2016 forecast is based upon:

1) Agency capacity expanded in TY2016 due increase in number of collection agency.
2) Agency results should increase as a result of:
     A) Creating appropriate incentive-based allocation of account referrals  (i.e., collection results, minimal complaints/compliance with FDCPA, etc.)
           to agencies at all stages of collection process
     B) Adding secondary and tertiary account placements during the three year collection cycle

Historical Collection Results

Four Year Average (2009 - 2012)1 $1,052,469 b)

20%
Estimated Test Year Collections Increase $210,494 a)
Estimated Collection Agency Recoveries 2016 $1,262,963 a) + b)
Rounded $1,250,000

Estimated 2016 Commission Percentage2 21%
Estimated 2016 Test Year Commissions $262,500
Base Year 2013 Commission $172,118
Agency Commission Increase Request in TY2016 $90,382
Rounded $90,000

12008 data not available and 2013 data not representative due to conversion of collection systems
2Estimated based upon mix of recoveries in first three mos. of 2014

Estimated Increase in Collection Results based upon 
above
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Beginning of Workpaper
1OO004.000 - Remittance Processing
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations
5. Remittance Processing

The Remittance Processing workgroup expenses cover the costs of paper, envelopes and vendor fees to 
deliver customer bills.

Activity Description:

Labor - Base YR Rec

N/A

Forecast Explanations:

Non-Labor - Base YR Rec

A base year forecast method was used because this workpaper group includes non-labor costs of software 
maintenance for My Account, vendor's fees for electronic bill delivery to customersí home banking 
websites, and billing forms and envelopes for paper bills and notices.  These costs are driven by the 
volumes of bills, notices and payments which are impacted by customer growth as well as customer 
choice of billing and payment channels.   Therefore, the base year provides a reasonable starting point for 
future expenditures.

NSE - Base YR Rec

See above.

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

0 0 00 0 0 0Labor 0

1,025 886 815877 887 882 876Non-Labor 865

0 0 00 0 3 7NSE 10

1,025 886 815877 887 885 883Total 875

0.0 0.0 0.00.0 0.0 0.0 0.0FTE 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 0 0 0 0 0 0 0 00
Non-Labor Base YR Rec 887 887 -5 -11 -22 882 876 865887
NSE Base YR Rec 0 0 3 7 10 3 7 100

Total 887 887 -2 -4 -12 885 883 875887
FTE Base YR Rec 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.00.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 0 3 3 0.0 1-Sided Adj

Software Licensing Costs:  $3K increase for licensing fees for SDG&E s My Account electronic 
bill payment and presentment software.  See Remittance Processing 1OO004.000 
Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference 
cell M16)

02014 5 0 5 0.0 1-Sided Adj

Increase of E-Bills Delivered:  $5K increase in costs to vendor to deliver electronic bills to 
customersí home banking web sites. See Remittance Processing 1OO004.000 Supplemental 
Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference cell M5)

02014 -16 0 -16 0.0 1-Sided Adj

Forms & Envelopes - reduction due to suppressed and electronic bills:  Reduction to costs for 
forms and envelopes due to suppressed bills (customers have indicated they no longer need a 
paper bill) and electronic bills in the amount of <$16K>.  See Remittance Processing 
1OO004.000 Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional 
detail. (Reference cell M11)

02014 6 0 6 0.0 1-Sided Adj

Forms & Envelopes - first call collection notices:  Forms and envelopes required for 1st call 
notices (aka 48-Hour Notices).  See Remittance Processing 1OO004.000 Supplemental 
Workpaper 3 - 1st Call Notices Forecast Adjustment Calculations for additional detail. 
(Reference Cell F27)

02014 Total -5 3 -2 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02015 0 7 7 0.0 1-Sided Adj

Software Licensing Costs:  $7K increase for licensing fees for SDG&E s My Account electronic 
bill payment and presentment software.  See Remittance Processing 1OO004.000 
Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference 
cell N16)

02015 12 0 12 0.0 1-Sided Adj

Incease of E-Bills Delivered:  $12K increase in costs to vendor to deliver electronic bills to 
customersí home banking web sites.  See Remittance Processing 1OO004.000 Supplemental 
Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference cell N5)

02015 -34 0 -34 0.0 1-Sided Adj

Forms & Envelopes - reduction due to suppressed and electronic bills:  Reduction to costs for 
forms and envelopes due to suppressed bills (customers have indicated they no longer need a 
paper bill) and electronic bills in the amount of <$34K>.  See Remittance Processing 
1OO004.000 Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional 
detail. (Reference cell N11)

02015 11 0 11 0.0 1-Sided Adj

Forms & Envelopes - first call collection notices:  Forms and envelopes required for 1st call 
notices (aka 48-Hour Notices).  See Remittance Processing 1OO004.000 Supplemental 
Workpaper 3 - 1st Call Notices Forecast Adjustment Calculations for additional detail. 
(Reference cell G27)

02015 Total -11 7 -4 0.0

02016 0 10 10 0.0 1-Sided Adj

Software Licensing Costs:  $10K increase for licensing fees for SDG&E's My Account 
electronic bill payment and presentment software.  See Remittance Processing 1OO004.000 
Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference 
cell O16)

02016 19 0 19 0.0 1-Sided Adj

Increase of E-Bills Delivered:  $19K increase in costs to vendor to deliver electronic bills to 
customersí home banking web sites. See Remittance Processing 1OO004.000 Supplemental 
Workpaper 2 - Forecast Adjustment Calculations for additional detail. (Reference cell O5)

02016 -52 0 -52 0.0 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Forms & Envelopes - reduction due to suppressed and electronic bills:  Reduction to costs for 
forms and envelopes due to suppressed bills (customers have indicated they no longer need a 
paper bill) and electronic bills in the amount of <$52K>.  See Remittance Processing 
1OO004.000 Supplemental Workpaper 2 - Forecast Adjustment Calculations for additional 
detail. (Reference cell O11)

02016 11 0 11 0.0 1-Sided Adj

Forms & Envelopes - first call collection notices:  Forms and envelopes required for 1st call 
notices (aka 48-Hour Notices).  See Remittance Processing 1OO004.000 Supplemental 
Workpaper 3 - 1st Call Notices Forecast Adjustment Calculations for additional detail. 
(Reference cell H27)

02016 Total -22 10 -12 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 0 0 0 0 0
Non-Labor 930 815 855 805 889
NSE 0 0 0 0 0

Total 930 815 855 805 889
FTE 0.0 0.0 0.0 0.0 0.0

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor -3 -3 -3 -3 -2
NSE 0 0 0 0 0

Total -3 -3 -3 -3 -2
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 0 0 0 0 0
Non-Labor 927 811 852 802 887
NSE 0 0 0 0 0

Total 927 811 852 802 887
FTE 0.0 0.0 0.0 0.0 0.0

Vacation & Sick (Nominal $)

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Escalation to 2013$

Labor 0 0 0 0 0
Non-Labor 98 66 33 13 0
NSE 0 0 0 0 0

Total 98 66 33 13 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 0 0 0 0 0
Non-Labor 1,025 877 886 815 887
NSE 0 0 0 0 0

Total 1,025 877 886 815 887
FTE 0.0 0.0 0.0 0.0 0.0

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

-3 -3 -3 -3 -2Non-Labor

0 0 0 0 0NSE

-3 -3 -3 -3 -2Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 -3 0 0.0 CCTR Transf CSCHRAMM2013
1115141053830

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2009 Total 0 -3 0 0.0

2010 0 -3 0 0.0 CCTR Transf CSCHRAMM2013
1115141126417

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2010 Total 0 -3 0 0.0

2011 0 -3 0 0.0 CCTR Transf CSCHRAMM2013
1115141206667

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2011 Total 0 -3 0 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.000 - Remittance Processing

Category: A. Customer Service Operations

5. Remittance Processing

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 0 -3 0 0.0 CCTR Transf CSCHRAMM2013
1115141304787

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2012 Total 0 -3 0 0.0

2013 0 -2 0 0.0 CCTR Transf CSCHRAMM2014
0210180643157

Transfer non-labor costs associated with red letter notices from cost center 2100-0395 in 
work group 1OO004.000 Remittance Processing to cost center 2100-3490 in work group 
1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2013 Total 0 -2 0 0.0

Note:  Totals may include rounding differences.
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Remittance Processing 1OO004.000 Supplemental Workpaper 1 - Historical and Forecast Data

1

2

3

4
5

6
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40

A B C D E F G H I J N O P

Actual Actual Actual Actual Actual Forecast Forecast Forecast
2009 2010 2011 2012 2013 2014 2015 2016

[A] [A] [A]
1,375,326 1,382,924 1,390,704 1,397,678 1,405,218 1,414,346 1,428,204 1,445,387

Volume
Bills & Notices [C] = (A x B) [C] = (A x B) [C] = (A x B)

RICOH - Grouped Bills 417,088 584,174 857,470 842,264 839,427 848,608 856,922 867,232
MPK- Paper Bills11,833,261 11,430,810 11,092,421 10,643,744 10,079,842 9,582,194 9,111,942 8,650,641

My Account Suppressed Bills2,972,042 3,433,257 3,957,104 4,448,597 4,955,778 5,487,662 6,041,303 6,619,872
Consolidator e-Bills Delivered 506,248 624,251 705,512 771,581 872,905 898,110 928,333 961,182

Other Notices 650,133 658,128 598,405 583,026 550,400 509,165 471,307 433,616
Total 16,378,772 16,730,620 17,210,912 17,289,212 17,298,352 17,325,739 17,409,807 17,532,543

Bills & Notices Per Meter [B] [B] [B]
RICOH - Grouped Bills 0.30 0.42 0.62 0.60 0.60 0.60 0.60 0.60

MPK- Paper Bills 8.60 8.27 7.98 7.62 7.17 6.78 6.38 5.99
My Account Suppressed Bills 2.16 2.48 2.85 3.18 3.53 3.88 4.23 4.58

Consolidator e-Bills Delivered 0.37 0.45 0.51 0.55 0.62 0.64 0.65 0.67
Notices 0.47 0.48 0.43 0.42 0.39 0.36 0.33 0.30

Total 11.9 12.10 12.39 12.37 12.31 12.25 12.19 12.13

All Bills Per Meter 11.43 11.62 11.96 11.95 11.92 11.89 11.86 11.83
Notices Per  Meter 0.47 0.48 0.43 0.42 0.39 0.36 0.33 0.30

Postal Rate
Bills & Notices [D] [D] [D]

RICOH - Grouped Bills Average Rate of flat mails $0.662 $0.711 $0.711 $0.711
MPK- Paper Bills Blended rate of regular mails $0.364 $0.385 $0.385 $0.385

My Account Suppressed Bills Blended rate of regular mails $0.359 $0.381 $0.381 $0.381
Consolidator e-Bills Delivered Blended rate of regular mails $0.359 $0.381 $0.381 $0.381

Notices Blended rate of regular mails $0.383 $0.404 $0.404 $0.404
Postage
Bills & Notices [E] = (C x D] [E] = (C x D] [E] = (C x D]

RICOH - Grouped Bills $321,460 $437,501 $526,309 $534,015 $555,756 $603,416 $609,328 $616,659
MPK- Paper Bills$4,029,466 $3,965,331 $4,061,332 $3,791,483 $3,664,918 $3,687,121 $3,506,174 $3,328,670

My Account Suppressed Bills $984,486 $1,150,141 $1,339,895 $1,555,000 $1,781,106 $2,088,603 $2,299,319 $2,519,522
Consolidator e-Bills Delivered $167,694 $209,124 $238,890 $269,705 $313,722 $341,821 $353,323 $365,826

Notices $229,471 $234,849 $216,225 $216,898 $210,606 $205,622 $190,333 $175,112
Total $5,732,577 $5,996,946 $6,382,651 $6,367,101 $6,526,108 $6,926,583 $6,958,477 $7,005,789

Total active / forecast electric 

Note:  Columns A 
through J are 
based on the same 
set of historical 
and forecast 
volume data as 
Postage 
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Beginning of Workpaper
1OO004.001 - Postage

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 63 of 472



Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations
6. Postage

The Postage workgroup covers the postage costs to deliver customer bills.

Activity Description:

Labor - Base YR Rec

N/A

Forecast Explanations:

Non-Labor - Base YR Rec

N/A

NSE - Base YR Rec

A base year forecast method was used because expenses depend on postage rates which are determined 
by the USPS and the volume of paper bills and notices which are impacted by customer growth as well as 
electronic bill adoption levels.  Therefore, the base year provides a reasonable starting point for future 
expenditures.

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

0 0 00 0 0 0Labor 0

0 0 00 0 0 0Non-Labor 0

5,059 4,979 4,5975,009 4,431 4,624 4,519NSE 4,333

5,059 4,979 4,5975,009 4,431 4,624 4,519Total 4,333

0.0 0.0 0.00.0 0.0 0.0 0.0FTE 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 0 0 0 0 0 0 0 00
Non-Labor Base YR Rec 0 0 0 0 0 0 0 00
NSE Base YR Rec 4,431 4,431 193 88 -98 4,624 4,519 4,3334,431

Total 4,431 4,431 193 88 -98 4,624 4,519 4,3334,431
FTE Base YR Rec 0.0 0.0 0.0 0.0 0.0 0.0 0.0 0.00.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 0 13 13 0.0 1-Sided Adj

Posage for Meter Growth:  Postage increase in the amount of $13K due to meter growth. 
See Postage 1OO004.001 Supplemental Workpaper 2 - Postage Forecast Calculations for 
additional detail. (Reference cell H11)

02014 0 388 388 0.0 1-Sided Adj

Increased postage Costs - rate increase:  Additional costs in the amount of $388K due to 
postage rate increase.  See Postage 1OO004.001 Supplemental Workpaper 2 - Postage 
Forecast Calculations for additional detail.  (Reference cell L11)

02014 0 -202 -202 0.0 1-Sided Adj

Postage Savings - paperless:  Offsetting reduction in the amount of <$202K> to postage costs 
for electronic billing due to meter growth.  See Postage 1OO004.001 Supplemental Workpaper 
2 - Postage Forecast Calculations for additional detail. (Reference cell H18)

02014 0 -133 -133 0.0 1-Sided Adj

Postage Savings - rate increase:  Offsetting reduction in the amount of <$133K> to postage 
costs for electronic billing due to rate increase.  See Postage 1OO004.001 Supplemental 
Workpaper 2 - Postage Forecast Calculations for additional detail. (Reference cell L18)

02014 0 127 127 0.0 1-Sided Adj

Increased Postage Costs - first call collection notices:  Postage required for  1st call notices 
(48-Hour Notices)  See Postage 1OO004.001 Supplemental Workpaper 3 - 1st Call Notices 
Forecast Adjusment Calculations for additional detail. (Reference cell F23)

02014 Total 0 193 193 0.0

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 65 of 472



Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02015 0 46 46 0.0 1-Sided Adj

Posage for Meter Growth:  Postage increase in the amount of $46K due to meter growth. 
See Postage 1OO004.001 Supplemental Workpaper 2 - Postage Forecast Calculations for 
additional detail. (Reference cell I11)

02015 0 -414 -414 0.0 1-Sided Adj

Postage Savings - paperless:  Offsetting reduction in the amount of <$414K> to postage costs 
for electronic billing due to meter growth.  See Postage 1OO004.001 Supplemental Workpaper 
2 - Postage Forecast Calculations for additional detail. (Reference cell I18)

02015 0 -144 -144 0.0 1-Sided Adj

Postage Savings - rate increase:  Offsetting reduction in the amount of <$144K> to postage 
costs for electronic billing due to rate increase.  See Postage 1OO004.001 Supplemental 
Workpaper 2 - Postage Forecast Calculations for additional detail. (Reference cell M18)

02015 0 387 387 0.0 1-Sided Adj

Increased postage Costs - rate increase:  Additional costs in the amount of $387K due to 
postage rate increase.  See Postage 1OO004.001 Supplemental Workpaper 2 - Postage 
Forecast Calculations for additional detail. (Reference cell M11)

02015 0 213 213 0.0 1-Sided Adj

Increased Postage Costs - first call collection notices:  Postage required for  1st call notices 
(48-Hour Notices)  See Postage 1OO004.001 Supplemental Workpaper 3 - 1st Call Notices 
Forecast Adjusment Calculations for additional detail. (Reference cell G23)

02015 Total 0 88 88 0.0

02016 0 93 93 0.0 1-Sided Adj

Posage for Meter Growth:  Postage increase in the amount of $93K due to meter growth. 
See Postage 1OO004.001 Supplemental Workpaper 2 - Postage Forecast Calculations for 
additional detail. (Reference cell J11)

02016 0 386 386 0.0 1-Sided Adj

Increased postage Costs - rate increase:  Additional costs in the amount of $386K due to 
postage rate increase.  See Postage 1OO004.001 Supplemental Workpaper 2 - Postage 
Forecast Calculations for additional detail. (Reference cell N11)

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02016 0 -636 -636 0.0 1-Sided Adj

Postage Savings - paperless:  Offsetting reduction in the amount of <$636K> to postage costs 
for electronic billing due to meter growth.  See Postage 1OO004.001 Supplemental Workpaper 
2 - Postage Forecast Calculations for additional detail. (Reference cell J18)

02016 0 -154 -154 0.0 1-Sided Adj

Postage Savings - rate increase:  Offsetting reduction in the amount of <$154K> to postage 
costs for electronic billing due to rate increase.  See Postage 1OO004.001 Supplemental 
Workpaper 2 - Postage Forecast Calculations for additional detail.  (Reference cell N18)

02016 0 213 213 0.0 1-Sided Adj

Increased Postage Costs - first call collection notices:  Postage required for  1st call notices 
(48-Hour Notices)  See Postage 1OO004.001 Supplemental Workpaper 3 - 1st Call Notices 
Forecast Adjusment Calculations for additional detail. (Reference cell H23)

02016 Total 0 -98 -98 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 0 0 0 0 0
Non-Labor 5,561 4,970 4,722 2,565 4,467
NSE 0 0 0 0 0

Total 5,561 4,970 4,722 2,565 4,467
FTE 0.0 0.0 0.0 0.0 0.0

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor -5,561 -4,970 -4,722 -2,565 -4,467
NSE 4,580 4,638 4,804 4,542 4,431

Total -981 -333 82 1,977 -35
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 4,580 4,638 4,804 4,542 4,431

Total 4,580 4,638 4,804 4,542 4,431
FTE 0.0 0.0 0.0 0.0 0.0

Vacation & Sick (Nominal $)

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Escalation to 2013$

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 479 371 175 55 0

Total 479 371 175 55 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 5,059 5,009 4,979 4,597 4,431

Total 5,059 5,009 4,979 4,597 4,431
FTE 0.0 0.0 0.0 0.0 0.0

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

-5,561 -4,970 -4,722 -2,565 -4,467Non-Labor

4,580 4,638 4,804 4,542 4,431NSE

-981 -333 82 1,977 -35Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 -29 0 0.0 CCTR Transf CSCHRAMM2013
1115140536160

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2009 0 0 -951 0.0 1-Sided Adj TPMTT20131030
145738853

To true-up postage expenses

N/A

2009 0 -5,532 5,532 0.0 1-Sided Adj TPMTT20131030
152101027

To move postage expenses to NSE

N/A

2009 Total 0 -5,561 4,580 0.0

2010 0 -29 0 0.0 CCTR Transf CSCHRAMM2013
1115140637743

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2010 0 -4,941 4,941 0.0 1-Sided Adj TPMTT20131030
153433930

To move postage expenses to NSE

N/A

2010 0 0 -303 0.0 1-Sided Adj TPMTT20131030
153935793

To true-up postage expenses

N/A

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 Total 0 -4,970 4,638 0.0

2011 0 -29 0 0.0 CCTR Transf CSCHRAMM2013
1118142040540

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2011 0 -4,693 4,693 0.0 1-Sided Adj TSU20131030154
820780

To move postage expenses to NSE

N/A

2011 0 0 111 0.0 1-Sided Adj TSU20131030155
020057

To true-up postage expenses

N/A

2011 Total 0 -4,722 4,804 0.0

2012 0 -27 0 0.0 CCTR Transf CSCHRAMM2013
1115140745967

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2012 0 -2,539 2,539 0.0 1-Sided Adj TSU20131030155
226893

To move postage expenses to NSE

N/A

2012 0 0 2,004 0.0 1-Sided Adj TSU20131030155
323840

To true-up postage expenses

N/A

2012 Total 0 -2,565 4,542 0.0

2013 0 -19 0 0.0 CCTR Transf CSCHRAMM2014
0210180830550

Transfer postage costs associated with red letter notices from cost center 2100-0395.001 
in sub work group 1OO004.001 Remittance Processing Postage to cost center 2100-3490 
in work group 1OO003.000 Credit & Collections to align costs where activity resides.

To 2100-3490.000

2013 0 -4,448 4,448 0.0 1-Sided Adj TPMTT20140206
202915687

To move postage expenses to NSE

N/A

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO004.001 - Postage

Category: A. Customer Service Operations

6. Postage

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 0 -17 0.0 1-Sided Adj TPMTT20140206
203416130

To true-up postage expenses

N/A

2013 Total 0 -4,467 4,431 0.0

Note:  Totals may include rounding differences.
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Postage 1OO004.001 Supplemental Workpaper 1 - Historical and Forecast Data

1
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Actual Actual Actual Actual Actual Forecast Forecast Forecast
2009 2010 2011 2012 2013 2014 2015 2016

Total active electric meters 1,375,326 1,382,924 1,390,704 1,397,678 1,405,218 1,414,346 1,428,204 1,445,387

Volume
Bills & Notices Volume 2009 2010 2011 2012 2013 2014 2015 2016 2014 2015 2016

RICOH - Grouped Bills 417,088 584,174 857,470 842,264 839,427 848,608 856,922 867,232 9,181 8,314 10,310
MPK- Paper Bills11,833,261 11,430,810 11,092,421 10,643,744 10,079,842 9,582,194 9,111,942 8,650,641 (497,648) (470,252) (461,301)

My Account Suppressed Bills2,972,042 3,433,257 3,957,104 4,448,597 4,955,778 5,487,662 6,041,303 6,619,872 531,884 553,641 578,569
Consolidator e-Bills Delivered 506,248 624,251 705,512 771,581 872,905 898,110 928,333 961,182 25,205 30,223 32,849

Notices 650,133 658,128 598,405 583,026 550,400 509,165 471,307 433,616 (41,235) (37,858) (37,691)
Total 16,378,772 16,730,620 17,210,912 17,289,212 17,298,352 17,325,739 17,409,807 17,532,543 27,387 84,068 122,736

MPK Bills & Notices = [Sum of Rows 7 through 10] 16,458,925 16,477,131 16,552,885 16,665,311 18,206 75,754 112,426
Combined Electronic Bills = [Sum Rows 8 and 9] 5,828,683 6,385,772 6,969,636 7,581,054 557,089 583,864 611,418

Bills & Notices Per Meter 2009 2010 2011 2012 2013 2014 2015 2016 2013 2014 2015 2016
RICOH - Grouped Bills 0.30 0.42 0.62 0.60 0.60 0.60 0.60 0.60 0.00 0.000 0.000 0.000

MPK- Paper Bills 8.60 8.27 7.98 7.62 7.17 6.78 6.38 5.99 -0.45 -0.395 -0.395 -0.395
My Account Suppressed Bills 2.16 2.48 2.85 3.18 3.53 3.88 4.23 4.58 0.35 0.350 0.350 0.350
Consolidator e-Bills Delivered 0.37 0.45 0.51 0.55 0.62 0.64 0.65 0.67 0.07 0.015 0.015 0.015

Notices 0.47 0.48 0.43 0.42 0.39 0.36 0.33 0.30 -0.03 -0.030 -0.030 -0.030
Total 11.9 12.10 12.39 12.37 12.31 12.25 12.19 12.13 -0.06 -0.06 -0.06 -0.06

All Bills Per Meter 11.43 11.62 11.96 11.95 11.92 11.89 11.86 11.83
Notices Per  Meter 0.47 0.48 0.43 0.42 0.39 0.36 0.33 0.30

Postal Rate
Bills & Notices 2013 2014 2015 2016 2014 2015 2016 2014 2015 2016

RICOH - Grouped Bills Average Rate of flat mails $0.662 $0.711 $0.711 $0.711 $0.049 $0.000 $0.000 $0.6621 $0.6621 $0.6621
MPK- Paper Bills Blended rate of regular mails $0.364 $0.385 $0.385 $0.385 $0.021 $0.000 $0.000 $0.3630 $0.3630 $0.3630

My Account Suppressed Bills Blended rate of regular mails $0.359 $0.381 $0.381 $0.381 $0.021 $0.000 $0.000 $0.3630 $0.3630 $0.3630
Consolidator e-Bills Delivered Blended rate of regular mails $0.359 $0.381 $0.381 $0.381 $0.021 $0.000 $0.000 $0.3630 $0.3630 $0.3630

Notices Blended rate of regular mails $0.383 $0.404 $0.404 $0.404 $0.021 $0.000 $0.000 $0.3630 $0.3630 $0.3630

Postage
Bills & Notices 2009 2010 2011 2012 2013 2014 2015 2016 2014 2015 2016 2014 2015 2016 2014 2015 2016

RICOH - Grouped Bills$321,460 $437,501 $526,309 $534,015 $555,756 $603,416 $609,328 $616,659 $47,660 $5,912 $7,331 $6,079 $5,505 $6,826 $41,581 $407 $505
MPK- Paper Bills$4,029,466 $3,965,331 $4,061,332 $3,791,483 $3,664,918 $3,687,121 $3,506,174 $3,328,670 $22,203 ($180,947) ($177,504) ($180,646) ($170,701) ($167,452) $202,849 ($10,246) ($10,052)

My Account Suppressed Bills$984,486 $1,150,141 $1,339,895 $1,555,000 $1,781,106 $2,088,603 $2,299,319 $2,519,522 $307,497 $210,716 $220,203 $193,074 $200,972 $210,021 $114,423 $9,744 $10,182
Consolidator e-Bills Delivered $167,694 $209,124 $238,890 $269,705 $313,722 $341,821 $353,323 $365,826 $28,099 $11,502 $12,503 $9,149 $10,971 $11,924 $18,950 $531 $579

Notices $229,471 $234,849 $216,225 $216,898 $210,606 $205,622 $190,333 $175,112 ($4,984) ($15,289) ($15,221) ($14,968) ($13,742) ($13,682) $9,984 ($1,547) ($1,539)
Total $5,732,577 $5,996,946 $6,382,651 $6,367,101 $6,526,108 $6,926,583 $6,958,477 $7,005,789 $400,475 $31,894 $47,312 $12,688 $33,005 $47,637 $387,787 ($1,111) ($325)

MPK Bills & Notices Postage = [Sum of Rows 34 through 37] $5,970,352 $6,323,167 $6,349,149 $6,389,130 $352,815 $25,982 $39,981 $6,609 $27,500 $40,811 $346,206 ($1,518) ($830)
Combined Electronic Bills Savings = [Sum of Rows 35 and 36] X -1 ($335,596) ($222,218) ($232,706) ($202,223) ($211,943) ($221,945) ($133,373) ($10,275) ($10,761)
Total Postage

$4,431,280 $4,496,159 $4,305,835 $4,120,441

$127,012 $213,381 $213,381
Total Postage Request $4,623,171 $4,519,216 $4,333,822

Impact Due to Rate Increase
Year over Year

[Incremental Postage w Rate 
Increase - Impact Due to Growth]

Postage RICOH - Grouped Bills, MPK Paper Bills, and Notices 
[Sum of Rows 33, 34 and 37] 
1st Call Notices (see Remittance Processing 1OO004.001 Supplemental Workpaper 3 - 1st 
Call Notices)

MPK Bills & Notices Postage
[2013 MPK Bills & Notices Postage 
Expense (G39) / 2013 MPK Bills & 

Notices Volume (G12)]

[2013 Postage Expense Ricoh - Grouped 
Bills (G33) divided by 2013 Ricoh Group 

Bill Volume (G6)]

Postage Forecast
[Active Electric Meters Forecast X Postal 

Rate Forecast

Incremental Postage w Rate 
Increase

Year over Year Change
[2014 - 2013 = Change]

2013 Blended Postal Rates 

Impact Due to Growth
Year over Year

[Bills Per Meter Forecast Change  X  
2013 Blended Postal Rates]

Bills & Notices Volume Forecast 
Change

Year over Year

Bills & Notices Volume Forecast
[Active Electric Meter Forecast X Bills & 

Notices Per Meter Forecast]

Bills & Notices Per Meter Forecast
[2013 Bills & Notices Per Meter + Bills & 

Notices Per Meter Change]

Bills & Notices Per Meter Change
Year over Year

[ 2013 -2012 Bills & Notices Per Meter change + 
Forecasted incr/dec]

Postal Rate Increase 
Effective January 2014

No change in 2015 & 2016

Postal Rate Forecast 
[2013 Postal Rate + 2014 Postal Rate 

Increase]

Note:  Columns A through J are based on the same set 
of historical and forecast volume data as Remittance 
Processing 1OO004.000 Supplemental Workpaper 1 
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Postage 1OO004.001 Supplemental Workpaper 2 - Postage Forecast Calculations

1
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Summary1

Break-down =>
2014 2015 2016 2014 2015 2016 2014 2015 2016

Volume2 9,181 8,314 10,310 9,181 8,314 10,310
RICOH - Grouped Bills $47,660 $5,912 $7,331 RICOH - Grouped Bills3 $6,079 $5,505 $6,826 $41,581 $407 $505

Volume4 18,206 75,754 112,426 18,206 75,754 112,426
MPK - Bills & Notices $352,815 $25,982 $39,981 MPK - Bills & Notices5 $6,609 $27,500 $40,811 $346,206 -$1,518 -$830

Year-over-Year Total $400,475 $31,894 $47,312 Year-over-Year total $12,688 $33,005 $47,637 $387,787 ($1,111) ($325)
To the Base Year 2013 $400,475 $432,369 $479,681 To the base year of 2013 $12,688 $45,693 $93,330 $387,787 $386,676 $386,351

Break-down =>
2014 2015 2016 2014 2015 2016 2014 2015 2016

Volume6 557,089 583,864 611,418 557,089 583,864 611,418
Combined Electronic Bills 
Year-over Year ($335,596) ($222,218) ($232,706) ($202,223) ($211,943) ($221,945) ($133,373) ($10,275) ($10,761)
To the Base Year 2013 ($335,596) ($557,814)($790,520) To the base year of 2013($202,223) ($414,166) ($636,111) ($133,373) ($143,648) ($154,409)

1  Does not include 1st Call Notices.  See Postage 1OO004.001 Supplemental Workpaper 3 1st Call Notices Calculations for details. Reference cells F23, G23, H23

Incremental Postage Required
Year over Year

Impact due to electric meter growth
Year Over Year

Impact due to rate increase 
Year Over Year

Incremental Postage Savings
Year Over Year

Impact due to rate increase 
Year Over Year

Impact due to electric meter growth
Year Over Year

6  See Postage 1OO004.001 Supplemental Workpaper 1 -  Historical and Forecast Data for detail.  Reference cells:  K13, L13, M13.
7  See Postage 1OO004.001 Supplemental Workpaper 1 - Historical and Forecast Data for detail.  Reference cells: N40, O40, P40, Q40, R40, S40

Combined Electronic Bills 
Year-over Year7

2  See Postage 1OO004.001 Supplemental Workpaper 1 - Historical and Forecast Data for detail.  Reference cells:  K6, L6, M6.
3  See Postage 1OO004.001 Supplemental Workpaper 1 - Historical and Forecast Datafor detail.  Reference cells:  N33, O33, P33, Q33, R33, S33
4  See Postage 1OO004.001 Supplemental Workpaper 1- Historical and Forecast Data for detail.  Reference cells:  K12, L12, M12.
5  See Postage 1OO004.001 Supplemental Workpaper 1 - Historical and Forecast Data for detail.  Reference cells:  N39, O39, P39, Q39, R39, S39
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO005.000 - Branch Offices

Category: A. Customer Service Operations
7. Branch Offices

The Branch Office and Authorized Pay Location operations expenses cover the cost of providing payment 
collection and other services to those customers who prefer to be face-to-face for payments, service 
requests and information.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 was the basis for the analysis for process 
improvements in the Branch Offices.  Therefore, the base year provides a reasonable starting point for 
future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

1,430 1,458 1,4091,402 1,503 1,300 1,218Labor 1,218

526 521 485469 516 516 516Non-Labor 516

0 0 00 0 0 0NSE 0

1,955 1,978 1,8941,871 2,019 1,816 1,734Total 1,734

28.5 28.3 27.326.9 28.5 24.4 23.0FTE 23.0

Note:  Totals may include rounding differences.
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Category-Sub:
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO005.000 - Branch Offices

Category: A. Customer Service Operations

7. Branch Offices

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 1,503 1,503 -203 -285 -285 1,300 1,218 1,2181,503
Non-Labor Base YR Rec 516 516 0 0 0 516 516 516516
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 2,019 2,019 -203 -285 -285 1,816 1,734 1,7342,019
FTE Base YR Rec 28.5 28.5 -4.1 -5.5 -5.5 24.4 23.0 23.028.5

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

-2032014 0 0 -203 -4.1 1-Sided Adj

Process Improvements:  Reduction of 4.1 FTEs across Branch Offices (effective 4/14).  Cost 
efficiencies from maximizing workforce utilizing new tool/staffing model.  See Branch Offices 
1OO005.000 Supplemental Workpaper 1 - Process Improvements - Branch Office Capacity 
Model for additional details. (Reference cell F19)

-2032014 Total 0 0 -203 -4.1

-2852015 0 0 -285 -5.5 1-Sided Adj

Process Improvements:  Reduction of 5.5 FTEs across Branch Offices.  Cost efficiencies from 
maximizing workforce utilizing new tool/staffing model.  See Branch Offices 1OO005.000 
Supplemental Workpaper 1 - Process Improvements - Branch Office Capacity Model for 
additional details. (Reference cell H19)

-2852015 Total 0 0 -285 -5.5

-2852016 0 0 -285 -5.5 1-Sided Adj

Process Improvements:  Reduction of 5.5 FTEs across Branch Offices.   Cost efficiencies from 
maximizing workforce utilizing new tool/staffing model.  See Branch Offices 1OO005.000 
Supplemental Workpaper 1 - Process Improvements - Branch Office Capacity Model for 
additional details.   (Reference cell H19)

-2852016 Total 0 0 -285 -5.5

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO005.000 - Branch Offices

Category: A. Customer Service Operations

7. Branch Offices

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 1,141 1,137 1,220 1,205 1,297
Non-Labor 476 434 501 478 516
NSE 0 0 0 0 0

Total 1,616 1,572 1,722 1,682 1,813
FTE 24.4 23.0 24.3 23.5 24.2

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 1,141 1,137 1,220 1,205 1,297
Non-Labor 476 434 501 478 516
NSE 0 0 0 0 0

Total 1,616 1,572 1,722 1,682 1,813
FTE 24.4 23.0 24.3 23.5 24.2

Vacation & Sick (Nominal $)

Labor 176 181 180 175 206
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 176 181 180 175 206
FTE 4.1 4.0 4.0 3.8 4.2

Escalation to 2013$

Labor 113 84 57 30 0
Non-Labor 50 35 19 7 0
NSE 0 0 0 0 0

Total 163 119 77 37 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 1,430 1,402 1,458 1,409 1,503
Non-Labor 526 469 521 485 516
NSE 0 0 0 0 0

Total 1,955 1,871 1,978 1,894 2,019
FTE 28.5 27.0 28.3 27.3 28.4

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO005.000 - Branch Offices

Category: A. Customer Service Operations

7. Branch Offices

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

0 0 0 0 0Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 Total 0 0 0 0.0

2010 Total 0 0 0 0.0

2011 Total 0 0 0 0.0

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Branch Offices 1OO005.000 Supplemental Workpaper 1 - Process Improvements - Branch Office Capacity Model

1
2
3
4
5
6
7
8
9

10
11
12

13
14
15
16
17
18
19
20
21
22
23
24
25

A B C D E F G H

ESS 24
Supervisor 6
TOTAL 30

5.5 FTE Reductions
2014 partial year savings (effective April 1) 203,110                       
2015-2016 Annual savings 285,000                       

TY 2016 GRC based upon 5.5 FTE's 

Original Headcount1 Reductions2
Reduced  

Headcount3
2014 FTE 

Reductions
2014 Savings 

(3/4 year)
2015-2016 FTE 

Reductions

2015-2016 
Savings 

(Full-Year)
Escondido 5 (1.5)                 3.0                     (1.1)                55,394               (1.5)                 77,727           
El Cajon 5 (2.0)                 3.0                     (1.5)                73,858               (2.0)                 103,636         
Chula Vista 6 (1.0)                 5.0                     (0.8)                36,929               (1.0)                 51,818           
Market Creek 4 -                  4.0                     -                   -                       -                    -                   
National City4 4 (1.0)                 3.0                     (0.8)                36,929               (1.0)                 51,818           
TOTAL 24.0                             (5.5)                 18.0                   (4.1)                203,110             (5.5)                 285,000         

1  Does not include Supervisor roles, only ESS'
2  5.5 full-time employee's moved to other groups

4  Savings resulting from National City Branch Office closure shown in Branch Offices 1OO005 Supplemental Workpaper 2 are in addition to these savings.

Original Headcount

3  Headcount based off of analyses and observations of employees' transaction volumes including processing payments, registering customers in company programs, 
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Branch Offices 1OO005.000 Supplemental Workpaper 2 - Closure of Branch Offices (pg. 1 of 3)

1
2
3
4
5
6
7
8
9
10

11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27

28

A B C D E F G

Labor National City Downtown Oceanside
Call center staffing for virtual ESS -$                     8,849$                  8,849$           Checkfree 152$            
Monthly audits -$                     1,794$                  1,794$           Training 293$            
Bi-monthly office visits -$                     1,269$                  1,269$           Audits 880$            
Daily inquiries to supervisors -$                     561$                     561$              Telephone 50$              
Management employee 74,500$              -$                      -$               Mileage 594$            
Full and part-time employees 21,000$              -$                      -$               Office supplies 50$              

Subtotal 95,500$              12,473$               12,473$        Total 2,020$        
Non-labor

Service agreement -$                     84,625$                33,403$         
Lease agreement 84,816$              38,196$                36,180$         National City 33,119$      
ADA remediation 1,214$                15,263$                794$              Downtown 25,592$      
ExpressPay maintenance agreement 7,275$                6,747$                  6,747$           Oceanside 11,152$      
Aromored transportation fees 4,119$                3,888$                  3,888$           Total 69,863$      
Training -$                     3,029$                  -$               
Telephone 910$                    423$                     332$              
ADA surveys 450$                    450$                     450$              Annual Savings
Mileage 3,220$                224$                     1,186$           Closure of three branch offices 472,017$    
Bank fees 265$                    265$                     265$              Estimated annual costs of one APL in Oceanside (2,020)$       
Security for Pricing Challenge 2,482$                -$                      -$               Estimated annual APL costs for increased volume (69,863)$     
Computer equipment 501$                    -$                      -$               Subtotal 400,135$    
Office supplies 4,955$                240$                     240$              
Facility maintenance 4,530$                -$                      -$               One time communication costs (85,065)$     

Subtotal 114,738$           153,349$             83,485$        Total 315,070$    

Total 210,238$           165,822$             95,958$        

472,017$      
Total (Annual Savings closure of National City, Downtown, and Oceanside 

Branch Offices)

One Time Costs (See pg. 3 of 3 for detail)

Annual Savings

Estimated annual APL costs for increased volume from closures 
(See pg. 2 of 3 for detail)

Oceanside - Estimated Additional Annual APL Non-Labor Costs

Cost to Achieve
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Branch Offices 1OO005.000 Supplemental Workpaper 2 - Closure of Branch Offices (pg. 2 of 3)

1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26

27
28
29

A B
Additional APL Costs

2013 Transactions 109,302                 
Volume to be moved to self-service (25%) 27,326                   
Volume to be moved to nearby APLs  (30%)1 32,791                   
Volume to be moved to nearby branch offices (45%) 49,186                   

National City Additional APL Costs2 33,119$                 

2013 Transactions 33,785                   
Volume to be moved to self-service (25%) 8,446                      
Volume to be moved to nearby APLs (75%) 25,339                   

Downtown Additional APL Costs2 25,592$                 

2013 Transactions 14,722                   
Volume to be moved to self-service (25%) 3,681                      
Volume to remain at converted APL  (75%)3 11,042                   

Oceanside Additional APL Costs2 11,152$                 

Total Additional APL Costs 69,863$                 

2Based off of 2013 APL Cost per Transaction of $1.01
3Oceanside Branch Office to be converted to an APL

National City

Downtown

Oceanside

1Based off statistics from temporary closure in 2009 at National City Branch 
Office where 30% moved to S&S Travel located next to the National City 
Branch Office
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Branch Offices 1OO005.000 Supplemental Workpaper 2 - Closure of Branch Offices (pg. 3 of 3)

12
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30
31
32
33
34
35
36
37

A B C D E F G
Communications Costs

Direct Mail Letter National City Downtown Oceanside
Cost for Quantity of 5,000 (one time cost) QTY 10,000 5,000 5,000

Spanish translation 300$                300$                300$            300$           
Tagalog translation 300$                300$                -$             -$            

Postage 1,800$             3,600$            1,800$         1,800$        
Printing 50$                  100$                50$              50$              

Total 2,450$            4,300$            2,150$        2,150$        
Newspaper Advertising

Ad development 5,000$             5,000$            5,000$         5,000$        
Placement Costs 15,000$          15,000$          15,000$      15,000$      

Total 20,000$          20,000$          20,000$      20,000$      
Insert Cards - Cost for Quantity of 12,500 
(5,000 English, 5,000 Spanish, 2,500 Tagalog) QTY 12,500 5,000 5,000

Design - English 480$                480$                480$            480$           
Design - Spanish 480$                480$                480$            480$           
Design - Tagalog 480$                480$                -$             -$            

Spanish translation 300$                300$                300$            300$           
Tagalog translation 300$                300$                -$             -$            

Printing - English 700$                700$                350$            350$           
Printing - Spanish 700$                700$                350$            350$           
Printing - Tagalog 350$                350$                -$             -$            

Total 3,790$            3,790$            1,960$        1,960$        
Fact Sheets - Cost for Quantity of 12,500 
(5,000 English, 5,000 Spanish, 2,500 Tagalog) QTY 12,500 5,000 5,000

Design - English 600$                600$                600$            600$           
Design - Spanish 600$                600$                600$            600$           
Design - Tagalog 600$                600$                -$             -$            

Spanish translation 300$                300$                300$            300$           
Tagalog translation 300$                300$                -$             -$            

Printing - English 745$                745$                373$            373$           
Printing - Spanish 745$                745$                373$            373$           
Printing - Tagalog 375$                375$                -$             -$            

Total 4,265$            4,265$            2,245$        2,245$        
National City Downtown Oceanside Total

Total Communication Costs 32,355$          26,355$      26,355$      85,065$  
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations
8. Customer Contact Center Operations

The Customer Contact Center (CCC) expenses cover the costs of answering customer telephone calls; 
responding to incoming email from customers; responding to customer inquiries through on-line chat 
features; answering written customer correspondence regarding customer account activity; following up on 
all California Public Utilities Commission telephone referrals and informal and formal customer complaints; 
and, responding to other customer account related inquiries.

Activity Description:

Labor - Zero-Based

A zero-based forecast method was used for CCC Operations labor because of the dynamics of various 
communication channels (phone, Interactive Voice Response [ìIVRî] and web) and progressive 
improvements in self-service, additional coaching of ESSs, additional focus on effective call handling, and 
standardized call scripting that all impact the ESS FTE requirements.  The forecast was built using CCC 
workforce management software and based on projected call volume, level of service (ìLOSî), average 
handle time (ìAHTî), agent occupancy,  and shrinkage .  

The base year actual performance results were used over historical averages to forecast the ESS-handled 
call volumes because 2013 is the best representation of what we expect for 2014-2016.  The 2013 
individual "transactions per electric meter" were applied to projected electric meters to obtain transaction 
volumes. The 2013 base year actual performance results were preferred over historical averages because 
changes in customer preferences of communication channel, new channel offer (CHAT), and self-service 
channel improvements (IVR, web and mobile) have fluctuated and thereby impacted ESS-handled calls in 
the last five years.

Forecast Explanations:

Non-Labor - Base YR Rec

A base year forecast method was used for the CCC Operations non-labor by applying the base year 
non-labor cost per FTE and multiplying that times the number of forecasted FTEs.  These non-labor 
expenses primarily consist of employee related expense, office supplies, office furniture, and headsets.  
(Communications, annual software maintenance, and telecommunication costs are captured under the 
CCC Support non-labor category).

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

9,271 8,591 8,5518,941 8,804 8,348 7,957Labor 8,429

94 236 357322 384 384 384Non-Labor 384

0 0 00 0 0 0NSE 0

9,365 8,827 8,9089,264 9,188 8,732 8,341Total 8,813

187.8 168.6 165.8179.5 174.0 169.7 161.0FTE 170.8

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Zero-Based 0 0 8,348 7,957 8,429 8,348 7,957 8,4290
Non-Labor Base YR Rec 384 384 0 0 0 384 384 384384
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 384 384 8,348 7,957 8,429 8,732 8,341 8,813384
FTE Zero-Based 0.0 0.0 169.7 161.0 170.8 169.7 161.0 170.80.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

8,5652014 0 0 8,565 174.2 1-Sided Adj

Labor forecast for CSRs/ESSs  Associate Supervisors  Supervisors, and Manager to support 
forecasted workload.  Forecasted ESS Call Volume equals 1.47 (2013 calls per active meter) 
times 1,414,346 forecasted electric meters = 2,080,069 ESS handled calls.  See CCC 
Operations1OO006.000 Supplemental Workpapers 1 through 3 - Historical Performances, Call 
Volume Forecast,and  e-Workforce Management FTE Requirements respectively for additional 
detail.

FTE forecast = 
122.0 FT ESS's - $5.889M ($23.12 hr.)
33.2 Part time ESS's - $1.280M ($18.47 hr.)
19 Management Staff (Manager, Assoc. Supervisors and Supervisors) - $1.396M

-482014 0 0 -48 -1.0 1-Sided Adj

Capital Project Impacts - IVR 2014 Capital Project #14023:  CSR/ESS labor benefits from 
Interactive Voice Response (IVR) 2014 capital project #14023 due to a reduction in the number 
of calls to the Customer Contact Center as more transactions will be diverted to the IVR for 
self-service.
-1 FTE (one-fourth of full-year benefit of 4 FTE's).
(1 FTE x 2088 hrs x $23.12/hr. = $48K)

-972014 0 0 -97 -2.0 1-Sided Adj

Capital Project Impacts - SEAd Phase 1 Capital Project #13009:  CSR/ESS labor benefits from 
the Smart Energy Advisor desktop (SEAd) Phase 1 capital project #13009.  This project will 
make it easier for CSRs/ESSs to obtain customer information and guide the conversation with 
customers, thus reducing the average handle time.
-2.0 FTE's (44% of 4.5 FTE full year benefit)
(2.0 FTE's x 2088 hrs x $23.12/hr. = $97K)

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. Labor NLbr NSE Total FTE Adj Type

-722014 0 0 -72 -1.5 1-Sided Adj

Change in Operating Hours:  Change in operating hours per AL. 2585-E/2279-G. effective May 
2014, implemented July 2014
(1.5 FTE's x 2088 hrs x $23.12/hr. = $72K)

8,3482014 Total 0 0 8,348 169.7

8,6472015 0 0 8,647 175.3 1-Sided Adj

Labor forecast for CSRs/ESSs  Associate Supervisors  Supervisors, and Manager to support 
forecasted workload.  Forecasted ESS Call Volume equals 1.47 (2013 calls per active meter) 
times 1,428,204 forecasted electric meters = 2,100,450 ESS handled calls.   See CCC 
Operations 1OO006.000 Supplemental Workpapers 1 through 3 - Historical Performances, Call 
Volume Forecast,and  e-Workforce Management FTE Requirements respectively for additional 
detail.

FTE forecast = 
126.0 FT ESS's - $6,083M ($23.12 hr.)
30.3 Part time ESS's - $1.168M ($18.47 hr.)
19 Management Staff (Manager, Assoc. Supervisors and Supervisors) - $1.396M

-1932015 0 0 -193 -4.0 1-Sided Adj

Capital Project Impacts - IVR 2014 Capital Project #14023:  CSR/ESS labor benefits from IVR 
2014 capital project #14023 due to a reduction in the number of calls to the Customer Contact 
Center as more transactions will be diverted to the IVR for self-service.

 -4 FTE s (full-year benefit).  
(4 FTE's x 2088 hrs x $23.12 hr. = $193K)

-3522015 0 0 -352 -7.3 1-Sided Adj

Capital Project Impacts - SEAd Phase 1 Capital Project #13009 and SEAd Phase 2 Capital 
Project #14017:  CSR/ESS labor benefits from the Smart Energy Advisor desktop (SEAd) 
Phase1 capital project #13009 and SEAd Phase 2 capital project #14017.  These projects will 
make it easier for CSRs/ESSs to obtain customer information and guide the conversation with 
customers, thus reducing the average handle time.  

Savings from SEAd Phase 1 (Capital Project #13009): -4.5 FTE (full year benefit).
(4.5 FTE's x  2088 hrs x $23.12/hr = $217K)
Savings from SEAd Phase 2 (Capital Project #14017) : -2.8FTE (full year benefit). 
(2.8 FTE's x 2088 hrs x $23.12/hr = $135K)

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 91 of 472



Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. Labor NLbr NSE Total FTE Adj Type

-1452015 0 0 -145 -3.0 1-Sided Adj

Change in Operating Hours:  Change in operating hours per AL. 2585-E/2279-G effective May 
2014, implemented in July 2014
(3.0 FTE's x 2088 hrs x $23.12/hr. = $145K)

7,9572015 Total 0 0 7,957 161.0

8,7582016 0 0 8,758 177.6 1-Sided Adj

Labor forecast for CSRs/ESSs  Associate Supervisors  Supervisors, and Manager to support 
forecasted workload.  Forecasted ESS Call Volume equals 1.47 (2013 calls per active meter) 
times 1,445,387 forecasted electric meters = 2,125,721 ESS handled calls. See CCC 
Operations 1OO006.000Supplemental Workpapers 1 through 3 - Historical Performances, Call 
Volume Forecast,and  e-Workforce Management FTE Requirements respectively for additional 
detail.

FTE forecast = 
128.3 FT ESS's - $6,194M ($23.12 hr.)
30.3 Part time ESS's - $1.168M ($18.47 hr.)
19 Management Staff (Manager, Assoc. Supervisors and Supervisors) - $1.396M

-1932016 0 0 -193 -4.0 1-Sided Adj

Capital Project Impacts - IVR 2014 Capital Project #14023:  CSR/ESS labor benefits from IVR 
Phase 4 capital project #14023 due to a reduction in the number of calls to the Customer 
Contact Center as more transactions will be diverted to the IVR for self-service.

 -4 FTE s (full-year benefit).  
(4 FTE's x 2088 hrs x $23.12 hr. = $193K)

See CCC Operations 1OO006.000 Supplemental Workpaper 4 - TY2016 - FTE Forecast 
Adjustment Calculations Summary for additional detail. (Reference Row 17)

-3522016 0 0 -352 -7.3 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Capial Project Impacts - SEAd Phase 1 Captial Project #13009 and SEAd Phase 2 Capital 
Project #14017:  CSR/ESS labor benefits from the Smart Energy Advisor Desktop (SEAd) 
Phase 1 capital project #13009 and SEAd Phase 2 capital project #14017.  These projects will 
make it easier for CSRs/ESSs to obtain customer information and guide the conversation with 
customers, thus reducing the average handle time. 

Savings from SEAd Phase 1 (Capital Project #13009): -4.5 FTE (full year benefit).
(4.5 FTE's x  2088 hrs x $23.12/hr = $217K)
Savings from SEAd Phase 2 (Capital Project #14017) : -2.8FTE (full year benefit). 
(2.8 FTE's x 2088 hrs x $23.12/hr = $135K)

See CCC Operations 1OO006.000 Supplemental Workpaper 4 - TY2016  FTE Forecast 
Adjustment Calculations Summary for additional detail.  (Reference Rows 18 and 19)

482016 0 0 48 1.0 1-Sided Adj

Customer Outreach Safety Checks:  1 FTE (CSR/ESS) at $48K annual salary to respond to 
customer inquiries and/or scheduling appointments as the result of proactively offering free gas 
appliance checks to residential customers.  Details can be found in the Direct Testimony of 
Sara Franke, Customer Service Field witness (Ex. SDGE-13).
See CCC Operations Supplemental Workpaper 4 - TY2016  FTE Forecast Adjustment 
Calculations Summary for additional detail.  (Reference Row 14)

2412016 0 0 241 5.0 1-Sided Adj

New Rate Options and Programs:  Assist Residential Customers with time varying rate options.  
(eg. SPP and Rate Reform) Estimate 80,000 calls from customers who are interested in the 
enrollment requiring 5 FTE to support the enrollment. 

(5.0 FTE's x 2088 hrs x $23.12/hr. = $241K)

See CCC Operations 1OO006.000 Supplemental Workpaper 4 - TY2016  FTE Forecast 
Adjustment Calculations Summary for additional detail. (Reference row 15)

722016 0 0 72 1.5 1-Sided Adj

CARE Enrollment:  CCC to take calls and process CARE enrollments.  Add 1.5 FTE to support 
this activities. (1.5 FTE x 2088 hrs x $23.12/hr = $72K)
See CCC Operations 1OO006.000 Supplemental Workpaper 4 - TY2016  FTE Forecast 
Adjustment Calculations Summary for additional detail. (Reference Row 16)

-1452016 0 0 -145 -3.0 1-Sided Adj

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Change in Operating Hours:  Change in operating hours per AL. 2585-E/2279-G effective May 
2014, implemented in July 2014
(3.0 FTE's x 2088 hrs x $23.12/hr. = $145K)
See CCC Operations 1OO006.000 Supplemental Workpaper 4 - TY2016  FTE Forecast 
Adjustment Calculations Summary for additional detail. (Reference Row 10)

8,4292016 Total 0 0 8,429 170.8

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 7,343 7,153 7,325 7,342 7,523
Non-Labor 85 298 227 352 384
NSE 0 0 0 0 0

Total 7,429 7,451 7,553 7,693 7,908
FTE 160.1 151.6 146.7 138.9 145.0

Adjustments (Nominal $) **

Labor 52 101 -132 -31 75
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 52 101 -132 -31 75
FTE 0.8 1.4 -1.9 3.9 3.1

Recorded-Adjusted (Nominal $)

Labor 7,395 7,254 7,194 7,311 7,599
Non-Labor 85 298 227 352 384
NSE 0 0 0 0 0

Total 7,481 7,552 7,421 7,663 7,983
FTE 160.9 153.0 144.8 142.8 148.1

Vacation & Sick (Nominal $)

Labor 1,142 1,155 1,060 1,059 1,205
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 1,142 1,155 1,060 1,059 1,205
FTE 26.9 26.5 23.8 23.1 25.9

Escalation to 2013$

Labor 733 533 338 180 0
Non-Labor 9 24 9 5 0
NSE 0 0 0 0 0

Total 742 557 346 186 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 9,271 8,941 8,591 8,551 8,804
Non-Labor 94 322 236 357 384
NSE 0 0 0 0 0

Total 9,365 9,264 8,827 8,908 9,188
FTE 187.8 179.5 168.6 165.9 174.0

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

52 101 -132 -31 75Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

52 101 -132 -31 75Total

0.8 1.4 -1.9 3.9 3.1FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -13 0 0 -0.2 CCTR Transf CSCHRAMM2013
1107224436920

Transfer labor/FTE costs associatiated with  Project Advisor function from cost center 
2100-0013 in work paper group 1OO006 CCC Operations  to cost center 2100-3516 in 
work paper group 1OO007 CCC Support to align function where it resides.

To 2100-3516.000

2009 54 0 0 0.8 CCTR Transf CSCHRAMM2013
1121182648267

Transfer costs associated with Customer Contact Center (CCC) Supervisor from 
2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 in work group 
1OO006 CCC Operations to align function where it resides.

From 2100-3512.000

2009 11 0 0 0.2 CCTR Transf CSCHRAMM2013
1121182727487

Transfer costs associated with Customer Contact Center (CCC) Associate Supervisor from 
2100-3515 in work group 1OO007 CCC Support to cost center 2100-0013 in work group 
1OO006 CCC Operations to align function where it resides.

From 2100-3515.000

2009 Total 52 0 0 0.8

2010 -11 0 0 -0.2 CCTR Transf CSCHRAMM2013
1107224607510

Transfer labor / FTE costs associatiated with Quality Observation Specialist function from 
cost center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 
2100-3517 in work paper group 1OO007 CCC Support to align function where it resides.

To 2100-3517.000

2010 111 0 0 1.6 CCTR Transf CSCHRAMM2013
1121182859997

Transfer costs associated with Customer Contact Center (CCC) Supervisor and Associate 
Supervisor from 2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 
in work group 1OO006 CCC Operations to align function where it resides.

From 2100-3512.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 Total 101 0 0 1.4

2011 -64 0 0 -0.8 CCTR Transf CSCHRAMM2013
1107223003443

Transfer labor/FTE costs associated with Business Advisor function from cost center 
2100-0013 in work group 1OO006 CCC Operations to cost center 2100-3518 in work group 
1OO007 CCC Support where function resides.

To 2100-3518.000

2011 -32 0 0 -0.6 CCTR Transf CSCHRAMM2013
1107224744710

Transfer labor / FTE costs associatiated with Quality Observation Specialist function from 
cost center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 
2100-3517 in work paper group 1OO007 CCC Support to align function where it resides.

To 2100-3517.000

2011 -93 0 0 -1.3 CCTR Transf CSCHRAMM2013
1107225014550

Transfer labor /  FTE costs associatiated with Complaint Resolution Supervisor, and Ops 
Support Analyst functions from 2100-0013 in work paper group 1OO006 CCC Operations  
to cost center 2100-3516 in work paper group 1OO007 CCC Support to align functions 
where they resides.

To 2100-3516.000

2011 58 0 0 0.8 CCTR Transf CSCHRAMM2013
1121182957867

Transfer costs associated with Customer Contact Center (CCC) Supervisor and Associate 
Supervisor from 2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 
in work group 1OO006 CCC Operations to align function where it resides.

From 2100-3512.000

2011 Total -132 0 0 -1.9

2012 249 0 0 7.2 CCTR Transf CSCHRAMM2013
1107222126730

Transfer labor / FTE costs associated with Energy Service Specialist Trainees labor from 
CC 2100-3515 in work paper group 1OO007 CCC Support to cost center 2100-0013 in 
work group 1OO006 CCC Operations to align costs where activity resides.

From 2100-3515.000

2012 -70 0 0 -0.6 CCTR Transf CSCHRAMM2013
1107222801067

Transfer labor / FTE costs associated with Project Manager function from 2100-0013 in 
work group 1OO006 CCC Operations to cost center 2100-3455 in work group 1OO008 
Residential Services to align costs where function resides.

To 2100-3455.000

2012 -70 0 0 -0.8 CCTR Transf CSCHRAMM2013
1107223338207

Transfer labor/FTE costs associated with Business Advisor function from cost center 
2100-0013 in work group 1OO006 CCC Operations to cost center 2100-3518 in work group 
1OO007 CCC Support where function resides.

To 2100-3518.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO006.000 - CCC Operations

Category: A. Customer Service Operations

8. Customer Contact Center Operations

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 -19 0 0 -0.4 CCTR Transf CSCHRAMM2013
1107225941373

Transfer labor / FTE costs associatiated with Training Coordinator function from cost 
center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 2100-3515 
in work paper group 1OO007 CCC Support to align function where it resides.

To 2100-3515.000

2012 -121 0 0 -1.5 CCTR Transf CSCHRAMM2013
1107230101007

Transfer labor / FTE costs associatiated with CCC Ops Support Analyst, Complaint 
Resolution Supervisor, and Service Coordinator functions from cost center 2100-0013 in 
work paper group 1OO006 CCC Operations  to cost center 2100-3516 in work paper group 
1OO007 CCC Support to align functions where they resides.

To 2100-3516.000

2012 Total -31 0 0 3.9

2013 -132 0 0 -2.1 CCTR Transf CSCHRAMM2014
0213173127597

Transfer labor associated with CCC Support function from cost center 2100-0013 in work 
group 1OO006 CCC Operations to cost center 2100-3515 in work group 1OO007 CCC 
Support, to align costs where activity resides.

To 2100-3515.000

2013 156 0 0 4.5 CCTR Transf CSCHRAMM2014
0213173755263

Transfer labor associated with CCC Operations function from cost center 2100-3515 in 
work group 1OO007 CCC Support to cost center 2100-0013 in work group 1OO006 CCC 
Operations, to align costs where activity resides.

From 2100-3515.000

2013 51 0 0 0.7 CCTR Transf CSCHRAMM2014
0213173922533

Transfer labor associated with CCC Operations function from cost center 2100-3517 in 
work group 1OO007 CCC Support to cost center 2100-0013 in work group 1OO006 CCC 
Operations, to align costs where activity resides.

From 2100-3517.000

2013 Total 75 0 0 3.1

Note:  Totals may include rounding differences.
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Customer Contact Center Operations 1OO006.000 Supplemental Workpaper 1 - Historical Performances
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A B C D E F G H
2009 2010 2011 2012 2013 5-year average Comments

Transaction Statistics
ESS-ans w/ VH 2,436,338 2,353,875 2,242,137 2,127,497 2,066,645 2,245,298 ESS-handled calls including virtual holds
IVR SS 406,549 565,140 522,581 521,666 535,836 510,354 IVR self-service transactions

Web and Mobile SS 3,083 12,808 41,811 63,620 171,461 58,557
Increase in Web SS in 2013 was from full automation of WEX by 
adding Turn-on, Turn-off, ASO to Web.

Email 137,762 163,718 158,485 156,330 62,209 135,701

The large reduction in email from 2012 to 2013 was due to the 
automation/transfer of Web Enabled Channel (WEX) to Web SS. 
ESS stopped processing customer requests in KANA for Turn-on, 
Shut-off, Appliance Service Order requests. Those requests became 
Web SS transactions. 

Chat 0 0 0 0 4,295 859 Chat functionality was introduced in 2013.
Abandoned 119,214 114,837 89,352 91,789 98,530 102,744
Pay-by-Phone 81,870 74,163 59,502 58,514 54,340 65,678
ESS-ans w/ VH + IVR SS 2,842,887 2,919,015 2,764,718 2,649,163 2,602,481 2,755,653

ESS-ans w/ VH + IVR SS + Web and Mobile SS 2,845,970 2,931,823 2,806,529 2,712,783 2,773,942 2,814,209
ESS-ans w/ VH + IVR SS + Web and Mobile SS 
+ Email + Chat 2,983,732 3,095,541 2,965,014 2,869,113 2,840,446 2,950,769 Total CCC Contacts

Transaction rate per Electric Meter
Electric Meters (EM) 1,375,326 1,382,924 1,390,704 1,397,678 1,405,218 1,390,370 Ken Shiermeyer Ex. SDG&E-31
ESS-ans w/ VH per EM 1.77 1.70 1.61 1.52 1.47 1.62
IVR SS calls per EM 0.30 0.41 0.38 0.37 0.38 0.37
Web and Mobile SS per EM 0.00 0.01 0.03 0.05 0.12 0.04
Email per EM 0.10 0.12 0.11 0.11 0.04 0.10
Chat per EM 0.00 0.00 0.00 0.00 0.00 0.00
Pay-by-Phone per EM 0.06 0.05 0.04 0.04 0.04 0.05

Performance Metrics

IVR & Web SS rate 14.39% 19.71% 20.11% 21.58% 25.50% 20.26%
Total self-service rate equals sum of (IVR SS and Web SS) divided 
by the sum of (IVR SS, Web SS and CSR-ans w/ VH)

AHT 273 258 259 273 274 267 Calculated values from Data Warehouse LOS table
ESS LOS 72.32% 70.97% 71.86% 64.96% 68.86% 69.79% Agent LOS. Calculated values from DW LOS table
ESS&IVR LOS 76.12% 76.38% 77.01% 71.63% 75.04% 75.24% Agent and IVR LOS. Calculated values from DW LOS table

Occupancy 87.27% 87.85% 85.53% 86.88%
Partial data for 2011. Using 2013 occupancy rate which is the better 
indicator of future occupancy rate

Abandoned rate 4.66% 4.65% 3.83% 4.14% 4.55% 4.37%
Abandoned calls divided by the sum of (Abandoned and CSR-ans w/ 
VH)

Shrinkage 30.53%
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Customer Contact Center Operations 1OO006.000 Supplemental Workpaper 2 - Call Volume Forecast

1

2

3
4
5
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7
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9
10
11
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16
17
18
19
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23
24
25
26
27
28
29
30

A B C D E F

Transactions Forecast
2013 actual 2014 fcst 2015 fcst 2016 fcst Commment

Electric Meters (EM) 1,405,218 1,414,346 1,428,204 1,445,387 Ken Shiermeyer Ex. SDG&E-31
ESS-ans w/ VH per EM 1.47 1.47 1.47 1.47
IVR SS calls per EM 0.38 0.38 0.38 0.38
Web and Mobile SS per EM 0.12 0.12 0.12 0.12
Email per EM 0.04 0.04 0.04 0.04
Chat 0.00 0.00 0.00 0.00
Pay-by-Phone per EM 0.04 0.04 0.04 0.04

ESS-ans w/ VH 2,066,645 2,080,069 2,100,450 2,125,721used in EWFM runs
IVR SS 535,836 539,317 544,601 551,153
Web and Mobile SS 171,461 172,575 174,266 176,362
Email 62,209 62,613 63,227 63,987
Chat 4,295 4,323 4,365 4,418
Pay-by-Phone 54,340 54,693 55,229 55,893
ESS-ans w/ VH + IVR SS + Web and Mobile SS 2,773,942 2,791,961 2,819,317 2,853,237
ESS-ans w/ VH + IVR SS + Web and Mobile SS + Email + 
Chat 2,840,446 2,858,897 2,886,909 2,921,642Total Customer Contacts

Performance Metrics
2013 actual 2014 fcst 2015 fcst 2016 fcst

IVR & Web SS rate 25.50% 25.50% 25.50% 25.50%
AHT 274 274 274 274 used in EWFM runs
ESS LOS 68.86% 70.00% 70.00% 70.00%used in EWFM runs
ESS&IVR LOS 75.04% 77.00% 77.00% 77.00%
Occupancy 85.53% 85.53% 85.53% 85.53%used in EWFM runs
Abandoned rate 4.55% 4.55% 4.55% 4.55%
Shrinkage 30.53% 30.53% 30.53% 30.53%used in EWFM runs

Zero Base forecast method: 2013 individual "transactions per electric meter" times forecasted electric meters to obtain 
transactions forecasts. 
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Customer Contact Center Operations 1OO006.000 Supplemental Workpaper 3 - e-Workforce Management FTE Requirements
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A B C D E F G H I J

Preparation for and recording e-Workforce Management (eWFM) runs:

Step 1: Calculate 3-year average monthly call volumes from 2011, 2012 and 2013 actuals

Month 2011 2012 2013 3-Y Average% of total
Jan 182,796 183,988 199,025 188,603 8.79%
Feb 174,697 171,649 171,423 172,590 8.04%
Mar 197,848 178,636 178,670 185,051 8.63%
Apr 176,232 159,544 177,858 171,211 7.98%
May 177,747 167,734 167,027 170,836 7.96%
Jun 183,132 171,997 161,598 172,242 8.03%
Jul 180,001 175,358 174,111 176,490 8.23%
Aug 202,990 192,075 179,042 191,369 8.92%
Sep 197,455 169,143 168,536 178,378 8.31%
Oct 194,715 194,007 176,540 188,421 8.78%
Nov 191,992 188,802 154,172 178,322 8.31%
Dec 182,532 174,564 158,643 171,913 8.01%
Total ESS Calls w/VH 2,242,137 2,127,497 2,066,645 2,145,426 100.00%

Month 2013 ACTUAL2014 FCST2015 FCST 2016 FCST
Jan 181,677 182,858 184,649 186,871
Feb 166,252 167,332 168,972 171,004
Mar 178,256 179,414 181,172 183,352
Apr 164,924 165,996 167,622 169,639
May 164,563 165,632 167,255 169,267
Jun 165,917 166,995 168,632 170,660
Jul 170,009 171,114 172,790 174,869
Aug 184,342 185,539 187,357 189,611
Sep 171,828 172,944 174,639 176,740
Oct 181,502 182,681 184,471 186,690
Nov 171,774 172,890 174,584 176,684
Dec 165,600 166,676 168,309 170,334
Total ESS Calls w/VH 2,066,645 2,080,069 2,100,450 2,125,721

ESS Call 
Volume 
Forecast

Test cases
Total ESS 

Calls w/VH AHT ESS LOS Occupancy Shrinkage
eWFM FTE 

requirement

Email & 
Chat 

support

Special 
Service 
Desk

Total ESS 
requirement

Y2013 2,066,645 274 68.86% 85.53% 30.53% 147.51 3 4 154.5
2014 FCST 2,080,069 274 70.00% 85.53% 30.53% 148.16 3 4 155.2
2015 FCST 2,100,450 274 70.00% 85.53% 30.53% 149.29 3 4 156.3
2016 FCST 2,125,721 274 70.00% 85.53% 30.53% 151.60 3 4 158.6

Step 2: Calculate monthly call volumes from 3-year average monthly call percentages and annual call 
volumes for 2013, 2014 fcst, 2015 fcst, 2016 fcst

Steps 3, 4, 5: EWFM Test Cases and Results

1. Calculate 3-year average monthly call volumes and percentages from 2011, 2012 and 2013 actuals
2. Calculate monthly call volumes using 3-year average monthly call percentages and annual call volumes for 
2013, 2014 fcst, 2015 fcst, 2016 fcst
3. Provide the LOS team with the list of eWFM test cases including monthly call volumes, target AHT, ESS LOS, 
occupancy and shrinkage
4. Use the highest monthly staffing requirement for annual staffing requirements
5. Summarize eWFM run results

ESS-ans w/VH

2013 Base Year Performance Metrics
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Customer Contact Center Operations 1OO006.000 Supplemental Workpaper 4 - TY2016 FTE Forecast Adjustment Calculations Summary
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Process for calculating ESS FTE forecast adjustments:

Scenario
(A) TY2016 
Call volume

(B) AHT in 
seconds

(C) = (A) * (B) 
call*seconds

(D) FTE 
requirements

(E) = (C) / (D) 
call*seconds 

per FTE

TY2016 
Labor 

Forecast 
($000) Comments

TY2016 
Requirements - 
eWFM 2,125,721 274 582,447,554 151.6 3,842,002 $7,362

TY2016 before any upward/downward pressures. Note:  cell G10 
includes the costs associated with the eWFM FTE forecast of 151.6 plus 
the 7 additional FTE's required for Email & Chat Support and the Special 
Service Desk forecast for a total ESS FTE forecast of 158.6. 
TY2016 ESS Zero-based Labor Forecast Calculation:  (128.3 Full-Time FTEs 
x $23.12 hrly rate x 2088 hours = $6.194M) plus (30.3 Part-time FTEs x 
$18.47 hrly rate x 2088 hours = $1.168M) = $7.362M

After Operating 
Hour Change 
implemented in 
2014 2,125,721 274 582,447,554 148.6 3,919,566 -$145

Reduce 3 of 15 positions currently working the shifts between 8 p.m. and 
7 a.m. therefore the number of call*seconds per FTE increases.  (Note:  
The e-WFM FTE requirement of 148.6 shown in cell E11 does not include 
the 7 additional FTE's required for Email & Chat Support and the Special 
Service Desk.) 
TY2016 ESS Labor Forecast Adjustment Calculation:  (3 FTEs x $23.12 
hrly. rate x 2088 hrs.  = $145K)

Forecast 
Adjustment

(A) Change 
in call 

volume

(B) Change in 
AHT in 

seconds

(C) = (A) * (B) 
Change in 

call*seconds

(D) 
call*seconds 

per FTE
(E) = (C) / (D) 
FTE change

TY2016 
Labor 

Forecast 
($000) Comments

Customer Outreach 
Safety Checks 17,000 242 4,114,000 3,919,566 1.0 $48

Estimated 17,000 customers will call. Lowered the AHT from the 
Seasonal Appliance Service Order average of 252 seconds to 242 
seconds. It was assumed that only 40% of callers will schedule for the 
safety check therefore the average call duration will be shorter.  
TY2016 ESS Labor Forecst Adjustment Calculation (1 FTE x $23.12 hrly. 
rate x 2088 hrs. = $48K)

New Rate Options 
and Programs 80,000 244 19,520,000 3,919,566 5.0 $241

Estimated 80,000 customers will call. Lowered the AHT from the Billing 
Calls average of 254 seconds to 244 seconds. It was assumed that call 
duration will be shorter because the agents will be equipped with tools 
and standardized guidances to assist customers. 
TY2016 ESS Labor Forecast Adjustment Calculation (5 FTEs x $23.12 hrly. 
rate x 2088 hrs. = $241K)

CARE Enrollment 20,000 290 5,800,000 3,919,566 1.5 $72

Estimated agents will process 20,000 CARE applications at an AHT of 290 
seconds per application.  
TY2016 ESS Labor Forecast Adjustment Calculation (1.5 FTE x $23.12 hrly. 
rate  x 2088 hrs. = $72K)

IVR 2014 Capital 
Project #14023 (57,000) 274 (15,618,000) 3,919,566 (4.0) -$193

Estimated 57,000 calls will be avoided and employed the system average 
AHT of 274 seconds for the estimate. 
TY2016 ESS Labor Forecast Adjustment Calculation (-4 FTEs x $23.12 hrly. 
rate x 2088 hrs. = -$193)

SEAd Phase 1 
Capital Project 
#13009 2,185,721 (8) (17,485,768) 3,919,566 (4.5) -$217

Call volume is the total of 2016 base and all upward/downward 
pressures. Estimated the project will lower the overall AHT by 8 seconds.  
TY2016 ESS Labor Forecast Adjustment Calculation (-4.5 FTEs x $23.12 
hrly. rate x 2088 hrs. = -$217)

SEAd Phase 2 
Capital Project 
#14017 2,185,721 (5) (10,928,605) 3,919,566 (2.8) -$135

Call volume is the total of 2016 base and all upward/downward 
pressures. Estimated the project will lower the overall AHT by 5 seconds. 
TY2016 ESS Labor Forecast Adjustment Calculation (-2.8 FTEs x $23.12 
hrly. rate x 2088 hrs. = -$135)

Table 2

Table 1

2. Calculate the number of "call*seconds" per FTE by taking forecasted call volume x 2013 base 
year AHT. The numbers are presented in Table 1. 

1. The Zero-based TY2016 labor forecast was determined by the eWFM application based on a set 
of input values for call volume, AHT, LOS, occupancy and shrinkage using 2013 base year 
performance metrics. 

3. For the Change in Operating Hours, 3 FTE will be eliminated without any changes in call volume 
or AHT. Therefore the number "call*seconds" per FTE will increase after the initiative 
implemented in 2014; calculation and result are shown in Table 1. The "call*seconds" per FTE will 
be later used to calculate FTE addition or reduction for each individual forecast adjustment.
4. For each individual forecast adjustment that changes the call volume or the Average Handle 
Time (AHT), FTE impact is calculated by dividing the total "call*seconds" change by the 
"call*seconds" per FTE after the implementation of the Operating Hour Change initiative; 
calculation and result are presented in Table 2.

eWFM FTE - See CCC Operations 
1OO006.000 Supplemental 
Workpaper 3 -eWFM FTE 
Requirements 
G48
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations
9. Customer Contact Center Support

Customer Contact Center (CCC) Support work group activities include resource planning and scheduling; 
technology support; training; quality assurance; policy and procedures support; planning and analysis 
functions; and clerical support. And also includes the costs associated with software licensing and 
maintenance, and telephone expenses.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because the workgroup experienced reorganizational changes that 
began in 2010 and completed in 2012.   The changes consisted of moving the Level of Service (ìLOSî) 
team from SoCalGas to SDG&E in 2010.  In addition, three new positions were added in 2012 to: (1) 
support analytics, and review processes and enhancements for CCC systems including IVR, ClickFox, 
Nexedia and Data Warehouse; (2) monitor real-time level of service, call volume forecasting, resource 
planning and dispatch for the ESSs; and (3) to assist in training, coordination, planning and scheduling.   
Therefore, the base year provides a reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

1,300 1,300 1,4031,154 1,313 1,313 1,313Labor 1,313

993 1,088 9031,251 1,009 1,060 1,224Non-Labor 1,082

0 0 00 0 0 0NSE 0

2,293 2,389 2,3062,405 2,322 2,373 2,537Total 2,395

19.7 19.5 21.718.0 20.3 20.3 20.3FTE 20.3

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 1,313 1,313 0 0 0 1,313 1,313 1,3131,313
Non-Labor Base YR Rec 1,009 1,009 51 215 73 1,060 1,224 1,0821,009
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 2,322 2,322 51 215 73 2,373 2,537 2,3952,322
FTE Base YR Rec 20.3 20.3 0.0 0.0 0.0 20.3 20.3 20.320.3

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 36 0 36 0.0 1-Sided Adj

Upgrade Apsect/EWFM software used for forecasting and scheduling ESS

02014 15 0 15 0.0 1-Sided Adj

Upgrade Nexidia software used for call analytics

02014 Total 51 0 51 0.0

02015 25 0 25 0.0 1-Sided Adj

Acquire additional NICE (call recording) licenses

02015 117 0 117 0.0 1-Sided Adj

Call Recording Replacement Project

02015 73 0 73 0.0 1-Sided Adj

Capital Project Impacts:  Annual software maintenance fee resulting from the implementation of 
the SEAd Capital Projects #13009 and #14017.

02015 Total 215 0 215 0.0

02016 73 0 73 0.0 1-Sided Adj

Capital Project Impacts:  Annual software maintenance fee resulting from the implementation of 
the SEAd Capital Projects #13009 and #14017.

Note:  Totals may include rounding differences.
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Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02016 Total 73 0 73 0.0

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 1,807 1,741 1,137 1,239 1,135
Non-Labor 1,078 1,384 1,285 889 907
NSE 0 0 0 0 0

Total 2,885 3,125 2,422 2,128 2,042
FTE 24.2 22.9 16.8 23.2 19.5

Adjustments (Nominal $) **

Labor -770 -805 -48 -39 -2
Non-Labor -180 -227 -237 0 102
NSE 0 0 0 0 0

Total -950 -1,032 -285 -39 101
FTE -7.3 -7.5 0.0 -4.5 -2.3

Recorded-Adjusted (Nominal $)

Labor 1,037 936 1,089 1,200 1,134
Non-Labor 898 1,157 1,048 889 1,009
NSE 0 0 0 0 0

Total 1,936 2,093 2,137 2,089 2,143
FTE 16.9 15.4 16.8 18.7 17.2

Vacation & Sick (Nominal $)

Labor 160 149 160 174 180
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 160 149 160 174 180
FTE 2.8 2.7 2.7 3.0 3.0

Escalation to 2013$

Labor 103 69 51 30 0
Non-Labor 95 94 41 14 0
NSE 0 0 0 0 0

Total 197 162 92 43 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 1,300 1,154 1,300 1,403 1,313
Non-Labor 993 1,251 1,088 903 1,009
NSE 0 0 0 0 0

Total 2,293 2,405 2,389 2,306 2,322
FTE 19.7 18.1 19.5 21.7 20.2

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-770 -805 -48 -39 -2Labor

-180 -227 -237 0 102Non-Labor

0 0 0 0 0NSE

-950 -1,032 -285 -39 101Total

-7.3 -7.5 0.0 -4.5 -2.3FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 -109 0 0.0 1-Sided Adj CSCHRAMM2013
1107221046890

Exclude Katz patent infringement settlement charges from cost center 2100-0019 in work 
group 1OO007 CCC Support.

N/A

2009 -304 -3 0 -3.8 CCTR Transf CSCHRAMM2013
1107221220710

Transfer labor, FTE, and non-labor costs associated with IT Tech Support function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2009 -232 -5 0 -1.8 CCTR Transf CSCHRAMM2013
1107221601690

Transfer labor, FTE, and non-labor costs associated with IT Tech Manager function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2009 0 -34 0 0.0 CCTR Transf CSCHRAMM2013
1107223742667

Transfer costs associated with software maintenance (Kana) charged to SCG billing 
internal order 7037650 from cost center 2100-0019 in work group 1OO007 SDG&E CCC 
Support to SCG cost center 2200-0404 in work group 2OO001 SCG CCC Support where 
activity resides.

To 2200-0404.000

2009 13 0 0 0.2 CCTR Transf CSCHRAMM2013
1107224436920

Transfer labor/FTE costs associatiated with  Project Advisor function from cost center 
2100-0013 in work paper group 1OO006 CCC Operations  to cost center 2100-3516 in 
work paper group 1OO007 CCC Support to align function where it resides.

From 2100-0013.000

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 109 of 472



Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2009 -182 0 0 -0.9 CCTR Transf CSCHRAMM2013
1121182148840

Transfer costs associated with SCG Customer Contact Center (CCC) Director from cost 
center 2100-3510 in work group 1OO007 SDG&E CCC Support to SCG cost center 
2200-0401 in work group 2OO001 SCG CCC Support where activity resides.

To 2200-0401.000

2009 -54 0 0 -0.8 CCTR Transf CSCHRAMM2013
1121182648267

Transfer costs associated with Customer Contact Center (CCC) Supervisor from 
2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 in work group 
1OO006 CCC Operations to align function where it resides.

To 2100-0013.000

2009 -11 0 0 -0.2 CCTR Transf CSCHRAMM2013
1121182727487

Transfer costs associated with Customer Contact Center (CCC) Associate Supervisor from 
2100-3515 in work group 1OO007 CCC Support to cost center 2100-0013 in work group 
1OO006 CCC Operations to align function where it resides.

To 2100-0013.000

2009 0 -29 0 0.0 CCTR Transf RMCHRIST20131
112082722763

Transfer costs associated with software ,computer maintenance charged to SDG&E billing 
internal order 300589479 from cost center 2200-0404 in work group 2OO001 SCG Support 
to SDG&E cost center 2100-0019 in work group 1OO007 SDG&E CCC Support where 
activity resides.

From 2200-0404.000

2009 Total -770 -180 0 -7.3

2010 -298 -12 0 -3.5 CCTR Transf CSCHRAMM2013
1107221328560

Transfer labor, FTE, and non-labor costs associated with IT Tech Support function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2010 -226 -6 0 -1.7 CCTR Transf CSCHRAMM2013
1107221705560

Transfer labor, FTE, and non-labor costs associated with IT Tech Manager function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2010 0 -303 0 0.0 CCTR Transf CSCHRAMM2013
1107223849000

Transfer costs associated with software maintenance (Kana, Nexidia) charged to SCG 
billing internal order 7037650 from cost center 2100-0019 in work group 1OO007 SDG&E 
CCC Support to SCG cost center 2200-0404 in work group 2OO001 SCG CCC Support 
where activity resides. .

To 2200-0404.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 11 0 0 0.2 CCTR Transf CSCHRAMM2013
1107224607510

Transfer labor / FTE costs associatiated with Quality Observation Specialist function from 
cost center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 
2100-3517 in work paper group 1OO007 CCC Support to align function where it resides.

From 2100-0013.000

2010 -181 0 0 -0.9 CCTR Transf CSCHRAMM2013
1121182235890

Transfer costs associated with SCG Customer Contact Center (CCC) Director from cost 
center 2100-3510 in work group 1OO007 SDG&E CCC Support to SCG cost center 
2200-0401 in work group 2OO001 SCG CCC Support where activity resides.

To 2200-0401.000

2010 -111 0 0 -1.6 CCTR Transf CSCHRAMM2013
1121182859997

Transfer costs associated with Customer Contact Center (CCC) Supervisor and Associate 
Supervisor from 2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 
in work group 1OO006 CCC Operations to align function where it resides.

To 2100-0013.000

2010 0 94 0 0.0 CCTR Transf RMCHRIST20131
111111508593

Transfer costs associated with software, computer maintenance charged to SDG&E billing 
internal order 300589479 from cost center 2200-0404 in work group 2OO001 SCG CCC 
Support to SDG&E cost center 2100-0019 in work group 1OO007 SDG&E CCC Support 
where activity resides.

From 2200-0404.000

2010 Total -805 -227 0 -7.5

2011 -163 -7 0 -1.7 CCTR Transf CSCHRAMM2013
1107221427490

Transfer labor, FTE, and non-labor costs associated with IT Tech Support function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2011 -6 -0.506 0 -0.1 CCTR Transf CSCHRAMM2013
1107221831967

Transfer labor, FTE, and non-labor costs associated with IT Tech Manager function from 
cost center 2100-0019 in Work Paper Group 1OO007 CCC Support to cost center 
2100-0642 in Work Paper Group 1IT001 Information Technology to align function where 
activity resides.

To 2100-0642.000

2011 64 0 0 0.8 CCTR Transf CSCHRAMM2013
1107223003443

Transfer labor/FTE costs associated with Business Advisor function from cost center 
2100-0013 in work group 1OO006 CCC Operations to cost center 2100-3518 in work group 
1OO007 CCC Support where function resides.

From 2100-0013.000

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 111 of 472



Workpaper:
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Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2011 0 -261 0 0.0 CCTR Transf CSCHRAMM2013
1107224215740

Transfer costs associated with software, computer maintenance (Kana, Nexidia, NARC, 
Avaya, and Nice) charged to SCG billing internal order 7054940 from cost center 
2100-0019 in work group 1OO007 SDG&E CCC Support to SCG cost center 2200-0404 in 
work group 2OO001 SCG CCC Support where activity resides.

To 2200-0404.000

2011 32 0 0 0.6 CCTR Transf CSCHRAMM2013
1107224744710

Transfer labor / FTE costs associatiated with Quality Observation Specialist function from 
cost center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 
2100-3517 in work paper group 1OO007 CCC Support to align function where it resides.

From 2100-0013.000

2011 93 0 0 1.3 CCTR Transf CSCHRAMM2013
1107225014550

Transfer labor /  FTE costs associatiated with Complaint Resolution Supervisor, and Ops 
Support Analyst functions from 2100-0013 in work paper group 1OO006 CCC Operations  
to cost center 2100-3516 in work paper group 1OO007 CCC Support to align functions 
where they resides.

From 2100-0013.000

2011 -10 0 0 -0.1 CCTR Transf CSCHRAMM2013
1121182349287

Transfer costs associated with SCG Customer Contact Center (CCC) Director from cost 
center 2100-3510 in work group 1OO007 SDG&E CCC Support to SCG cost center 
2200-0401 in work group 2OO001 SCG CCC Support where activity resides.

To 2200-0401.000

2011 -58 0 0 -0.8 CCTR Transf CSCHRAMM2013
1121182957867

Transfer costs associated with Customer Contact Center (CCC) Supervisor and Associate 
Supervisor from 2100-3512 in work group 1OO007 CCC Support to cost center 2100-0013 
in work group 1OO006 CCC Operations to align function where it resides.

To 2100-0013.000

2011 0 32 0 0.0 CCTR Transf RMCHRIST20131
111111548373

Transfer costs associated with software, computer maintenance charged to SDG&E billing 
internal order 300589479 from cost center 2200-0404 in work group 2OO001 SCG CCC 
Support to SDG&E cost center 2100-0019 in work group 1OO007 SDG&E CCC Support 
where activity resides.

From 2200-0404.000

2011 Total -48 -237 0 0.0

2012 -249 0 0 -7.2 CCTR Transf CSCHRAMM2013
1107222126730

Transfer labor / FTE costs associated with Energy Service Specialist Trainees labor from 
CC 2100-3515 in work paper group 1OO007 CCC Support to cost center 2100-0013 in 
work group 1OO006 CCC Operations to align costs where activity resides.

To 2100-0013.000

Note:  Totals may include rounding differences.
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1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 70 0 0 0.8 CCTR Transf CSCHRAMM2013
1107223338207

Transfer labor/FTE costs associated with Business Advisor function from cost center 
2100-0013 in work group 1OO006 CCC Operations to cost center 2100-3518 in work group 
1OO007 CCC Support where function resides.

From 2100-0013.000

2012 19 0 0 0.4 CCTR Transf CSCHRAMM2013
1107225941373

Transfer labor / FTE costs associatiated with Training Coordinator function from cost 
center 2100-0013 in work paper group 1OO006 CCC Operations  to cost center 2100-3515 
in work paper group 1OO007 CCC Support to align function where it resides.

From 2100-0013.000

2012 121 0 0 1.5 CCTR Transf CSCHRAMM2013
1107230101007

Transfer labor / FTE costs associatiated with CCC Ops Support Analyst, Complaint 
Resolution Supervisor, and Service Coordinator functions from cost center 2100-0013 in 
work paper group 1OO006 CCC Operations  to cost center 2100-3516 in work paper group 
1OO007 CCC Support to align functions where they resides.

From 2100-0013.000

2012 Total -39 0 0 -4.5

2013 74 0 0 0.8 CCTR Transf CSCHRAMM2014
0205184637780

Transfer labor and FTE associated with Customer Contact Center Business Analyst 
function from cost center 2100-3455 in Work Paper Group 1OO008 (Residential Services) 
to cost center 2100-3518 In Work Paper Group 1OO007 (Customer Contact Center - 
Support) to align costs where function resides.

From 2100-3455.000

2013 132 0 0 2.1 CCTR Transf CSCHRAMM2014
0213173127597

Transfer labor associated with CCC Support function from cost center 2100-0013 in work 
group 1OO006 CCC Operations to cost center 2100-3515 in work group 1OO007 CCC 
Support, to align costs where activity resides.

From 2100-0013.000

2013 -156 0 0 -4.5 CCTR Transf CSCHRAMM2014
0213173755263

Transfer labor associated with CCC Operations function from cost center 2100-3515 in 
work group 1OO007 CCC Support to cost center 2100-0013 in work group 1OO006 CCC 
Operations, to align costs where activity resides.

To 2100-0013.000

2013 -51 0 0 -0.7 CCTR Transf CSCHRAMM2014
0213173922533

Transfer labor associated with CCC Operations function from cost center 2100-3517 in 
work group 1OO007 CCC Support to cost center 2100-0013 in work group 1OO006 CCC 
Operations, to align costs where activity resides.

To 2100-0013.000

Note:  Totals may include rounding differences.
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1OO007.000 - CCC Support

Category: A. Customer Service Operations

9. Customer Contact Center Support

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 60 0 0.0 CCTR Transf CSCHRAMM2014
0514141403607

Transfer non-labor costs associated with Live Chat from Communications Work Group 
1OO010 cost center 2100-3167 to CCC Support Work Group 1OO007 cost center 
2100-0019 to align costs where activity/ function resides.

From 2100-3167.000

2013 0 43 0 0.0 CCTR Transf RMCHRIST20140
210135428873

Transfer SDG&E portion of Aspect Expense from cost center 2200-0404 in work group 
2OO001 CCC-Support to cost center 2100-0119 in work group 1OO007 CCC-Support 
SDG&E.

From 2200-0404.000

2013 Total -2 102 0 -2.3

Note:  Totals may include rounding differences.
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Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
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1OO012.000 - Other Office

Category: A. Customer Service Operations
10. Other Office

The Customer Service Other Office work group contains the Vice President of Customer Services and a 
Business Planning & Budget Project Manager.  The Vice President provides oversight and leadership for all 
Customer Services activities.  The Business Planning & Budgets Project Manager provides support and 
guidance to the Customer Service organization in all aspects of budget planning, outlooks, key 
performance indicators and acts as a liaison between operations and the financial department of the 
company.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 represents the current activity level and is not 
expected to change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical 
in nature and should remain constant for 2014 through TY 2016.    Therefore, the base year provides a 
reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

516 423 437400 588 588 588Labor 588

312 462 1,00749 283 283 283Non-Labor 283

0 0 00 0 0 0NSE 0

828 885 1,443449 871 871 871Total 871

3.4 3.2 3.12.8 4.3 4.3 4.3FTE 4.3

Note:  Totals may include rounding differences.
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1OO012.000 - Other Office

Category: A. Customer Service Operations

10. Other Office

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 588 588 0 0 0 588 588 588588
Non-Labor Base YR Rec 283 283 0 0 0 283 283 283283
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 871 871 0 0 0 871 871 871871
FTE Base YR Rec 4.3 4.3 0.0 0.0 0.0 4.3 4.3 4.34.3

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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1OO012.000 - Other Office

Category: A. Customer Service Operations

10. Other Office

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 726 581 420 409 593
Non-Labor 1,029 255 632 1,445 733
NSE 0 0 0 0 0

Total 1,755 836 1,052 1,854 1,326
FTE 4.0 3.6 3.5 3.2 4.6

Adjustments (Nominal $) **

Labor -314 -257 -66 -35 -86
Non-Labor -746 -210 -187 -454 -450
NSE 0 0 0 0 0

Total -1,061 -467 -252 -489 -535
FTE -1.1 -1.2 -0.8 -0.5 -0.9

Recorded-Adjusted (Nominal $)

Labor 412 325 354 373 507
Non-Labor 282 45 445 991 283
NSE 0 0 0 0 0

Total 694 370 799 1,364 790
FTE 2.9 2.4 2.7 2.7 3.7

Vacation & Sick (Nominal $)

Labor 64 52 52 54 80
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 64 52 52 54 80
FTE 0.5 0.4 0.4 0.4 0.6

Escalation to 2013$

Labor 41 24 17 9 0
Non-Labor 30 4 17 15 0
NSE 0 0 0 0 0

Total 71 27 34 25 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 516 400 423 437 588
Non-Labor 312 49 462 1,007 283
NSE 0 0 0 0 0

Total 828 449 885 1,443 871
FTE 3.4 2.8 3.1 3.1 4.3

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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1OO012.000 - Other Office

Category: A. Customer Service Operations

10. Other Office

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-314 -257 -66 -35 -86Labor

-746 -210 -187 -454 -450Non-Labor

0 0 0 0 0NSE

-1,061 -467 -252 -489 -535Total

-1.1 -1.2 -0.8 -0.5 -0.9FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -85 -724 0 -0.1 CCTR Transf CSCHRAMM2013
1030113343797

Transfer associated fire safety communications dollars to Communications cost center 
2100-0058 in Work Group 1OO010 where activity resides.

To 2100-0058.000

2009 -230 -22 0 -1.0 CCTR Transf CSCHRAMM2013
1030114445713

Transfer associated SCG Shared Services VP Customer Solutions labor and non-labor 
historical dollars from cost center 2100-3701 in Work Group 1OO012 to the SCG USS 
cost center 2200-2282 where activity resides.

To 2200-2282.000

2009 Total -314 -746 0 -1.1

2010 -27 -63 0 -0.2 CCTR Transf CSCHRAMM2013
1030113527273

Transfer associated fire safety communications dollars to Communications cost center 
2100-0058 in Work Group 1OO010 where activity resides.

To 2100-0058.000

2010 -230 -48 0 -1.0 CCTR Transf CSCHRAMM2013
1030114607590

Transfer associated SCG Shared Services VP Customer Solutions labor and non-labor 
historical dollars from cost center 2100-3701 in Work Group 1OO012 to the SCG USS 
cost center 2200-2282 where activity resides.

To 2200-2282.000

2010 0 -99 0 0.0 1-Sided Adj CSCHRAMM2013
1104171542260

Exclusion for Dynamic Pricing 100 % Refundable per filing in Application 10-07-009.  

Reference Internal Order:  7049031

N/A

Note:  Totals may include rounding differences.
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1OO012.000 - Other Office

Category: A. Customer Service Operations

10. Other Office

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 Total -257 -210 0 -1.2

2011 -13 -9 0 -0.1 CCTR Transf CSCHRAMM2013
1030114650473

Transfer associated SCG Shared Services VP Customer Solutions labor and non-labor 
historical dollars from cost center 2100-3701 in Work Group 1OO012 to the SCG USS 
cost center 2200-2282 where activity resides.

To 2200-2282.000

2011 -52 -178 0 -0.7 1-Sided Adj CSCHRAMM2013
1104172805513

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.
Reference Internal Orders:

7049029, 7049031, 7049033, 7049035, 7053694

N/A

2011 Total -66 -187 0 -0.8

2012 0 -83 0 0.0 1-Sided Adj CSCHRAMM2013
1030114902377

Exclude legal/audit fees which were a one time fee and non-recurring.

N/A

2012 -35 -371 0 -0.5 1-Sided Adj CSCHRAMM2013
1104173749297

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009. 

Reference Internal Orders:  
7049029, 7049031, 7053694

N/A

2012 Total -35 -454 0 -0.5

2013 -37 -15 0 -0.4 1-Sided Adj CSCHRAMM2014
0205094357247

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
(IO 7049031 - DPP PMO)

N/A

2013 -32 0 0 -0.3 1-Sided Adj CSCHRAMM2014
0205094544823

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(IO 7049035 - DPP COE)

N/A

2013 -16 0 0 -0.2 1-Sided Adj CSCHRAMM2014
0205094718737

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
(IO 7049037 - DPP Customer Experience)

N/A

Note:  Totals may include rounding differences.
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1OO012.000 - Other Office

Category: A. Customer Service Operations

10. Other Office

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 -356 0 0.0 1-Sided Adj CSCHRAMM2014
0205095120080

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
(IO 7049029 - DPP Facilities)

N/A

2013 0 -78 0 0.0 CCTR Transf CSCHRAMM2014
0513140915767

Transfer non-labor costs associated with mobile applications from cost center 2100-0004 
in work group 1OO012 Other Office to cost center 2100-0058 in work group 1OO010 
Comminications & Research to align costs where the function resides.

To 2100-0058.000

2013 Total -86 -450 0 -0.9

Note:  Totals may include rounding differences.
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Workpaper:
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B. Customer Service InformationCategory:
VARIOUS

In 2013$ (000) Incurred Costs

2013 2014 2015 2016

Summary for Category:  B. Customer Service Information

Adjusted-ForecastAdjusted-Recorded

Labor 10,618 11,259 11,659 12,673
Non-Labor 10,923 12,700 15,270 17,447
NSE 0 0 5 5

Total 21,541 23,959 26,934 30,125
FTE 117.6 124.4 128.4 139.6

Workpapers belonging to this Category:

1OO008.000 Residential Customer Services
2,9032,578 2,578 2,578Labor

3,7032,997 2,559 2,684Non-Labor

00 0 0NSE

6,6065,575 5,137 5,262Total

28.625.1 25.1 25.1FTE
1OO009.000 C&I Services

4,8264,417 4,594 4,591Labor

962887 887 887Non-Labor

00 0 0NSE

5,7885,304 5,481 5,478Total

56.552.2 54.0 54.0FTE
1OO010.000 Communications  Research  & Web

3,0232,204 2,668 2,768Labor

11,2645,736 7,951 10,396Non-Labor

00 0 0NSE

14,2877,940 10,619 13,164Total

32.923.9 28.9 29.9FTE
1OO011.000 Customer Programs & Projects

1,9211,419 1,419 1,722Labor

1,5181,303 1,303 1,303Non-Labor

50 0 5NSE

3,4442,722 2,722 3,030Total

21.616.4 16.4 19.4FTE

Note:  Totals may include rounding differences.
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information
1. Residential Customer Services

The Residential Customer Services (RCS) represents a department formed in 2012 with the objective of 
centralizing key functional groups that deliver, manage or support Residential Customers.  The formation of 
the RCS department involved combining various functions that were previously located in other SDG&E 
Customer Service departments to provide a more synergistic working group focused on delivering and 
enhancing the overall customer experience for the approximately 1.25 million residential residences in the 
region. The key subgroups within the new RCS department are the Customer Contact Center (CCC), 
Residential Marketing and Outreach groups, the Customer Assistance group, Residential Support 
Services, Electric Clean Transportation, and Residential Products and Services.  Note the expenses for the 
CCC can be found in Workgroups 1O0006 and 1O0007.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because it represents the first full year the RCS department was 
operational.  Labor increases were needed to support services for the rapidly growing electric vehicle and 
residential photovoltaic markets.  In addition, several changes to electric rates in 2013 required an increase 
in education and outreach resources to address significant increases in customersí utility bills which will 
continue with activities such as NEM reform and residential rate reform.  The associated spike in non-labor 
expenses included the launch of a new customer behavioral program (Manage Act Save program) designed 
to encourage energy management behaviors, and increased education on rate structures and how they 
impact utility bills.  These activities are needed to help customers gain a more holistic understanding of 
how to mitigate potential bill increases.  Therefore, the base year provides a reasonable starting point for 
future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

1,688 1,833 2,4711,422 2,578 2,578 2,578Labor 2,903

1,768 1,616 1,6351,422 2,997 2,559 2,684Non-Labor 3,703

0 0 00 0 0 0NSE 0

3,457 3,449 4,1052,844 5,576 5,138 5,263Total 6,607

17.4 19.1 25.515.0 25.1 25.1 25.1FTE 28.6

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 124 of 472



Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 2,578 2,578 0 0 325 2,578 2,578 2,9032,578
Non-Labor Base YR Rec 2,997 2,997 -438 -313 706 2,559 2,684 3,7032,997
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 5,576 5,576 -438 -313 1,031 5,138 5,263 6,6075,576
FTE Base YR Rec 25.1 25.1 0.0 0.0 3.5 25.1 25.1 28.625.1

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 -438 0 -438 0.0 1-Sided Adj

Adjustment for Manage Act Save:  ($438K) reduction for one-time non-recurring third party 
development costs for a customer engagement multi-channel platform to deliver customer 
energy insight to targeted customer groups. (Manage Act Save)

02014 Total -438 0 -438 0.0

02015 -438 0 -438 0.0 1-Sided Adj

Adjustment for Manage Act Save:  ($438K) reduction for one-time non-recurring third party 
development costs for a customer engagement multi-channel platform to deliver customer 
energy insight to targeted customer groups.  (Manage Act Save)

02015 75 0 75 0.0 1-Sided Adj

Plug-In Electric Vehicle Outreach & Education:  Incremental non-labor in the amount of $75K to 
fund education and outreach related to electric vehicles including contract labor to attend 
community events, collateral design and materials, website tools, and online targeted 
messaging.  These activities comply with the California Public Utilities Commissionís directives 
in proceeding R.09-08-099 and R.13-11-007.

02015 50 0 50 0.0 1-Sided Adj

Rate Reform:  Collateral for rate reform.

02015 Total -313 0 -313 0.0

Note:  Totals may include rounding differences.
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02016 -438 0 -438 0.0 1-Sided Adj

Adjustment for Manage Act Save:  ($438K) decrement for one-time non-recurring third party 
development costs for a customer engagement multi-channel platform to deliver customer 
energy insight to targeted customer groups.  (Manage Act Save)

02016 100 0 100 0.0 1-Sided Adj

Plug-In electric Vehicle Outreach and Education:  Incremental non-labor in the amount of 
$100K to fund education and outreach related to electric vehicles including contract labor to 
attend community events, collateral design and materials, website tools, and online targeted 
messaging.  These activities comply with the California Public Utilities Commissionís directives 
in proceeding R.09-08-099.

952016 3 0 98 1.0 1-Sided Adj

Energy Management Tool - Product Manager:  1 FTE (Product Manager) at $95 annual salary 
and related non-labor at $3K.  Project Manager will be responsible for managing the vendor 
contract for SDG&Eís online Energy Management Tool including the release of new product 
features, oversight of production defects and the facilitation of new change requests related to 
product enhancements.

02016 424 0 424 0.0 1-Sided Adj

Energy Management Tool - licensing  hosting and maintenance fees:  Annual vendor hosting 
and maintenance fees in the amount of $424K for SDG&Eís online Energy Management Tool. 
See Residential Customer Services 1OO008.000 Supplemental Workpaper 1 - Calculations for 
Aclara/Batch Rate Comparison Annual Hosting and Mainenenace Fees and 5 Year License 
Term fees for details.  (Reference cell D15)

02016 327 0 327 0.0 1-Sided Adj

Customer Data Analytics and Technical Studies - tools and consulting servics:  Incremental 
increase in non-labor in the amount of $327K for maintenance of customer segmentation and 
analytics tools. The tools help to ensure we are communicating with customers in a manner in 
which they prefer about topics they have elected to hear about.

2302016 7 0 237 2.5 1-Sided Adj

Customer Data Analytics and Technical Studies - tools and consulting services:  2.5 FTEs 
($230K) and associated non-labor ($7K) to support customer data analytics for current and 
future time variant rates. These positions will perform analytics work as it relates to targeted 
marketing and the effectiveness of the marketing in the future.  The positions include: 1 FTE 
(Senior Market Analyst) at $90K annual salary; .5 FTE (Business Systems Advisor) at $44K 
representing 50% of the annual salary; and 1 FTE (Project Manager II) at $96K annual salary.

Note:  Totals may include rounding differences.
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02016 158 0 158 0.0 1-Sided Adj

Energy management Tool - licensing  hosting and maintenance fees:  One-fifth of the license 
renewal costs for SDG&Eís online Energy Management Tool and batch processing of customer 
information (5 year term).  The online Energy Management Tool and batch processing of 
customer rate comparison information was implemented in response to the California Public 
Utilities Commissionís Decision 12-12-004 in SDG&Eís Dynamic Pricing Application 10-07-009. 
See Residential Customer Services 1OO008.000 Supplemental Workpaper - Calculations for 
Aclara/Batch Rate Comparison Annual Hosting and Mainenenace Fees and 5 Year License 
Term fees for details.  (Reference cell D23)

02016 50 0 50 0.0 1-Sided Adj

Rate Reform:  Collateral for Rate Reform

02016 75 0 75 0.0 1-Sided Adj

Energy Management Tool - batch rate comparisons:  Incremental costs for increased licensing 
fees to offer rate comparisons to a larger residential population.

3252016 Total 706 0 1,031 3.5

Note:  Totals may include rounding differences.
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 1,386 1,394 1,956 2,492 2,800
Non-Labor 1,537 1,232 2,266 2,725 3,915
NSE 0 0 0 0 0

Total 2,923 2,626 4,222 5,217 6,715
FTE 15.9 15.0 20.9 26.5 27.6

Adjustments (Nominal $) **

Labor -39 -241 -421 -380 -574
Non-Labor 63 84 -711 -1,115 -918
NSE 0 0 0 0 0

Total 24 -157 -1,132 -1,495 -1,492
FTE -1.0 -2.2 -4.5 -4.5 -6.2

Recorded-Adjusted (Nominal $)

Labor 1,347 1,154 1,535 2,112 2,225
Non-Labor 1,600 1,315 1,556 1,610 2,997
NSE 0 0 0 0 0

Total 2,947 2,469 3,090 3,722 5,223
FTE 14.9 12.8 16.4 22.0 21.4

Vacation & Sick (Nominal $)

Labor 208 184 226 306 353
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 208 184 226 306 353
FTE 2.5 2.2 2.7 3.5 3.7

Escalation to 2013$

Labor 134 85 72 52 0
Non-Labor 168 106 60 25 0
NSE 0 0 0 0 0

Total 302 191 132 77 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 1,688 1,422 1,833 2,471 2,578
Non-Labor 1,768 1,422 1,616 1,635 2,997
NSE 0 0 0 0 0

Total 3,457 2,844 3,449 4,105 5,576
FTE 17.4 15.0 19.1 25.5 25.1

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-39 -241 -421 -380 -574Labor

63 84 -711 -1,115 -918Non-Labor

0 0 0 0 0NSE

24 -157 -1,132 -1,495 -1,492Total

-1.0 -2.2 -4.5 -4.5 -6.2FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 66 0 0.0 CCTR Transf CSCHRAMM2013
1022110957087

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

From 2100-0650.000

2009 -84 -2 0 -0.9 CCTR Transf CSCHRAMM2013
1030181032860

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

To 2100-3584.000

2009 -85 -3 0 -0.9 CCTR Transf CSCHRAMM2013
1030181311083

Transfer labor, FTE, and non-labor associated with Project Manager Customer Service 
Strategy function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to USS cost center 2100-0006 (Customer Service Strategy) where function 
resides.

To 2100-0006.000

2009 130 2 0 0.8 CCTR Transf CSCHRAMM2013
1111145243463

Transfer labor, FTE, and non-labor costs associated with Electric Vehicle Manager from 
USS cost center 2100-3434 Planning & Development Director to NSS cost cener 
2100-3675  in work group 1OO008 to align costs in where function resides.

From 2100-3434.000

2009 Total -39 63 0 -1.0

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 -85 -0.643 0 -0.8 CCTR Transf CSCHRAMM2013
1030181506603

Transfer labor, FTE, and non-labor associated with Project Manager Customer Service 
Strategy function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to USS cost center 2100-0006 (Customer Service Strategy) where function 
resides.

To 2100-0006.000

2010 -80 -4 0 -0.8 CCTR Transf CSCHRAMM2013
1030181631797

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

To 2100-3584.000

2010 -76 -3 0 -0.6 1-Sided Adj CSCHRAMM2013
1104181605337

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.

Reference Internal Orders:  7049031, 7049035, 7049039, 7049060

N/A

2010 0 92 0 0.0 CCTR Transf CSCHRAMM2013
1107163134693

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

From 2100-0650.000

2010 Total -241 84 0 -2.2

2011 -83 -9 0 -0.8 CCTR Transf CSCHRAMM2013
1030182031727

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

To 2100-3584.000

2011 -438 -793 0 -4.5 1-Sided Adj CSCHRAMM2013
1104182604460

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.
Reference Internal Orders:  7049031, 7049035, 7049036, 7049037, 7049039, 7049060

N/A

2011 100 0 0 0.8 CCTR Transf CSCHRAMM2013
1107092739560

Transfer labor and FTE for Project Manager position from cost center 2100-3780 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3703 in work group 
1OO008 Residential Services to align costs where function resides.

From 2100-3780.000

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2011 0 92 0 0.0 CCTR Transf CSCHRAMM2013
1107163252047

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

From 2100-0650.000

2011 Total -421 -711 0 -4.5

2012 -68 -0.819 0 -0.7 CCTR Transf CSCHRAMM2013
1030182531353

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

To 2100-3584.000

2012 -495 -1,226 0 -5.2 1-Sided Adj CSCHRAMM2013
1104182730710

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.

Reference Internal Orders:  7049031, 7049035, 7049036, 7049037, 7049039

N/A

2012 113 0 0 0.8 CCTR Transf CSCHRAMM2013
1107092826583

Transfer labor and FTE for Project Manager position from cost center 2100-3780 in work 
group 1OO000 Advanced Meter Operations to cost center 2100-3703 in work group 
1OO008 Residential Services to align costs where function resides.

From 2100-3780.000

2012 0 112 0 0.0 CCTR Transf CSCHRAMM2013
1107163345293

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

From 2100-0650.000

2012 70 0 0 0.6 CCTR Transf CSCHRAMM2013
1107222801067

Transfer labor / FTE costs associated with Project Manager function from 2100-0013 in 
work group 1OO006 CCC Operations to cost center 2100-3455 in work group 1OO008 
Residential Services to align costs where function resides.

From 2100-0013.000

2012 Total -380 -1,115 0 -4.5

2013 -39 -1 0 -0.4 1-Sided Adj CSCHRAMM2014
0205183907233

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Reference Internal Order:  7049031)

N/A

Note:  Totals may include rounding differences.
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1OO008.000 - Residential Customer Services

Category: B. Customer Service Information

1. Residential Customer Services

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 -2 0 0.0 1-Sided Adj CSCHRAMM2014
0205184017767

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
(Reference Internal Order: 7049036)

N/A

2013 -0.115 0 0 0.0 1-Sided Adj CSCHRAMM2014
0205184055633

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
(Reference Internal Order:  7049035)

N/A

2013 -129 -129 0 -1.4 1-Sided Adj CSCHRAMM2014
0205184222797

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009
 (Reference Internal Orders: 7049035, 7049037, 7049039, 7067162, 7049060)

N/A

2013 -334 -925 0 -3.6 1-Sided Adj CSCHRAMM2014
0205184317957

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Reference Internal Order:  7049035, 7049036, 7049037, 7049039, 7049040)

N/A

2013 -74 0 0 -0.8 CCTR Transf CSCHRAMM2014
0205184637780

Transfer labor and FTE associated with Customer Contact Center Business Analyst 
function from cost center 2100-3455 in Work Paper Group 1OO008 (Residential Services) 
to cost center 2100-3518 In Work Paper Group 1OO007 (Customer Contact Center - 
Support) to align costs where function resides.

To 2100-3518.000

2013 0 139 0 0.0 CCTR Transf CSCHRAMM2014
0211124020870

Transfer of Customer Fulfillment brochures costs from cost center 2100-0650 in Work 
Group 1OO011 Customer Programs & Projects to cost center 2100-3593 in Work Group 
1OO008 Residential Services to align activity where it currently resides.

From 2100-0650.000

2013 Total -574 -918 0 -6.2

Note:  Totals may include rounding differences.
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Residential Customer Services 1OO008-000 Supplemental Workpaper 1
Calculations for Aclara/Batch Rate Comparison Annual Hosting, Maintenance Fees and 5 Year License Fees

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15
16

17

18

19

20
21

22

A B C D E F G H I J

Hosting Maintenance Total Hosting Maintenance Total Hosting Maintenance Total
Aclara Original Contract   $               138,100  $              163,844 301,944$                $               53,479  $               63,448 116,927$            -$                -$                    -$                 
Aclara Annual Renewal -$                        -$                       -$                        92,167$               165,900$             258,067$             $       148,198  $           266,756 414,954$         

Sub-total 138,100$               163,844$              301,944$               145,646$             229,348$             374,994$           148,198$       266,756$           414,954$        
Batch RC - Original  $                 18,500  $                37,000 55,500$                 7,708$                  15,417$                23,125$               $                   -    $                      -   -$                 
Batch Rate Comparison (BRC) Annual 
Renewal  $                          -    $                         -   -$                        12,790$               25,568$                38,358$               $         20,566  $             41,111 61,677$           

Sub Total 18,500$                 37,000$                55,500$                 20,498$               40,985$               61,483$              20,566$         41,111$             61,677$           
Total 156,600$               200,844$              357,444$               166,144$             270,333$             436,477$           168,764$       307,867$           476,631$        

2016 Total 
(D10)

2017 Total 
(G10)

2018 Total 
(J10)

Total Costs for 
Hosting & 

Maintenance 
(2016-2018)

Forecast 
Adjustment 

1/3rd of total 
Costs (E13)

357,444$               $436,477 $476,631 $1,270,552 $423,517

423,517$                 

License Renewal 
5 yr term

 [A]

Term (Yr)
[B]

1/5th of License 
Renewal

[C] = (A/B)
Aclara 606,263$               5 121,253$               
Aclara Batch RC 185,000$               5 37,000$                 

158,253$               

581,770$               
Total Energy Management Tool - licensing, hosting, and maintenance fees, as 
referenced in testimony Table 34.

TY2016 Forecast Aclara / BRC Hosting & Maintenance as shown in Residential 
Customer Services 1OO008.000 Workpapers forecast adjustment in TY2016

Total TY2016 Forecast - 5 Year License as shown in Residential Customer 
Services 1OO008.000 Workpapers forecast adjustments in TY2016.
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Workpaper:
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Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO009.000 - C&I Services

Category: B. Customer Service Information
2. Commercial & Industrial Services

Commercial, Industrial & Governmental Services provides a number of necessary customer support 
services to commercial customers, including agricultural, industrial, and governmental entities and some 
customer services to residential customers. Its primary objective is to support the energy service and 
information needs of San Diego's diverse business population both proactively and reactively.  Provide the 
information and tools to assist them in understanding their rate and service options, managing their energy 
costs, acquiring or modifying their energy service needs, and safely dealing with unplanned service 
disruptions.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because in late 2012 C&I reorganized to include a Customer 
Experience & Engagement team and in mid-2013 a Small and Medium Business team was established.  
Therefore, the base year provides a reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

4,599 4,311 4,4474,563 4,417 4,594 4,591Labor 4,826

665 894 958579 887 887 887Non-Labor 962

0 0 00 0 0 0NSE 0

5,265 5,205 5,4055,142 5,305 5,482 5,479Total 5,789

53.7 50.1 52.353.0 52.2 54.0 54.0FTE 56.5

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO009.000 - C&I Services

Category: B. Customer Service Information

2. Commercial & Industrial Services

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 4,417 4,417 177 174 409 4,594 4,591 4,8264,417
Non-Labor Base YR Rec 887 887 0 0 75 887 887 962887
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 5,305 5,305 177 174 484 5,482 5,479 5,7895,305
FTE Base YR Rec 52.2 52.2 1.8 1.8 4.3 54.0 54.0 56.552.2

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

752014 0 0 75 1.0 1-Sided Adj

New Rate Options and Programs:  1 FTE (Business System Analyst) at $75K annual salary to 
support the goals and objectives of the newly developed Small and Medium Business team.

1072014 0 0 107 1.0 1-Sided Adj

Improving Outage Activities - Project Manager:  1 FTE (Project Manager) at $107K annual 
salary to manage and coordinate leading to improved outage management and communication 
processes.

-52014 0 0 -5 -0.2 1-Sided Adj

Process Improvements:  ($5K) reduction due to process improvement identified in the Planned 
Outage area.  16% of one FTE for 9 months of the year in 2014.

1772014 Total 0 0 177 1.8

752015 0 0 75 1.0 1-Sided Adj

New Rate Options and Programs:  1 FTE (Business System Analyst) at $75K annual salary to 
support the goals and objectives of the newly developed Small and Medium Business team.

1072015 0 0 107 1.0 1-Sided Adj

Improving Outage Activities - Project Manager:  1 FTE (Project Manager) at $107K annual 
salary to manage and coordinate leading to improved outage management and communication 
processes.

-82015 0 0 -8 -0.2 1-Sided Adj

Note:  Totals may include rounding differences.
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1OO009.000 - C&I Services

Category: B. Customer Service Information

2. Commercial & Industrial Services

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Process Improvements:  ($8K) reduction due to process improvements identified in the Planned 
Outage area.  20% of one FTE.

1742015 Total 0 0 174 1.8

1252016 0 0 125 1.5 1-Sided Adj

New Rate Option and Programs:  1 FTE (Business System Analyst) at $75K annual salary and 
.5 FTE (Project Specialist) at $100K annual salary to support the goals and objectives of the 
newly developed Small and Medium Business team.

1072016 0 0 107 1.0 1-Sided Adj

Improving Outage Activities - Project Manager:  1 FTE (Project Manager) at $107K annual 
salary to manage and coordinate leading to improved outage management and communication 
processes.

1852016 0 0 185 2.0 1-Sided Adj

New Rate Options and Programs:  Incremental increase in labor of $185K and 2 FTE s to 
support the goals and objectives of the newly developed Small and Medium Business team.  
The 2 FTEs include a Customer Energy Specialist at $88K annual salary and an Account 
Executive at $97K annual salary.

-82016 0 0 -8 -0.2 1-Sided Adj

Process Improvements:  ($8K) reduction due to process improvements identified in the Planned 
Outage area.  20% of one FTE.

02016 75 0 75 0.0 1-Sided Adj

Software Licensing Costs:  Annual software hosting fees for the CPP-D capital project #13021.

4092016 Total 75 0 484 4.3

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO009.000 - C&I Services

Category: B. Customer Service Information

2. Commercial & Industrial Services

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 3,669 3,702 3,610 3,802 3,813
Non-Labor 602 536 861 944 887
NSE 0 0 0 0 0

Total 4,271 4,237 4,471 4,746 4,700
FTE 46.0 45.2 43.0 45.0 44.4

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 3,669 3,702 3,610 3,802 3,813
Non-Labor 602 536 861 944 887
NSE 0 0 0 0 0

Total 4,271 4,237 4,471 4,746 4,700
FTE 46.0 45.2 43.0 45.0 44.4

Vacation & Sick (Nominal $)

Labor 566 589 532 551 605
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 566 589 532 551 605
FTE 7.7 7.8 7.1 7.3 7.8

Escalation to 2013$

Labor 364 272 169 94 0
Non-Labor 63 43 33 15 0
NSE 0 0 0 0 0

Total 427 315 203 109 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 4,599 4,563 4,311 4,447 4,417
Non-Labor 665 579 894 958 887
NSE 0 0 0 0 0

Total 5,265 5,142 5,205 5,405 5,305
FTE 53.7 53.0 50.1 52.3 52.2

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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1OO009.000 - C&I Services

Category: B. Customer Service Information

2. Commercial & Industrial Services

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

0 0 0 0 0Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 Total 0 0 0 0.0

2010 Total 0 0 0 0.0

2011 Total 0 0 0 0.0

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information
3. Communications, Research & Web

The Customer Communications, Research and Web expenses cover the costs associated with developing 
and implementing mass outreach communications, providing oversight and management of the SDG&E 
web site, providing oversight of the development of outreach materials, conducting qualitative and 
quantitative research, engaging customers through social media channels, and providing key services 
through mobile application development and management.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because there were new, major communications topics related to 
rates and energy pricing  that had not been included at that scale in previous years, and these efforts will 
continue in the future as rate reform progresses.  Also, there were new technologies introduced, such as 
texting, a new development platform for the mobile application, and a focus on a need for mobile friendly 
communications which will also continue to shape future communications. Therefore, the base year 
provides a reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

1,839 2,047 2,4821,468 2,204 2,668 2,768Labor 3,023

4,738 3,689 5,7643,197 5,736 7,951 10,396Non-Labor 11,264

0 0 00 0 0 0NSE 0

6,578 5,735 8,2464,665 7,940 10,619 13,164Total 14,287

20.5 23.4 27.616.9 23.9 28.9 29.9FTE 32.9

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 2,204 2,204 464 564 819 2,668 2,768 3,0232,204
Non-Labor Base YR Rec 5,736 5,736 2,215 4,660 5,528 7,951 10,396 11,2645,736
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 7,940 7,940 2,679 5,224 6,347 10,619 13,164 14,2877,940
FTE Base YR Rec 23.9 23.9 5.0 6.0 9.0 28.9 29.9 32.923.9

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

852014 0 0 85 1.0 1-Sided Adj

Social Media Advisor:  1 FTE (Social Media Advisor) at $85K annual salary to assist SDG&E in 
using social media channels and tools to engage with customers and stakeholders on behalf of 
SDG&E.  The main duties will center on providing excellent customer service via SDG&Eís 
social channels, including Twitter, Facebook, LinkedIn, Google+ and more.

02014 50 0 50 0.0 1-Sided Adj

Mobile Application Capabilities:  $50K in non-labor to maintain and enhance SDG&E s mobile 
application. This would include providing more capabilities to connect with our customers on 
the device of their choice while simplifying and enhancing the online user experience.

3792014 0 0 379 4.0 1-Sided Adj

Customer Research Activities - labor: 4 FTEs to routinely conduct customer surveys and 
measure results to understand drivers for customer decisions and make changes to better 
serve our customers. This includes 3 FTEs (Sr. Research Analysts) at $98K annual salary 
each and 1 FTE (Research Analyst) at $85K annual salary.

02014 2,075 0 2,075 0.0 1-Sided Adj

Customer Research Activities - surveys: $2.1M non-labor cost for ongoing research activities 
related to customer segmentation, assessing customer needs and interest in new products and 
services, understanding customer drivers towards alternatives, and transactional measurement 
with enhancements to the Connections Survey, which measures various transactions 
customers have with SDG&E.
See Communications, Research, Web 1OO010.000 Supplemental Workpaper 2 - Forecast 
Calculations for New Surveys. (Reference cell B7)

02014 90 0 90 0.0 1-Sided Adj

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Social Media Tools:  $90K in non-labor for additional licensing and social media analytics tools 
including Cision, Clickfox and building out of Google Analytics.

4642014 Total 2,215 0 2,679 5.0

852015 0 0 85 1.0 1-Sided Adj

Social Media Advisor:  1 FTE (Social Media Advisor) at $85K annual salary to assist SDG&E in 
using social media channels and tools to engage with customers and stakeholders on behalf of 
SDG&E.  The main duties will center on providing excellent customer service via SDG&Eís 
social channels, including Twitter, Facebook, LinkedIn, Google+ and more.

3792015 0 0 379 4.0 1-Sided Adj

Customer Research Activities - labor:  4 FTEs to routinely conduct customer surveys and 
measure results to understand drivers for customer decisions and make changes to better 
serve our customers. This includes 3 FTEs (Sr. Research Analysts) at $98K annual salary 
each and 1 FTE (Research Analyst) at $85K annual salary.

02015 1,650 0 1,650 0.0 1-Sided Adj

Customer Research Activities - surveys:  $1.65M non-labor cost for ongoing research activities 
for transactional measurement with enhancements to the Connections Survey, which measures 
various transactions customers have with SDG&E.  
See Communications, Research, Web 1OO010.000 Supplemental Workpaper 2 - Forecast 
Calculations for New Surveys. (Reference cell C7)

02015 50 0 50 0.0 1-Sided Adj

Mobile Application Capabilities:  $50K in non-labor to maintain and enhance SDG&E s mobile 
application. This would include providing more capabilities to connect with our customers on 
the device of their choice while simplifying and enhancing the online user experience.

1002015 0 0 100 1.0 1-Sided Adj

Social Media Advisor:  1 FTE Website Content Management at $100K annual salary to provide 
on-going management of the My Account Content Management System for information 
contained on SDG&Eís website.

02015 2,870 0 2,870 0.0 1-Sided Adj

New Rate Options and Programs:  Rate Reform Communications includes mass media/online 
communications / research / email / directmail / bill inserts

02015 90 0 90 0.0 1-Sided Adj

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 144 of 472



Workpaper:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Social Media Tools:  $90K in non-labor for additional licensing and social media analytics tools 
including Cision, Clickfox and building out of Google Analytics.

5642015 Total 4,660 0 5,224 6.0

02016 1,842 0 1,842 0.0 1-Sided Adj

Customer Research Activities - surveys:  $1.842M non-labor cost for ongoing research activities 
to assess customer needs and interest in new products and services, understand customer 
drivers towards alternatives, and transactional measurement with enhancements to the 
Connections Survey, which measures various transactions customers have with SDG&E.  See 
Communications, Research, Web 1OO010.000 Supplemental Workpaper 2 - Forecast 
Calculations for New Surveys. (Reference cell D7)

852016 0 0 85 1.0 1-Sided Adj

Social Media Advisor:  1 FTE (Social Media Advisor) at $85K annual salary to assist SDG&E in 
using social media channels and tools to engage with customers and stakeholders on behalf of 
SDG&E.  The main duties will center on providing excellent customer service via SDG&Eís 
social channels, including Twitter, Facebook, LinkedIn, Google+ and more.

3792016 0 0 379 4.0 1-Sided Adj

Customer Research Activities - labor:  4 FTEs to routinely conduct customer surveys and 
measure results to understand drivers for customer decisions and make changes to better 
serve our customers. This includes 3 FTEs (Sr. Research Analysts) at $98K annual salary 
each and 1 FTE (Research Analyst) at $85K annual salary.

2552016 0 0 255 3.0 1-Sided Adj

Ongoing SPP activities:  3 FTEs (Senior Communications Advisor  Senior Research Analyst an 
Web Business Technologist) to support the new time varying rate options adopted by CPUC 
Decision 12-12-004 in SDG&Eís Dynamic Pricing Application 10-07-009 as well as other new 
rate options, such as rate reform.

02016 50 0 50 0.0 1-Sided Adj

Mobile Application Capabilities:  $50K in non-labor to maintain and enhance SDG&E s mobile 
application. This would include providing more capabilities to connect with our customers on 
the device of their choice while simplifying and enhancing the online user experience.

1002016 0 0 100 1.0 1-Sided Adj

My Account Content Management System:  1 FTE Website Content Management at $100K 
annual salary to provide on-going management of the My Account Content Management 
System for information contained on SDG&Eís website.

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. Labor NLbr NSE Total FTE Adj Type

02016 19 0 19 0.0 1-Sided Adj

Enhanced Customer educations While on Customer Premises:  $19K in non-labor to create 
and mail to customers information about SDG&Eís free gas appliance check program.  Details 
can be found in the Direct Testimony of Sara Franke, Customer Service Field witness (Exh. 
SDGE-13)

02016 281 0 281 0.0 1-Sided Adj

Customer Outreach Safety Checks:  $281K in non-labor to prepare My Account and Carbon 
Monoxide customer collateral.  The collateral will be left with customers by Customer Service 
Field employees. Details regarding the program can be found in the Direct Testimony of Sara 
Franke, Customer Service Field witness.

02016 376 0 376 0.0 1-Sided Adj

SPP Event Notifications  and Goals and Alerts:  $376K in non-labor to distribute to customers 
event notifications and alerts (tier crossing notification, spending threshold alert, consumption 
alert, weekly energy use summary) via email and text.
See Communications,Research, & Web 1OO010.000 Supplemental Workpaper 1- SPP Event 
Notifications, and Goals and Alerts TY2016 Forecast Calculations for additonal detail. 
(Reference Row 10)

02016 2,870 0 2,870 0.0 1-Sided Adj

New Rate options and Programs:  Rate Reform Communications includes mass media/online 
communications / research / email / directmail / bill inserts

02016 90 0 90 0.0 1-Sided Adj

Social Media Tools:  $90K in non-labor for additional licensing and social media analytics tools 
including Cision, Clickfox and building out of Google Analytics.

8192016 Total 5,528 0 6,347 9.0

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 1,757 1,590 1,728 2,122 2,045
Non-Labor 3,724 2,944 3,551 5,676 5,718
NSE 0 0 0 0 0

Total 5,481 4,533 5,279 7,798 7,763
FTE 22.0 18.7 20.2 23.8 22.1

Adjustments (Nominal $) **

Labor -289 -421 -182 -224 -143
Non-Labor 563 14 0 0 18
NSE 0 0 0 0 0

Total 273 -407 -182 -224 -125
FTE -4.4 -4.6 -2.4 -2.9 -1.8

Recorded-Adjusted (Nominal $)

Labor 1,467 1,168 1,546 1,898 1,902
Non-Labor 4,287 2,957 3,551 5,676 5,736
NSE 0 0 0 0 0

Total 5,754 4,126 5,097 7,574 7,638
FTE 17.6 14.1 17.8 20.9 20.3

Vacation & Sick (Nominal $)

Labor 227 186 228 275 302
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 227 186 228 275 302
FTE 2.9 2.4 2.9 3.4 3.6

Escalation to 2013$

Labor 145 86 73 47 0
Non-Labor 451 239 138 89 0
NSE 0 0 0 0 0

Total 597 325 210 135 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 1,839 1,440 1,846 2,219 2,204
Non-Labor 4,738 3,197 3,689 5,764 5,736
NSE 0 0 0 0 0

Total 6,578 4,637 5,535 7,984 7,940
FTE 20.5 16.5 20.7 24.3 23.9

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-289 -421 -182 -224 -143Labor

563 14 -0.222 0 18Non-Labor

0 0 0 0 0NSE

273 -407 -182 -224 -125Total

-4.4 -4.6 -2.4 -2.9 -1.8FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 85 724 0 0.1 CCTR Transf CSCHRAMM2013
1030113343797

Transfer associated fire safety communications dollars to Communications cost center 
2100-0058 in Work Group 1OO010 where activity resides.

From 2100-3562.000

2009 -203 -121 0 -2.8 CCTR Transf CSCHRAMM2013
1107140850350

Transfer labor, FTE, and non-labor costs associated with SCG Cust Communication 
function from NSS cost center 2100-3166 in work paper group 1OO010 SDG&E Customer 
Communications & Research to SCG cost center 2200-2215 in work paper group 2IN001 
SCG Customer Communications, Research & E-Services to align costs where function 
resides.

To 2200-2215.000

2009 -80 -26 0 -0.8 CCTR Transf CSCHRAMM2013
1107142356347

Transfer labor, FTE, and non-labor costs associated with SCG Customer Communications 
Web function from NSS cost center 2100-3167 in work paper group 1OO010 SDG&E 
Customer Communications & Research to SCG cost center 2200-2321 in work paper 
group 2IN001 SCG Customer Communications, Research, & E-Services to align costs 
where function resides.

To 2200-2321.000

2009 -91 -14 0 -0.9 CCTR Transf CSCHRAMM2013
1107143326533

Transfer labor, FTE, and non-labor costs associated with SCG Customer Communications 
Director function from NSS cost center 2100-3168 in work paper group 1OO010 SDG&E 
Customer Communications & Research to SCG cost center 2200-2215 in work paper 
group 2IN001 SCG Customer Communications, Research, & E-Services to align costs 
where function resides.

To 2200-2215.000

2009 Total -289 563 0 -4.4

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 27 63 0 0.2 CCTR Transf CSCHRAMM2013
1030113527273

Transfer associated fire safety communications dollars to Communications cost center 
2100-0058 in Work Group 1OO010 where activity resides.

From 2100-3562.000

2010 -299 -26 0 -3.4 CCTR Transf CSCHRAMM2013
1107141052203

Transfer labor, FTE, and non-labor costs associated with SCG Cust Communication 
function from NSS cost center 2100-3166 in work paper group 1OO010 SDG&E Customer 
Communications & Research to SCG cost center 2200-2215 in work paper group 2IN001 
SCG Customer Communications, Research & E-Services to align costs where function 
resides.

To 2200-2215.000

2010 -74 -19 0 -0.6 CCTR Transf CSCHRAMM2013
1107141339123

Transfer labor, FTE, and non-labor costs assoicated with SCG Customer Communications 
Director function from NSS cost center 2100-3783 in work paper group 1OO010 SDG&E 
Customer Communications & Research to SCG cost center 2200-2215 in work paper 
group 2IN001 SCG Customer Communications, Research, & E-Services to align costs 
where function resides.

To 2200-2215.000

2010 -14 -0.994 0 -0.1 CCTR Transf CSCHRAMM2013
1107143136813

Transfer labor, FTE, and non-labor costs associated with SCG Customer Communications 
Web function from NSS cost center 2100-3167 in work paper group 1OO010 SDG&E 
Customer Communications & Research to SCG cost center 2200-2321 in work paper 
group 2IN001 SCG Customer Communications, Research, & E-Services to align costs 
where function resides.

To 2200-2321.000

2010 -24 -2 0 -0.2 CCTR Transf CSCHRAMM2013
1107143616713

Transfer labor, FTE, and non-labor costs associated with SCG Customer Communications 
E-Services function from NSS cost center 2100-3168 in work paper group 1OO010 
SDG&E Customer Communications & Research to SCG cost center 2200-2143 in work 
paper group 2IN001 SCG Customer Communications, Research, & E-Services to align 
costs where function resides.

To 2200-2143.000

2010 -14 -0.469 0 -0.2 CCTR Transf CSCHRAMM2013
1108132301157

Transfer labor, FTE, and non-labor costs associated with SCG Customer Communications 
function from NSS cost center 2100-3783 in work paper group 1OO010 SDG&E Customer 
Communications & Research to SCG cost center 2200-2320 in work paper group 2IN001 
SCG Customer Communications, Research, & E-Services to align costs where function 
resides.

To 2200-2320.000

2010 -23 0 0 -0.3 1-Sided Adj KHART20150207
073423100

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009.

N/A

Note:  Totals may include rounding differences.

San Diego Gas & Electric Company

2016 GRC - REVISED

Non-Shared Service Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 149 of 472



Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO010.000 - Communications  Research  & Web

Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 Total -421 14 0 -4.6

2011 -9 -0.161 0 -0.1 CCTR Transf CSCHRAMM2013
1107141128757

Transfer labor, FTE, and non-labor costs associated with SCG Cust Communication 
function from NSS cost center 2100-3166 in work paper group 1OO010 SDG&E Customer 
Communications & Research to SCG cost center 2200-2215 in work paper group 2IN001 
SCG Customer Communications, Research & E-Services to align costs where function 
resides.

To 2200-2215.000

2011 -6 -0.061 0 0.0 CCTR Transf CSCHRAMM2013
1107141556187

Transfer labor, FTE, and non-labor costs assoicated with SCG Customer Communications 
Director function from NSS cost center 2100-3783 in work paper group 1OO010 SDG&E 
Customer Communications & Research to SCG cost center 2200-2215 in work paper 
group 2IN001 SCG Customer Communications, Research, & E-Services to align costs 
where function resides.

To 2200-2215.000

2011 -168 0 0 -2.3 1-Sided Adj KHART20150207
073910273

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009.

N/A

2011 Total -182 -0.222 0 -2.4

2012 -224 0 0 -2.9 1-Sided Adj KHART20150207
074015797

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009.

N/A

2012 Total -224 0 0 -2.9

2013 -68 0 0 -0.9 1-Sided Adj CSCHRAMM2014
0211182930493

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Reference Internal Order: 7049037)

N/A

2013 -68 0 0 -0.8 1-Sided Adj CSCHRAMM2014
0211183016480

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Reference Internal Order: 7049037)

N/A

2013 -8 0 0 -0.1 1-Sided Adj CSCHRAMM2014
0211183100583

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Reference Internal Order: 7049031)

N/A

Note:  Totals may include rounding differences.
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Category: B. Customer Service Information

3. Communications, Research & Web

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 78 0 0.0 CCTR Transf CSCHRAMM2014
0513140915767

Transfer non-labor costs associated with mobile applications from cost center 2100-0004 
in work group 1OO012 Other Office to cost center 2100-0058 in work group 1OO010 
Comminications & Research to align costs where the function resides.

From 2100-0004.000

2013 0 -60 0 0.0 CCTR Transf CSCHRAMM2014
0514141403607

Transfer non-labor costs associated with Live Chat from Communications Work Group 
1OO010 cost center 2100-3167 to CCC Support Work Group 1OO007 cost center 
2100-0019 to align costs where activity/ function resides.

To 2100-0019.000

2013 Total -143 18 0 -1.8

Note:  Totals may include rounding differences.
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Communications, Research, & Web 1OO010.000 Supplemental Workpaper 1 - SPP Event Notifications, and Goals and Alerts TY2016 Forecast Calculations

1

2

3

4

5

6

7

8
9
10
11
12
13
14
15

16
17
18
19

A B C D E F G H

Alert  # Emails Email Cost # Texts Cost Total Cost
2016 -2018 
Total Cost Assumptions

Energy Use Summary (WAE)
3,640,000     65,520$         N/A N/A 65,520$        168,480$         

Account level subscriptions - assumes total of 50,000 accounts enrolled at year end 
2015, and that an additional 10,000 enroll each year. Assumes emails sent once per 
week.

Energy Usage Alerts (Electric and Gas)

294,000        5,292$           210,000      25,200$    30,492$        78,408$           

Meter level subscription - assumes 25,000 meters enrolled at year-end 2015, and that 
an additional 5,000 enroll each year.  Assumes 50% of these enrolled customers want 
email only, 30% want text only and 20% want both. Assumes each meter only meets 
the trigger threshold once per month.

Spending Alert

462,000        8,316$           330,000      39,600$    47,916$        117,612$         

Account level subscription - assumes 35,000 accounts enrolled at year-end 2015, and 
that an additional 10,000 accounts enroll each year. Assumes 50% of these enrolled 
customers want email only, 30% want text only and 20% want both. Assumes each 
account only meets the trigger threshold once per month.

Electric Consumption Alert

1,058,400     19,051$         756,000      90,720$    109,771$      282,269$         

Meter level subscription - assumes 30,000 meters enrolled at year-end 2015, and that 
an additional 6,000 meters enroll each year. Assumes 50% of these enrolled 
customers want email only, 30% want text only and 20% want both. Assumes each 
meter meets the trigger three times per month.

Reduce Your Use Day Alerts

510,000        9,180$           714,000      85,680$    94,860$        267,840$         

Meter level subscription -  assumes 120,000 small business meters enrolled at year-
end 2015, 30,000 residential customers enrolled in 2016 and an additional 10,000 
residential customers enroll each year. Assumes 6 Reduce Your Use day notifications. 
Assumes 30% want email only, 50% want text only, 20% want both. Assumes 
customers can only sign up one email address and one text phone number per meter. 

New Alert
21,472$         60,300$    81,772$        214,782$         

Discussion currently underway about new alert options to provide additional value to 
customers.

Total 5,964,400     128,831$       2,010,000  301,500$  430,331$      1,129,391$      
Note: The TY 2016 GRC forecast includes one third of the total costs for 2016 through 2018 or $376,000.

Key Assumptions
120,000 small business meters
1,250,000 residential meters
Only non-labor costs included

Assumes goals and alerts are only 
sent to one email address and one 
phone number per meter
Emails cost $0.018 each
Text costs $0.12 each

SPP Event Notifications and Goals and Alerts Transaction Costs
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Communications, Research, Web 1OO010.000 Supplemental Workpaper 2
Forecast Calculations for New Surveys

1
2
3
4
5
6
7
8
9
10
11

12

13
14
15
16
17

A B C D E

Survey 2014 2015 2016
New Segmentation Survey $275,000 $91,667
Refresh Voice of Customer Survey $150,000 $100,000
New Competitive Survey $150,000 $150,000 $150,000
Enhanced Customer Connections Survey $1,500,000 $1,500,000 $1,500,000
Total $2,075,000 $1,650,000 $1,841,667

Survey Frequency is the Basis for the TY2016 Forecast:
Survey Frequency Cost % $

New Segmentation Survey
Once every 3 years 
(1x every 3Yrs) $275,000 33% $91,667

Refresh Voice of Customer Survey
Every other year (2x 
every 3 Yrs) $150,000 67% $100,000

New Competitive Survey Every Year $150,000 100% $150,000
Enhanced Customer Connections Survey Every Year $1,500,000 100% $1,500,000

$1,841,667

Forecast
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Workpaper:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information
4. Customer Programs & Projects

The Customer Programs and Projects (CP&P) expenses cover the costs to administer social programs, 
such as Energy Efficiency and Demand Response Programs including analytical, technical and Regulatory 
support; manage the Office of Customer privacy in support of SDG&Eís privacy goals and objectives; 
oversee the delivery of major Customer Service projects and initiatives; and strategy development and 
business integration of technology including Home Area Network support.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because during 2012 and 2013 the group expanded to include new 
activities requiring additional resources to support those activities.  These new activities included managing 
the Office of Customer Privacy in support of SDG&Eís privacy goals and objectives; overseeing the delivery 
of major Customer Services projects and initiatives; and business integration of technology including HAN 
support.  Furthermore, the group took on new activities such as conducting a third party privacy audit.  
Therefore, the base year provides a reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

905 976 1,453942 1,419 1,419 1,722Labor 1,921

1,393 808 973853 1,303 1,303 1,303Non-Labor 1,518

0 0 00 0 0 5NSE 5

2,298 1,784 2,4251,795 2,721 2,721 3,029Total 3,443

11.1 11.9 17.611.9 16.4 16.4 19.4FTE 21.6

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 1,419 1,419 0 303 502 1,419 1,722 1,9211,419
Non-Labor Base YR Rec 1,303 1,303 0 0 215 1,303 1,303 1,5181,303
NSE Base YR Rec 0 0 0 5 5 0 5 50

Total 2,721 2,721 0 308 722 2,721 3,029 3,4432,721
FTE Base YR Rec 16.4 16.4 0.0 3.0 5.2 16.4 19.4 21.616.4

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

1332015 0 0 133 1.0 1-Sided Adj

Other - program office:  1 FTE (50% of Program Manager and 50% of Project Manager) to 
support the delivery of major Customer Service capital projects including project organization, 
risk management, planning, monitoring,budgeting, communicating, staffing, and quality 
assurance.  50% of Program Managerís annual salary = $68K and 50% of Project Managerís 
annual salary = $65K.

02015 0 5 5 0.0 1-Sided Adj

Other - software maintenance agreement:  $5K for the Consumer Products Index annual 
increase provided for in the software maintenance agreeement for SDG&E's service order 
routing system.

1702015 0 0 170 2.0 1-Sided Adj

Customer Privacy Office:  2 FTE (Program Advisors) at $85K annual salary to support customer 
privacy initiatives, manage third party data requests from inception to final delivery, manage the 
Energy Data Portal and associated website support customer privacy initiatives.

3032015 Total 0 5 308 3.0

1992016 0 0 199 2.2 1-Sided Adj

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

Year/Expl. Labor NLbr NSE Total FTE Adj Type

Ongoing SPP and CPP-D Activities:  2.2 FTEs (Program Assistant  Program Advisor and 20% 
of Program Manager) to support customer participation in the new time varying rate options 
adopted by CPUC Decision 12-12-004 in SDG&Eís Dynamic Pricing Application 10-07-009.  In 
addition, these resources will support CPP-D for medium business customers..  Cost of FTEs:  
$67K annual salary for Program Assistant; $109K annual salary for Program Advisor; and $23K 
representing 20% of Program Managerís annual salary.

02016 82 0 82 0.0 1-Sided Adj

Ongoing SPP and CPP-D Activities:  Non-labor costs in the amount of $82K to manage two 
new demand response programs:  1) the Smart Pricing Program adopted by CPUC Decision 
12-12-004 in SDG&Eís Dynamic Pricing Application 10-07-009.   2) Default Critical Peak 
Pricing for medium commercial customers adopted by California Public Utilities Commission 
Decision 08-02-034 in SDG&Eís Rate Design Window Application 07-01-047.

1702016 0 0 170 2.0 1-Sided Adj

Customer Privacy Office:  2 FTE (Program Advisors) at $85K annual salary to support customer 
privacy initiatives, manage third party data requests from inception to final delivery, manage the 
Energy Data Portal and associated website support customer privacy initiatives.

02016 133 0 133 0.0 1-Sided Adj

Privacy Audit:  Cost for independent privacy audit mandated by CPUC Decision 11-07-056 and 
Decision
12-08-045 in proceeding R.08-12-009. Audit shall be performed once every GRC cycle. Total 
cost for audit: $400K / 3 = $133K.

02016 0 5 5 0.0 1-Sided Adj

Other - software maintenance agreement:  $5K for the Consumer Products Index annual 
increase provided for in the software maintenance agreeement for SDG&E's service order 
routing system.

1332016 0 0 133 1.0 1-Sided Adj

Other - program office:  1 FTE (50% of Program Manager and 50% of Project Manager) to 
support the delivery of Customer Service capital projects including project organization, risk 
management, planning, monitoring, budgeting, communicating, staffing, and quality assurance. 
50% of Program Managerís annual salary = $68K and 50% of Project Managerís annual salary 
= $65K.

5022016 Total 215 5 722 5.2

Note:  Totals may include rounding differences.
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Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 772 1,022 1,000 1,337 1,372
Non-Labor 977 619 584 1,165 1,005
NSE 0 0 0 0 0

Total 1,749 1,642 1,583 2,502 2,377
FTE 10.8 13.1 13.0 16.3 16.2

Adjustments (Nominal $) **

Labor -50 -258 -182 -96 -148
Non-Labor 284 169 194 -207 297
NSE 0 0 0 0 0

Total 233 -89 11 -303 150
FTE -1.3 -3.0 -2.8 -1.1 -2.2

Recorded-Adjusted (Nominal $)

Labor 722 764 817 1,242 1,224
Non-Labor 1,261 789 778 958 1,303
NSE 0 0 0 0 0

Total 1,982 1,553 1,595 2,200 2,527
FTE 9.5 10.1 10.2 15.2 14.0

Vacation & Sick (Nominal $)

Labor 111 122 120 180 194
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 111 122 120 180 194
FTE 1.6 1.8 1.7 2.5 2.5

Escalation to 2013$

Labor 72 56 38 31 0
Non-Labor 133 64 30 15 0
NSE 0 0 0 0 0

Total 204 120 69 46 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 905 942 976 1,453 1,419
Non-Labor 1,393 853 808 973 1,303
NSE 0 0 0 0 0

Total 2,298 1,795 1,784 2,425 2,721
FTE 11.1 11.9 11.9 17.7 16.5

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-50 -258 -182 -96 -148Labor

284 169 194 -207 297Non-Labor

0 0 0 0 0NSE

233 -89 11 -303 150Total

-1.3 -3.0 -2.8 -1.1 -2.2FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 0 -66 0 0.0 CCTR Transf CSCHRAMM2013
1022110957087

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

To 2100-3593.000

2009 84 2 0 0.9 CCTR Transf CSCHRAMM2013
1030181032860

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

From 2100-3593.000

2009 0 89 0 0.0 CCTR Transf CSCHRAMM2013
1107092342123

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

From 2100-0042.000

2009 -134 258 0 -2.2 1-Sided Adj CSCHRAMM2013
1107153730513

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program.  The agreement number for this activity between SDG&E and the CEC is 
400-07-006-01.

N/A

2009 -0.701 -0.025 0 0.0 1-Sided Adj CSCHRAMM2013
1107153911983

Exclusion for Refundable Billing IO's to SCG.

N/A

2009 Total -50 284 0 -1.3

Note:  Totals may include rounding differences.
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CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 80 4 0 0.8 CCTR Transf CSCHRAMM2013
1030181631797

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

From 2100-3593.000

2010 0 94 0 0.0 CCTR Transf CSCHRAMM2013
1107092439103

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

From 2100-0042.000

2010 -113 212 0 -2.2 1-Sided Adj CSCHRAMM2013
1107154030130

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program.  The agreement number for this activity between SDG&E and CEC is 
400-07-006-01.

N/A

2010 0 -92 0 0.0 CCTR Transf CSCHRAMM2013
1107163134693

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

To 2100-3593.000

2010 -83 -42 0 -0.7 CCTR Transf CSCHRAMM2013
1108072410047

Transfer labor, FTE, and non-labor costs associated with SCG RDD Project Manager 
function from cost center 2100-4018 in work group 1OO011 Customer Programs & 
Projects to SCG cost center 2200-2059 in work group 2RD001 SCG CS - Technologies 
RDD to align costs where function resides.  Reference internal orders:  7025532, 7043704

To 2200-2059.000

2010 -142 -8 0 -0.9 CCTR Transf CSCHRAMM2013
1108074345013

Transfer costs associated with Biofuels Market Development Manager function from cost 
center 2100-3642 in work paper group 1OO011 Customer Programs and Projects to 
SoCalGas USS cost center 2200-2286 Biofuels Market Development to align costs with 
where function resides due to reorganization.

To 2200-2286.000

2010 Total -258 169 0 -3.0

Note:  Totals may include rounding differences.
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1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2011 83 9 0 0.8 CCTR Transf CSCHRAMM2013
1030182031727

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

From 2100-3593.000

2011 0 94 0 0.0 CCTR Transf CSCHRAMM2013
1107092542680

Transfer costs associated with Kwickview license & maintenance from cost center 
2100-0042 in work group 1OO000 Advanced Meter Operations  to cost center 2100-3440 
in work group 1OO011 Customer Programs & Projects to align costs where activity 
resides.

From 2100-0042.000

2011 -116 201 0 -2.2 1-Sided Adj CSCHRAMM2013
1107154339633

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program.  The agreement number for this activity between SDG&E and CEC is 
400-07-006-01.

N/A

2011 0 -92 0 0.0 CCTR Transf CSCHRAMM2013
1107163252047

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

To 2100-3593.000

2011 -21 -0.365 0 -0.4 1-Sided Adj CSCHRAMM2013
1107171302763

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.

Reference Internal Orders:  7049033, 7049039

N/A

2011 -120 -19 0 -0.9 CCTR Transf CSCHRAMM2013
1108072649737

Transfer labor, FTE, and non-labor costs associated with SCG RDD Project Manager 
function from cost center 2100-4018 in work group 1OO011 Customer Programs & 
Projects to SCG cost center 2200-2059 in work group 2RD001 SCG CS - Technologies 
RDD to align costs where function resides.  Reference internal orders:  7025532, 7043704

To 2200-2059.000

2011 -9 -0.114 0 -0.1 CCTR Transf CSCHRAMM2013
1108074520380

Transfer costs associated with Biofuels Market Development Manager function from cost 
center 2100-3642 in work paper group 1OO011 Customer Programs and projects to 
SoCalGas USS cost center 2200-2286 Biofuels Market Development to align costs with 
where function resides due to reorganization.

To 2200-2286.000

2011 Total -182 194 0 -2.8

Note:  Totals may include rounding differences.
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4. Customer Programs & Projects

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2012 68 0.819 0 0.7 CCTR Transf CSCHRAMM2013
1030182531353

Transfer labor, FTE, and non-labor associated with Project Manager of Customer Services 
Projects function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to cost center 2100-3584 In Work Paper Group 1OO011 (Customer Programs & 
Projects) where function resides.

From 2100-3593.000

2012 -42 -75 0 -0.9 1-Sided Adj CSCHRAMM2013
1107154502643

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program.  The agreement number for this activity between SDG&E and 
CEC is 400-07-006-01.

N/A

2012 0 -112 0 0.0 CCTR Transf CSCHRAMM2013
1107163345293

Transfer non-labor costs associated with brochures / fulfillment from cost center 
2100-0650 in work group 1OO011 Customer Programs & Projects to cost center 
2100-3593 in work group 1OO008 Residential Services to align activity where it resides.

To 2100-3593.000

2012 -5 0 0 0.0 1-Sided Adj CSCHRAMM2013
1107171502423

Exclusion for Dynamic Pricing 100% Refundable per filing in Application 10-07-009.
  Reference Internal Orders:  7049033

N/A

2012 0 -1 0 0.0 1-Sided Adj CSCHRAMM2013
1107172337537

Exclusion for Refundable Billing internal order's to SCG.

N/A

2012 -117 -21 0 -0.9 CCTR Transf CSCHRAMM2013
1108072905180

Transfer labor, FTE, and non-labor costs associated with SCG RDD Project Manager 
function from cost center 2100-4018 in work group 1OO011 Customer Programs & 
Projects to SCG cost center 2200-2059 in work group 2RD001 SCG CS - Technologies 
RDD to align costs where function resides.  Reference internal orders:  7025532, 7043704

To 2200-2059.000

2012 Total -96 -207 0 -1.1

2013 -61 0 0 -0.5 1-Sided Adj CSCHRAMM2014
0211123001470

Exclusion for Refundable Billing Internal Order to SCG (Reference IO 7043704)

N/A

2013 0 26 0 0.0 1-Sided Adj CSCHRAMM2014
0211123046070

Exclusion for Refundable IO (CPUC Energy Division Pmts) accrual reversal  (Reference IO 
70428128)

N/A

Note:  Totals may include rounding differences.
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Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 0 426 0 0.0 1-Sided Adj CSCHRAMM2014
0211123130540

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program (Reference IO 7028662).  The agreement number for this activity between 
-SDG&E and the -CEC is 400-07-006-01.

N/A

2013 0 -0.582 0 0.0 1-Sided Adj CSCHRAMM2014
0211123212220

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program (Reference IO 7028662).  The agreement number for this activity between 
-SDG&E and the -CEC is 400-07-006-01.

N/A

2013 -49 0 0 -1.0 1-Sided Adj CSCHRAMM2014
0211123252727

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program (Reference IO 7028662).  The agreement number for this activity between 
-SDG&E and the -CEC is 400-07-006-01.

N/A

2013 0 -0.335 0 0.0 1-Sided Adj CSCHRAMM2014
0211123417567

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program (Reference IO 7028662).  The agreement number for this activity between 
-SDG&E and the -CEC is 400-07-006-01.

N/A

2013 0 -0.166 0 0.0 1-Sided Adj CSCHRAMM2014
0211123453290

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Refernce IO 7049036)

N/A

2013 0 -0.245 0 0.0 1-Sided Adj CSCHRAMM2014
0211123541270

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Refernce IO 7049036)

N/A

2013 -30 -1 0 -0.6 1-Sided Adj CSCHRAMM2014
0211123635480

Exclusion for reimbursable California Energy Commission (CEC) New Solar Homes 
Program.  The agreement number for this activity between -SDG&E and the CEC is 
400-07-006-01.

N/A

2013 -2 0 0 0.0 1-Sided Adj CSCHRAMM2014
0211123857400

Exclusion for Dynamic Pricing Refundable IO s per filing in Application 10-07-009 
(Refernce IO 7067162)

N/A

2013 0 -139 0 0.0 CCTR Transf CSCHRAMM2014
0211124020870

Transfer of Customer Fulfillment brochures costs from cost center 2100-0650 in Work 
Group 1OO011 Customer Programs & Projects to cost center 2100-3593 in Work Group 
1OO008 Residential Services to align activity where it currently resides.

To 2100-3593.000

Note:  Totals may include rounding differences.
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Workpaper:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

1OO011.000 - Customer Programs & Projects

Category: B. Customer Service Information

4. Customer Programs & Projects

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 -6 -12 0 -0.1 CCTR Transf CSCHRAMM2014
0212111921920

Transfer labor   FTE  and non-labor costs associated with SoCalGas RD&D Project 
Manager function from cost center 2100-4018 in work group 1OO011 Customer Programs 
& Projects to SoCalGas cost center 2200-2059.001 in work group 2RD001.001  SoCalGas 
CS - Technologies RD&D Refundable to align costs where function resides.  Reference 
internal orders:  7025532, 7043704

To 2200-2059.001

2013 Total -148 297 0 -2.2

Note:  Totals may include rounding differences.
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Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

In 2013 $ (000) Incurred Costs

Summary of Shared Services Workpapers:  

Adjusted-ForecastAdjusted-
Recorded

Description 2013 2014 2015 2016

A. Customer Service Operations Shared 
Services

376 376 376 376

B. CS Technologies, Policies, and Solutions SS 600 603 603 603

Total 976 979 979 979

Note:  Totals may include rounding differences.
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Cost Center:

Area:
Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

A. Customer Service Operations Shared ServicesCategory:
VARIOUS

In 2013$ (000) Incurred Costs

2013 2014 2015 2016

Summary for Category:  A. Customer Service Operations Shared Services

Adjusted-ForecastAdjusted-Recorded

Labor 360 360 360 360
Non-Labor 16 16 16 16
NSE 0 0 0 0

Total 376 376 376 376
FTE 3.0 3.0 3.0 3.0

Cost Centers belonging to this Category:

2100-0006.000 Customer Service Strategies
113113 113 113Labor

88 8 8Non-Labor

00 0 0NSE

121121 121 121Total

1.01.0 1.0 1.0FTE
2100-3461.000 Business Planning & Budgets Customer Service

122122 122 122Labor

33 3 3Non-Labor

00 0 0NSE

125125 125 125Total

1.01.0 1.0 1.0FTE
2100-3511.000 CCC Strategy and Analysis Manager

125125 125 125Labor

55 5 5Non-Labor

00 0 0NSE

130130 130 130Total

1.01.0 1.0 1.0FTE

Note:  Totals may include rounding differences.
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Beginning of Workpaper
2100-0006.000 - Customer Service Strategies
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Cost Center:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

Category: A. Customer Service Operations Shared Services
1. Customer Service Strategies

The Customer Services Strategies Project Manager shared service cost center provides support for 
continuous improvement initiatives, SCG Strategic Initiative support, and planning / case management for 
SDG&E and SCG Customer Service TY2016 GRC.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 represents the current activity level and is not 
expected to change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical 
in nature and should remain constant for 2014 through 2016.    Therefore, the base year provides a 
reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

108 111 109105 113 113 113Labor 113

3 8 91 8 8 8Non-Labor 8

0 0 00 0 0 0NSE 0

111 119 117106 121 121 121Total 121

1.0 1.0 1.00.9 1.0 1.0 1.0FTE 1.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

A. Customer Service Operations Shared ServicesCategory:
1. Customer Service Strategies

Cost Center Allocations (Incurred Costs):

2014 Adjusted-Forecast2013 Adjusted-Recorded

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 113 1138 80 0121 1211.05 1.05

Total Incurred 113 1138 80 0121 1211.05 1.05

% Allocation

Retained 50.00% 50.00%57.96%57.96%
SEU 50.00% 50.00%42.04%42.04%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

2016 Adjusted-Forecast2015 Adjusted-Forecast

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 113 1138 80 0121 1211.05 1.05

Total Incurred 113 1138 80 0121 1211.05 1.05

% Allocation

Retained 50.00% 50.00%50.00%50.00%
SEU 50.00% 50.00%50.00%50.00%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

Cost Center Allocation Percentage Drivers/Methodology:

Cost Center Allocation Percentage for 2013

The percentage allocation for this cost center  should be shared equally between SDG&E and SCG, as 
the Project Manager supports both utilites GRC efforts, and strategic process improvements.  2013 
actual percentage was 58% retained 42% allocated.

Cost Center Allocation Percentage for 2014

The percentage allocation for this cost center should be shared equally between SDG&E and SCG, as 
the Project Manager supports both utilites GRC efforts, and strategic process improvements.

Cost Center Allocation Percentage for 2015

The percentage allocation for this cost center should be shared equally between SDG&E and SCG, as 
the Project Manager supports both utilites GRC efforts, and strategic process improvements.

Cost Center Allocation Percentage for 2016

The percentage allocation for this cost center should be shared equally between SDG&E and SCG, as 
the Project Manager supports both utilites GRC efforts, and strategic process improvements.

Note:  Totals may include rounding differences.
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Cost Center:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

Category: A. Customer Service Operations Shared Services

1. Customer Service Strategies

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 113 113 0 0 0 113 113 113113
Non-Labor Base YR Rec 8 8 0 0 0 8 8 88
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 121 121 0 0 0 121 121 121121
FTE Base YR Rec 1.0 1.0 0.0 0.0 0.0 1.0 1.0 1.01.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

Category: A. Customer Service Operations Shared Services

1. Customer Service Strategies

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 168 167 102 93 98
Non-Labor 21 17 8 8 8
NSE 0 0 0 0 0

Total 188 184 110 102 105
FTE 1.0 1.0 1.0 0.9 0.9

Adjustments (Nominal $) **

Labor -82 -83 -9 0 0
Non-Labor -18 -16 0 0 0
NSE 0 0 0 0 0

Total -100 -99 -9 0 0
FTE -0.1 -0.2 -0.1 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 85 85 93 93 98
Non-Labor 3 1 8 8 8
NSE 0 0 0 0 0

Total 88 85 101 102 105
FTE 0.9 0.8 0.9 0.9 0.9

Vacation & Sick (Nominal $)

Labor 13 14 14 14 15
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 13 14 14 14 15
FTE 0.1 0.1 0.1 0.1 0.2

Escalation to 2013$

Labor 9 7 4 2 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 10 7 4 2 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 108 105 111 109 113
Non-Labor 3 1 8 9 8
NSE 0 0 0 0 0

Total 111 106 119 117 121
FTE 1.0 0.9 1.0 1.0 1.1

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

Category: A. Customer Service Operations Shared Services

1. Customer Service Strategies

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-82 -83 -9 0 0Labor

-18 -16 0 0 0Non-Labor

0 0 0 0 0NSE

-100 -99 -9 0 0Total

-0.1 -0.2 -0.1 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -3 0 0 0.0 CCTR Transf CSCHRAMM2013
1030132022020

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2009 -82 -10 0 -0.5 CCTR Transf CSCHRAMM2013
1030132117850

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2009 -82 -10 0 -0.5 CCTR Transf CSCHRAMM2013
1030132324477

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2009 85 3 0 0.9 CCTR Transf CSCHRAMM2013
1030181311083

Transfer labor, FTE, and non-labor associated with Project Manager Customer Service 
Strategy function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to USS cost center 2100-0006 (Customer Service Strategy) where function 
resides.

From 2100-3593.000

2009 Total -82 -18 0 -0.1

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-0006.000 - Customer Service Strategies

Category: A. Customer Service Operations Shared Services

1. Customer Service Strategies

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 -21 -1 0 -0.1 CCTR Transf CSCHRAMM2013
1030132632230

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2010 -146 -15 0 -0.9 CCTR Transf CSCHRAMM2013
1030132818700

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2010 85 0.643 0 0.8 CCTR Transf CSCHRAMM2013
1030181506603

Transfer labor, FTE, and non-labor associated with Project Manager Customer Service 
Strategy function from cost center 2100-3593 in Work Paper Group 1OO008 (Residential 
Services) to USS cost center 2100-0006 (Customer Service Strategy) where function 
resides.

From 2100-3593.000

2010 Total -83 -16 0 -0.2

2011 -9 0 0 -0.1 CCTR Transf CSCHRAMM2013
1030133000520

Performance Management & Organizational Strategy Director transferred to SCG CCTR 
2200-0342 during January of 2011. Transfer historical dollars to SCG USS cost center 
2200-0342 where the function resides.

To 2200-0342.000

2011 Total -9 0 0 -0.1

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Beginning of Workpaper
2100-3461.000 - Business Planning & Budgets Customer Service
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Cost Center:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

Category: A. Customer Service Operations Shared Services
2. Business Planning & Budgets Customer Service

Business Planning & Budgets Customer Service manages the business planning work and provides 
supervision to the planners who support SCG Customer Service Office Operations and some SDG&E 
functions.  SDG&E functions supported include Remittance Processing, Natural Gas Vehicles, and 
Business Solutions. Furthermore, this workgroup provides oversight, guidance, compliance, budget 
tracking, reporting and forecasting.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 represents the current activity level and is not 
expected to change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical 
in nature and should remain constant for 2014 through TY 2016.    Therefore, the base year provides a 
reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

220 115 112212 122 122 122Labor 122

1 2 21 3 3 3Non-Labor 3

0 0 00 0 0 0NSE 0

221 117 114213 125 125 125Total 125

2.0 1.1 1.02.0 1.0 1.0 1.0FTE 1.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

A. Customer Service Operations Shared ServicesCategory:
2. Business Planning & Budgets Customer Service

Cost Center Allocations (Incurred Costs):

2014 Adjusted-Forecast2013 Adjusted-Recorded

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 122 1223 30 0125 1251.04 1.04

Total Incurred 122 1223 30 0125 1251.04 1.04

% Allocation

Retained 3.47% 3.47%2.85%2.85%
SEU 96.53% 96.53%97.15%97.15%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

2016 Adjusted-Forecast2015 Adjusted-Forecast

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 122 1223 30 0125 1251.04 1.04

Total Incurred 122 1223 30 0125 1251.04 1.04

% Allocation

Retained 3.47% 3.47%3.47%3.47%
SEU 96.53% 96.53%96.53%96.53%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

A. Customer Service Operations Shared ServicesCategory:
2. Business Planning & Budgets Customer Service

Cost Center Allocation Percentage Drivers/Methodology:

Cost Center Allocation Percentage for 2013

Allocation for Business Planning and Budget manger is based on budget distribution between 
companies as the manager provides oversigt, guidance, compliance, budget tracking, reporting, and 
forecasting for SCG Customer Service Office Operations and SDG&E functions such as Remittance 
Processing, Natural Gas Vehicles, and Business Solutions.

Cost Center Allocation Percentage for 2014

Allocation for Business Planning and Budget manger is based on budget distribution between 
companies as the manager provides oversigt, guidance, compliance, budget tracking, reporting, and 
forecasting for SCG Customer Service Office Operations and SDG&E functions such as Remittance 
Processing, Natural Gas Vehicles, and Business Solutions.

Cost Center Allocation Percentage for 2015

Allocation for Business Planning and Budget manger is based on budget distribution between 
companies as the manager provides oversigt, guidance, compliance, budget tracking, reporting, and 
forecasting for SCG Customer Service Office Operations and SDG&E functions such as Remittance 
Processing, Natural Gas Vehicles, and Business Solutions.

Cost Center Allocation Percentage for 2016

Allocation for Business Planning and Budget manger is based on budget distribution between 
companies as the manager provides oversigt, guidance, compliance, budget tracking, reporting, and 
forecasting for SCG Customer Service Office Operations and SDG&E functions such as Remittance 
Processing, Natural Gas Vehicles, and Business Solutions.

Note:  Totals may include rounding differences.
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Cost Center:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

Category: A. Customer Service Operations Shared Services

2. Business Planning & Budgets Customer Service

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 122 122 0 0 0 122 122 122122
Non-Labor Base YR Rec 3 3 0 0 0 3 3 33
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 125 125 0 0 0 125 125 125125
FTE Base YR Rec 1.0 1.0 0.0 0.0 0.0 1.0 1.0 1.01.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

Category: A. Customer Service Operations Shared Services

2. Business Planning & Budgets Customer Service

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 174 171 97 96 105
Non-Labor 1 1 2 2 3
NSE 0 0 0 0 0

Total 175 172 99 98 109
FTE 1.7 1.7 0.9 0.9 0.9

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 174 171 97 96 105
Non-Labor 1 1 2 2 3
NSE 0 0 0 0 0

Total 175 172 99 98 109
FTE 1.7 1.7 0.9 0.9 0.9

Vacation & Sick (Nominal $)

Labor 27 27 14 14 17
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 27 27 14 14 17
FTE 0.3 0.3 0.2 0.1 0.2

Escalation to 2013$

Labor 19 14 4 2 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 19 14 4 2 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 220 212 115 112 122
Non-Labor 1 1 2 2 3
NSE 0 0 0 0 0

Total 221 213 117 114 125
FTE 2.0 2.0 1.1 1.0 1.1

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3461.000 - Business Planning & Budgets Customer Service

Category: A. Customer Service Operations Shared Services

2. Business Planning & Budgets Customer Service

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

0 0 0 0 0Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 Total 0 0 0 0.0

2010 Total 0 0 0 0.0

2011 Total 0 0 0 0.0

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Beginning of Workpaper
2100-3511.000 - CCC Strategy and Analysis Manager

San Diego Gas & Electric Company

2016 GRC - REVISED

Shared Services Workpapers

SDG&E/CS - OPERATIONS, INFORMATION & TECHNOLOGIES/Exh No:SDG&E-14-WP-R/Witness: B. Baugh

Page 182 of 472



Cost Center:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

Category: A. Customer Service Operations Shared Services
3. CCC Strategy and Analysis Manager

The CCC Strategy & Analysis manger provides oversight to the SCG Customer Contact Center budget 
planning group The main focus of this position is on strategies and planning activities for the SCG 
Customer Contact Centers.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 represents the current activity level and is not 
expected to change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical 
in nature and should remain constant for 2014 through TY 2016.    Therefore, the base year provides a 
reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

122 124 123123 125 125 125Labor 125

3 4 112 5 5 5Non-Labor 5

0 0 00 0 0 0NSE 0

125 128 133125 130 130 130Total 130

1.0 1.0 1.01.0 1.0 1.0 1.0FTE 1.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

A. Customer Service Operations Shared ServicesCategory:
3. CCC Strategy and Analysis Manager

Cost Center Allocations (Incurred Costs):

2014 Adjusted-Forecast2013 Adjusted-Recorded

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 125 1255 50 0130 1301.01 1.01

Total Incurred 125 1255 50 0130 1301.01 1.01

% Allocation

Retained 0.00% 0.00%0.00%0.00%
SEU 100.00% 100.00%100.00%100.00%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

2016 Adjusted-Forecast2015 Adjusted-Forecast

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 125 1255 50 0130 1301.01 1.01

Total Incurred 125 1255 50 0130 1301.01 1.01

% Allocation

Retained 0.00% 0.00%0.00%0.00%
SEU 100.00% 100.00%100.00%100.00%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

A. Customer Service Operations Shared ServicesCategory:
3. CCC Strategy and Analysis Manager

Cost Center Allocation Percentage Drivers/Methodology:

Cost Center Allocation Percentage for 2013

The CCC Strategy & Analysis manger provides oversight of the SCG Customer Contact Center budget 
planning group. The main focus of this position is on strategies and planning activities for the SCG 
Customer Contact Centers.    Therefore it is reasonable to allocate 100%  to SCG, as the CCC Stategy 
and Analysis Manager soley supports SCG.

Cost Center Allocation Percentage for 2014

The CCC Strategy & Analysis manger provides oversight of the SCG Customer Contact Center budget 
planning group. The main focus of this position is on strategies and planning activities for the SCG 
Customer Contact Centers.    Therefore it is reasonable to allocate 100%  to SCG, as the CCC Stategy 
and Analysis Manager soley supports SCG.

Cost Center Allocation Percentage for 2015

The CCC Strategy & Analysis manger provides oversight of the SCG Customer Contact Center budget 
planning group. The main focus of this position is on strategies and planning activities for the SCG 
Customer Contact Centers.    Therefore it is reasonable to allocate 100%  to SCG, as the CCC Stategy 
and Analysis Manager soley supports SCG.

Cost Center Allocation Percentage for 2016

The CCC Strategy & Analysis manger provides oversight of the SCG Customer Contact Center budget 
planning group. The main focus of this position is on strategies and planning activities for the SCG 
Customer Contact Centers.    Therefore it is reasonable to allocate 100%  to SCG, as the CCC Stategy 
and Analysis Manager soley supports SCG.

Note:  Totals may include rounding differences.
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Cost Center:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

Category: A. Customer Service Operations Shared Services

3. CCC Strategy and Analysis Manager

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 125 125 0 0 0 125 125 125125
Non-Labor Base YR Rec 5 5 0 0 0 5 5 55
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 130 130 0 0 0 130 130 130130
FTE Base YR Rec 1.0 1.0 0.0 0.0 0.0 1.0 1.0 1.01.0

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

Category: A. Customer Service Operations Shared Services

3. CCC Strategy and Analysis Manager

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 97 99 104 105 108
Non-Labor 2 2 4 10 5
NSE 0 0 0 0 0

Total 99 101 108 116 113
FTE 0.9 0.9 0.9 0.9 0.9

Adjustments (Nominal $) **

Labor 0 0 0 0 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 0 0 0 0 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 97 99 104 105 108
Non-Labor 2 2 4 10 5
NSE 0 0 0 0 0

Total 99 101 108 116 113
FTE 0.9 0.9 0.9 0.9 0.9

Vacation & Sick (Nominal $)

Labor 15 16 15 15 17
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 15 16 15 15 17
FTE 0.1 0.2 0.1 0.1 0.2

Escalation to 2013$

Labor 11 8 5 2 0
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 11 8 5 2 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 122 123 124 123 125
Non-Labor 3 2 4 11 5
NSE 0 0 0 0 0

Total 125 125 128 133 130
FTE 1.0 1.1 1.0 1.0 1.1

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3511.000 - CCC Strategy and Analysis Manager

Category: A. Customer Service Operations Shared Services

3. CCC Strategy and Analysis Manager

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

0 0 0 0 0Labor

0 0 0 0 0Non-Labor

0 0 0 0 0NSE

0 0 0 0 0Total

0.0 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 Total 0 0 0 0.0

2010 Total 0 0 0 0.0

2011 Total 0 0 0 0.0

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:
Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

B. CS Technologies, Policies, and Solutions SSCategory:
VARIOUS

In 2013$ (000) Incurred Costs

2013 2014 2015 2016

Summary for Category:  B. CS Technologies, Policies, and Solutions SS

Adjusted-ForecastAdjusted-Recorded

Labor 343 343 343 343
Non-Labor 257 260 260 260
NSE 0 0 0 0

Total 600 603 603 603
FTE 2.9 2.9 2.9 2.9

Cost Centers belonging to this Category:

2100-3434.000 Planning & Development
259259 259 259Labor

246246 246 246Non-Labor

00 0 0NSE

505505 505 505Total

1.81.8 1.8 1.8FTE
2100-3709.000 Low Emissions Vehicle Program

8484 84 84Labor

1411 14 14Non-Labor

00 0 0NSE

9895 98 98Total

1.11.1 1.1 1.1FTE

Note:  Totals may include rounding differences.
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Beginning of Workpaper
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Cost Center:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS
1. Planning & Development

The purpose of the Planning & Development group is to provide analytical and execution support for 
initiatives in four strategic priority area:  operational excellence, development and deployment of clean 
energy solutions for customers, advocacy for sensible policies and regulations that support ratepayer 
interests and advance Commission policy, maintaining a properly skilled workforce.  This group also 
manages various external information services on a company-wide basis.

Activity Description:

Labor - Base YR Rec

A base year forecast method because 2013 represents the current activity level and is not expected to 
change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical in nature 
and should remain constant for 2014 through TY 2016.    Therefore, the base year provides a reasonable 
starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See above.

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

579 353 276388 259 259 259Labor 259

397 249 366279 246 246 246Non-Labor 246

0 0 00 0 0 0NSE 0

976 602 642667 505 505 505Total 505

4.0 2.9 2.23.3 1.8 1.8 1.8FTE 1.8

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

B. CS Technologies, Policies, and Solutions SSCategory:
1. Planning & Development

Cost Center Allocations (Incurred Costs):

2014 Adjusted-Forecast2013 Adjusted-Recorded

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 011 110 011 110.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 259 259235 2350 0494 4941.80 1.80

Total Incurred 259 259246 2460 0505 5051.80 1.80

% Allocation

Retained 13.77% 13.77%31.12%31.12%
SEU 86.23% 86.23%68.88%68.88%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

2016 Adjusted-Forecast2015 Adjusted-Forecast

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 011 110 011 110.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 259 259235 2350 0494 4941.80 1.80

Total Incurred 259 259246 2460 0505 5051.80 1.80

% Allocation

Retained 13.77% 13.77%13.77%13.77%
SEU 86.23% 86.23%86.23%86.23%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

B. CS Technologies, Policies, and Solutions SSCategory:
1. Planning & Development

Cost Center Allocation Percentage Drivers/Methodology:

Cost Center Allocation Percentage for 2013

The Planning & Development Director Group allocation methodology was based on the Director 
assessment of time spent completing specific activities and the alloation of this time between the 
utilities.

Cost Center Allocation Percentage for 2014

The purpose of the Planning & Development group is to provide analytical and execution support for 
initiatives in four strategic priority area:  operational excellence, development and deployment of clean 
energy solutions for customers, advocacy for sensible policies and regulations that support ratepayer 
interests and advance Commission policy, maintaining a properly skilled workforce. Labor is allocated 
based on revenue shares for the gas operations of SCG and SDG&E which is the best proxy for the joint 
benefit of joint analysis and development tasks.  Non-labor is based on line-item determination of 
beneficiary of planned expenses such as retainer information services.

Cost Center Allocation Percentage for 2015

The purpose of the Planning & Development group is to provide analytical and execution support for 
initiatives in four strategic priority area:  operational excellence, development and deployment of clean 
energy solutions for customers, advocacy for sensible policies and regulations that support ratepayer 
interests and advance Commission policy, maintaining a properly skilled workforce. Labor is allocated 
based on revenue shares for the gas operations of SCG and SDG&E which is the best proxy for the joint 
benefit of joint analysis and development tasks.  Non-labor is based on line-item determination of 
beneficiary of planned expenses such as retainer information services.

Cost Center Allocation Percentage for 2016

The purpose of the Planning & Development group is to provide analytical and execution support for 
initiatives in four strategic priority area:  operational excellence, development and deployment of clean 
energy solutions for customers, advocacy for sensible policies and regulations that support ratepayer 
interests and advance Commission policy, maintaining a properly skilled workforce. Labor is allocated 
based on revenue shares for the gas operations of SCG and SDG&E which is the best proxy for the joint 
benefit of joint analysis and development tasks.  Non-labor is based on line-item determination of 
beneficiary of planned expenses such as retainer information services.

Note:  Totals may include rounding differences.
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Cost Center:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS

1. Planning & Development

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 259 259 0 0 0 259 259 259259
Non-Labor Base YR Rec 246 246 0 0 0 246 246 246246
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 505 505 0 0 0 505 505 505505
FTE Base YR Rec 1.8 1.8 0.0 0.0 0.0 1.8 1.8 1.81.8

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 Total 0 0 0 0.0

02015 Total 0 0 0 0.0

02016 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS

1. Planning & Development

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 686 438 312 237 224
Non-Labor 368 266 254 382 260
NSE 0 0 0 0 0

Total 1,054 704 567 620 484
FTE 5.2 3.9 2.6 1.9 1.5

Adjustments (Nominal $) **

Labor -228 -126 -16 0 0
Non-Labor -6 -6 -15 -23 -14
NSE 0 0 0 0 0

Total -234 -131 -31 -23 -14
FTE -1.7 -1.1 -0.1 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 458 312 296 237 224
Non-Labor 362 261 239 359 246
NSE 0 0 0 0 0

Total 820 573 536 596 469
FTE 3.5 2.8 2.5 1.9 1.5

Vacation & Sick (Nominal $)

Labor 71 50 44 34 35
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 71 50 44 34 35
FTE 0.6 0.5 0.4 0.3 0.3

Escalation to 2013$

Labor 50 26 13 5 0
Non-Labor 34 18 9 6 0
NSE 0 0 0 0 0

Total 84 44 23 11 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 579 388 353 276 259
Non-Labor 397 279 249 366 246
NSE 0 0 0 0 0

Total 976 667 602 642 505
FTE 4.1 3.3 2.9 2.2 1.8

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS

1. Planning & Development

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

-228 -126 -16 -0.185 0Labor

-6 -6 -15 -23 -14Non-Labor

0 0 0 0 0NSE

-234 -131 -31 -23 -14Total

-1.7 -1.1 -0.1 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 -130 -2 0 -0.8 CCTR Transf CSCHRAMM2013
1111145243463

Transfer labor, FTE, and non-labor costs associated with Electric Vehicle Manager from 
USS cost center 2100-3434 Planning & Development Director to NSS cost cener 
2100-3675  in work group 1OO008 to align costs in where function resides.

To 2100-3675.000

2009 -98 -4 0 -0.9 CCTR Transf CSCHRAMM2013
1111160839487

Transfer labor  FTE and non-labor costs associated with Strategic Project Manager roles 
from SDG&E USS cost center 2100-3434 Planning & Development Director to SoCalGas 
USS cost center 2200-2229 Business Strategy and Development to align functions where 
they reside due to re-organization.

To 2200-2229.000

2009 Total -228 -6 0 -1.7

2010 0 -0.245 0 0.0 CCTR Transf CSCHRAMM2013
1111145422993

Transfer non-labor costs associated with SCG RD&D Projects from SDG&E USS cost 
center 2100-3434 Planning & Development Director to SCG cost cennter 2200-2059 in 
work group 2RD001 SCG CS - Technologies RDD to align costs where function resides.  
Reference Billing Internal Order:  7023552.

To 2200-2059.000

2010 -126 -5 0 -1.1 CCTR Transf CSCHRAMM2013
1111160929823

Transfer labor  FTE  and non-labor costs associated with Strategic Project Manager roles 
from SDG&E USS cost center 2100-3434 Planning & Development Director to SoCalGas 
USS cost center 2200-2229 Business Strategy and Development to align functions where 
they reside due to reorganization.

To 2200-2229.000

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS

1. Planning & Development

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2010 Total -126 -6 0 -1.1

2011 0 -15 0 0.0 CCTR Transf CSCHRAMM2013
1111145520303

Transfer non-labor costs associated with SCG RD&D Projects from SDG&E USS cost 
center 2100-3434 Planning & Development Director to SCG cost cennter 2200-2059 in 
work group 2RD001 SCG CS - Technologies RDD to align costs where function resides.  
Reference Billing Internal Order:  7023552.

To 2200-2059.000

2011 -12 0 0 -0.1 1-Sided Adj CSCHRAMM2013
1111161325340

Exclusion -Non GRC FERC 426.5 - Reference internal order:  406300

N/A

2011 -4 0 0 0.0 1-Sided Adj CSCHRAMM2013
1111161410207

Exclusion of Compression Service Tariff (CST) costs related to the evaluation of CST 
facility installation site.  Pursuant to CPUC decision D.12-12-037, all CST activities must 
be excluded from base rates.

N/A

2011 Total -16 -15 0 -0.1

2012 0 -23 0 0.0 CCTR Transf CSCHRAMM2013
1111152435053

Transfer non-labor costs associated with SCG RD&D Projects from SDG&E USS cost 
center 2100-3434 Planning & Development Director to SCG cost cennter 2200-2059 in 
work group 2RD001 SCG CS - Technologies RDD to align costs where function resides.  
Reference Internal Order:  7023552.

To 2200-2059.000

2012 -0.185 0 0 0.0 1-Sided Adj CSCHRAMM2013
1111161459873

Exclusion of Compression Service Tariff (CST) costs related to the evaluation of CST 
facility installation site.  Pursuant to CPUC decision D.12-12-037, all CST activities must 
be excluded from base rates.

N/A

2012 Total -0.185 -23 0 0.0

2013 0 -14 0 0.0 CCTR Transf CSCHRAMM2014
0212112041200

Transfer non-labor costs associated with SoCalGas RD&D Refundable Program from 
shared service cost center 2100-3434.000 SoCalGas cost center 2200-2059.001 in work 
group 2RD001.001 SoCalGas CS - Technologies RD&D Refundable to align costs where 
function resides.  Reference internal order:  7025532

To 2200-2059.001

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3434.000 - Planning & Development

Category: B. CS Technologies, Policies, and Solutions SS

1. Planning & Development

Year/Expl. RefIDFrom CCtrAdj TypeFTENSENLbrLabor

2013 Total 0 -14 0 0.0

Note:  Totals may include rounding differences.
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Beginning of Workpaper
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Cost Center:

Witness:

Category-Sub

Area: CS - OPERATIONS, INFORMATION & TECHNOLOGIES
Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

Category: B. CS Technologies, Policies, and Solutions SS
2. Low Emissions Vehicle Program

The Low Emissions Vehicle Program shared service cost center supports the SDG&E Low Emission 
Vehicle Program;  providing Natural Gas Vehicle (NGV) utility account management, customer information, 
education, and training services to the general public, operators of NGVs, operators of NGV refueling 
stations, government agencies, and others throughout the service territories of both SoCalGas and 
SDG&E.

Activity Description:

Labor - Base YR Rec

A base year forecast method was used because 2013 represents the current activity level and is not 
expected to change.  Furthermore, this workgroup has a small number of FTEs whose work is not cyclical 
in nature and should remain constant for 2014 through TY 2016.    Therefore, the base year provides a 
reasonable starting point for future expenditures.

Forecast Explanations:

Non-Labor - Base YR Rec

See explanation above

NSE - Base YR Rec

N/A

Summary of Results:

In 2013$ (000) Incurred Costs
Adjusted-ForecastAdjusted-Recorded

2009 2011 20122010 2013 2014 2015Years 2016

114 76 808 84 84 84Labor 84

23 9 101 11 14 14Non-Labor 14

0 0 00 0 0 0NSE 0

137 85 909 95 98 98Total 98

0.8 1.0 1.00.0 1.1 1.1 1.1FTE 1.1

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

B. CS Technologies, Policies, and Solutions SSCategory:
2. Low Emissions Vehicle Program

Cost Center Allocations (Incurred Costs):

2014 Adjusted-Forecast2013 Adjusted-Recorded

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 84 8411 140 095 981.05 1.05

Total Incurred 84 8411 140 095 981.05 1.05

% Allocation

Retained 88.61% 88.61%84.30%84.30%
SEU 11.39% 11.39%15.70%15.70%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

2016 Adjusted-Forecast2015 Adjusted-Forecast

FTETotalNSENon-LaborLabor FTETotalNSENon-LaborLabor
Directly Retained 0 00 00 00 00.00 0.00

Directly Allocated 0 00 00 00 00.00 0.00

Subj. To % Alloc. 84 8414 140 098 981.05 1.05

Total Incurred 84 8414 140 098 981.05 1.05

% Allocation

Retained 88.61% 88.61%88.61%88.61%
SEU 11.39% 11.39%11.39%11.39%
CORP 0.00% 0.00%0.00%0.00%
Unreg 0.00% 0.00%0.00%0.00%

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

B. CS Technologies, Policies, and Solutions SSCategory:
2. Low Emissions Vehicle Program

Cost Center Allocation Percentage Drivers/Methodology:

Cost Center Allocation Percentage for 2013

This cost center includes all costs associated with the NGV Program at SoCalGas and SDG&E,which 
provides customer information, education and training to operators of NGVs and NGV refueling stations. 
The shared service allocation is based on NGV meters counts. 6 Mtrs SCG 28 Mtrs SDG&E

Cost Center Allocation Percentage for 2014

This cost center includes all costs associated with the NGV Program at SoCalGas and SDG&E,which 
provides customer information, education and training to operators of NGVs and NGV refueling stations. 
The shared service allocation is based on NGV meters counts. 5 Mtrs SCG 32 Mtrs SDG&E

Cost Center Allocation Percentage for 2015

This cost center includes all costs associated with the NGV Program at SoCalGas and SDG&E,which 
provides customer information, education and training to operators of NGVs and NGV refueling stations. 
The shared service allocation is based on NGV meters counts. 5 Mtrs SCG 32 Mtrs SDG&E

Cost Center Allocation Percentage for 2016

This cost center includes all costs associated with the NGV Program at SoCalGas and SDG&E,which 
provides customer information, education and training to operators of NGVs and NGV refueling stations. 
The shared service allocation is based on NGV meters counts. 5 Mtrs SCG 32 Mtrs SDG&E

Note:  Totals may include rounding differences.
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Cost Center:

Category-Sub:

Area:

Witness:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

Category: B. CS Technologies, Policies, and Solutions SS

2. Low Emissions Vehicle Program

In 2013 $(000) Incurred Costs

Forecast Summary:

Adjusted-ForecastForecast AdjustmentsBase ForecastForecast Method
Years 2015 2016 2014 2015 2016 2014 2015 20162014

Labor Base YR Rec 84 84 0 0 0 84 84 8484
Non-Labor Base YR Rec 11 11 3 3 3 14 14 1411
NSE Base YR Rec 0 0 0 0 0 0 0 00

Total 95 95 3 3 3 98 98 9895
FTE Base YR Rec 1.1 1.1 0.0 0.0 0.0 1.1 1.1 1.11.1

Year/Expl. Labor NLbr NSE Total FTE Adj_Type

Forecast Adjustment Details:

02014 3 0 3 0.0 1-Sided Adj

Increase in reimbursable expenses due to increased travel.

02014 Total 3 0 3 0.0

02015 3 0 3 0.0 1-Sided Adj

Increase in reimbursable expenses due to increased travel.

02015 Total 3 0 3 0.0

02016 3 0 3 0.0 1-Sided Adj

Increase in reimbursable expenses due to increased travel.

02016 Total 3 0 3 0.0

Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

Category: B. CS Technologies, Policies, and Solutions SS

2. Low Emissions Vehicle Program

Determination of Adjusted-Recorded (Incurred Costs):
2013 ($000)2012 ($000)2011 ($000)2010 ($000)2009 ($000)

Recorded (Nominal $)*

Labor 81 0 64 69 73
Non-Labor 20 0 9 10 11
NSE 0 0 0 0 0

Total 102 0 73 79 84
FTE 0.6 0.0 0.8 0.9 0.9

Adjustments (Nominal $) **

Labor 8 7 0 0 0
Non-Labor 1 1 0 0 0
NSE 0 0 0 0 0

Total 9 7 0 0 0
FTE 0.1 0.0 0.0 0.0 0.0

Recorded-Adjusted (Nominal $)

Labor 90 7 64 69 73
Non-Labor 21 1 9 10 11
NSE 0 0 0 0 0

Total 111 7 73 79 84
FTE 0.7 0.0 0.8 0.9 0.9

Vacation & Sick (Nominal $)

Labor 14 1 9 10 11
Non-Labor 0 0 0 0 0
NSE 0 0 0 0 0

Total 14 1 9 10 11
FTE 0.1 0.0 0.1 0.1 0.2

Escalation to 2013$

Labor 10 1 3 1 0
Non-Labor 2 0 0 0 0
NSE 0 0 0 0 0

Total 12 1 3 2 0
FTE 0.0 0.0 0.0 0.0 0.0

Recorded-Adjusted (Constant 2013$)

Labor 114 8 76 80 84
Non-Labor 23 1 9 10 11
NSE 0 0 0 0 0

Total 137 9 85 90 95
FTE 0.8 0.0 0.9 1.0 1.1

*  After company-wide exclusions of Non-GRC costs
** Refer to "Detail of Adjustments to Recorded" page for line item adjustments
Note:  Totals may include rounding differences.
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Cost Center:

Area:

Witness:

Category-Sub:

CS - OPERATIONS, INFORMATION & TECHNOLOGIES

Bradley M. Baugh

2100-3709.000 - Low Emissions Vehicle Program

Category: B. CS Technologies, Policies, and Solutions SS

2. Low Emissions Vehicle Program

In Nominal $ (000) Incurred Costs

Summary of Adjustments to Recorded:

    Years 2009 2010 2011 2012 2013

8 7 0 0 0Labor

0.716 0.795 0 0 0Non-Labor

0 0 0 0 0NSE

9 7 0 0 0Total

0.1 0.0 0.0 0.0 0.0FTE

Detail of Adjustments to Recorded:

Year/Expl. Labor NLbr NSE FTE Adj_Type RefIDFrom CCtr

2009 8 0.716 0 0.1 CCTR Transf EPANAMEN2013
1108195740530

Transfer labor  FTE and non-labor costs associated with Account Executive roles from 
SoCalGas USS cost center 2200-0234 NGV Program to SDG&E USS cost center 
2100-3709 to align functions where they reside and will be forecast.

From 2200-0234.000

2009 Total 8 0.716 0 0.1

2010 7 0.795 0 0.0 CCTR Transf EPANAMEN2013
1108195903987

Transfer labor  FTE and non-labor costs associated with Account Executive roles from 
SoCalGas USS cost center 2200-0234 NGV Program to SDG&E USS cost center 
2100-3709 to align functions where they reside and will be forecast.

From 2200-0234.000

2010 Total 7 0.795 0 0.0

2011 Total 0 0 0 0.0

2012 Total 0 0 0 0.0

2013 Total 0 0 0 0.0

Note:  Totals may include rounding differences.
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ORA Informal Data Request ORA INFORMAL-SDG&E/SoCalGas-DR-05 Question 2 Attachments

Witness Name Bradley M. Baugh
Constant 2013$ in Thousands

Workpaper Page
 2009 2010 2011 2012 2013 2014 2015 2016
SDG&E

Exh No:SDG&E-14-WP
OM Total 61,785 55,241 53,627 56,705 58,154 61,010 64,224 67,584

NSS 60,213 54,121 52,577 55,608 57,178 60,031 63,245 66,605
1OO000.000 - Advanced Metering Ops

Labor 4,681 5,070 4,870 7,311 7,556 8,480 8,738 8,090
NLbr 608 514 552 842 579 500 681 681
NSE 0 0 0 0 0 0 0 0

1OO000.000 Total 5,289 5,584 5,422 8,153 8,135 8,980 9,419 8,771 Page 6 of 472

1OO001.000 - Meter Reading
Labor 9,050 6,907 4,162 (1) 0 0 0 0
NLbr 626 150 89 0 0 0 0 0
NSE 0 0 0 0 0 0 0 0

1OO001.000 Total 9,676 7,057 4,251 (1) 0 0 0 0 Page 21 of 472

1OO002.000 - Billing
Labor 4,321 4,237 4,037 4,687 4,768 4,828 5,032 5,508
NLbr 231 374 328 316 305 308 316 331
NSE 0 0 0 0 0 0 0 0

1OO002.000 Total 4,552 4,611 4,365 5,003 5,073 5,136 5,348 5,839 Page 27 of 472

1OO003.000 - Credit & Collections
Labor 2,025 2,066 2,086 2,123 2,227 2,116 2,094 2,256
NLbr 553 516 537 447 480 538 564 591
NSE 0 0 0 0 0 0 0 0

1OO003.000 Total 2,578 2,582 2,623 2,570 2,707 2,654 2,658 2,847 Page 39 of 472

1OO004.000 - Remittance Processing
Labor 0 0 0 0 0 0 0 0
NLbr 1,025 877 886 815 887 882 876 865
NSE 0 0 0 0 0 3 7 10

1OO004.000 Total 1,025 877 886 815 887 885 883 875 Page 52 of 472

1OO004.001 - Postage
Labor 0 0 0 0 0 0 0 0
NLbr (1) (1) 0 0 0 0 0 0
NSE 5,059 5,008 4,979 4,597 4,431 4,624 4,519 4,333

1OO004.001 Total 5,058 5,007 4,979 4,597 4,431 4,624 4,519 4,333 Page 64 of 472

1OO005.000 - Branch Offices
Labor 1,430 1,402 1,458 1,409 1,503 1,300 1,218 1,218
NLbr 526 470 520 485 516 516 516 516
NSE 0 0 0

1OO005.000 Total 1,956 1,872 1,978 1,894 2,019 1,816 1,734 1,734 Page 79 of 472

1OO006.000 - CCC Operations
Labor 9,271 8,941 8,590 8,551 8,804 8,348 7,957 8,429
NLbr 94 322 236 357 384 384 384 384
NSE 0 0 0 0 0 0 0 0

1OO006.000 Total 9,365 9,263 8,826 8,908 9,188 8,732 8,341 8,813 Page 89 of 472

1OO007.000 - CCC Support
Labor 1,299 1,153 1,301 1,404 1,312 1,313 1,313 1,313
NLbr 993 1,251 1,088 903 1,010 1,060 1,224 1,082
NSE 0 0 0 0 0 0 0 0

1OO007.000 Total 2,292 2,404 2,389 2,307 2,322 2,373 2,537 2,395 Page 105 of 472

Adjusted Recorded Forecast

Note: Totals may include rounding differences. 1 of 2
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ORA Informal Data Request ORA INFORMAL-SDG&E/SoCalGas-DR-05 Question 2 Attachments

Witness Name Bradley M. Baugh
Constant 2013$ in Thousands

Workpaper Page
 2009 2010 2011 2012 2013 2014 2015 2016

Adjusted Recorded Forecast

1OO008.000 - Residential Customer Services
Labor 1,688 1,421 1,832 2,471 2,579 2,578 2,578 2,903
NLbr 1,769 1,421 1,616 1,634 2,998 2,560 2,685 3,703
NSE 0 0 0 0 0 0 0 0

1OO008.000 Total 3,457 2,842 3,448 4,105 5,577 5,138 5,263 6,607 Page 124 of 472

1OO009.000 - C&I Services
Labor 4,599 4,563 4,311 4,447 4,418 4,594 4,591 4,826
NLbr 665 579 894 958 887 887 887 962
NSE 0 0 0

1OO009.000 Total 5,264 5,142 5,205 5,405 5,305 5,482 5,479 5,789 Page 136 of 472

1OO010.000 - Communications Research & Web
Labor 1,839 1,440 1,846 2,219 2,204 2,668 2,768 3,023
NLbr 4,737 3,195 3,689 5,764 5,736 7,952 10,397 11,265
NSE 0 0 0 0 0 0 0

1OO010.000 Total 6,576 4,637 5,535 7,984 7,940 10,620 13,165 14,288 Page 142 of 472

1OO011.000 - Customer Programs & Projects
Labor 905 943 976 1,453 1,419 1,418 1,721 1,920
NLbr 1,391 852 808 973 1,304 1,303 1,303 1,518
NSE 0 0 0 0 0 0 5 5

1OO011.000 Total 2,296 1,795 1,784 2,425 2,723 2,721 3,029 3,443 Page 156 of 472

1OO012.000 - Other Office
Labor 517 400 423 437 588 587 587 587
NLbr 312 48 463 1,006 283 283 283 283
NSE 0 0 0 0 0 0 0 0

1OO012.000 Total 829 448 886 1,443 871 870 870 870 Page 116 of 472

USS 1,572 1,120 1,050 1,097 976 979 979 979
2100-0006.000 - Customer Service Strategies

Labor 108 105 111 109 113 113 113 113
NLbr 3 1 8 8 8 8 8 8
NSE 0 0 0 0 0 0

2100-0006.000 Total 111 106 119 117 121 121 121 121 Page 169 of 472

2100-3434.000 - Planning & Development
Labor 580 388 353 276 259 259 259 259
NLbr 398 279 248 366 246 246 246 246
NSE 0 0 0 0 0 0 0 0

2100-3434.000 Total 978 667 601 642 505 505 505 505 Page 191 of 472

2100-3461.000 - Business Planning & Budgets Customer Service
Labor 220 212 115 112 122 122 122 122
NLbr 1 1 2 2 3 3 3 3
NSE 0 0 0

2100-3461.000 Total 221 213 117 114 125 125 125 125 Page 176 of 472

2100-3511.000 - CCC Strategy and Analysis Manager
Labor 122 123 124 123 125 125 125 125
NLbr 3 2 4 11 5 5 5 5
NSE 0 0 0

2100-3511.000 Total 125 125 128 134 130 130 130 130 Page 183 of 472

2100-3709.000 - Low Emissions Vehicle Program
Labor 114 8 76 80 84 84 84 84
NLbr 23 1 9 10 11 14 14 14
NSE 0 0 0 0 0

2100-3709.000 Total 137 9 85 90 95 98 98 98 Page 200 of 472

Note: Totals may include rounding differences. 2 of 2
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