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�Hard-to-Reach Lighting Turn In and Education Program 



I.	Program Overview

A.	Program Concept

San Diego Gas & Electric’s (SDG&E) Hard-To-Reach Lighting Turn In program encourages hard-to-reach customers to exchange non-energy efficient lighting applications for energy-efficient compact florescent lighting and torchiere lamps.  The mobile lighting exchange program provides customers with the ability to exchange, at no cost, up to two inefficient halogen torchiere fixtures, and up to ten incandescent bulbs for ENERGY STAR® qualified torchiere fixtures and compact fluorescent lamps.  The program offers two vital services for hard-to-reach customers: 1) provides immediate energy savings through the energy-efficient lighting exchange, and 2) provides essential information on other available programs and services, such as bill-payment options, residential rebate programs, audit programs, customer assistance, medical baseline, and refrigerator recycling.  The program works closely with community partners to reach underprivileged socioeconomic groups, who typically have fewer opportunities to participate in energy efficiency programs and services due to lack of information, start-up costs, common language or other barriers.

B.	Program Rationale 

Momentum for the program continues to increase significantly as more communities become aware of the program’s benefits.  During the program years 2002–2003 to date, over 270 lighting events were held jointly with local community partners, where over 14,000 hard-to-reach customers received 113,600 energy efficient compact florescent lighting (CFL) fixtures, and/or torchieres.  In California alone, nearly 19,500 GWh are consumed annually for residential lighting, both indoor and outdoor.  The average household (including multifamily dwellings) has about 21 lighting fixtures (34 sockets), which consume approximately 1,700 kWh annually. The typical lighting fixture socket consumes about 58 watts for an average of 2.34 hours per day. �  For participating customers, the program provides immediate and real energy savings, with no up-front cost.

As a result of mass marketing efforts including local utilities, the Flex Your Power campaign, and retail advertising, most customers are aware of the benefits of energy-efficient lighting.  However, even with recent drops in CFL prices, many who are on a fixed income simply cannot afford to purchase energy-efficient lighting applications.  Although these customers contribute equally to funds collected to support program activities, in the past, they have had access to fewer program alternatives than other customers.  As a result, the program affords these customers the same opportunity to participate and benefit from these types of programs.  For 2003 to date, 93% of all customers participating in the program can be classified as hard-to-reach as defined by the California Public Utilities Commission (CPUC) in the August 2003 Energy Efficiency Policy Manual Version 2.

At the end of the 2002 program year, due to lack of available funding, several organizations -- including The City of San Diego, Camp Pendelton, The Braille Institute, North County Family Resource Center, Vista Town Community Partnership, and Golden Hill Community Center -- were placed on a waiting list pending 2003 program approval.  Following this trend, it is expected that for the 2004 program year, the demand will be equally as high. For 2004, a waiting list has already been initiated for interested parties.  In most cases a memorandum of understanding (MOU) is signed by both parties interested in participating in future events.  The MOU commits both partners to jointly sponsoring an event for hard-to-reach customers.  Partnerships may include additional staffing and or funding provided by the partner for the event.  Currently 17 MOUs have been signed for 2004, with more expected.

In 2004-2005, the program will continue to address two significant market barriers: 

1) Higher first cost.  For those customers who generally are on a budget or fixed income, the program allows them to try new lighting technologies without having to invest any of their own money.  This benefit allows customers who may not otherwise afford to purchase these products with an opportunity to try them risk-free. 

2) Lack of Accessibility (convenience).  The program is uniquely designed as a mobile turn-in program, which actually goes directly to where the customer either lives or spends a majority of his/her time through local community-based organizations (CBOs), senior centers and local neighborhoods. This mobile aspect of the program is especially important for those customers with disabilities, or who do not have access to transportation.

Although the program provides an educational component, the main objective of the program is to achieve long-term energy savings.  As a result, this program is being proposed as a hardware/incentive program that is expected to achieve considerable energy savings.

C.	Program Objectives

The program will achieve energy and peak demand savings goals, as detailed in Section V.  In 2004-2005, the program will target 10,000-12,000 customers annually through local cities, CBOs, and community organizations.  In addition to identifying over 50 potential sites for turn-in events in 2004-2005, SDG&E continues to pursue partnerships, with discussions currently underway with the following:

International Rescue Committee – Provides humanitarian aid and is among the world's largest non-profit, non-sectarian, voluntary agencies.  

YMCA – Provides health and social service needs of men, women, and children in San Diego County.  

San Diego Health and Faith Alliance  -An Alliance of over 60 individuals from 20 different agencies, churches and congregations working together to provide local community services. 

Chicano Federation of San Diego County – Provides crisis intervention, case management, family development, job placement, and after school services to low-income youth and families.  

La Maestra Family Clinic - Provides transportation, translation and social needs to underserved clients.

Social Security Services – Provides services related to Social Security (SDG&E will specifically target seniors at these locations).

II.	Program Process 

A.	Program Implementation

Customers can exchange bulbs during events held at convenient neighborhood locations.  Events, co-sponsored by SDG&E and local community agencies, are scheduled at local sites as determined by the community facilitator.  Coordination with existing programs is a critical component of the program’s success.  Going into communities allows the company to educate and inform customers of other existing programs which are targeted specifically to them. The program will also coordinate with other energy efficiency programs as approved by the CPUC to offer customers the largest number of options possible.

Through more partnerships with local communities, the program can provide customers a more balanced portfolio of programs as opposed to a single lighting turn in program.  Having various programs and services also facilitates the development of partnerships with a greater number of organizations.  The program offers education and information on the following programs:

Home Energy Rebate Program – Provides rebates directly to customers for installing specific energy-efficiency measures including furnaces, energy-efficient water heaters, wall and attic insulation, high performance dual-pane windows, whole-house fans, and more.

Multi-Family Rebate (MFR) Program – Focuses on apartment buildings with five or more units, as well as common areas of apartment/condos and mobile home parks.  A range of energy-efficiency measures are covered under the MFR Program including ceiling fans with compact fluorescent lights, interior hardwired fluorescent fixtures, clothes washers, boiler and hot water heater controllers, thermostats, attic insulation, high-efficiency windows, and more.

Energy Information Program – Provides energy efficiency information to residential and small commercial customers.  Customer needs are assessed to determine which service best suits each individual customer.  A variety of services are offered including: scheduling audits, analyzing appliance energy usage and costs, mailing rebate information and applications, and mailing energy-efficiency brochures.

California Alternate Rates for Energy (CARE) – Offers 20% discount on monthly bills to income-qualified customers.  

Energy Team – Provides income-qualified customers with weatherization measures, energy education and appliance repair or replacement at no cost.  

Medical Baseline – Provides lower rate for customers who have a medical need.  This service covers medical equipment and/or supplemental heating or cooling.  Information is available in English, Spanish, Vietnamese and large print for the sight-impaired.

Cool Zones – SDG&E, San Diego County and Aging and Independent Services of San Diego has established air-conditioned locations known as “Cool Zones” where seniors and others can escape the heat during the summer.

Level Pay Plan – This levels out the ups and downs of a customer’s monthly bill by averaging annual gas and electric consumption and costs over a 12-month period.

B.	Marketing Plan

The program is uniquely positioned to support and coordinate efforts with other existing programs due to its direct one-on-one contact with the customer.  Through this delivery mechanism, the program can leverage other program resources and provide the greatest selection of energy efficiency services to residential customers.  Coordination efforts include CARE, Direct Assistance Program (DAP), Medical Baseline, energy audits, customer assistance programs, CBOs, website, flyers, retail stores, cities, newsletters, and other SDG&E events.

In 2004–2005, SDG&E will continue to work with its network of local community and government agencies, hospitals, apartment complexes, Head Start, military, and senior centers to reach this hard-to-reach customer segment.  Marketing for the program will include various methodologies depending on the organization co-partnering the event.  In order to best target each group, and achieve the highest turn out, SDG&E works closely with each organization to determine the best approach for marketing the program to its customers.  Although budget constraints limit co-marketing with other parties, the program will continue to provide information on other available programs and services and work closely with customers to get them the information most valuable to their specific needs. 

SDG&E will continue to focus on conducting larger turn-in events that will draw several types of participants at a time.  SDG&E will continue to meet with representatives of City government offices located in hard-to-reach zip code areas within San Diego County, to enlist their support and participation in scheduling a turn-in event.  Nearly all of the jurisdictions contacted to date have indicated strong interest in the program and have agreed to sponsor an event.  Specific marketing efforts include:

Marketing Materials�Quantity�Method of Distribution�Estimated Cost��Local Newspapers�20�SDG&E Communications Department� $          5,800��Flyers�200,000�Distributed by event organization & SDG&E employees� $          4,000 ��Posters (18 x 24)�300�Distributed by event organization & SDG&E employees� $             970��Direct Mail�116,000�SDG&E Customer Communications will handle the distribution� $        13,066 ��Booths�10�SDG&E Lighting employee will work with organization agency� $          1,000��Local Radio�5�Hispanic Broadcasting Corp.� $        15,000 ��Total Amount� � � $        39,836��C.	Customer Enrollment 

Customers may participate in the program by attending an event at a local participating site in their neighborhood.  Because events are co-sponsored through neighborhood partnerships, customers can learn about upcoming events through local marketing efforts, through SDG&E’s marketing efforts, and by accessing SDG&E’s website at www.sdge.com.  A key benefit of the program, which differentiates it from other programs, is its mobility, which allows the customer to participate when and where it is most convenient for them.  In order to ensure that the highest number of eligible customers participate, SDG&E has implemented the following criteria for program participation, which must be presented by each customer at the actual event:

Customer must present a valid California driver’s license or current SDG&E bill.

Customers must present their incandescent bulbs and/or halogen lamps for turn in.

Customers must complete a program application to include name, address, and quantity of bulbs being turned in. 

Following the event, customer information is entered into a tracking database to include qualification requirements, how they heard about the event, and the number of bulbs/torchieres exchanged.

D.	Materials

Not Applicable 

E.	Payment of Incentives

Not Applicable 

Staff and Subcontractor Responsibilities – 



Position�Responsibilities��Customer Assistance Strategy and Outreach Manager�Responsible for general oversight of program.��Program Manager�Responsible for day-to-day program operations and achievement of program goals.��Subcontractor (Saber Tradeshow Services)�Responsible for event management services.��

Saber Tradeshow Services provides staffing and “set up” services at local events as needed.  Activities include:

Loading required bulbs and torchieres, exhibit structures, tents, graphics, banners, etc. 

Transporting items to event locations

Unloading and setting up.

Staying onsite and assisting in the dismantling or handling of items.

Dismantling all items and packing all remaining items in transport vehicle.

Transporting to recycling center.

Returning to storage facility and unloading.

G.	Work Plan and Timeline for Program Implementation

Work plan and timeline for this continuing program will be determined by the schedule of events set per co-sponsoring organizations’ needs.



III.	Customer Description 

Customer Description 

Statistics based on participant zip codes indicate that the median household income for participating customers is $45,306.  The median rent for these participants is $729, and the average household contains 2.61 individuals.  These numbers fall well within the 400% of Federal Poverty Guidelines.  

Customer Eligibility

Any SDG&E residential customer who attends a program event is eligible to participate.



C.	Customer Complaint Resolution

All customer questions and complaints that cannot be answered by the sponsoring agency are referred to the SDG&E program manager for timely resolution.  SDG&E staff at the turn-in events addresses a majority of consumer questions or concerns immediately.  In the few instances, where products have failed or need to be replaced due to manufacturer defects, the program manager works with the customer on a case-by-case basis to obtain a replacement from the manufacturer.

D.	Geographic Area

 Customers residing in the SDG&E service territory with a special emphasis on hard-to-reach areas.  



IV.	Measure and Activity Descriptions  

A.	Energy Savings Assumptions

The savings (kW and kWh) values were estimated using wattage differentials and hours of operation values (see table in SDG&E workpapers).  The incremental measure cost values for compact fluorescent torchieres are from the DEER database.  The incremental measure cost for screw-in compact fluorescent bulbs are from Xenergy, Inc September 2003 to provide more current information.  Estimated Useful Life and Net-to-Gross values are from the Energy Efficiency Policy Manual Version 2.  SDG&E’s workpapers provide documentation for all values used in the cost-effectiveness analysis.

B.	Deviations in Standard Cost-effectiveness Values

See IV.A. above.

C.	Rebate Amounts

Not Applicable

D.	Activities Descriptions

See Program Process section above.

V.	Goals

Energy Savings Goals:

Net Projected Energy Effects��Coincident Peak kW�Annual kWh�Lifecycle kWh�Annual Therms�Lifecycle Therms��1,277�8,119,440�71,214,720�0�0��

VI.	Program Evaluation, Measurement and Verification 

General Approach to Evaluating Program Success

This EM&V effort is based on the CPUC’s objectives as outlined in the Energy Efficiency Policy Manual Version 2.

This EM&V plan will use the existing manual and established EM&V methods to evaluate the program’s success until the EM&V protocols and framework are revised by the New Evaluation Framework Team being completed.  At such time, a revised EM&V plan will be provided. 

The evaluation of the program’s success will focus on levels of energy and peak demand savings achieved.  The success of the program will also be gauged by other program evaluation studies, such as a process evaluation, and market assessment and customer behavior analysis studies. Such studies provide (a) ongoing feedback and corrective guidance regarding program implementation and delivery to customers through program process evaluation, and (b) measured indicators of the program effectiveness through analysis of market baseline and customer’s satisfaction.



Approach to Measure and Verify Energy and Peak Demand Savings 

The Measurement and Verification (M&V) approach for the program will validate energy and demand savings estimates of program impacts. Through verification of measures installed and tabulation of the resultant energy and demand savings.   Estimates will be based on a selected sample of installations. An assessment of the verification process will be undertaken on a schedule as outlined in the EM&V protocol and framework to ensure sampling validity.  Savings estimates will be updated to reflect the best available information, as needed.  



Approach to Evaluation Program Success

To comply with the objectives of the CPUC for ongoing assessment and improvement of programs, the EM&V plan will also focus on process issues.  The plan may include 1) analysis of program accomplishments; 2) benchmarking comparisons between a variety of initiatives to identify best practices for program design, delivery and implementation; 3) an assessment of program targeting and customer satisfaction; 4) an analysis of incentive levels and options, and 5) additional market assessment and evaluation as needed. More specifically, these activities may be done as follows:

Market Assessment and Customer Behavior Analyses: These activities assist with assessing customer awareness, behaviors and practices given their participation in the Local Hard-to-Reach Lighting Turn In Program. The market assessment study will analyze the market penetration of the program’s measures as part of the energy efficiency-related gains achieved by the program. 



Process Evaluations: These activities will include evaluations of program delivery in terms of adherence to procedures, timeliness and customer satisfaction.  The objectives of these activities will be to provide feedback to the program implementers on elements of the program that can be improved to enhance the program’s performance. Assessing performance of various delivery aspects of the program will help to identify specific, actionable servicing actions to make the program more effective. 



Potential EM&V Contractors

The recommended potential list of EM&V Contractors is listed in alphabetical order, not necessarily in order of preference.  These contractors are highly regarded in the Evaluation Community and have presented papers at various Evaluators Conferences.  Many of their reports have been filed with the CPUC and can be found on the California Measurement Advisory Council (CALMAC) website.   The utilities have no information that indicates these consultants could not be objective in their evaluation of the program.  While this list of potential EM&V contractors is not exhaustive, it includes:

	Equipoise Consulting

	Itron-RER

	Kema-Xenergy

	Quantec

	Quantum Consulting

	RLW Analytics



VII.	Qualifications 

A.	Primary Implementer

SDG&E is the primary implementer of this program in SDG&E service territory.  SDG&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 SDG&E has remained the most trusted source for unbiased energy efficiency information, services and programs.  Customers continue to look to SDG&E for assistance in managing their energy use and costs.

Teams of SDG&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.

The Program’s managing Supervisor is Jennifer Chang who has overall responsibility for program operations and achievement of program goals, particularly energy and peak demand savings for several programs and supervises program staff.  

She is supported by the Program Manager, Rebecca Baez, who has overall responsibility for program operations and achievement of program goals, particularly energy and peak demand savings.  These activities include program design and budget preparation; overseeing of program operations including the development of program procedures; program promotion; program data processing; customer communications; contracting and procurement for program services as needed; working with market suppliers, vendors, trade organizations and other industry-related organizations; working with community-based organizations; budget tracking and reporting of program activities; and supervision of program implementation staff.



Please see resumes below in section C. 

�

B.	Subcontractors 

Qualifications of Joe Urbon

Owner



Area of responsibility in this program:

Responsible for the set-up and dismantling of equipment needed during lighting events, for providing transportation of CFL’s and Torchieres, and for additional labor needed to support events   Areas of Responsibility include:

Loading of required bulbs and torchieres, exhibit structures, tents, graphics, banners etc per instruction.

Transport items to event locations per instruction.

Unload and setup per instruction.

Support labor to stay on-site and assist in the dismantling or handling of items per instruction.

Dismantle all items and pack all remaining items in transport vehicle per instruction.

Transport to recycling center per instruction.

Return to storage facility and unload per instruction.



Professional experience as it relates to current position: Extensive experience in display, design, production and services.  Previously Employed by SDG&E as Event Program Manager Energy Mass Market.



Educational Background: Arizona State BS in Design Sciences of Industrial Designs.

Resumes 

(see following)

�Qualifications of Jennifer L Chang 

Customer Assistance Strategy and Outreach Manager 

Area of Responsibility:

Provide policy support for SDG&E lighting turn-in program to ensure achievement of program goals within the CPUC established budget, particularly energy and peak demand savings, and supervise lighting turn-in program manager.

Professional Experience as it relates to Current Position:

2002—Present, Customer Assistance Strategy and Outreach Manager (SDG&E): Responsible for development of program strategies and policies; development and implementation of general outreach and communication strategies; development and implementation of strategies to strengthen strategic alliances with key political leaders and community agencies.  

1995—2002, Consumer Markets Manager (SoCalGas): Responsible for managing all aspects of residential programs and services including customer communications, residential programs/services, regulatory and demand forecasting analyses.  

Educational Background:

MA in Economics —Rutgers University (1980)

� 

Qualifications of Rebecca Baez� Program Manager

Area of Responsibility In This Program:

Overall responsibility for program operations and achievement of program goals, particularly energy and peak demand savings.  These activities includes program design and budget preparation; overseeing of program operations include the development of program procedures; program promotion; program data processing; customer communications; contracting and procurement for program services as needed; working with market suppliers, vendors, trade organizations and other industry-related organizations; working with community-based organizations; budget tracking and reporting of program activities; and supervision of program implementation staff.

Professional Experience as it relates to Current Position:

1992—1994, Regional Parts Manager (Cummins Inc.): Responsible for

Efficiently resolving customer concerns, questions and comments and documenting them in the system, including any goodwill offers or expenditures, in an effort to minimize any unnecessary diesel or warranty litigation. 

Providing support to the Headquarters and dealerships in resolving customer handling issues and make offers of assistance to customers. 

Generating reports as required (case handling, goodwill, arbitration, diesel repurchases.

1994-2000, Regional Sales Manager (Cummins Inc.): Responsible for achieving a sales quota, forecasting sales of specific core products to specific key accounts, creating and managing programs to drive Cummins business, and routine reporting on results and activities. Continual status of company initiatives had to relay to company so that the company can effectively support the Regional Sales Manager in a precise and timely manner

Educational Background:

A.A.—Economics, University of California, Santa Barbara (1983)

Certification – Business Administration, Santa Barbara Business School (1981)

Professional Affiliations:

Member, Board of Directors, San Ysidro Chamber of Commerce

Mt. Hope Residents Association - Neighborhood Council 

�

VIII.	Budget 



Program Budget��Cost Description� Amount ($Nominal) ��Administrative Costs� �� �Managerial/Clerical� $       308,000 �� �Human Resources� $       136,270 �� �Travel / Conferences� $         10,000 �� �Overhead� $       139,046 �� �Sub-Total Administrative� $       593,316 ��Marketing Costs� $         58,888 ��Implementation Costs� �� �Incentives� $       847,238 �� �Activity� $           2,000 �� �Installation� $                -   �� �Hardware / Materials� $                -   �� �Rebate Processing� $                -   �� �Sub-Total Implementation� $       849,238 ��EM&V Costs� �� �Activity� $         58,806 �� �Overhead� $           3,752 �� �Sub-Total EM&V� $         62,558 ��Total Program Budget� $     1,564,000 �� 

� Residential Market Effects Study:  Refrigerators and Compact Fluorescent Lights – Final Report Dated April 24, 1998 prepared by Hagler Bailly Consulting, Inc.



�	September 23, 2003
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