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I
INTRODUCTION

This exhibit provides the SCE-specific income-graduated fixed charge proposal as a
complement to the overall implementation framework presented in the Joint IOUs’ Opening
Testimony Describing the Joint Large Electric IOUs’ Income-Graduated Fixed Charge (IGFC)
Proposal, (Joint IOUs’ IGFC Testimony), in Chapter 4 (Implementation). In that joint testimony,
the Joint IOUs describe their approach to implementing rates that include a separate line item
showing each residential customer’s IGFC, and the corresponding adjustment to the volumetric
rate component. This SCE-specific exhibit supports the Joint [OUs’ Testimony by providing
further detail on SCE’s cost estimates for SCE’s portion of the activities to accomplish the
proposed framework presented in the Joint [OU Testimony (Section B below). This exhibit also
describes circumstances that may affect the SCE-specific timing of IGFC implementation of the

IGFC rates (Section C below).

II.
SCE’S IMPLEMENTATION COST ESTIMATES

The Joint IOU Implementation Testimony, Chapter 4, summarizes the costs expected to
be associated with implementing the Joint IOUs’ proposed IGFC rate structure. The key work
areas that will need to be resourced are the following:

1. Programming and testing necessary structural changes within the Joint IOU’s billing
systems for each affected rate;

2. Updating customer-facing tools to reflect IGFC rates; and

3. Contact center handling of expected increased customer calls before and after the

IGFC is rolled-out to customers.

The costs associated with assigning each residential customer account to the appropriate
household income bracket and verifying household income are covered separately, in the Income
Verification Chapter (Chapter 3) of the Joint IOU Testimony. Marketing, Education, and

Outreach efforts to enable IGFC implementation are described in Chapter 5 of the Joint IOU
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Table 11-1
SCE’s Summary of Estimated Incremental Costs of IGFC Implementation

Year Relative to Year of Rollout (t)
Functional Work Area t-1 t t+1 t+2 Total
Billing IT Implementation

$1,800 $2,800 $700 $700 $6,000
Updates to Online
Customer Rate Tools - $59 - - $59
Customer Support through
Contact Center - $6,100 $3,000 $1,800 $10,900
Total $1,800 $8,959 $3,700 $2,500 $16,959

Testimony with SCE-specific marketing costs for IGFC implementation being set forth in
Chapter 3 of this Supplemental SCE-Specific Exhibit.

Table I1-1 summarizes the estimated costs by each functional work area. The total
implementation costs in the year leading up to the rollout of IGFC rates, the year of
implementation, and the following two years of implementation are $16,959,000. The year of
implementation is denoted as “¢”, the year prior, as ¢-1, the year after implementation is
t+1, and two years after implementation is 7+2. SCE’s cost estimation approach across key

functional work areas is further detailed in the remainder of Section B of this exhibit.

A. Billing Implementation Costs

SCE estimates the total cost for billing implementation to be $6 million. SCE’s estimated
billing system implementation costs under the Joint IOUs’ IGFC proposal were developed by
SCE’s Information Technology (IT) team, based on their experience with enabling new
structural changes to rates in SCE’s billing system. Implementing updates to all affected
residential rates with the IGFC changes will necessitate resources and incur costs to:

e Implement a per contract fixed charge for all residential customers with 4 tiers based

on income level.

e Update residential rates to include the new fixed charge by leveraging the existing

design for the “Basic Charge” rate component for residential rates.

e Implement system capability to store billing determinants for customer income level.
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e Implement new system logic to determine the level of fixed charge based on
CARE/FERA status and/or income level.

e Connect SCE customer database to third party database to provide two-way
communications with SCE sending customer identifying information and the third-
party database replying with customer income data.

e Update bill presentation to incorporate new fixed charge line item.

e Update interfaces to third party tools that calculate customer bills / rates.

e Testing of new functionality using automated testing tools and generic scenarios.

e Update SCE.com front end “move in” process to include messaging and information

regarding the IGFC.

As described in the section on Contact Center Costs below one group of customers likely
to call SCE are customers who experience a change in income during the year which would
cause them to move from one income tier to another. When this occurs, SCE plans to send
customers a notification automatically generated from the SCE billing system. This transactional
notification will inform the customer that their IGFC tier has changed, and may include details of

the previous tier, the new tier, and the reason for the change.

The implementation costs described above assume that the existing residential rates and
fixed charge system design (known as the “Basic Charge”) can be structurally modified to
incorporate the new fixed charge levels. While this billing implementation approach is efficient,
it limits the timing of the rollout to customers because it relies on modification of existing rates
which would result in an “instant transition” upon implementation. If it is later determined that
customers should be transitioned to the new rates with the IGFC over the course of several
months similar to Residential Time-of-Use and other significant rate changes, SCE would have
to create new rates in the system and then transition customers. This would result in
significantly higher billing implementation costs as well as additional work needed to create and
test new rates, perform multiple waves of customer transitions, and resolve account issues
resulting from discrepancies that arise during the transition process. Should this approach be

taken, SCE estimates that the cost estimate above could increase to $9 million - $10 million.
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B. Costs to Update Online Customer-Facing Tools

SCE provides customers with energy and bill management tools that are dependent on
rate modeling engines that can provide customers billing costs on various potential SCE rates for
which a customer may be eligible. These rate engines are separate from SCE’s billing systems
and must be updated in addition to SCE’s billing systems. One of these is SCE’s Rate Plan
Comparison Tool (RPCT), available to customers on SCE’s web portal. This tool allows
residential customers to see a rate comparison which estimates bill amounts on each of the
residential rates and allows customers to enroll in another eligible rate if they choose. Another
tool is “Budget Assistant” which allows customers to receive notifications when their projected
next bill approaches customer-defined thresholds.

In addition to needing to update these tools for accurate bill estimates, these tools will
likely also be an integral component in the communications effort on customer impacts from the
launch of the fixed charge. SCE may decide to inform customers regarding expected bill impacts
due to the implementation of the IGFC. Included in the costs for online tools is the costs for an
analysis of pre/post annual bills for customers. This information will be helpful in providing
accurate messages so that customers know how the IGFC is likely to impact their bills. SCE is
also considering additional analysis and tools to show customers how they might benefit from

further electrifying such as adding an EV with home charging.

C. Contact Center Costs

SCE runs a customer contact center that manages an average of 13.7 million inbound
customer calls a year. SCE anticipates that the introduction of rates with IGFCs will add
significant incremental calls to SCE’s contact center. The SCE-specific cost estimates presented
here assume that informing customers about the upcoming IGFC change to their bills through
other communication channels, as proposed in Chapter 4 (Implementation) of the Joint IOU
Testimony, will limit contact center impacts. Additionally, SCE will leverage our Interactive
Voice Recognition (IVR) software to enable customers who call into the contact centers to self-

serve on IGFC questions as much as possible. However, with a bill change of this nature, we
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anticipate that many customers will want to speak with a Customer Service Representative
(CSR). Thus, SCE will need to prepare to serve customers through the customer contact center
channel as well.

SCE used the following approach to estimate IGFC-related calls to which SCE customer
service representatives will need to respond: First, SCE identified segments of SCE’s residential
customers who are likely to call about the IGFC. SCE then estimated the number of customers
in each of those segments that would be likely to call. SCEs then multiplied the current average
call handle time by the estimated number of incremental IGFC calls to get the estimated number
of incremental resources needed to handle those calls. SCE then determined the cost of those
resources which is equivalent to the cost of managing the expected increase in call volumes due
to IGFC implementation.

The first group of customers SCE believes are likely to call are “misassigned customers”
or customers who recognize that they have been incorrectly assigned to a given income bracket.
As is described in Chapter 5 (Marketing) of the Joint IOU Testimony, SCE plans to conduct
extensive marketing education and outreach to raise customer awareness about how the “appeals
process” described in Chapter 3 (Income Verification) of the Joint IOU Testimony through
which customers would be able to correct an incorrect income assignment with the 3™ party
income assignment and verification entity. However, SCE anticipates that some customers will
contact SCE*s contact center to clarify how to get their income assignment changed. If SCE
used an approach to transition customers over the course of several months, the monthly call rate
would be reduced and the costs to handle this group of calls would be reduced.

The second group of customers likely to call are customers who experience a change in
income during the year which would cause them to move from one income tier to another. SCE
plans to notify these customers with an automated notification which is described further in
section A, Billing Implementation Costs above. Additionally, it is likely that some customers
will experience a sudden income change due to loss of employment or other circumstances. SCE

expects that customers may call SCE with questions about their IGFC in advance of Third Party
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data becoming available and system updates. About 25 percent of U.S. households experience a
25 percent or larger change in income year over year.l

The third group of customers SCE anticipates will call are customers with general
questions or complaints about the rate change. Some SCE customers are not able to utilize
online channels to get information and /or may have additional questions beyond what is

provided through self-service options (i.e. online, IVR).

I11.
MARKETING, EDUCATION, & OUTREACH

A. Introduction

This Chapter presents additional, supplemental detail on SCE’s utility-specific cost
estimates for implementing the overall marketing plan proposed in the Joint Investor-Owned
Utilities’ (I0Us) Joint Opening Testimony (Joint IOU Testimony), in Joint IOU-01, Chapter 5 on
Marketing, Education and Outreach (ME&O).

The overarching ME&O proposal includes details on the objectives, research insights,
strategies, messaging phases, campaign tactics, community outreach, and metrics and tracking to
be implemented by each of the large IOUs. Under that overall proposed ME&O plan, SCE
currently estimates and requests authorization from the CPUC to recover $8.25 million in
expenses to cover the expected ME&O costs necessary to appropriately support customer
awareness, understanding, and acceptance of the Income-Graduated Fixed Charge (IGFC).
However, SCE reserves the right to update this estimate depending on what we learn as this

proceeding progresses, and refinements may be made.

B. Estimated Budget

SCE has leveraged, where applicable, the Residential Time-of-Use Transition costs (from
the Residential Rate Reform OIR, “RROIR,” in R.12-06-012) and experiences in developing this

budget proposal for SCE’s ME&O for the IGFC. We believe this is the most analogous recent

1 Income and earnings variability available at https://www.cbo.gov/publication/24810
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significant similarities in the intricacies and customer-centric approach to ME&O that helped

make the Default TOU Transition successful. As noted above, these budget estimates, and the

allocation of budgeted costs between channels and years, may change depending on the details of

the CPUC’s final IGFC decision as it relates to the complexity of the final rates, the likely timing

of IGFC roll-out, and other program needs. Therefore, SCE also proposes the CPUC adopt a

follow-on Advice Letter process for capturing final estimates of the details from the CPUC’s

final decision, which may change one or more assumptions underlying these initial cost estimates

based on the Joint IOUs’ proposals in Opening Testimony. The Table below presents SCE’s

initial cost estimates, by phase of ME&O.

Table I11-2
SCE-Specific Estimated IGFC Budget for Jt. IOU Proposed
ME&O

Preparation  Awareness - Phase ]  Inform - Phase?  Engagement - Phase 3 Total

Research & ~6 Months ~3-4 Months ~18 Months (Total Bill

Development (PreTransition) (Implementation) Experience)
Community-Based 5145300 5145300 $300,600 8681,200
Organization (CEOQ) Cutreach
Direct Mail / Email §230,000 $1.475,000 $1.473,000 §3,180,000
MNotification
Email Other - - 520,000 5120000 £140,000
Integrated Programs Outreach $352,000 $30,000 $30,000 $10,000 8162,000
ME&O Labor 5161 430 5161 430 5322 900 S645,800
Non-Paid MMedia $20,000 $63,000 520,000 8105,000
Paid hiedia - $950,000 $350,000 $1,000, 000 82,300,000
Rezearch 5200,000 530,000 $100,000 $100,000 8450,000
Support Materials 570,000 - 5128000 S198 000 8396,000
Web 5162, 000 510,000 $10,000 510,000 £192,000
Total 8714,000 82,861,750 82,504,750 82,171,500 §8,252,000

The activities in Table III-2 are described below:

Community-Based Organization (CBQO) Outreach

o SCE will partner with CBOs to engage their constituents about IGFC through

tactics such as webinars, in-person events and digital tool kits at an estimated cost

of $681k.

Direct Mail / Email Notification
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o SCE will use a combination of direct mail and email to notify customers about the
IGFC and provide awareness and education. SCE estimates approximately $3.18
million for development, production, printing, postage, return postage for the
business reply card (BRC), and other costs associated with mailing and handling
these items as well as for email deployments.

Email Other

o SCE will deploy to residential customers periodic emails as part of phase three
engagement at an estimated cost of $140k for production, deployment, tracking
and reporting.

Integrated Programs Outreach

o SCE will integrate IGFC messaging into the customer communications for
complementary programs such as solar and CARE / FERA when it’s appropriate.
SCE estimates $162k for message development and for IGFC’s portion of the
costs associated with design and execution of marketing materials.

ME&O Labor

o SCE estimates $645k for incremental labor support through Phase 3 for these new
IGFC efforts. The labor cost is inclusive of the internal labor related to
developing the strategy, planning campaigns, execution of each tactic, continuous
monitoring and optimization, managing overall outreach plans and calendars,
research and CBO engagement.

Non-Paid Media

o Non-paid media activities are estimated to cost $105k and may include news
releases, stories on Energized by Edison, posts on social media and press
outreach.

Paid Media

o Paid media activities are estimated to cost $2.3M and may include targeted digital

video and banner ads, social media and search and streaming audio. The
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proposed paid media, along with planned in-language media, will provide “air
cover” to reinforce IGFC messaging through other ME&O channels.

Research

o The proposed research activities are estimated to cost $450k and may include a
combination of qualitative and quantitative approaches to inform message
development and refinement, communications channels, cadence, etc.

Support Materials

o SCE estimates $396k for development and printing of collateral support materials
such as fact sheets, brochures, and bill inserts that support rollout and energy
management aftercare through phase three.

SCE.com Web Pages

o The proposed website activities are estimated to cost $192k and include: (1)
development and design support for multi-language landing page, (2) video

assets, and (3) periodic updating after initial roll-out.



