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2016 Summer Rates Campaign Overview 

Program Goals  
• Raise rate awareness/education 

as measured by twice annual 

tracking study, against specific 

CPUC goals 

 

• Promote self-service for sce.com 

  

 

Marketing Effort   
• A multicultural creative 

campaign developed for 

territory-wide implementation, 

from July – Nov 

Marketing Assets  
• Digital Banners 

• Radio 

• Social 

• SEM 
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January 2017 Tier Collapse 
 
Effective 1/1/17, SCE collapsed from 3 tiers to 2 tiers with a high 
usage charge 
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(Non-CARE Rates) 
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High Usage Charge ME&O 

• Awareness campaign conducted in 
December 2016 

• Approximately 740,000 letters and 
e-mails were sent 

• Bill onserts 

• Dedicated landing page   

 

• Launched enhancement to Budget 
Assistant program  

 

• In January 2017, over 240K 
automated letters sent to customers 
who exceeded 350% baseline usage 
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High Usage Charge – Current Status 

• Bill impact letters generated significant customer response 

• Higher than expected call volumes.  More than 11K calls since mid-
December 2016. 

• High engagement on dedicated landing page 

• Negative comments on social media 

 

• Customers appeared to be confused about charge and had 
negative reaction to it 

 

• SCE paused automated customer letters effective February 2 

 

• Letters are undergoing revisions and will resume in mid-to-late 
April  

• Internal focus groups 

• Customer testing 
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SCE’s ME&O Advice Letter: 3500-E  

SCE Filed Advice Letter 3500-E on November 1, 2016 with supplemental 
filing to be provided on March 15, 2017. 

 

SCE’s ME&O Plan is designed to foster customer satisfaction by 
educating customers about time of use and other rate choices while 
motivating customers to modify their usage behaviors. (p.3) 

 

Objectives for ME&O change by phase (p.37-38): 

• Tier Rate Changes – customers understand impacts, mitigation 
tools and reason for the changes. 

• Opt-In TOU - Increase learnings of customer behaviors and 
influences, increase adoption of opt-in TOU rates. 

• Default TOU - Promote customer choice, provide support and 
easy access to timely information, provide customized bill impact 
information and tools at the right time. 
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SCE’s ME&O Advice Letter: 3500-E (Cont.) 
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TOU Awareness: 2017 
• Paper/Email Bill 

Comparisons 
• Social Media 
• SCE.com 
• Advertising (Mass 

& Digital) 
• Climate Credit  

Behavior Change: 2018 
• Use of Technology 
• Text Message 

Marketing 
• Advertising (Radio 

& Print) 
• Third Party & CBOs 
• Bill Re-design 

Default Approach 
• 90/60/30 day 
• Outbound Calling 

To ‘Highly 
Negatively 
Impacted’ 
Customers 

• Re-designed Bill 

Post Default 
• Welcome Kits 
• Seasonally 

Targeted 
Communications 

• Bill Protection 
Credits 
 

New/ Transferring Customers: SCE.com & Customer Contact Center 

• Segmentation 
• Bill Impact Amount: 

• Benefiter, Neutral, Non-Benefitting, Highly Non-Benefitting 

• Low Income, underserved and hard to reach 

• NEM 

• CCA 

• In-language 

• Timeline, Channels & Tactics 
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Metrics – Wave 2 2016 Updates 
• Second round of research conducted in November and December 

2016. 

• TOU rate plan awareness has increased from 41% to 45%. 

• Overall, SCE residential customers show moderate awareness and 
understanding of key metrics.   

• Increases were seen in Wave 2 over the baseline for Metrics 3 and 6. 
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Metric   Baseline Wave 2 

1 
Customers are aware that there are rate plans that may 
help them mitigate electricity expenditures 50% 48% 

2 
Customers know where to go to get more information 
about how to manage their energy use 58% 58% 

3 Customers understand how energy use can impact bills 5.86 6.15 

4 
Customers understand the benefits of lowering their energy 
use 45% to 55% 46% to 53% 

5 

Customers are aware of the rebates, energy efficiency 
programs, and tips offered by their utility that can help 
them manage their energy bill 65% 68% 

6 
Customers feel they were provided useful info explaining 
their bills 46% 55% 



Bill Comparison Results  

D.15-07-001 ordered a bill 
comparison tactic. IOUs tested the 
tactic in fall 2016. 

 

In October 2016, bill comparisons 
sent to 100k customers 

• 62k benefiters targeted; 22k 
neutral; 16k negatively impacted 

• 1,200 customers requested a rate 
change 

• Over half of the customers 
responded via the online channel 

• 40% responded via the business 
reply card 

• 4% contacted SCE directly 
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Bill Comparison Results (cont’d) 

• Survey Overview:  Targeted 1,512 residential customers via phone and 

online surveys Nov 11-28, and compared to a control group 

 

• Key Survey Findings: 

• TOU awareness and understanding improved but levels are still quite low. 

• Benefiters did not understand they did not need to shift usage. 

• Some customers did not switch because they were fearful of higher rates. 

 

• Overall takeaways: 

• Bill comparison mailings should be improved before further 

dissemination. 

• Other ME&O strategies and tactics need to supplement this tactic. 

 

• Next Steps: 

• SCE is currently assessing results of January 2017 NEM Test and Learn. 

• SCE is currently planning Spring 2017 Test and Learn campaign. 
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Bill Presentment 

Bill presentment changes for tiered rate bills were implemented December 

2016 to coincide with HUC effective Jan. 1, 2017 

 

 

 
 

Planning for TOU bill presentment changes is currently underway 

• Complete bill presentment changes targeted for completion in time for Default 

TOU Pilot in early 2018. 
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Bill Presentment (cont’d) 
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Planned Updates to TOU bill 

Current TOU bill 

• TOU period definition 
• Usage / price / cost 

summary to drive 
awareness 
 

 



TOU Opt-in Pilot  

• As of Jan. 10, 2017 – 18,714 customers remain on the pilot 

 

 

 

 

 

 

 
• 2,820 customers are no longer on the pilot 

• 518 due to opt-outs 

• 1,305 due to account closures 

• 997 remaining customers are no longer enrolled due to change (i.e., signing up 

for a new rate or program) not supported by the pilot. 

 

Segment Description Rate 1 Rate 2 Rate 3 Control Total

Hot Climate Zones, Non-CARE Customers 585 504 1,089      

Hot Climate Zones, CARE Customers 631 486 1,117      

Hot Climate Zones, General 1858 1,998      3,856      

Hot Climate Zones, Seniors below FPL 325 340          665          

Hot Climate Zones, Seniors above FPL 319 344          663          

Hot Climate Zones, Non-Senior CARE Customers below FPL 140 158          298          

Hot Climate Zones, Non-Senior CARE Customers above FPL 223 243          466          

Moderate Climate Zones, Non-CARE Customers 609 588 539 606          2,342      

Moderate Climate Zones, CARE Customers 626 628 524 658          2,436      

Cool Climate Zones, Non-CARE Customers 685 692 552 679          2,608      

Cool Climate Zones, CARE Customers 668 675 554 671          2,568      

Technology 298 308          606          

Total 4,102      5,448      3,159      6,005      18,714    
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Default TOU Pilot 2018 – AL 3531-E 

Proposed Default Pilot Plan filed Dec. 16, 2016 proposes to 

target 400k customers and was designed in coordination with 

the Working Group and Nexant. 
 

• Pilot Objectives:  
• Assess operational readiness for full default (includes call volumes, 

exception processing, billing system, business processes, bill protection, 

rate changes, tracking etc.).  

• Maximize customer awareness of default and customer options.  

• Assess hardship as part of Section 745.  

 

• Experimental Treatments Pre-default  
• 2 Default Rates (4-9pm and 5-8pm on-peak periods) 

• Monthly vs. Seasonal impact in communications  

• Message testing  

• Outbound calling for extreme non-benefiters will be                                                                                            

offered but not tested as part of the experimental design. 

 

• Experimental Treatments Post-default  
• High vs. Low Touch Aftercare Communication  

• Level Pay Plan Offering to Customers with high bill                                                                                   

volatility.  

• Other customer solutions will be offered but not tested as part of the 

experimental design. 

4-9 PM 

Peak 

Period 

→ 
Monthly 

Impacts 

→ Message A → Test 1 

→ Message B → Test 2 

→ 
Seasonal 

Impacts 

→ Message A → Test 3 

→ Message B → Test 4 

5-8 PM  

Peak 

Period 

→ 
Monthly 

Impacts 

→ Message A → Test 5 

→ Message B → Test 6 

→ 
Seasonal 

Impacts 

→ Message A → Test 7 

→ Message B → Test 8 
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Appendix 
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ME&O Budget 
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2016 Memo Account Spend 
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RRIMA Memo Account Update 

Line No. Description ($000)

1. Beginning Balance -                 

2. Adjustments

3. Adjustments Interest

4. Adjusted Beginning Balance -                 

5. Operating Expenses

    - TOU Pilots

ME&O 3,634,583       

TOU Studies 426,320          

Other 367,925          

6.     - Non TOU Pilot

ME&O 4,509,001       

Other 1,166,204       

7. Total Operating Expenses 10,104,033     

8. Capital-Related Revenue Requirement

9.     - Depreciation -                 

10.     - Property Taxes -                 

11.     - Income Taxes -                 

12.     - Return -                 

13. Total-Capital-Related Revenue Requirement -                 

14. (Over)/Under Collection (Line 7 + Line 13) 10,104,033     

15. Interest 20,886            

16. Ending Balance (Line 4 + Line 14 + Line 15) 10,124,919     

 Residential Rate Implementation Memo Account 

Recorded Costs October 2015 through December 2016



As of December 31, 2016 SCE has approximately 33,605 residential customers 

enrolled on an option TOU rate plan 
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Current Opt-In TOU Enrollments 


