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About this document 

Daylight Confidential 

What you told us 
SDG&E has been tasked by the California 

Energy Utilities Commission to undertake a 

rate plan redesign. The goal of the redesign 

is to incentivize residential users of energy to 

switch their time of use towards non-peak 

hours. 

 

SDG&E has asked Daylight to help 

understand the userôs experience around 

energy rate plans to more effectively design 

and communicate the TOU rate plan and/or 

an alternative which accomplishes the 

distributed load goals of the time of use plan. 

 

Daylightôs job was to bring out the userôs 

voice in the rate plan redesign process and 

to make these learnings actionable through 

key design principles and potential paths 

forward. 
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About this document 
Our process 

Research 
Uncovering needs through one-

on-one qualitative interviews in 

usersô homes. 

Synthesis 
A process of transforming 

research into essential insights 

and opportunities. 

Ideation 
Idea generation and  

concept development.  

Testing 
Soliciting feedback from focus 

groups, generating new ideas in co-

creation sessions and iterating our 

point of view. 



 



Tracy, 48 

Home owner & renter 

Sarah, 31 

Apartment renter 

Terri, 58 

Home owner 

Allison, 25 

Apartment renter 

Laura, 60 

Home owner 

Michael, 35 

Apartment renter 
Brittny, 36 

Condo owner 

 

Extreme and 

inspiring users 

Gary, 44 

Home renter 

Catharine, 58 

Home owner 

Michelle, 54 

Home owner 

Heather, 41 

Home owner 

Albert, 51 

Home owner 

Danielle, 47 

Apartment renter 

Rafael, 50 

Home owner 

Julio, 43  

Home owner 

Who we met 
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RESEARCH 

INPUT 

HOW  

MIGHT WE?  

What we saw and heard 

INSIGHT 

What it means Provocations for ideation 

ACTIONS /  

DESIGN PRINCIPLES 

What we can aim to do 
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Opportunity 

Areas  

1. 
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TIME OF USE 



Daylight Confidential 

[TOU] would give me more control. I 

know that if I waited until after 5pm to 

do a certain thing the consequence 

would be good. On the other hand, the 

tier is this invisible barrier that I never 

know if Iôve even crossed. 
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Terri, 58, Home owner 



 

TOU gives you more clarity 

because you can see the exact 

times and costs. Tiers are like 

going into a restaurant and being 

given a menu with no numbers. 

Why is tier 1 X and not Y? 

Julio, Home owner 
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1. Frame TOU as an 

added variable for cost 

control.  

TOU can be viewed 

as opportunity for 

more control and 

predictability over 

bills. 
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I don't want to be thinking 

how to best manage TOU. I 

can see it getting very 

exhausting to be constantly 

thinking about the times and 

the rates. 

People are just too busy with 

their lives. Whoever gets 

through their to-do list 

analyzing when it makes the 

most sense to do something 

based on the best rate?  

Brittny, 36  

Condo owner 

Julioôs wife,  

Home owner 
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Most people wonôt follow through with 

it and get stuck paying the more 

expensive rates. You have to 

understand that people have 

schedules that are difficult to work 

around. 
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Rafael, 50, Home owner 
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2. Show customers that TOU 

doesnôt require changing 

inflexible routines, only flexible 

ones.  

Many perceive TOU 

as a costly and 

unfair burden. 
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ENERGY IMPACT: 

LOW HIGH 

16 

Cooking dinner 

and watching TV 

represent a range 

of energy 

consumption but 

are both inflexible 

because changing 

the time these 

activities occur 

would be a big 

compromise to 

customers.  

washing machine 

 

INFLEXIBLE 

ABILITY TO SHIFT WITHOUT 

INCONVENIENCE  

FLEXIBLE 

dryer 

AC 

TV oven lights  stove microwave 

dish washer 

recharging phone 
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ENERGY IMPACT: 

LOW HIGH 
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Changing the time 

one starts a load 

of laundry or the 

dishwasher is a 

nominal 

inconvenience 

and has 

significant energy 

impact 

washing machine 

 

INFLEXIBLE 

ABILITY TO SHIFT WITHOUT 

INCONVENIENCE  

FLEXIBLE 

dryer 

AC 

TV oven lights  stove microwave 

dish washer 

recharging phone 



Celebrate the 

benefits of TOU? 

Show customers 

that TOU doesnôt 

ópunishô working 

families? 

Frame TOU as a 

genuine choice with 

distinct 

advantages? 

HOW MIGHT WEé 



Alison,25 

Apartment renter  

 

No one asked about what rate 

plan I wanted, just ñwhatôs the 

address and when do you need it 

to start.ò Iôd be interested in 

having a choice. [Although] I 

donôt know that I would be 

informed well enough to make 

that choice.  


