





Ovutage Contact Trends — PG&E Fast Trip

PG&E - Fast Trip events in August and
September 2021
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Southern Cadlifornia Edison (SCE) - Billing Contacts

» SCE billing system issues stem from 2019 and worsened with the cutover to its new system in
April 2021. Issues include:

« No bills for multiple billing periods
+ Delayed bills become Iarger with cumulative months’ usage and charges

» Erroneous bills — meter data affecting Net Energy Metering (NEM) and Community Choice Aggregator
(CCA) customers

+ Unprepared to handle the resultant volume of customer calls — insufficient preparation/resources

« Problem overlaps with moratorium and potentially exacerbates General Rate Case and Time
of Use rate changes

» CAB continues to work with Energy Division and Utility Enforcement Branch to monitor and
address these SCE issues

« CAB actions to address issue with SCE:
+  Monthly status meetings with, and weekly updates from, SCE
« Direct communications between CAB Operations and SCE
«  Communication of emerging issues and customer messaging used by SCE to ensure consistency
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SCE - Billing Contacts conf.
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SCE Billing Category Distribution
January 2021 - September 2021
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CAB Data Sharing - Utility Enforcement Branch

Core TI’C] ns pOI’T Ag e I’]T CTA Contacts by Category by Month
(CTA) mOﬂThly data January - September 2021
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CAB Data Sharing - Utility Enforcement Branch

CTA co nTOCTS by prl mOry CTA Contacts by Provider and Subcategory
subcategory and provider Jan - Sept 2021
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Emerging Issues

Recertification for CARE and California LifeLine

SCE rate changes rolling out in fall 2021 and winter 2022
» SCE General Rate Case rate increase of 9% — October 2021
* Ladder customer migration to Time of Use rates from November 2020 through April 2022

Confinuing impacts from wildfire mitigations on outages
» Fast Trip outages affecting consumers
« No nofification, multiple events, unknown duration, affecting High Fire Risk areas

Energy utilities expect to resume disconnections post-California Arrearage Payment
Program (CAPP) adjustment around February 2022
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Consumer Complaints Play Key
Roles in CPED’s Enforcement Work




Overview

CPED Structure
Utilities Enforcement Branch

CIMS’s Important Role in Enforcement
« Consumer Protection in Core Transport Agent (CTA) Program

Data on CTA Enforcement Activity



Consumer Protection & Enforcement Division
(CPED) Structure
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Utilities Enforcement Branch (UEB)

« Protects consumers from utility provider fraud and abuse by:
» Enforcing consumer protection laws and regulations

+ Developing and implementing enforcement mechanisms to ensure compliance, punish
violations, and deter future wrongdoing

* Monitors and identifies fraud and abuse through:
* Analysis of consumer complaints in CIMS

» Collaboration with federal, state, and local law enforcement agencies
* Investigations of industry referrals and Fraud Hotline complaints
* Assessment of industry frends to spot consumer vulnerabilities
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Consumer Information Management System

» Consumer Information Management System (CIMS) data are used to implement our
citation programs

» Core Transport Agent (CTA) Citation Program
» Slamming Citation Program
» Electric and Gas Disconnection Citation Program

Complaint data are reviewed and analyzed monthly for trends and spikes

UEB also uses CIMs data to uncover any prior history of consumer abuse for:
* Applicants for Certificates of Public Convenience and Necessity
+ Lifeline Carriers Eligibility Advice Letters
» Wireless Identification Registrations

UEB may protest such applications based on the evidence uncovered

CIMS data are used to support allegations of wrongdoing in proceedings

California Public Utilities Commission 33




Consumer Protection in Core Transport
Agent Program

« Commission rules protect consumers from unauthorized switches in their gas providers

* UEB uses CTA complaints in CIMs to
+ |dentify unauthorized enrollment, abusive marketing practices, and misrepresentations
» Build evidence and support enforcement actions in investigations

« UEB uses several progressive enforcement tools and strategies
» Citations are issued to CTAs that fail to provide valid proof of enrollment authorizations

+ Cease and Desist letfters are issued based on identified patterns of abusive marketing
practices, including requiring root cause analyses for identified wrongdoings and
negotiating changes in marketing processes

+ UEB may seek the revocation or suspension of a CTA's registration when warranted
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Core Transport Agent Enforcement Activity
Since Adoption of CTA Citation Program in October 2018

Unauthonzed
Enroliment
Complaints
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Status of CTA Cease & Desists and Requests For
Action

» 2019: Six Cease & Desists(C&D)

+ CTAs stopped problematic marketing activity immediately, retrained sales agents, and
updated their processes/procedures

« 2020: One C&D
+ C&D - CTA fired the contractor responsible for wrongful actions
« 2021: Two Requests for Action, and one Notice of Intent to Seek
Suspension/Revocation of Registration
» Requests For Action — CTAs responded promptly with long-term solutions

* Notice of Intent - CTA agreed to implement changes to reduce misrepresentation
complaints. This case remains open for monitoring and further evaluation
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Regular Agenda | Management Reports and Resolutions

ltem #25 [19935]

Report and Discussion on Recent Consumer
Protection and Safety Activities
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Commissioners’ Reports

~ g

Commissioner
Martha Guzman Aceves

Commissioner
Genevieve Shiroma
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President
Marybel Batjer

Commissioner
Clifford Rechtschaffen

Commissioner
Darcie L. Houck
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The CPUC thanks you for
participating in tfoday’'s meeting

The next Public Meeting will be:

November 4, 2021
10:00 a.m.
remorte
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