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Statewide Home Energy Efficiency Survey Program

I.
Program Overview 

A.
Program Concept  

The Statewide Home Energy Efficiency Survey (HEES) program is a comprehensive multi-lingual program designed to reach a wide range of customers by offering three types of energy survey options: Mail-In, On-Line, and In-Home.  HEES provides practical information that customers can use to better understand energy use in their homes and to empower them to make educated decisions related to energy efficiency and equipment upgrades.  This multifaceted approach recognizes that customers have distinct needs that may make one type of delivery channel more appealing than another.  As a result, the HEES program is positioned to reach the largest number of customers possible by providing more options for customer participation, including hard-to-reach customers who in the past have had less access and fewer program alternatives.  All delivery channels help customers understand how their behavior can affect energy costs, how to improve their homes’ energy efficiency and what additional resources and programs are available to help reduce energy use.

B.
Program Rationale 

The HEES program is an extension of an existing successful energy efficiency information program.  During the 2002 program year, over 52,000 customers completed the Mail-In survey and over 21,000 customers completed the On-Line survey in all four investor-owned utilities (IOU) service areas.  With a high response rate of between 8 percent to 19 percent for the direct mail solicitations, the program continues to be popular with customers who can access information on energy efficiency in a variety of formats and languages. 

The program has sought to achieve equity through translating the survey into multiple languages.  The Mail-In survey includes targeted direct mailings in English and Spanish in all IOU service areas; in Chinese in Pacific Gas and Electric Company (PG&E), Southern California Gas Company (SoCalGas), and Southern California Edison Company (SCE) service areas; and in Vietnamese in San Diego Gas and Electric Company (SDG&E) service area.  With the translation of  HEES into two additional Asian languages, which is planned for 2004 –2005, the program will reach even more customers for whom language has been the market barrier preventing their participation.  

The following accomplishments demonstrate past successes of the statewide program. 

· In 2002, the IOUs jointly designed a statewide English language version of the Mail-In survey; and each IOU posted the Spanish and one Asian language version of the Mail-In survey on their Web sites; 

· IOUs coordinated program delivery and implemented the new statewide pricing structure for Mail-In surveys.  The IOUs also developed a statewide mailing schedule and standard statewide reporting requirements to improve program delivery; and

· The IOUs launched a new Spanish interactive survey in 2003.

· SoCalGas mailed 40,000 surveys in 2002, and accomplished its 2002 hard-to-reach goal.

Changes from the 2003 program include:

· Upgrading the English on-line survey software and adding an interactive Spanish survey component

· Incorporation of the In-Home Audit program under the statewide umbrella

· More emphasis on program equity by increasing customer participation and accessibility in new customer groups through the inclusion of surveys in two additional Asian languages, Vietnamese and Korean in PG&E’s, SoCalGas’, and SCE’s service areas, and Chinese and Korean versions in SDG&E’s service area.

· Updating  questions and energy recommendations for the Mail-In survey in 2004.  The goal is to modify the existing survey so  it reflects the constantly changing  society.  This new survey will have the original statewide format, design, questions and recommendations with the following information updated: new energy efficiency equipment (two speed pool pump, advanced whole house evaporative cooler, whole house fan);new energy efficiency technologies (TXV-valve, advanced programmable thermostat, LED Lighting); energy saving calculations; and energy-saving recommendations.

The HEES program clearly addresses a lack of customer information about energy efficiency benefits by providing three comprehensive, no cost energy surveys.  Absent the HEES program, customers would be forced to search out information through a variety of vendors and service providers, who may be limited in providing information on one product or service.  Under the program, customers receive objective information on a multitude of energy products, energy services and available rebate programs.  By coordinating with other program implementers to present information and energy saving recommendations that would encourage participation in the incentive programs, HEES is able to overcome the market barriers of customer lack of knowledge about energy efficiency and lack of customer participation in the rebate programs.
The equity goal for hard-to-reach participants in 2004 and 2005 will be 50 percent of all participants, a level that will ensure the HEES program continues to achieve equity in its survey offerings by reaching out to target markets throughout the service areas.

With the introduction of interactive on-line services, the HEES program has kept up with the customer trend towards increased access to and use of the Internet.  The On-Line survey, which is available in English and Spanish, satisfies customer demands for more information, quicker, and provides IOUs with an easy venue for presenting new ideas, new delivery mechanisms, and updated information on rebates, products and services.  Innovation is key in the HEES ability to offer surveys that meet customers’ needs.  The IOUs will continue to explore on-line marketing approaches, such as e-mail blasts, banner ads, and promotions to increase customer participation and explore opportunities to use community-based organizations (CBOs) and faith-based organizations (FBOs) as new delivery mechanisms to promote the In-Home survey and assist customer in completing the mail-in survey.  

C.
Program Objectives 


The program is designed to provide valuable information so customers can:

· Save energy and money;

· Make their homes more comfortable; and 

· Discover additional resources and programs available to help reduce energy use.

The statewide HEES program provides customers with information at no charge, to help them understand, control and reduce energy use in their homes.  The IOUs will continue to expand efforts to include hard-to-reach customers who have yet to take advantage of the many IOU programs and energy efficiency services.  IOUs will continue to focus on improving the current program by increasing customer accessibility to the survey through minimizing market barriers to participation, ensuring customer equity, providing innovative approaches to program participation, and by coordinating with other existing programs to maximize program efficiency.

II.
Program Process 

A.
Program Implementation

Each IOU may provide different incentives to residential customers who completed the online HEES in order to increase customers’ response rate to solicitation materials.  In addition, IOUs will increase program visibility and accessibility through leveraging of existing rebate programs with marketing partnerships. Details on any pilot marketing promotions will be reported in each IOU’s quarterly reports to the Commission.

The program will continue to work closely with other existing statewide programs to maximize program efficiency.  Its current design incorporates cross-marketing of other information, service and rebate programs to include statewide marketing and outreach programs. 

Because of its comprehensive approach, the HEES program can effectively target customers while communicating and cross-selling other energy efficiency programs and services.  All three surveys will be coordinated with the other residential energy efficiency programs offered by IOUs. Customized messages on energy efficiency programs, rebates, promotional Web page, and links will be added to specific energy savings recommendations in the Mail-In and On-Line surveys.  Once customers complete the surveys, reports back to customers include information on the customers’ home energy use, available energy efficiency products, services and information on rebate programs offered by IOUs.  

SoCalGas will work with SCE as a joint partnership to offer Gas & Electric In-Home Audits.  SoCalGas will pay for its related software and printing costs but will absorb 50% of the cost of conducting 1,000 audits and the subsequent processing.

B.
Marketing Plan 
The program will incorporate a variety of marketing approaches to promote its availability and increase outreach.  Because utility service areas and customer segments are unique, marketing efforts may be tailored by each utility to obtain maximum effectiveness and the highest response rate.  Where practical, IOUs will jointly launch marketing efforts, and will explore opportunities to coordinate with CBOs and FBOs in outreach and provide services to traditionally hard-to-reach areas.  These CBOs and FBOs may include churches, community centers, adult schools and senior centers.   Similarly, IOUs will continue to coordinate closely with the statewide marketing and outreach campaign.

The following provides an estimate of the types and cost of various marketing efforts that may be implemented:  

	Marketing Materials
	Quantity
	Method of Distribution

	Direct Mailings
	43,475
	Direct mail to targeted customers

	Utility Bill inserts
	5.3 million
	Monthly Bill

	SoCalGas Website - banners and placements 
	na
	Internet


C.
Customer Enrollment  

Mail In

Participating customers receive a survey either through direct mail, contacting their local utility, or by printing a hardcopy of the On-Line survey.  Customers mail completed surveys to a statewide Mail-In survey contractor for processing.  Once received, surveys are analyzed against customer billing data to produce an energy analysis report containing customer-specific results. Reports include 1) an end-use breakdown of electricity, 2) monthly usage trend graph, and 3) a set of recommendations, with corresponding estimated savings that are appropriate for each customer based on their survey responses. Additionally, reports include information on energy efficiency products and services, rebate programs, and other energy-related information to encourage adoption of energy efficiency measures identified through the energy survey.

On-Line Interactive

On-Line surveys provide customers easy access via the IOU’s Web sites.  The interactive feature allows customers to obtain immediate results by answering specific questions regarding their home energy use on line. This On-Line home energy analysis only takes a few minutes to complete and provides an analysis of energy use in their homes as well as energy-saving recommendations. The On-Line surveys are available in both the short and extensive version.  In addition, promotions may be offered to increase customer participation.

In-Home Survey  

Participating customers in SoCalGas service territory may participate in this component by contacting SoCalGas.  This approach provides customers, particularly hard-to-reach customers who do not respond to Internet and mail-in survey options, with a more personalized, face-to-face energy survey option.  A specially trained energy auditor inspects the home and can provide the customer with immediate answers to basic questions, as well as specific recommendations on how customers can save energy and manage cost based on their home and lifestyles. In addition, promotions may be offered to increase customer participation.

D.
Materials  

Not Applicable  

E.
Payment of Incentives

Not Applicable  

F.
Staff and Subcontractor Responsibilities  

Utility– SoCalGas:

	Job Title
	Staff
	Responsibilities

	Sr. Energy Program Advisor
	1
	Coordinates and manages all program activities


Subcontractor – Xenergy, Inc., Statewide Mail-In Survey vendor:  mails energy surveys to customers as profiled by IOUs, processes the return surveys, analyzed against customer billing data, produces and mails an energy analysis report to customer.
	Position
	Staff
	Responsibilities

	Sr. Project Manager
	1
	Coordinates and manages all program activities .  Acts as liaison between utilities and Kema-XENERGY

	Technical Product Specialist
	1
	Oversees and maintains quality and production of analysis and report functions of software and related hardware functions.

	Quality Control Engineers
	2.5
	Examines analysis output and quality control functions of residential energy consumption software as well as maintenance of measures, formatting of reports

	Production Coordinator
	1
	Manages work of 5 production assistants overseeing all processes regarding processing paper surveys, mailing customer reports, filing and maintaining surveys and processing billing data

	Data Specialist
	1
	Processes incoming billing data, provides reporting for monthly invoicing and for client requests, assists with problem accounts, maintains internal program record keeping

	Production Assistants
	5
	Assists in processing all incoming surveys and mailing all outgoing reports. Assists with 800 line calls, and maintaining processed surveys, fulfilling client/customer requests for materials


Subcontractor – In-Home Audit Services –SoCalGas will hire a third party to provide In-Home Audits in its service territory, in conjunction with SCE. 

	Job Title
	Staff
	Responsibilities

	Project Manager
	1
	Coordinates all development activities

	Programmers
	3
	Initializes the database, creates new graphics, develops and installs the website, plus all testing

	Auditors
	4
	Conducts the audit/interviews the customer on their appliance usage 


G.
Work Plan and Timeline for Program Implementation 
	Statewide IOU Activity
	Estimated Start Date
	Estimated Completion Date

	Program launch/continuation of existing program
	January 1, 2004
	December 31, 2004

	Update the Mail-In survey questions and energy efficiency recommendations report
	Second quarter 2004
	Fourth quarter 2004

	Add first Asian language 
	Second Quarter 2004 
	Fourth Quarter2004

	Add second Asian language 
	Second Quarter 2005
	Fourth Quarter 2005

	Utility Specific Activity 
	Estimated Start Date
	Estimated Completion Date

	Offer In-Home survey to targeted area
	First Quarter 2004`
	Fourth Quarter 2004

	Addition of two Asian languages 
	January 1, 2004
	Fourth Quarter 2005


III.
Customer Description 

A.
Customer Description 

The program targets residential customers in three distinct market segments:  1) customers with frequent internet access, at home and work, 2) customers with limited online access, and 3) hard-to-reach customers with limited or no online access who prefer a more personalized face-to-face in-home survey option.

Customers with frequent internet access, at home and work - The interactive online survey provides customers who frequently access the internet with an interactive feature easily accessible on utility websites, which allows customers to obtain immediate results by answering specific questions regarding their home energy use online.  This online home energy analysis only takes few minutes to complete, and provides an analysis of energy use in their home as well as energy-saving recommendations.

Customers with limited online access - The written version of the survey is currently available in English and Spanish in all four IOU service territories, in Chinese in PG&E, SoCalGas, and SCE service territories, and in Vietnamese in SDG&E’s service territory.  This mail-in survey version allows customers with limited or no online access the flexibility of an easy-to-complete mail-back format.

Hard- to-reach customers - The In-Home survey provides customers, particularly hard-to-reach customers who may not respond to On-Line and Mail-In survey options, with a more personalized, face-to-face energy survey alternative.  Residential customers residing in SCE and SDG&E service territories may participate in this program component by contacting their local IOU. 
B.
Customer Eligibility

The Home Energy Efficiency Program On-Line Interactive, Mail-In survey and In-Home survey components are available to residential customers residing in PG&E, SCE, SoCalGas, or SDG&E service territories.    

C.
Customer Complaint Resolution
SoCalGas believes that one of the key elements to making the program a success is to be responsive to customer questions, complaints, and to resolve program or performance disputes with program participants.  The following resources will be allocated to resolve any customer inquiries and complaints:

· Mail-In survey – Direct mail survey vendor maintains a toll-free telephone line to assist customers with any survey questions. Telephone representatives are trained to discuss survey results with customers, provide support for and conduct surveys in Spanish and Chinese, respond to requests for a second survey, and, when necessary, provide referrals to other programs.

· On-Line survey –Results are provided upon completion of the online survey.  A sidebar on the left of the results offers a “Contact Us” button, which the customer can click on to e-mail the HEES staff with any survey or energy efficiency question.

· In-Home Audits – Bilingual energy auditors are trained to discuss survey results with customers, conduct surveys, and when necessary, provide referrals to other programs.  Auditors will refer any and all complaints directly to the program manager.
· Call Center – Customers can also call SDG&E’s toll free Call Center to talk to a  representative on any energy efficiency related questions in multiple languages.  Call Center Representatives will refer any and all complaints directly to the program manager.
Any customer questions that cannot be answered by the survey contractor, and all customer complaints, are referred to the IOU Program Manager.  The IOU Program Manager contacts each customer to answer questions or resolve disputes.  Unresolved disputes are escalated to the Manager of Residential Programs for resolution.  It is rare that the customer cannot be satisfied at this level.

D.
Geographic Area  
SoCalGas service area encompasses 23,000 square miles of diverse terrain throughout most of Central and Southern California, from Visalia to the Mexican border. As the nation’s largest natural gas distribution utility, it serves 18 million through 5 million gas meters in more than 530 communities.  
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IV.
Measure and Activity Descriptions  

A.
Energy Savings Assumptions  

Not Applicable.  

B. Deviations in Standard Cost-Effectiveness Values

Not Applicable.

C.
Rebate Amounts



Not Applicable.

D.
Activities Descriptions  

Not Applicable  

V.
Goals   

	Utility
	Completed Surveys - Mail-In and Customer Request
	Completed In-Home  Surveys
	Participating Hard-To-Reach Customers

	SoCalGas
	6,000
	1,000
	3,000


VI.
Program Evaluation, Measurement and Verification 

General Approach to Evaluating Program Success

The EM&V effort for HEES will meet the objectives of the Commission as outlined in the Energy Efficiency Policy Manual Version 2.  This is an information program that needs to be assessed using a combination of approaches that evaluates various elements of the program.  Accordingly, this evaluation study entails an assessment of the Mail-in, In-Home and On-line components of the program by obtaining the necessary customer information needed to judge the effectiveness of these surveys.  The information obtained in the evaluation can then be used with information gathered from previous evaluations of the HEES Program to assess the different options for offering energy efficiency surveys and their impact on varied customer groups.  

Approach to Measurement and Verification of Energy and Peak Demand Savings 

Since this is an information program, the Measurement and Verification approach for Energy and Peak Demand Savings is not required according to guidelines provided by the Policy Manual.  The program accomplishments will be measured in the form of number of audits completed in the three IOU service territories and will be verified by an independent EM&V consultant.  In addition, data will be gathered and analyzed for potential energy impacts of the program based on a methodology recommended by a previous evaluation study for this program.

Approach to Evaluation Program Success

Other important aspect of evaluating this program that addresses the EM&V objectives of the Commission are as follows:

· Market Assessment and Customer Behavior Analyses:  These activities assist with assessing customer awareness, behaviors and practices given their participation in the program.  A survey will be conducted of the general customer population, which may include previous program participants and non-participants, in order to continue assessing awareness and barriers to participation for the HEES program by customers of the three IOU service territories.  The market assessment will involve use of statewide and utility-specific data to assess the program’s impact on consumer awareness and knowledge of energy efficiency opportunities in customer homes. 

· Process Evaluations:  Survey of program participants and nonparticipants conducted as part of the market assessment activities will also help in determining effective means to improve program design, and targeting and tracking of customer participation, including underserved populations. 

Potential EM&V Contractors

The contractors listed below can objectively and effectively evaluate program success.  As a group, their work includes impact evaluation, measurement and verification, process evaluation, market assessments, and verification of program accomplishments. These firms have a track record of completing high quality, objective studies of energy efficiency programs either for the California investor-owned utilities or for other entities whose studies we have been able to review. This list does not include all of the qualified evaluators who could objectively evaluate program success.

ADM Associates

Aspen Systems Corp.

Energy Market Innovations

Equipoise Consulting

Frontier Associates

Global Energy Partners

ICF Consulting

Itron (RER)

KEMA XENERGY

KVDR Consulting

Megdal & Associates

Opinion Dynamics

Quantec LLC

Quantum Consulting

Ridge and Associates

PA Consulting Group

Research Into Action

TecMarket Works

Vanward Consulting

Wirtshafter Associates

VII.
Qualifications

A.
Primary Implementer  

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

Teams of SoCalGas 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 Sandra Williams 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, Rose Fowler, 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 
Statewide Mail-In and On-Line Survey vendor:

Xenergy, Inc. has been the statewide Mail-In survey vendor since 2000.  Xenergy is an energy services and consulting company with a 27-year history of providing advanced technical and information-based solutions for the energy marketplace. 

Subcontractor of In Home Audit component – To be determined through a competitive bid process.

C.
Resumes or Description of Experience – 
(see attached pages) 

Qualifications of Sandra Williams

Residential Information and Audit Programs Manager

Area of Responsibility In This Program

I have overall responsibility for program operations and achievement of program goals and supervises program staff.

Professional Experience as it relates to Current Position:

2002 — Present, Residential Information and Audit Programs Manager:  Responsible for information targeted to residential customers through mass market channels.  This consists of communications message development, program development, and program implementation for residential customers.  This also includes, developing new residential programs focusing on customer information and education.
1999 – 2002, Energy Programs Manager:  Overall responsibility for residential energy efficiency programs.  Provided oversight and guidance to program managers including regulatory compliance, program design, budget development and implementation.  
1998 – 1999, Residential Programs Supervisor:  Assisted in the formulation of energy efficiency strategic positions, working with utilities and stakeholders to reach mutual agreement on issues to achieve company objectives, and ensuring programs comply with CPUC authorization and regulatory intent.  Oversight and guidance to product managers in the development, implementation, tracking and reporting of programs. 

1994 – 1998, Product Manager/Senior Product Manager:  Developed, implemented and monitored $21.3 million in DSM programs.  Developed Demand Side Management program requests for proposals, evaluated bid responses, negotiated agreements with winning bidders and administered contracts valued at $17 million.

1993 – 1994, Program Planning Analyst:  Recommended design processes for new tracking systems, evaluated existing databases, developed recommendations to streamline program paper flow, created internal processing procedures for tracking systems and processing program documentation.  Conducted a Benchmarking Study of the processing of data in the tracking systems, which included a cost breakdown, analysis of paper process and recommendations.

Educational Background:

B.S.- Business Administration and Management, Univ. of Phoenix 
San Diego CA (1994) 
A.A. - Accounting, San Diego City College, San Diego CA (1992)

Qualifications of Rose Fowler
Senior 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 include 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—Present, Senior Program Manager (SDG&E): Responsible for the design and implementation of various residential energy efficiency and demand response programs.  Work with communications and legal departments to develop outreach material for customers, including the mail in home energy efficiency survey, energy efficiency, customer service and safety brochures, information panels for event booths, the development of point-of-purchase material, newspaper ads and TV spots and radio spots.

Educational Background:

B.S.—Business Administration, National University, San Diego CA (1979)

A.A.—Criminal Justice Administration, Southwestern Community College, Chula Vista (1973)

VIII.

Budget 

	Program Budget

	Cost Description
	 Amount ($Nominal) 

	Administrative Costs
	 

	 
	Managerial/Clerical
	 $         38,376 

	 
	Human Resources
	 $         37,288 

	 
	Travel / Conferences
	 $           3,000 

	 
	Overhead
	 $         80,088 

	 
	Sub-Total Administrative
	 $       158,752 

	Marketing Costs
	 $                -   

	Implementation Costs
	 

	 
	Incentives
	 $                -   

	 
	Activity
	 $       328,122 

	 
	Installation
	 $                -   

	 
	Hardware / Materials
	 $         61,126 

	 
	Rebate Processing
	 $                -   

	 
	Sub-Total Implementation
	 $       389,248 

	EM&V Costs
	 

	 
	Activity
	 $         71,900 

	 
	Overhead
	 $           8,100 

	 
	Sub-Total EM&V
	 $         80,000 

	Total Program Budget
	 $       628,000 
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