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Section I.
Program Overview 
A.
Program Concept

The Statewide Nonresidential Energy Audit program offered by the four investor owned utilities (IOUs), Pacific Gas and Electric Company (PG&E), Southern California Edison (SCE), San Diego Gas and Electric (SDG&E) and Southern California Gas Company (SoCalGas), provides a full range of professional technical assistance to educate customers on how to implement no-cost and low-cost measures and cost-effective energy efficiency retrofits in their buildings to reduce energy consumption and lower their energy bills.  The program provides direct support and coordination with the IOUs’ incentive programs.  The Energy Audit recommendations are based on the customer’s recent billing history and/or customer-specific information regarding equipment and building characteristics.  This program also addresses the California Public Utilities Commission’s (Commission’s) goals regarding equitable program access to the hard-to-reach (HTR) business sector since the Energy Audit program is widely available. 

B.
Program Rationale

The IOUs have been offering energy efficiency audits and other customer specific information for more than 20 years.  Customers have come to trust the utility for comprehensive, unbiased information to guide their energy decisions.  The increasingly popular energy audits and information services provide the first no-cost and low-cost recommendations that lead customers to invest further in energy efficiency.  The audits help customers assess energy efficiency opportunities and directly link them to IOUs Express Efficiency and Standard Performance Contract programs.  Recent studies( of the business customer segment confirm that IOUs Energy Audits and services are:

· Highly valued by all customer groups;

· Fundamentally trusted; and

· Prompt customers to act toward using/adopting more energy efficient technologies and practices.

Historically, the IOUs’ energy audits have been a preferred service for all market sectors and customer classes.  Thus, within the 2002–2003 program years, PG&E has responded to requests for energy audits from over 11,000 customers.  The program is fostering equity, as more than 60 percent of these customers were qualified as hard-to-reach.  To reach this diverse customer base, the IOUs have developed a variety of delivery channels and audit mechanisms to ensure customers receive services that are best suited to their needs.  Customers consistently express high satisfaction with the audit program (80-99 percent overall satisfaction).  The “How To Do an Energy Audit” training sessions conducted in 2002 and 2003 created great interest among energy efficiency program implementers and also received high praise from all participants.  The IOUs will continue providing nonresidential customers with a full range of energy audits.  The IOUs’ experience, expertise and innovative strategies have made this program a success in previous years.  The 2004-2005 program elements and continued innovation should lead to similar successes. 

As in 2002, the IOUs are forecasting meeting and exceeding their goals for different types of audits in 2003.  Thus, as of August 31, 2003 PG&E reports the following accomplishments:

	Type of audit
	Total goal
	YTD
	% Accomplishment

	On-site
	3,200
	1,670
	52%

	Phone
	1,000
	615
	62%

	Mail-in
	900
	980
	108%

	CD-ROM
	700
	1,155
	165%

	On-line
	700
	1,145
	163%

	Total:
	6,500
	5,565
	86%


The IOUs have confirmed that the current set of available audits represent the highest value to customers by significantly exceeding their goals in 2002 and receiving high response rate, and will accommodate their increasing demand for energy efficiency information and technical analysis.  Therefore, the IOUs propose no significant changes to this program in 2004.

Several process innovations will be implemented to better maintain equity of service to targeted customer groups and minimize the average cost per audit. Such innovations include, but are not limited to:

· The IOU’s uniform marketing promotional material 

All IOUs will develop common flyer/fact sheet and translate it into two languages: Spanish and Chinese or Vietnamese. Prior to flyer/fact sheet development, IOUs will conduct demographic research and identify areas with the greatest density of Chinese or Vietnamese population.

· Implementation of low cost on-site audit

IOUs will research and investigate all options of implementation of a lower cost on-site energy audit based on wireless technology.
· Implementation of the Spanish version of the on-line energy audit
PG&E and SoCal Gas Company will pilot implementation of the Spanish version of the on-line energy audit, analyze marketing results and make recommendations for implementation to other IOUs.

C.
Program Objectives

The IOUs are proposing to continue to deliver the high quality Energy Audit program that customers have come to expect, one that builds upon the successes of the 2002 and 2003 programs.  The program design currently in place has met and will continue to meet the Commission’s goals and objectives for energy efficiency programs in 2004–2005.  The primary objectives for the Energy Audit program are:

· Support achievement of sustainability in energy efficiency consumption, behavior and investment choices; 

· Include those who have not traditionally participated in the program and are defined as hard-to-reach;

· Identify no-cost, low-cost and retrofit opportunities;

· Improve adoption of recommended measures;

· Point customers to the relevant IOU incentive programs to overcome first cost barriers; and

· Seek new ways to reach additional market sectors.

The program uses present and newly developed delivery systems.  Implementation of energy audit tools such as CD‑ROM, online and new mail-in surveys have increased interest among all customer classes.

The IOUs are offering a variety of energy audits that meets all customer segments’ objectives and provides a cost-effective selection. 

Annually, PG&E follows-up with 700-1,000 customers who receive on-site and phone energy audits.  Customers are offered assistance in understanding the audit reports and are provided with additional information about the utilities’ incentive programs.  They are also asked about the status of implementation of recommended energy efficiency measures.  Customers’ responses indicate that up to 37 percent of all customers who took advantage of energy audits are considering or are installing the recommended measures.  The 2002 Statewide Nonresidential Audit Program Evaluation study will provide updated and thorough information about impacts of the Energy Audit program.

In 2004 and beyond, the IOUs, will foster equity by placing even more emphasis on marketing to hard-to-reach customer classes.  IOUs will use several innovative strategies to overcome the following barriers to implementation of energy efficiency opportunities:

Customer size

Energy Audit tools are designed to be used easily by the smallest customers, who may lack time to research energy efficiency actions.  Tools such as the checklist audit, handheld/PALM-based or wireless tablet provide customers with a quick and clear introduction to energy efficiency. Specifically, the IOUs will use the experience they have gained from successful and productive projects in 2002–2003, during which IOUs conducted thousands of audits targeting very small and small customers in rural areas.

Geography

IOUs will emphasize their marketing efforts in rural areas where historically, customers did not have access to and did not benefit from energy efficiency programs.  Account representatives will place more emphasis on targeting customers in those areas.

Under PG&E’s communication plan, a TV add promoting energy audits for small customers will be run predominantly by stations covering rural areas.

Language

IOUs will develop, print and distribute a common marketing fact sheet translated into Spanish and Chinese or Vietnamese languages. 

A Spanish version of the on-line energy audit tool will be implemented for use by Spanish speaking customers.

Due to the increased demand and popularity of the energy audits, PG&E, for the second year in a row, increased its annual goal by more than 53 percent while decreasing the average cost per audit by more than 44 percent.

Section II.
Program Process 
A.
Program Implementation

For 2004–2005 the IOUs will offer energy audits to the same set of customers with the same eligibility requirements as the current program.  The program targets and offers services across all customer classes with a special focus on hard-to-reach sectors.  The services offered in this program are tailored to customers with particular energy usage levels.  For instance, larger customers may be eligible for the higher cost on-site audits; however, their energy savings potential must be high, as well, to justify the expense of this service.

The program is designed to equip nonresidential customers with the tools they need to make sound, informed decisions about implementing energy efficient measures in their businesses.  The program offerings for different types of audits and services are telephone energy audit, CD-ROM based energy audit, on-line energy audit, on-site energy audit, mail-in energy audit, follow-up services, and energy audit training for all interested parties.

All audit tools provide written reports, refer to potential energy and dollar savings, and provide information about utility’s incentive programs. 

During 2004–2005, the IOUs will investigate innovative opportunities for implementing lower cost energy audits, such as using wireless technology, and implementation of services and tools customers need to operate a successful energy management strategy. 

B.
Marketing Plan

The main objective of the Program’s marketing plan is to address and overcome marketing barriers characteristic to the introduction of energy efficient technology and best practices:

· Lack of customer information about energy efficiency benefits

Customers, especially small customers, lack information on how they can save energy and reduce costs at their businesses.  They often lack information on how to prioritize energy use changes.  

· Bill inserts promoting the audit services will ensure that all customers receive notice of program availability.

· Identifying the defined hard-to-reach customers by using IOU customer information database permits targeting those customers with specific types of surveys based on customer profile.

· Enlisting the assistance of local community-based organizations (CBOs) will be used to promote audit services to their clients in their jurisdiction.  In addition, interested CBOs will be provided the opportunity to gain energy audit training to conduct their own energy audits.

· Lack of financing for energy efficiency improvements

Smaller customers, especially, lack information on financial assistance available through rebates or loans for energy efficient equipment.  The Audits program provides this information.

· Provides information about financing options including the California Power Authority loans and other sources.

· Emphasizes no-cost and low-cost recommendations requiring very minimal investment.

· Provides a direct link to coordinate the audit program with the Express Efficiency and Standard Performance Contract programs.

· Customer resistance or preference for specific delivery channels

Customers are more likely to participate when they have a choice of several no-cost and low-cost services.  Often, customers are then more willing to invest in energy efficient equipment.

· Program and services access for underserved and hard-to-reach customer groups
· The Nonresidential Energy Audit program consistently maintains equity of services by emphasizing marketing and outreach efforts to hard-to-reach markets.

· The program provides no restrictions to customer eligibility for hard-to-reach customers.

The IOUs will deploy traditional marketing and outreach along with new marketing approaches directed toward increasing customer response and participation.

· Central marketing.  Bill inserts listing program descriptions will be sent to all customers.  Specific market segments will also be sent program materials through separate mailings.  The Web sites will prominently display energy conservation messages and link to program information on the main menu.

· IOUs will design a common marketing brochure and translate it into two languages to be defined by demographic research results.  The brochure will promote energy audits and target customers whose primary language is other than English.

· Local marketing.  IOU Account Representatives will provide leads for large customer audits. 

· Other partnerships.  The IOUs will coordinate with public-private organizations (in energy efficiency, water conservation and pollution prevention), community and faith-based organizations, colleges and universities, municipal electric and gas utilities, and governmental agencies.  These organizations will be involved in coordination of energy audit activities, cross-reference to financial programs and collaborative marketing campaigns.

The current partners include:

· The Association’s of Bay Area Governments Green Business Program

· Coordination of energy audits and Green Business certification activities for small businesses located within ABAG territory.

· Department of Energy (DOE) Industrial Assessment Center at San Francisco State University (SFSU), providing referrals to technical analysis of complex industrial processes and sharing information and data.
· Outreach to hard-to-reach customers – Several resources will be used to reach this customer segment:

· Hard-to-reach markets will be identified and selected for mail-back, telephone, or CD-ROM audits;

· Mail-back audits and CD-ROMs will be distributed at customer fairs and events, and third-party activities.  CBO client listings could be used to market the mail-back surveys;  

· Outbound calls to customers identified as hard-to-reach, located in rural areas, very small customers and tenants will be offered phone surveys;

· CD-ROM self energy audit will be mailed to selected businesses, distributed through CBOs and local agencies, or distribution through local IOU account representatives; 

· IOU field personnel or account representatives will conduct or assist CBOs in conducting energy surveys; and

· Follow-up activities will answer questions about audit results, provide additional information regarding incentive programs, and assist in implementation of energy efficiency projects.

Each service under the Energy Audit program will coordinate with other customer energy efficiency programs through cross-promotion that includes both incentive and informational programs.  Specific rebate amounts can be estimated where applicable, and referrals to other organizations’ incentive programs (i.e., Web sites, 800 numbers) will be provided.  Handout materials to promote other energy efficiency resources (e.g., Energy Star® Web site) will also be developed and distributed as appropriate.

A breakdown of all marketing materials for 2004-2005, quantity, and projected costs is listed below:

	Item
	Quantity
	Method of distribution
	Projected Cost

	Energy@Work
	4 x 37,000
	E-mail newsletter for medium customers
	$1,000

	Current Issues
	4 x 2,500
	E-mail newsletter for large customers
	$1,000

	Energy Audit brochure 
	4 x 602,000
	Bill insert
	$80,000

	Statewide Energy Audit fact sheet
	4,000
	Fairs, events, CBO and customer meetings
	$4,000

	Statewide Energy Audit fact sheet translated into 2 foreign languages
	6,000
	Fairs, events, CBO and customer meetings
	$30,000

	CD-ROM Audit brochure
	160,000
	Direct mail, CBO and customer meetings
	$32,000

	Mail-in energy survey
	120,000
	Direct mail
	$80,000


Coordination

In 2004-2005, PG&E will continue the coordination activities begun in 2002 and 2003 with other energy efficiency programs around the state.  

PG&E will continue its on-going dialogue with local program implementers to identify program overlaps and conflicts and develop strategies to minimize customer confusion and double dipping.  As local programs are fully implemented in PG&E’s service area, PG&E will identify and undertake additional coordination activities as needed.  PG&E will offer energy audit training to those third-party program implementers whose programs have an energy audit component.

In addition, PG&E will continue to utilize its energy efficiency toll-free numbers for business customers (Business Customer Center) for customer inquiries about third-party programs and direct them accordingly.  Customers may also call this telephone number to register complaints (if any) about the third-party programs. 

PG&E will continue working with all California IOUs to improve their energy audit tools and coordinate implementation. 

Partnerships

PG&E will actively partner with local governments to explore opportunities to increase program outreach at the local level.  The partnerships will build upon the individual strengths of each of the entities to increase both local participation and the efficiency of program delivery.  Local governments have extensive knowledge, contact, and influence with the local community, which can enhance local participation with minimal incremental effort.  PG&E has an existing infrastructure that can reduce program initiation efforts and eliminate duplication of administrative activities.  In addition, PG&E can provide training, educational materials and technical support targeted specifically to meet community needs.  These local partnerships can achieve greater energy savings through the synergies created by leveraging the combined strengths of local government and PG&E.
The program has been working, and will continue to work, in conjunction with the Express Efficiency and Standard Performance Contract programs by providing customers with information and post-audit follow up services.

C.
Customer Enrollment

The program will be marketed to very small, small and especially hard-to reach customers, while requests from medium and large customers will be pre-screened for potential savings and customer intention to pursue energy efficiency opportunities that meet financial requirements.  For instance, large customers will be required to provide a letter of intent or written agreement to implement recommended measures. Although the IOUs most intensive outreach efforts are directed toward small and hard-to-reach customers, large customers provide an opportunity to realize significant, sustainable energy and demand savings.  Trade allies will be an integral part of the marketing efforts for the large customer audit programs.  

D.
Materials

Not applicable

E.
Payment of Incentives 

Not applicable

F.
Staff and Subcontractor Responsibilities

	Position
	Responsibilities
	Projected Work Hours

	Business Energy Resource Manager
	General oversight of all Business Energy Management programs including Energy Audits
	10 hours/month

	Program Manager
	Design and implementation of the Program and coordination of all program activities. Responsible for accomplishments of program’s goals.
	40 hours/week

	Project Manager(s)
	Provide technical support and quality assurance of assigned energy audit activities
	40 hours/week

	Account Representatives
	Marketing and conducting energy audits
	40 hours/week

	Project Manager(s)

(various departments)
	Provide data processing, marketing, operation and technical support
	Various


All IOUs will implement the same mail-in, CD-ROM and on-line energy audit tools powered by Nexus Energy Software, Inc.  This will allow the IOUs to maintain statewide consistency in providing energy management services for all nonresidential customers including the very small, small, and, especially hard-to-reach customers. 

PG&E is currently evaluating competitive bids and will select the most valuable and expert consultants to conduct energy audits that target high intensity energy end-uses and systems at large customers’ facilities.

PG&E’s account services representatives and marketing engineers are conducting on-site surveys for very small, small, medium and large customers, as well as phone surveys for very small and small customers.  They also work with CBOs distributing CD-ROM based energy audits.

Linda Brandon Design and Cohen Ventures/Energy Solutions provide design and marketing support for the CD-ROM energy audit component.

G.
Work Plan and Timeline for Program Implementation

The Nonresidential Energy Audit program can be rolled out in 2004 without interruption.  The IOUs will provide continuous services with even distribution of their goals over the course of the year. 

2004-2005

	Target Dates
	Activity

	January 1, 2004
	Program start date

	Common 2004-2005 activities

	Q1 2004, offered each quarter through 2004/2005
	“How To Do an Energy Audit” training session

	Once per quarter through 2004-2005
	EE technology training for Account representatives

	Per CPUC schedule
	Reporting Program status, goal accomplishments and activities

	Continuously
	Participation in trade shows, customer events and fairs 

	Second half of each year
	Follow-up calls offering additional information and providing assistance in implementation of energy efficiency measures to customers who received an energy audit

	Once per month through 2004-2005
	Program presentation at Account Services areas throughout PG&E service territory. Meeting with customers

	Annual activities

	January, 2004
	Finalize marketing and implementation plans

	January 2004
	Print marketing materials: fact sheets, folders

	February 1, 2004
	Program roll-out to program implementers

	March, 2004
	RFP soliciting implementers of “wireless” energy audits 

	March, 2004
	Update customer database for mail-in and CD-ROM energy audits and testing reliability and quality of data transfer

	April 1, 2004
	Implementation of the Spanish version of the on-line energy audit

	April, 2004
	RFP soliciting providers of marketing and technical support for CD-ROM and phone/on-site energy audit tool 

	May 31, 2004
	Contracts with selected Consultants executed for 2004-2005

	May, 2004
	Printing mail-in surveys, CD-ROM marketing materials

	May, September, 2004 
	Bill inserts promoting all types of energy audits

	August 31, 2004
	Development of the statewide program-marketing flyer. Translation into two languages

	September, 2004
	Modify and update the on-site/phone energy audit tool

	November-December 2004
	Update and print marketing materials for 2005

	December 31, 2004
	Accomplish Program goals for 2004

	January, 2005
	Update marketing and implementation plans

	January 31, 2005
	Program process and procedure updated and rolled out to program implementers

	February, 2005
	Updating customer database for mail-in and CD-ROM energy audits and testing reliability and quality of data transfer 

	May, September, 2005 
	Bill inserts promoting all types of energy audits

	May, 2005
	Update and print mail-in survey and CD-ROM audits marketing materials

	June 15, 2005
	Evaluation of performance of Program’s consultants

	December 31, 2005
	Accomplish Program goals for 2005

	December 31, 2005
	Program ends 


Section III.
Customer Description 
A.
Customer Description

As mentioned in Sections I and II above, IOUs target all customer segments tailoring services to customer’s size:

· Very Small customer – customer whose demand doesn’t exceed 20 kW

· Small customer – customer with demand between 20 kW and 100 kW

· Medium customer – customer with billing demand between 100 kW and 500 kW

· Large customer – customer who’s billing demand within three consecutive month exceeds 500 kW or annual gas usage is more than 250,000 therms.

· Hard-to reach customer – customer with a business size barrier and/or located in zip code areas identified as a geographic barrier 

B.
Customer Eligibility

The customer segment and type of audit offered are listed below:

Customer Eligibility for Surveys

	Customer Segment
	Type of Audit

	
	Mail-In
	CD Rom
	On-Line
	Phone
	On-Site

	Hard to Reach
	(
	(
	(
	(
	(

	Very Small
	(
	(
	(
	(
	(

	Small
	(
	(
	(
	(
	(

	Medium
	
	(
	(
	
	(

	Large *
	
	
	
	
	(


* This program is open to all nonresidential customers with the exception of large non-core gas customers that do not contribute to the gas public purpose programs as per AB1002.

C.
Customer Complaint Resolution

Customer questions, concerns or disputes related to program procedure or policies are typically fielded by IOU Program Managers.  In those rare instances where the IOU Program Manager is unable to resolve the issue, the matter will be referred to the IOU Supervisor or the IOU Regulatory Affairs group for resolution.  

D.
Geographic Area

This program targets all nonresidential customers located in the service areas of PG&E, SCE, SDG&E and SoCalGas.  

Account representatives, centralized and local marketing campaigns will place special emphasis within ISO defined transmission constraints areas in Humboldt, Peninsula and Central Valley of PG&E’s service territory.

Section IV.
Measure and Activity Descriptions
A.
Energy Savings Assumptions

Based upon the Commission’s Energy Efficiency Policy Manual, this information program is not required to provide energy savings targets.  Program goals are provided below in Section IV.

However, in 2004–2005 PG&E’s nonresidential Energy Audit program could potentially produce at least 22 MW in demand and 128,000 MWh in energy savings based on results of the 1996 Commercial and Industrial Energy Management Programs studies, ID Nos. 358 and 359.

The study, “2002 Statewide Nonresidential Audit Program Evaluation,” is expected to provide updated impact evaluation data to be incorporated in the Energy Audit program portfolio.

B.
Deviations in Standard Cost-effectiveness Values

Not applicable

C.
Rebate Amounts

Not applicable

D.
Activities Description 

The following are the types of audits offered to the IOUs’ nonresidential customers: 

· Phone-Based Energy Audits

The Business Customer Center (BCC) conducts over-the-phone audits and serves as the main hub for disseminating energy efficiency program information and technical assistance.  Representatives take a proactive approach in identifying callers who may benefit from an over-the-phone energy audit.  Representatives at the BCC gather the customer’s information to produce a customized report containing energy efficiency recommendations.  The report also outlines the potential energy and dollar savings that the customer can realize if the recommended measures are implemented.  The BCC also provides post-audit follow up to identify and address barriers to implementing measures.  The BCC receives and answers more than 1,200 calls per month related to energy efficiency.

· Mail-in, CD-ROM, and On-line Energy Audit

The mail-in, a CD-ROM with a link to internet audit services and on-line energy audits all target the small and hard-to-reach, nonresidential market.  The CD-ROM audit also targets a subset of this market including 18 business types that typically rarely participate in energy efficiency programs, i.e., funeral homes, churches, and beauty salons.  

· Site Energy Audit

Site audits will provide professional technical assessment to medium and small customers by identifying ways that customers can get immediate demand and energy savings by implementing no-cost, low-cost measures, and/or recommend investment opportunities that save energy and money.  Customers will receive a follow up contact, which will provide customers with technical assistance and other support they need to begin implementing recommended measures

· Site Energy Audit for Large Customers 

Energy audits provide professional technical analyses for large commercial, industrial and agricultural customers’ facilities.  These audits address long-term demand and energy savings for end uses with potentially high energy savings.  The program includes a special outreach process for identifying, recruiting and screening the businesses for the energy audit.  A follow-up contact will provide committed customers with additional assistance in implementing measures.  Customers also receive information on appropriate incentive and Power Authority loan programs.

· Follow-up services will be provided to customers who have received energy audits and are likely to consider participation in the IOU’s incentive programs. The services include additional information about audit reports, technical assistance in their research for suitable equipment and financing and identify barriers to implementation, if any.

· “How To Do an Energy Audit” training program
PG&E offers a comprehensive training curriculum that includes both theoretical and on-site training components for qualified personnel.  The major elements of this training program are trainee pre-qualification, classroom and ride along on-site training, and certification.  PG&E is committed to conducting up to four training sessions for groups of 20-25 students.  This program will be offered to third party programs implementers, CBOs and customers.

Section V.
Goals
The IOUs’ goal is to provide energy audits to nonresidential customers and information on available rebates and incentive programs.  At PG&E, a total of 20,000 energy audits will be conducted for nonresidential customers in the next two years. 

	Goals Per Audit Type

	Year
	Total
	On-site
	Phone
	Mail-in
	CD-ROM
	On-line

	2004-2005
	20,000
	10,000
	2,700
	2,500
	3,000
	1,800


PG&E will increase its goal for serving hard-to-reach customers to up to 60 percent of all audits in 2004 – 2005 and will serve 12,000 HTR customers.

PG&E will provide follow-up services to up to 1,000 customers each year whose participation in incentive programs will most likely occur within the same year.

PG&E will conduct up to four training sessions under “How To Do an Energy Audit” curriculum.

Section VI.
Program Evaluation, Measurement and Verification (EM&V)
General Approach to Evaluation Program Success

his evaluation, measurement and verification (EM&V) plan meets the objectives of the Commission as outlined in the Energy Efficiency Policy Manual, v.2.  The statewide Energy Audits evaluation plan continues and extends established methods for evaluating program success.  The primary measurement of program success will be an examination of program delivery, ongoing benchmarking, cost-effectiveness, and overall success in order to refine and optimize program delivery.  The evaluation may also estimate energy and demand savings for measures installed through the program, versus baseline measures.

The Market Assessment & Evaluation strategy for this program will examine the effectiveness of the information and energy audit services offered by the four investor owned utilities to the nonresidential sector including phone, mail, CD ROM, on-site, on-line, and specialized large customer audits.  The evaluation will also examine customer satisfaction with the “How to do an Energy Audit” training component. The research will quantify the impacts of the audit delivery strategies and their effectiveness in reducing barriers to implementation of energy efficiency equipment.  Research will also provide updated energy savings estimates for energy, demand and gas consumption where warranted.  Results of this study will be used to refine program design and reporting.

Approach to Measure and Verify Energy and Peak Demand Savings

This is an information only program that is also expected to lead customers to take energy-efficiency actions.  We will not measure savings, but may survey customers to see what actions they take over time after participating in the program.

Evaluation of Program Success

To comply with the objectives of the Commission for ongoing assessment and improvement of programs, the EM&V plan will also focus on process issues such as statewide integration between the investor-owned utilities.  The EM&V will also include:

· Customer Behavior Analyses:  These activities assist with assessing customer’s knowledge, attitudes and practices in response to energy efficiency information.  They help quantify and improve the effectiveness of the post-audit follow-up calls component of the program.  Finally, they also help capture posterior customer adoption of energy efficiency measures and practices; providing information for ongoing enhancement of program targeting and delivery.
· Process Evaluations:  The research will provide ongoing feedback and corrective guidance regarding program implementation through a customer behavior study, and will measure indicators of the program effectiveness through a process evaluation study.  These activities will include evaluation of program delivery in terms of statewide integration, marketing and delivery channels and may include customer satisfaction surveys regarding customers' perceptions on how the program has helped them manage their energy bills.
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	RLW Analytics

	Equipoise Consulting
	Robert Mowris & Associates

	Freeman Sullivan & Co.
	SBW Engineering

	Frontier Associates
	Science Applications International Corp. (SAIC)

	GDS Associates
	Skumatz Economic Research Associates (SERA)

	Global Energy Partners
	Summit Blue Consulting

	Heschong-Mahone Group
	TecMRKT Works

	ICF Consulting
	Vanward Consulting

	Itron (RER)
	Wirtshafter Associates

	KEMA-Xenergy, Inc
	


Section VII.
Qualifications 
A.
Primary Implementer

PG&E has provided residential and nonresidential customers with energy efficiency programs at the direction of the Commission since 1976.  Early programs provided information to residential customers on energy efficient appliances, home insulation, heating and air conditioning while providing commercial customers detailed, on-site energy analysis (audits).  Programs and services for both markets evolved into information programs coupled with equipment rebate programs, loan programs and incentives for new building construction by the early 1980s.  These programs have grown, contracted or been redirected based on the changing goals of the Commission, the needs of the marketplace and the input from the many community stakeholders in the energy efficiency industry.  

Surveys of customers indicate that PG&E has remained the most trusted source for unbiased energy efficiency information, services and programs.  Customers continue to look to PG&E for assistance in managing their energy use and costs.

Teams of PG&E engineers, marketing professionals and customer service specialists have demonstrated significant competencies in a variety of essential areas of program design and deployment, reporting/accountability program measurement, assessment and evaluation.

Program Design

Responsive and timely action characterizes the PG&E team approach to program design.  Commission priorities, changing markets, technologies, and priorities of interested stakeholders require the flexibility to respond to the wide variety of needs within the annual program cycles.  PG&E’s design team has demonstrated its ability to move rapidly and effectively, from the resource acquisition emphasis of the pre-1998 programs to the market transformation focus of the California Board for Energy Efficiency.  PG&E’s program design team also met the challenge of rapidly responding to the 2000 energy crisis by designing programs that not only saved energy but also encouraged customers to change behavior and business practices. 

Program Deployment

A solid program infrastructure combined with the participation of key market actors and experienced service providers have ensured PG&E success in program deployment for the last three decades.  Successes are evinced year after year by the accomplishment of the goals and milestones set in place through Commission and PG&E agreements.  PG&E’s staff has nurtured relations with the entire spectrum of parties whose joint efforts are necessary both to capture the interest and enthusiasm needed for a new program and to responsibly remove barriers to deployment.

Reporting/Accountability

Responding to the more rigorous reporting and accountability requirements from the Commission over the last 10 years, PG&E has developed increasingly sophisticated procedures and competencies to meet the new levels of precision required in these areas.  PG&E has been able to provide thorough, reliable reporting as the needs and goals of the Commission have changed from the simple semi-annual and annual reports of the 1980s, to the complex reporting and net benefit accountability over the 10 year time period required of the pre-1998 programs.  PG&E reports on programs using both the pre-1998 methodology and the subsequent reporting requirements for monthly, quarterly and annual reports as well as responding to data requests from the Energy Division, administrative law judges of various proceedings and interested parties in proceedings.

Measurement, Assessment and Evaluation

PG&E’s current measurement, assessment and evaluation (MA&E) capabilities are especially suited to meet the requirements of the Commission’s present directives.  The MA&E team members have worked closely with regulatory agencies and other IOUs, as well as other interested stakeholders, in establishing and coordinating the California Measurement Advisory Council (CALMAC) and the earlier California Demand Side Management Measurement Advisory Council (CADMAC).  The MA&E team has participated and/or led many statewide measurement, assessment and evaluation studies as well as studies focused on local programs and issues.  

PG&E’s energy efficiency staff has the strength and commitment to provide the Commission with successful programs responsive to both the goals of the Commission and the needs of customers.

B.
Subcontractors 

PG&E is contracting with top-notch technical consultants to conduct analysis for complex systems at customers’ facilities.  Consultants receive positive feedback from customers for extended services, including follow-up they provide.  In order to maintain statewide consistency and provide customers with a high-quality service, all the IOUs deploy energy audit tools for small and medium businesses developed by Nexus Energy Software, Inc.  This contractor is highly valued by many utilities in the country for providing exceptional design and implementation of a variety of tools.

C.
Resumes or Description of Experience

Genrick Gofman

CAREER SUMMARY

Sixteen years of experience managing a variety of programs related to energy efficiency and water conservation.

EMPLOYMENT HISTORY

Pacific Gas and Electric Company – San Francisco, California 

2000 – Present

Program Manager

Program Manager – Manages PG&E’s Energy Audit Program for all customer groups and segments.  Develop program strategy and direct implementers to a cost-effective penetration into hard-to-reach markets.  Coordinate the bidding process for energy audits performed by outside consultants / contractors.  Participate in a statewide team that develops, translates, and distributes energy efficiency brochures to residential and non-residential customers.  Initiated redevelopment of energy audit tools for compliance with customers’ expectations, wants, and needs.  Succeeded in meeting and exceeding programs goals and milestones over two consecutive years (2000 and 2001).

Honeywell DMC, Inc. – Oakland, California

1993 – 2000

Operation Manager – Coordinated Honeywell DMC (HDMC) energy and water conservation programs in California.  Maintained annual budget and profit / loss of estimated $8 million.  Oversaw program operations to ensure efficient resource allocation and quality service delivery.  Assessed clients’ needs and related objectives, and implementation of quality control and management training programs.  Played a key role in program proposal development and evaluation, contract negotiations, and start-up coordination.

Coordinated program operations for PG&E’s Energy Efficiency Resource Center over four-year period.  Developed project milestones and work plans, process flow charts, and procedures.  Implemented best customer service practices.  Succeeded in increasing Customer Service Evaluation rating from 3.6 in 1996 to 4.3 in 1999 (5 = highest), and consistently exceeded production goals.

Managed the human resources functions (hiring, training, reviewing and supervising) of the various program supervisors and staff.  Reduced staff turnover from an average of 1.5 years to 2.5 years.

Proposed and led new product design and implementation, including modification of PG&E’s Business Energy Survey Tool (BEST), Houston Lighting and Power’s energy survey EnCompass, and HDMC’s bill disaggregation program EndServe.

Provided analysis for energy and water conservation programs and market effects.  Supported market transformation programs by designing and implementing multiple customer surveys including:  PG&E’s “Express Efficiency Customer Follow-Up Survey,” and the Metropolitan Water District of Southern California Ultra Low Flush Toilet Survey used in Congressional testimony.

Communicated and reported the status of energy efficiency programs and issues to PG&E program managers, division representatives, and Marketing Processing Center.  Provided administrative support to PG&E’s ReEnergize Program.  Assisted PG&E’s commercial customers in energy analysis and selection of energy efficiency programs and products.

Performance Contract Manager – Audited federal and large commercial facilities for lighting efficiency retrofit work.  Provided energy saving and payback calculations.  Managed contractor selection and scheduled and supervised retrofit projects.  Acted as client liaison.  List of largest projects managed included the San Francisco Housing Authority Lighting and Water Retrofit program, Oakland Unified School District Lighting Retrofit program, and office operations of PG&E’s Residential Standard Performance Contracting program.  Conducted inventory and scheduling of materials delivery and distribution, and was responsible for quality control.

Program Manager – Oversaw all aspects of PG&E’s residential bill disaggregation analysis and education program.  Participated in software development of the program, along with quality control testing and debugging.  Major accomplishments included production of 35,000 customer survey reports during the first quarter of 1996, implementation of electronic quality control systems, and marketing and operational efficiency improvements.

EndServe( Specialist III – Oversaw all aspects of the bill disaggregation production for PG&E’s Energy Savings Plan, including staffing, database management, and reporting.  Successfully completed 100,000 analysis reports within six-month timeline.  Assisted in the implementation of new software features and upgrades.

Energy Specialist / Inspector – Performed residential energy audits for PG&E customers for the Energy Savings Plan.  Provided energy analysis, technical assessment, and calculated payback for recommended measures.  Provided customer energy education, data collection of technical field information, and installed energy saving measures.  Inspected residential weatherization and conservation measures under PG&E’s Energy Partners Program.  Calculated energy savings, and compiled related reports and recommendation charts.

Regional Repairing Industrial Enterprise – Ukraine, Russia

1984 – 1992

Chief Engineer – Designed and updated energy efficiency of lighting, HVAC and distribution lines.  Managed staff of 100 employees.  Designed, created layout and implemented energy efficient systems, acoustical and theatrical components, including electrical lines and lighting systems.  Conducted engineering-grade energy audits; tracked customer energy consumption, and developed effective methods for improving air and water quality.

EDUCATION

M.S., Institute of Cinema Engineers, St. Petersburg – Electrical Engineering

B.S., St. Petersburg College of Electrical Engineers

Professional Certificate in HVAC and Refrigeration – City College of San Francisco

Honeywell Total Quality Management Training Certification

Honeywell DMC IGA Lighting Certification

State of California Certified Energy Auditor and Specialist / Inspector

Charlie Middleton   

CAREER SUMMARY

More than 23 years combined experience in the field of Customer Energy Management, and Mechanical and Nuclear Engineering.  Currently involved in on-site energy surveys of small and large businesses and multi-family properties with specialized facility equipment.

EMPLOYMENT HISTORY

Pacific Gas and Electric Company – San Francisco, California 

1993 – Present

Senior Program Engineer

1977 - 1993

Chemical Engineer

Senior Program Engineer – Team leader for projects related to on-site energy surveys of small and large businesses and multi-family properties with specialized equipment.  Act as the energy liaison with public-private partnership, community and faith-based organizations, water and air districts, universities, and federal, state and local agencies for recruitment and screening of customer for energy surveys.  Perform preliminary assessments of water conservation and pollution prevention opportunities in cooperation with partners, and provide them with training in conducting energy surveys in their core areas.  Assist customers in monitoring facility energy loads and in implementing recommended low and no-cost practices and investment-grade measures.  Managed projects in the Standard Performance Contracting (SPC) Programs for Businesses and Multi-Family Properties, as well as projects in the Commercial Clothes Washer Rebate Program.  

Chemical Engineer – Performed project and program management activities for the chemical, mechanical, electrical, industrial and commercial (I&C), and health and safety systems in fossil and geothermal power plants.  Coordinated the first major demonstration bonus / penalty contract and operating lease for the compressed natural gas vehicles and compressed natural gas (CNG) fueling stations in Northern California.  Supervised contractors, engineers, technicians, electricians, pipe fitters, welders, and operations and maintenance personnel; and implemented requirements for the American Society of Mechanical Engineers, Air Quality Management District, Compressed Gas Association, Department of Transportation, Environmental Protection Agency, National Fire Protection Association, National Pollution Discharge Elimination System, Occupational Safety and Health Administration, Spill Prevention Control Plan, Uniform Building Code, and Underwriters Laboratory. 

Managed the first recycling program for Geysers sulfur products.  Developed Material Safety Data Sheets and a quality assurance / quality control program.  Led a team that received the California Air Resources Board Team Award for Air Pollution Reduction.  Engineered the world’s first skid-mounted systems for carbonate fuel cells.  Adapted off-the-shelf heat exchangers, gas panels, gas and water purifiers, fans, pumps, tanks, piping, valves, insulation, instruments and controls.  Negotiated cost-sharing research and development agreements for ultra-low Btu/Carbon Monoxide/Nitrous Oxide burners.

EDUCATION

M.S., University of California at Berkeley – Chemical Engineering

B.S., University of California at Los Angeles – Chemistry

Certificate, University of California at Berkeley Extension – Project Management

PROFESSIONAL REGISTRATION / AFFILIATION

· Registered California Professional Chemical Engineer

· Member, American Institute of Chemical Engineers

· Member, American Chemical Society

· Member, Sigma Xi Research Society

· Research Assistant, Lawrence Berkeley National Laboratory

· National Science Foundation Summer Intern, Yale University

· Performance Contracting Certificate, Association of Energy Engineers

Presentations:

“Energy Efficiency Equals Energy, Economic and Environmental Benefits.”  American Council for an Energy Efficient Economy (ACEEE), Asilomar, August 2000.

Recent presentations conducted include:

· Instrumentation and Automation Society (ISA) Energy Workshop

· Plumbing, Heating and Cooling Contractors Energy Workshop

· Non-Profit Housing Association Energy Workshop

· Association of Housing Management Agents (AHMA) Energy Workshop

· Solutions for Compliance Workshop

· Society of Military Engineers (SAME) Conference

Charles Maroon

 

CAREER SUMMARY

Mr. Maroon has been with Pacific Gas & Electric Co. since 1980, working in the area of energy efficiency for 21 of the 23 years. Most of Mr. Maroon’s work has focused on the delivery of energy conservation programs and services to residential, commercial, and industrial customers.

EMPLOYMENT HISTORY

1998-Present
Program Manager, Customer Energy Management, School Resources Program

1984-1998
Commercial and Industrial Account Representative 

1981-1984
Residential Account Representative 

1980 –1981
Meter Reader 

 Temporary Assignments:

New Business Representative

Project Management Analyst

Property Manager

Building Supervisor

 

EXPERIENCE HIGHLIGHTS

School Resources Program:  Developed and implemented Resource Conservation Manager model to assist public school districts attain energy cost savings.  Developed internal Energy Utilization Index report tool.  Exceeded goals for rural district program participation in 2002.
 

PowerSaving Partners Program:  Co-managed 19 individual pay-for-performance contracts with energy service companies.  Controlled reporting and quality control activities.  Oversaw work activities of contracted engineering review firm.

 

Account Services:  Provided energy auditing, billing reconciliation, and financial incentive services to commercial and industrial customers.

 

Residential Conservation Management:  Provided in-home energy auditing services to residential customers.  Inspected completed weatherization projects installed by PG&E-approved contractors.  Served as United Way Loaned Executive.

 

EDUCATION

Master of Arts, Organizational Management, University of Phoenix

 Bachelor of Arts, Industrial Arts, San Francisco State University
 

CERTIFICATIONS

· Public School Facilities Maintenance and Management, CSU Fresno

· State of California licensed Residential Energy Auditor

· State of California licensed Residential Energy Inspector

Section VIII.
Budget 
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“Statewide Nonresidential Customer Hard-To-Reach Study”, 2001


“Statewide Small Industrial Customer Wants and Needs Study”, 2003


“Large Customers Wants and Needs Study”, 2001





