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The Voice of Consumers, Making a Difference!




Consumer Assistance Programs and Shut-Offs

February 19, 2009
Who We Are

· DRA is the independent consumer advocacy division of the California Public Utilities Commission with a statutory mandate to obtain the lowest possible rate for utility service consistent with reliable and safe service levels 

· DRA also advocates for customer and environmental protections

DRA believes emergency measures are not needed at this time 
· Existing ratepayer-funded assistance programs and resources are underutilized

	    IOU
	      CARE
	      FERA
	         LIEE

	PG&E
	74%
	7%
	4%

	SCE
	83%
	9%
	5%

	SDG&E
	84%
	8%
	7%

	SoCalGas
	74%
	NA
	3%


· CPUC required assistance programs exist at every stage of the bill payment and shut-off processes - Preventative Assistance Programs, Late Payment Programs, Emergency Cash Grants, Shut-off safeguards

Recommendations

1.  IOUs should preemptively offer customers the full menu of assistance programs to increase enrollment 

· IOUs should target customers who are late and offer, via live telephone calls, assistance options and programs 

· IOUs should inform customers of all options and programs during customer-initiated and IOU-initiated calls

· Consider the offer accomplished after the customer has either enrolled or explicitly opted out of the program 

2.  IOUs should implement each other’s best practices 
· Fully deploy over-the-phone, one-step enrollment for CARE and FERA

· Relax disconnection timeframes

· Develop network of organizations through which to promote programs

· Offer flexible payment plans more frequently

3.  Conduct a progress update at the Legislature in the 2nd quarter of 2009 to 

     report on IOU progress and customer participation in assistance 

     programs 
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