From: Somerville, Michelle

To: Donald M. Kelly

Cc: "jJane@ucan.org"; Laura Norin; Brandon Charles
Subject: ORA DR-006 A.17-12-013 | SDG&E Res RDW
Date: Friday, April 13, 2018 2:55:15 PM

Attachments: A.17-12-013 DR ORA-SDGE-06 Q1 Response.docx

A.17-12-013 DR ORA-SDGE-06 Q2 Response Final.docx
A.17-12-013 DR ORA-SDGE-06 Q3 Response Final.docx

Good Afternoon,

Please find SDG&E’s response to ORA 006 in response to UCAN DR 02 which asks for responses given
to other parties in A.17-12-011.

Regards, Michelle

From: Somerville, Michelle
Sent: Friday, April 13, 2018 1:56 PM

Subject: RE: ORA DR-006 A.17-12-013 | SDG&E Res RDW

Good Afternoon,

Please find SDG&E response to ORA DR 006 in A.17-12-013 attached.
If you have any questions or concerns, please feel free to contact me.

Regards,

Michelle Somerville

SDG&E Regulatory Business Manager
(858) 654-6356

From: Karle, Matthew [mailto:matthew.karle@cpuc.ca.gov]

Sent: Friday, March 30, 2018 4:48 PM

To: Somerville, Michelle <MSomerville@semprautilities.com>; Pacheco, John A.
<JPacheco@semprautilities.com>

Cc: Duran, Eric <Eric.Duran@cpuc.ca.gov>; Khoury, Dexter <dexter.khoury@cpuc.ca.gov>; O'Hara,

Rosanne <Rosanne.O'Hara@cpuc.ca.gov>
Subject: [EXTERNAL] ORA DR-006 A.17-12-013 | SDG&E Res RDW

Michelle and John,

Please find attached ORA DR 006 in A.17-12-013. Please confirm receipt. Should PG&E object to this
request or need an extension, please let us know as soon as possible. Thanks!

Matthew Karle
ORA Rate Design
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ORA DATA REQUEST 

ORA-SDGE-DR-06

A.17-12-013 

SDG&E 2018 Residential Rate Design Window

Date Received: April 11, 2018

Date Submitted:  April 13, 2018



DATA REQUEST: IDTM ME&O



Question 1:



In SDG&E-7, at p. HT-19, SDG&E states that outbound calling “will be considered for reaching out to the most negatively impacted customers to educate them on TOU rates and connect them to solutions. This tactic is planned to be tested in the Default TOU Pilot and may be included in the mass default plan, based on its level of success.”

a. Please describe SDG&E’s current outbound calling plan for the default pilot. How does SDG&E define “most severely impacted customers” in this context?

b. What metrics does SDG&E intend to use to determine the level of success for outbound calling in the default pilot?



SDG&E Response:



a. Outbound calling provides SDG&E with an opportunity to make a more personal, customized and interactive connection with specific customers, such as the most negatively impacted. SDG&E defines “most negatively impacted” customers as those customers who fall outside of the Neutral Non-Benefiter category, which are customers expected to experience an average increase of $0.01-$9.99/month on their electric bill, based on the last 12 months of energy consumption. Non-Benefiters, i.e. those customers expected to experience an average bill increase of $10/month or more on their electric bill, are considered the most negatively impacted customers.1



SDG&E conducted an outbound call campaign in Q1 of 2018 to customers in the default pilot population who were estimated to see an increase of $10+/month or 10% or more on their energy bill. The 4,185 pilot customers in this group represent approximately 3% of the pilot population and are comprised of 5% CARE, FERA or Medical Baseline customers. SDG&E’s Energy Savings Specialists (ESS) conducted approximately 6,000 live calls to pilot customers with the following results:



· 38% of customers were successfully reached by an ESS

· 11% of customers made the decision to try a default TOU pricing plan

· [bookmark: _GoBack]On average, it took almost two calls for the ESS to contact the customer



b. Outbound calling in the default pilot provides an additional touchpoint for SDG&E that allows us to get specific, qualitative feedback from customers regarding their thoughts, concerns and understanding of TOU. The Q1 call campaign provided the following customer sentiment metrics:



· 71% of customers had a positive/neutral view of TOU

· 7% of customers had a negative view of TOU

· 17% of customers chose to disconnect before the call was completed



In this case, success is determined by our ability to engage customers directly, gather their input, and apply key learnings and insights that help refine messaging and strategies for mass TOU rollout in 2019. Because the number of “most negatively impacted” customers in the general default population will be higher, SDG&E may need to redefine the threshold, criteria and/or timing for those that receive outbound calls, based on findings from the default pilot.







 Non-Benefiters and Neutral Non-Benefiters are described in the Prepared Direct Testimony of Christopher Bender, A.17-12-013: SDG&E 2018 Rate Design Window.
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Question 2:



Has SDG&E developed an alternative schedule for default TOU implementation in the event that a March 2019 IDTM is not approved?

a. Please provide an overview of this alternative schedule.

b. In this scenario, how would SDG&E treat customers included within the default pilot? Would default pilot customers remain on the pilot rate, or be transitioned to another rate?

c. Would SDG&E intend to perform outreach to encourage customers to opt-in to TOU rates were there an interim between the default pilot and the IDTM? If yes, please provide an overview of the plan.



SDG&E Response:



This question is vague because it is not clear what ORA is asking SDG&E to assume by the phrase “in the event a March 2019 IDTM is not approved.”  If ORA is asking SDG&E to assume that its proposed default-TOU plan is not approved, then SDG&E would transition the pilot participants to the applicable existing rates or according to the transition plan included in the final decision.



However, if ORA is asking SDG&E to assume that its default-TOU plan is approved, but that it is not approved in time for a March 2019 implementation, then SDG&E would need more information to answer these questions.  For example, is ORA asking SDG&E to assume it would get a final decision by January 2019 or some other date in 2019?  Without knowing the timing of a final decision, SDG&E cannot speculate about how it would handle transition issues related to the pilot participants.  



With respect to timing generally, SDG&E would like to reiterate why it has requested a final decision in time to implement in March 2019.  Again, this timing is mainly based on the schedule for SDG&E’s CIS Upgrade and the need to avoid an overlap with the Test Phase of the CIS Upgrade.  This point was clarified in a recent response (copied to the service list on April 9, 2018) to data requests from Energy Division.  In addition to correcting testimony on this point, these responses to Energy Division also explain how the schedules were put together to optimize system stability, operational effectiveness, and the overall customer experience. SDG&E also identified two key risks that make it unwise to begin Mass TOU Default past March 2019 and therefore extend the major part of Mass TOU Default transitions into Q1 2020:  



1. The first risk is that the Mass TOU Default transition would overlap with the CIS Test Phase that is scheduled to begin early in Q1 2020. During the Test phase, SDG&E will be performing extensive testing of its new SAP system, including a detailed review of customer bills through a bill comparison process. The bill comparison process will consist of comparing actual bills generated in SDG&E’s legacy CIS and using the same data to generate corresponding bills in the new SAP system. The bill comparison process will not be effective if a significant number of rate changes occur during the process. The bill comparison process is critical, as it will identify any discrepancies with calculations or line items, and thus help to ensure the new SAP system is configured correctly when it goes live in January 2021.



2. The second risk is insufficient resourcing for SDG&E during 2020. Throughout 2020, SDG&E’s Customer Service and IT employees will be receiving extensive training on the new SAP system to properly prepare for when the system goes live. This process will occur in waves so that the existing operations are not impacted due to employees being pulled off line for training. This training process is critical to the success of the new SAP implementation and will require that employees are available and not pulled off to support other key initiatives, such as necessary tasks to implement mass default TOU rates.



Again, since SDG&E does not know when the Commission will issue its final decision, assuming it does not do so before the end of 2018, it cannot speculate about how it would handle the transition for pilot participants.  If the possibility of a delayed decision becomes more likely as the proceeding continues, SDG&E could prepare another transition plan at that time, depending on what the timing might be.
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Question 3:



In SDG&E-7, at p. HT-14, SDG&E describes the Phase 2 of SDG&E’s ME&O communications, including default notifications. SDG&E states that the materials included in this phase will “direct customers to utilize online, self-service options to either enroll or opt-out of their respective TOU pricing plan to another eligible rate.”

a. Please provide an overview of SDG&E’s current plans for IDTM opt-out materials provided to customers in the phase, including channel (e-mail, direct mail, etc.), timing (30, 60, 90-day mailings, etc.), and language availability.



SDG&E Response: 



As the first step in the awareness stage of the default TOU pilot, SDG&E sent notification postcards to 154,000 customers in October 2017. These postcards provided a high-level notification that TOU pricing plans were coming in 2018. For more information, customers were directed to SDG&E’s website. In January and February 2018, SDG&E sent 60-day notifications and 30-day reminders to the remaining eligible, randomly selected default TOU pilot population. 



All pieces were provided in either English or Spanish (based on the customer’s preference noted on their SDG&E account). Both direct mail and email channels were used and are being tested to determine effectiveness. At each stage, customers were reminded that they had choices, including the option to stay on their current rate or select another eligible rate, in other words to “opt out” of the default rate. Current plans for IDTM are expected to be similar, pending any significant findings from the default TOU pilot that may require adjustments to strategy, tactics or messaging.



60-Day Notification: In January 2018, SDG&E sent 60-day direct mail and/or email notifications to 141,126 pilot customers. General messaging remained the same on all versions; however, display of pricing plan comparisons to the customers varied.  Most versions compared the two new TOU plans (TOU-DR1, TOU-DR2) with a customer’s current standard tiered plan. Another version included TOU-DR-P, an event-based plan option, creating a four-plan comparison. The customers were encouraged to go online to learn more and make their choice. Direct mail customers were also provided a Business Reply Card which allowed them to pick a TOU plan or remain with their current plan.



30-Day Reminder: In February 2018, SDG&E sent 30-day reminders by direct mail and/or email to 127,493 pilot customers. The communication method and information display matched that of the 60-day notification sent to each customer to continue testing notification channels and messaging, including the option to stay on their current rate or select another eligible rate.



Welcome Materials: SDG&E sent TOU pricing plan welcome information in March 2018 to 108,546 active TOU pilot customers through their preferred communication channels: 76,015 customers received welcome information by direct mail and 32,531 through email. The welcome materials were tailored to each pricing plan option and provided information to help customers be successful on their TOU plan.
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