
California Public Utilities Commission

Formal Legislative Staff Informational Briefings

• October 21, 2020 – Customer Energy Programs

• November 11, 2020 – The Digital Divide

• December 11, 2020 – Load-Serving Entity Resource Adequacy Program

• December 16, 2020 – Energy Efficiency Policies & Programs

• January 27, 2021 – Demand Response Policies & Programs

• February 5, 2021 – California Telecommunications Resiliency Strategies
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California Public Utilities Commission

Fiscal & Budget Overview
• During the 2021 legislative year, the CPUC received 131 fiscal impact estimate requests for 71 bills.

• Many conversations were held with the Department of Finance and the appropriations 

committees to discuss and justify our fiscal impact and policy concerns.

• The Legislature approved three Budget Bills and six Budget Trailer Bills that directly or indirectly 

affected the CPUC.

• The Legislature and the Governor approved 15 new permanent positions and 18 limited-term 

positions for the CPUC.

• CPUC funds were largely earmarked for broadband infrastructure accessibility and clean 

energy initiatives, as well as additional staff, contracts, and information technology products 

and services.

27



California Public Utilities Commission

Thank You!
Legislative engagement is a collaborative team effort -
• OGA staff
• OGA Liaisons & Division staff
• Division Directors
• Commissioners and Advisors
• Legislative Partners & Stakeholders
• Agency Partners
• Governor’s Office
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For Additional Information and

2021 Legislative Outcomes Report:

www.cpuc.ca.gov/oga
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Regular Agenda | Legislative and Other Matters

Item #36 [19960] 

2021 Legislative Outcomes Presentation
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Management Reports
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California Public Utilities Commission

Regular Agenda | Management Reports and Resolutions

Report and Discussion on Recent Consumer 
Protection and Safety Activities

Item #37 [20039]
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California Public Utilities Commission

CHANGES Program Report to the
California Public Utilities Commission

Consumer Help and Awareness of Natural Gas and Electricity Services
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Ravinder Mangat, Senior Regulatory Analyst, Consumer Affairs Branch, News and Outreach Office

November 18, 2021, CPUC Voting Meeting
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Introduction
• CPUC created CHANGES to support Limited English Proficient (LEP), disabled, and senior 

consumers that have issues with their energy services. 
• Three main components: outreach, education, and individual case assistance (needs 

assistance or dispute resolution).
• Contract oversight by the CPUC’s Consumer Affairs Branch (CAB) Analytics Group in the News 

and Outreach Office. 
• Lead contractor team consists of Self-Help for the Elderly and Milestone Consulting. Together 

they manage a collaborative of 27 Community Based Organizations(CBOs).
• CHANGES funding renewed in the CARE/ESA Decision 21-06-015 through 2026, and which 

ordered an independent evaluation of the program, slated to begin around January 2022. 
• CHANGES Evaluation Objectives:

• Assess if overall performance meets the needs of the target population.
• Assess if the data collected supports understanding of the program’s effectiveness and ongoing 

success.
• Examine net benefits of program in comparison to similar programs/services.
• Evaluate the appropriateness of the budget and funding source.
• Examine the operational effectiveness of the administration of the program.
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CHANGES Services June 1, 2020 – May 31, 2021

Case Assistance 
Needs Assistance & 
Dispute Resolution

774 Dispute Resolution cases

4,375 Needs Assistance cases

Consumer 
Education

15,761 consumers 
educated

Resources for delivering 
education remotely included 
development of more than 

300 digital presentations. 

LEP consumers face 
challenges with accessing 

remote sessions. 
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Outreach
41 placements in in-language  

media outlets, potentially 
reaching 2.8 million LEP 

consumers.
870 postings on social media 

platforms

Twitter…

Facebo…

Instagr…

Other …

Spanish…
Chinese

20%

Vietnames…
26 Other …

Languages



California Public Utilities Commission

Most Prevalent Case Assistant Issues 
2020 – 21 Program Year

Dispute Resolution

• Electricity Aggregation

• Gas Aggregation

• Assistance Program Enrollment

Needs Assistance
• HEAP/LIHEAP

• Enrollment in Assistance Programs

• Arrearage Management Plan 

Enrollment

• Billing Language Changed
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The moratorium on disconnections impacted the types of cases resolved. 
Most cases included enrollment in one or more
bill reduction or payment assistance programs. 
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Questions?
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Arrearage Management Plans

CHANGES CBOs have enrolled 679 consumers in AMP plans thru 
November 10, 2021.

• The total amount of balances included in AMP plans is just over $950,000
• The average balance amount included in AMP plans is just under $1,400

CBOs are conducting periodic follow-up with consumers 
enrolled in AMP to determine effectiveness and identify 
additional needs. 

• 33% have made all current payments and their AMP plans are active
• 38% were unable to make current payments and were dropped from AMP
• 29% remain active in AMP but have missed one current payment and are in 

danger of being dropped from AMP
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Ravinder Mangat, Ravinder.Mangat@cpuc.ca.gov
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Regular Agenda | Management Reports and Resolutions

Report and Discussion on Recent Consumer 
Protection and Safety Activities

Item #37 [20039]
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Commissioners’ Reports
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President
Marybel Batjer

Commissioner
Clifford Rechtschaffen

Commissioner
Darcie L. Houck

Commissioner
Martha Guzman Aceves

Commissioner
Genevieve Shiroma
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The next Public Meeting will be:
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The CPUC thanks you for 
participating in today’s meeting

December 2, 2021
10:00 a.m.
remote
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cpuc.ca.gov
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