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The Voice of Consumers, Making a Difference!




DRA’s Goal for CARE 
Make sure all eligible customers are enrolled

In November of 2008 the PUC adopted Decision 08-11-031 that authorized the IOUs to spend $1.1 billion in 2009 to reduce low income household energy bills through discounts and energy efficiency retrofits.  DRA had several recommendations adopted in the aforementioned decision.  The following DRA strategies were not adopted:

· Establish accountability mechanisms to make sure PUC directives happen (one million more households enrolled in CARE, engage more CBOs to enroll people in CARE, Customer Service Reps must verbally inform customers about CARE at certain times) 

· Address PG&E’s failure to meet CARE enrollment goals in 2007-2008 (PG&E’s verification strategies resulted in negative net CARE enrollments during this time period) 

· Increase low-cost, high success enrollment strategies such as automatic enrollment and categorical eligibility (categorical eligibility allows customers to qualify for programs via participation in other programs in lieu of providing income information) 

· Require Customer Service Representatives to verbally offer programs during live phone conversations and record an “affirmative decline” rather than relying on passive marketing separately for each of the programs

In December 2008 the PUC adopted Decision 08-12-019 for the six Small Utilities.  DRA had several recommendations adopted in the aforementioned decision. The following DRA recommendations not adopted:

· Establish categorical enrollment for CARE and LIEE 

· Increase the frequency of data exchanges with overlapping utilities to automatically enroll more customers in CARE 

· Implement several CARE recertification initiatives 

· Make their assistance programs more accessible to non-English or limited-English speaking customers and disabled customers

Additional DRA ideas to increase CARE & FERA enrollment:

· Require Customer Service Representatives to initially offer customers having trouble paying their bills the full menu of available options (current practice requires customers to take initiative to receive assistance options) 

· Require Family Electric Rate Discount (FERA) full enrollment (for those households with incomes slightly higher than the cut-off to qualify for CARE, the PUC also requires Electric Utilities to offer a discount to households of three people or more that use more than the average amount of electricity).  FERA saves participants an average of $12-21 monthly.  Only 7% of all eligible households were enrolled in FERA in 2007, leaving 458,000 households un-enrolled in 2007.

· Require implementation of SB 580 (Escutia, 2005) – this has yet to occur because of confidentiality restrictions on data sharing


