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Customer Engagement Highlights

Community Outreach & Engagement

* Energy Solutions Partner (ESP) Network activities totaled
118 for Q2 2017

Partner Results At-A-Glance — Q2 2017

* 71 events reaching 46,000+ people
* 22 presentations reaching 200+ people

* 25 online activities with more than 37,000 impressions

* Leveraging CARE Partners and Cool Zone locations to provide
information on Rates & Reform activities

— Hosted roundtable for Cool Zone location leadership on April 26

« Cool Zone sites include public libraries, and senior and community centers
+ Sites are countywide and represent diverse communities
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Roundtable Overview:

* Provide community-based partners with
information on current energy topics like Rate
Reform as well as seasonal solutions available to
customers

* Gives the opportunity for partners to provide
feedback and engage on collaborative efforts

M Educating Energy Solutions Network partners on
*  First of two roundtables was held on June 28, 2017 High Usage Charge and other Rate Reform efforts

* SDG&E’s Energy Innovation Center
* Second one was held onJuly 11, 2017

Attendance:
* Twenty-five uniqgue community organizations were
represented

* Representing a diversity in both communities and
constituencies they serve
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Special Needs Roundtable

e Date: May 9, 2017
e Location: Department of Rehabilitation,
San Diego

e Organizations who serve:
o Deaf and hearing impaired
o Blind and site impaired
o Disabled and physically impaired
o Mental health
o Immigrants and Refugees
o Long-term or in-home care

e Update on Rate Reform & Solutions
o Time-of-use pricing plans & pilot activities
o High Usage Charge
o Energy Management solutions
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Special Needs Roundtable

.................................

Event Highlights | Organizations Represented
] Volunteers of America
* The message of customers having
choice with their pricing plans
resonated

Reentry Resources 4 Change
Medical Advisory Group

Alliance for African Assistance
* Attendees also valued the opportunity

to provide feedback about educational
materials needed for the audiences

KRA — San Diego Workforce Partnership
Catholic Charities
Ocean View Church / Care Pastors

they serve BJ Iglabel Haus (Independent Living Association)
* Liked idea of serving as an ambassador Ruby's House (Independent Living Association)

to help translate messaging to their JoJo's ILS (Independent Living Association)

constituents San Diego Futures Foundation

Family Health Centers of San Diego - Hillcrest Clinic

; Department of Rehabilitation - Blind Field Services
A0S om Altendees Department of Rehabilitation — WIPS

* Will TOU plans provide savings? State Council on Developmental Disabilities
«  Which pricing plan will be better for Special Needs Resource Foundation
customers? Veterans Community Services

. ! ) Access to Independence
* Will they have other options outside of

TOU?
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High Usage Charge Overview

Customer Communications ‘

Website & Pocket Card |
June 2017

W— -

350%-399% (At Risk): 46,000

400%+ (High Risk): 94,000

Online Alerts
August 2017

Bill Insert & Onsert
September 2017

49,827

39,332

Awareness Letter
September 2017

36,892

31,872

Reminder Postcard
October 2017

350% and 400% alerts
November 2017

2016 2016 2017 2017

NOV
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Bill Insert 350%

Paper Alert

400%

Paper Alert

Update on California S06¢
electric rate reform
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COURTESY NOTIFICATION

Based on your current
electricity use, you may incur

COURTESY NOTIFICATION

You incurred a state-mandated
charge for high energy use

/ <Date> a state-mandated charge for <Date> this month.
! / ] I e high use this month. <Hame>
<Address 1> <Address >
o - . I . . City, <States, <Zip> <City, <State>, <Zip
California is continuing to improve the way utilities bill for electricity so that rates are easier to oo L Account number: 12344567890 <Barcode> Account number: 1234567590

Meter number: 12345678

understand and energy pricing is more equitable and transparent. h Meter number: 12345678

Some things you should know

You're close to using more than four times the amount of your Baseline Allowance and
UNDERSTAND YOUR BASELINE ALLOWANCE may have a High Usage Charge on this month's bill.

You've used more than four times the amount of your Baseline Allowanc
will have a High Usage Charge on this month's bill.

The California Public Utilities Commission (CPUC) sets a monthly baseline amount for residential The state-mandated High Usage Charge took effect on November 1, 2017. The state-mandated High Usage Charge took effect on November 1, 2017.

customers based, in part, on where you live and the season. This baseline represents how much electricity
is needed for basic living-for things like heating, ceoking, lighting, etc.

When your electricity use goes above your baseline, the price per kilowatt hour goes up. Learn more at
sdge.com/understanding-rates.

ANALYZE HIGH USAGE

SIGN UP SIGN UP
YOUR HOME'S FOR ALERTS . CHARGE ON FOR ALERTS
ENERGY USE MY BILL

NEW HIGH USAGE CHARGE

With My Energy Survey, you get energy and. Subscribe to High Usage alerts so you'll High Usage alerts sa you'll
As part of the state's continued efforts to encourage people to use less energy, a new state-mandated ¥ you knaw in e close to the :‘;&;‘““"W"m"“
High Usage Charge goes into effect on November 1, 2017. This charge will apply to residential customers avoid the High Usage Charge. High Usage Charge: o
whose electricity use is more than four times their Baseline Allowance. If your energy use last year shows Provide details about your home, appliances * Go to sdge.com/myaccount. oLy

that you may incur this charge, we'll notify you in advance. You can also subscribe to High Usage alerts so

and ather energy use habits to build an

* Look for “Alerts & Subscriptions™

you'll know prior to receiving this charge. Another option: consider moving to a Time of Use (TOU) pricing L ":““'"""W"""' e atthe top. cinm
plan. This charge doesn't apply to TOU plans. Learn more at sdge.com/highusage. B ey * Click on “Alerts.” + Click on “Alerts”
* Log in to sdge.com/myaceount. * Click on “Subscribe™ next to “Alert before. * Click on "Subscribe” next to “Alert before
e e L Sac 1 et s o
. * Salect the email addresses and - ai
E fotemmne - numbers to receive alerts. numbers to receive alerts.
SIGN UP FOR ALERTS SAVE ON MONTHLY BILLS Once completed. update your details at any

Tools to help you keep track of your energy use and
costs are available. Subseribe to email or text alerts
by following these steps:
+Log on to "My Account” at sdge.com/myaccount.
+Look for “Alerts & Subscriptions” at the top.
+Click on "Alerts.”
- Click on “Subscribe” next to the type of alert.
*Select the email addresses and phone numbers to

Qualifying households may receive bill discounts
and energy-saving home improvements. Qualifying
medical conditions for someone in your home
could get you more energy at a lower rate.
Additionally, payment options like our Level Pay
Plan can help balance out the highs and lows of
monthly energy bills so they're mare stable. For
more information on our programs, visit
sdge.com/assistance.

time to refresh your Action Plan.

You'll anly receive this letter notification once per year unless you subscribe to the
High Usage alerts. For more information on your Baseline Allowance or tips to avoid
the charge, visit sdge.com/highusage.

receive alerts.

For tips and tools or if you have questions on rate changes, we're here to help. Please call us at 1-800-411-7343
or visit sdge.com/understanding-rates.

@ Printed an recycled papes. G709 STTIOOM 0917 BTSM

10 i G o o, 4yt e s et

You'll only receive this letter notification once per year unless you subscribe to the
High Usage alerts. For more information on your Baseline Allowance or tips to avoid

the charge, visit sdge.com/highusage.

S i S srose v

Also translated into Spanish
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Time-of-Use Customers

SDG&E Customers on Opt-In Time-of-Use Pricing Plans

Accounts Accounts Accounts Accounts Accounts

Pricing Plan Enrolled Q2 Enrolled Q3 Enrolled Q4 | Enrolled Q1 Enrolled Q2
2016 2016 2016 2017 2017

Schedule TOU-DR 133 180 104 85 63 1,120

Schedule EECC-TOU-DR-P 554 645 599 479 315 4,649
Schedule DR-TOU 0 -34 -2 -14 -18 1,064

Schedule EV-TOU 2 136 -8 15 17 447

Schedule EV-TOU2 550 484 623 575 338 9,540
Schedule DR-SES 338 397 341 448 535 4,639

: Schedule TOUDDRE1 3,741 133 -176 -227 -212 3,259
Opt-In Pilot

Plans Schedule TOUDDRE2 6,360 126 -348 411 e 5,871

12,178 2,067 1,133 950 682 30,589
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Summer Rate Change Education

Pricing Plans 1 & 2

Summer E1 Whenergy prices increase, May 1.

ancet
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Summer E1 Whenergy prices increase, May 1.

Ths eximranss sscvsn b o i sy, woizh s prnes e ol highes dicng ok
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Anniversary/Bill Protection Ending message Pilot Website Updates

Pricing Plans 1 & 2

Your Whenergy Rate: Control Your Use E1

Vour rate has three time periods: on-peak, off-peak, and super off-pezk,

As summer approaches, your Whenergy pricing will change to meet the energy
demands of 2 different season. Remember, summer prices and bills tend to be higher

Summer than other times of the year. Vour goal is to use less energy during on-pesk times.

Maapt - Oct. 31 wihen it's most expensive, And to shift your use aviay from on-pesk times to off-peak
and super off-peak times where you'll get the lowest electricity pricing. In some
cases, 50% off.

Monday
throvgh
Friaay
- - - " oas
Weekends
and
Hallidays
-

- ™o " .

whenergy

Happy One-Year Anniversary!

s Desen) 8 peew 9nce you vilurdesred Lo at) D way Lo Whenergy, Ve wenl lo
THANK yeu AN o0 your PATpaticn in oo few Time of U (€icng (e stuly.
YOur NSQHEs CONBNLE 10 0 INCRditly «haltie 35 ad £RORIND 50 rol Cut WhEnsrgy
10 0ur customers over the nest Iwo yeors. By marsging your energy wse and shilling
e ey O on ek Dours, pon we Tedpe 10 fecuc e de s oo e sl orkd.
Rodhuing comand uBimatty bonofits 100 ofr b wer foly on v
10 helo ws reach Cablornar's new 2nd nnovathe energy fluture.

Your Price Per Kilowatt Hour

Vour electricity prics per kilowatt hour (kwh) is based on when you use energy and
your bassline allowance each manth.

Your allaviance is your baseline plus 30%. Once you've reached your initial energy

no e s ded Bt e I use allowance, you'll move into the nest pricing level that has higher prices,

TOMOT MONITG, 50 MANIEG your i will Naw 2vin MOFe IMPICE AN yOur 291, Bo Sure
10 vist sape.comMyIhanargys, for lips snd too's,

Staying under your baseline sllowance and shifting energy use to off-peak and super
off-peak hours is the best way to save, Use our Bassline Calculator to find the
allowancs in your area,

Super Off-Peak OHf-Peak On-Peok

TGRS 10 you whin The fera TGy (A0S L3I0 #H0CE 'l D6 & teq part of D
SuCLe%E.

Basstas
e

The Whenm gy program snds in Decsmber 2077, Howewec your

WA efmeqy W prodectien eaperes TS ¢ {40 UMt 08eyoar S0eenersay
of your seqolrent (delwetn Junt and Jubyl. AS & femindee, ba arder to

Sumener pricus are affties fram My 4, 2007 to Dctobur 3, 2047+
recolve your Snad sureey crodit, you must com phals the survey.

Bill Protection

Bill protection expires on the anniversary of your enrollment between June and July,
2017, If you didn't save on Whenergy as compared to the standard residential rate, 2
bill protection credit will be applied to your account.

%- Final Survey

3 During the coming summer months, you'll be sent the final Whenergy study survey.
'w SyweePorow ey To receive your final survey credit. it's important that you complete this survey. The
credit will be listed as 2 "Policy Adjustment” an your bill after all survey results have
been processed.

i T
1 it v e g

[ L T T
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Recent HourX communication campaigns, such as the
High-Demand Surcharge reminder, have engaged and
informed customers on the HourX rate

WHENERGY HOURX

Your Daily Forecasted Pricing Reminder

Your Personal Code: 75235614

To see your forecasted pricing for tomorrow, go to sdge.com/HourX2 and enter in
your personal code. You can also see your forecasted pricing through the SDG&E app.

As the summer heat arrives so do higher prices during high-demand hours. Keeping an
eye on your personal daily pricing chart can help you plan for surcharge pricing during

forecasted high-demand hours.

Your Personal Pricing on Whenergy HourX
High-Demand Alert

The hourly pricing on Whenergy HourX varies based on the forecasted energy demand. Each day, around

YOU,“ receive an email alefﬁrg you lf the next dayxs demam fOr energy iS fofecastaj to be 6 p.m., your day-ahead forecasted pricingl will be posted. Your hourly pricing is specific to your account.
high. Check your personal pricing chart to see the surcharge price and timing of the P— Personal Code 75235614  Pricing for 08/03/2017
forecasted high-demand hours. st

$1.00
50.90
5080 |

High-Demand Hours and Surcharges g won

$060 |

There can be up to 350 high-demand hours in a year and the surcharges may vary. If the actual
price is less than the forecasted price, a surplus energy credit will be applied to your bill. The

5050 |

Hourly Pricing $kvm

5040 |

5030 |

5020 |

Recurring notifications and customized communications have
also continued throughout this year R e kR Ry

Interval Hour |
T

12
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10 System Events were called

System Events apply to the entire system. As a result, the adder
is impactful, and events cause a rate increase of 70 cents. The
benchmark is calling 150 events per year, and these may or
may not coincide with any circuit events.

~

28 Circuit Events were called

Circuits are local to the customer and are based on the
equipment necessary to bring power from the substation to the
customer. These localized events cause a smaller 19 cent
increase. The benchmark is 200 events per year.

Five examples below illustrate that compared to a similar day of last year, participating Hour X
customers have noticeably reduced their energy consumption during event hours.

Example 1: Hour X Customers Avg. Usage Example 2: Hour X Customers Avg. Usage Example 3: Hour X Customers Avg. Usage
Event Day & Non-Event Day (Mon) Event Day & Non-Event Day (Tue) Event Day & Non-Event Day (Wed)

event_hour —e=@==20-Jun-16 em=19-jun-17 event_hour =—#=21-Jun-16 ====20-Jun-17 event_hour —#—22-Jun-16 =—21-Jun-17

Example 5: Hour X Customers Avg. Usage
Event Day & Non-Event Day (Fri)

event_hour ==@==22-Jul-16 ===—7-Jul-17

Example 4: Hour X Customers Avg. Usage
Event Day & Non-Event Day (Thurs) — event day

— baseline day
(Baseline selected on
similar weather pattern
and day-of-week)

Gray Bar — Event hours

event_hour =—@=21-Jul-16 ===—6-jul-17
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Customers have positively responded to the HourX rate,
and survey responses reflected customer satisfaction and savings

8 in 10 participants said they are satisfied with both SDG&E and the TOU pricing plan
» HourX pilot participants are slightly more satisfied with the plan than those on plans 1 and 2, although not a statistically significant difference
* EV owners are also more satisfied with the pricing plan (84% are satisfied, vs. 68% of non-owners)

_ % Satisfied Hour X Avg Rate 1 Avg.* Rate 2 Avg.* Control Avg.*

Overall Satisfaction with Rate Plan

*Non-CARE,
Overall Satisfaction with SDG&E _— 6.7 6.7 6.8 Moderate region

Good for

e Saving money on the electric bill is the top reason for deciding to
enroll in the Hour X Pilot

Give SDGE
feedback on Save money on

rate, 16% electric bill, 41% A lower percentage of SDG&E employees said saving money was the main reason, although that
_ was still the top reason given. Employees said they were also motivated to provide feedback and
Yt ing be the first to try the new rate. They also were incentivized by bill protection, more so than non-
Bill Protection, employees
16% Q: Since October, how often, if at all, did you reference the following

to help you manage your electricity usage? (n=58)

Daily Pricing [0 2% 16% A%

e The Daily Pricing information appeared to be both —— axiok
helpful and used most frequently, followed by the |

Weekly Alert Emall Eectric Use Detail Report 22% 16%  21% -7%

When asked what kind of information they feel they need to be successful Sour Kiidhsite: R 1o [
on the rate, many commented that they would like more advance notice or

the ability to forecast what the rates might be, alerts or analytical tools, and 0% 10% 20% 30% 40% S0% GO% 70% 8% 0% 100%
for the rates to be easy to obtain and understand in general. BAlways HUsually = Sometimes © Rarely HNever = NA

14
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Default Time-of-Use Pilot

......................................

M S e
Key Activities Timeline
Default Notification Distribution: <
150,000 customers TOU Awareness
Postcard
October 2017 )
Default Transition Goal: S
100,000 — 125,000 customers Riedefault with Rate
Comparison (PD60)
January 2018
e Pre-default Reminder
i i Notification (PD30)
Creative Concept Messaging February 2018
J
August 2017 N
Welcome Package
Pre-Default TOU Communication March 2018*
Mate rials Testi ng * Will be ready January 2018 for early adopters

September/October 2017

15
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Default Time-of-Use Pilot

Customer Communication Waves

- Wave 2

After-care communications
to support pricing plans

e Pricing plan presentment e Customer segmentation will be

e Number of pricing plan choices used

displayed e Messaging will include

e Customer delivery channel e Winter & Summer rate changes

e Email only e Solutions

e Mail only ® Programs (home upgrade)

¢ Email/mail combination e Services & Tools (mobile app)
 Directed where to get more * Savings Tips

information

* Website will feature solutions & tips
for success on pricing plans

16
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Default Time-of-Use Pilot
Customer Message Variation

* Wave 1 communications (PD60, PD30 & Welcome Package) will vary by
customer channel delivery and pricing plan options presentment

* Combinations for information being delivered to customers are included in
13 test cells with 8 base English versions and 8 base Spanish versions

* After-care communications will utilize SDG&E’s customer segmentation and be
paired with solutions

Email (EM) Population

Direct Mail (DM) Population

Pricing Plan 1

Pricing Plan 2

Pricing Plan 1

Pricing Plan 2

Seasonal + Annual; 3 rates;
Email and Direct Mail

Seasonal + Annual; 3 rates;
Email and Direct Mail

Annual; 3 rates;
Direct Mail only

Seasonal + Annual; 3 rates;
Direct Mail only

Seasonal + Annual; 3 rates;
Direct Mail only

Seasonal + Annual; 3 rates;
Direct Mail only

Annual; 3 rates;
Email only

Seasonal + Annual; 4 rates;
Direct Mail only

Seasonal + Annual; 3 rates;
Email only

Monthly + Annual; 3 rates;
Direct Mail

Seasonal + Annual; 4 rates;
Email only

Monthly + Annual; 3 rates;
Email only

Annual (NEM); 3 rates;
E-mail and Direct Mail
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Regulatory Updates

General Rate Case Il (GRC Il):

® Final decision received on August 24, 2017

®* Changes for customers include:
— On-peak hours will be shifting to 4p-9p

¢ Some eligible solar customers will keep 11a-6p peak until TOU period grandfathering expires
— May will become a winter month
— March & April will have mid-day super off-peak from 10a-2p
— Some rates will be canceled
— New rates will be launched (TOU and EV)

745 Exclusions:

* Proposed decision received on August 29, 2017

e Customer Exclusions:

- Medical Baseline customers will be excluded from TOU default transition
- CARE/FERA customers in Hot Zones (mountain & desert customers) Will also be excluded
pending approval of this decision

* Approximately 17,000 reside in SDG&E’s Hot Zone zip codes
* Nearly 4,200 customers in Hot Zone are CARE, FERA and/or Medical Baseline
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Kelly Prasser

Manager, Customer & Employee Engagement
Rates & Reform

kprasser@semprautilities.com

When you use energy really does matter

19


mailto:kprasser@semprautilities.com

-
S0%

A @) Sempra Energy utility”

oooooooooooooooooooooooooooooo........qg.ﬁ‘x Y’ T I I

# HIGH USERS
(COUNT OF ACCOUNTS)

W 350+
100,000
©
80,000 — S
| i H 400+
S © ~
N a o
n N ®Q
60,000 > N o
[v) < N
< e o0 o
- 0 <
N ) % ~ ™
. o0 o [0 [=] o
40,000 iy o™ S o Q !
b (0] ) o s )
N
20,000
JUL AUG SEP OoCT NOV DEC JAN FEB MAR APR MAY JUN
2016 2016 2016 2016 2016 2016 2017 2017 2017 2017 2017 2017

All Residential (includes CARE)
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