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PUBLIC UTILITIES COMMISSIONOF THE STATE OF CALIFORNIA

ExecutiveDivision Date: Februaryl1,2021
ResolutionM-4849

RESOLUTION

AUTHORIZATION AND ORDER DIRECTING UTILITIES TO
EXTEND EMERGENCY CUSTOMER PROTECTIONS TO
SUPPORTCALIFORNIA CUSTOMERS THROUGH JUNE 30,2021,
AND TO FILE TRANSITION PLANS FOR THE EXPIRATION OF
THE EMERGENCY CUSTOMER PROTECTIONS

SUMMARY

The Commissionssueghis Resolutiononits own motionin responséo GovernorGavin
Newsom’sdeclaratiorof a stateof emergencyandissuancef executiveordersdueto the
novelcoronavirug COVID-19) pandemic.On April 17,2020,the Commissionssued
ResolutionM-4842,which ratified directionsprovidedby the Commission’sExecutive
Directoron March 17,202 to energy water,andcommunicationgorporationso
retroactivelyapply customeiprotectionmeasurefrom March4, 2020onwardduringthe
pendencyf the COVID-19 pandemicfor up to oneyearwith anoptionto extend2

This Resolutionextendghe EmergencyCustomerProtectiondor residentiandsmall
businessustomerghroughJune30,2021,andthe Commissiorreservesanoptionto
extendfurther. Additionally, electric,gas,communicationsandwatercorporationshall
file aTier 1 Advice Letterdescribingall reasonabl@andnecessaractionsto extendthe
EmergencyCustomelProtectionontainedn this Resolutionto supportCalifornia
customerghroughJune30, 2021,andtheelectric,gas,andwatercorporationshall
extendthe memorandunaccountsestablisheghursuanto ResolutionM-4842to track
incrementaktostsassociateavith complyingwith this Resolution.

In addition,electric,gas,andwatercorporationsn Californiashallfile aTier 2 Advice
Lettercontainingtheir transitionplansassociateavith discontinuancef the Emergency
CustomerProtectionsafterJune30,2021. Thegoalof thetransitionplanis to effectively

1 March17,2020ExecutiveDirector Letterto EnergyCompanieRRegardingCOVID-19;
ExecutiveDirector Letterto WaterCompaniefRegardingCOVID-19; ExecutiveDirector Letter
to Communication€ompaniefRRegardingCOVID-19 all availableat
https://www.cpuc.ca.gov/covid/

Zhttps://www.cpuc.ca.gov/uploadedFiles/CPUCWebsite/Content/News_Room/NewsUpdates/202
0/Final%?20Resolution%20M-4842.pdf
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easecustomerghroughatransitionoff of the EmergencyCustomerProtectionsy
proactivelycommunicatingvith customergo enrollthemin programgo manageheir
utility bills andinforming themof the changedo programsan whichtheyarealready
enrolled. As describednorefully below,thesetransitionplansshallincludel) atimeline
of newandresumedhctivities,2) a marketing,educationandoutreach ME&QO) strategy,
3) anexplanatiorof howthe activitiestimelineandME&O strategyaccountor
complianceandsafety,and4) a progresgrackingandreportingplan.

BACKGROUND

OnMarch4, 2020,whenGovernorNewsomdeclareda Stateof Emergencyelatedto
COVID-19, therewere53 knowncaseof COVID-19in California2 As of February3,
2021 ,therewere3,294,44casef COVID-19in California,and42,466deathst

OnMarch19,2020,GovernorNewsomorderedCaliforniansto shelterin placeexceptto
meetessentiaheed® On August22,2020,the Statereleasedhe Blueprintfor a Safer
Economy to permitgradualreopeningof certainbusinesseandactivities,but dueto
increasesn California’s COVID-19 caseloadnanybusinessemainecdclosedor were
openwith limited capacity. Restrictionsveremodified overthe ensuingmonthsin
responséo changesn California’s COVID-19 caseloadgndintensivecareunit
utilization, andthe mostrecentregionalstayat homeorderandovernightcurfewwere
lifted on January25, 20211

It is uncontrovertedhatasof February4, 2021,54 countiesfrepresentin@9.9percent
of California’s populationwerestill in the mostrestrictivetier of California’sreopening
roadmag

In April andMay 2020, California’sunemploymentatehit 16.4percendueto COVID-
19 pandemic-relatepb loss. Althoughtheunemploymentatefell to 9.0 percentin
DecembeR020,California’sunemploymentatein March2020wasonly 5.5 percent,
andCaliforniahasonly recoveredi4 percentof the nonfarmjobslost dueto the COVID-

2 https://www.gov.ca.gov/2020/03/04/governor-newsom-declares-state-of-emergency-to-help-
state-prepare-for-broader-spread-of-covid-19/

4 https://covid19.ca.gov/

5 ExecutiveOrderN-33-20,availableat https://www.gov.ca.gov/2020/03/19/governor-gavin-
newsom-issues-stay-at-home-orde@n April 2,2020,the Governoralsoissuedexecutive
OrderN-42-20to prohibit waterutilities from disconnectingvaterservice:

https://www.qgov.ca.gov/2020/04/02/governor-newsom-issues-executive-order-protecting-homes-
small-businesses-from-water-shutoffs/

8 https://covid19.ca.gov/safer-economy/
L https://covid19.ca.gov/stay-home-except-for-essential-needs/#stay-home-order
& https://covid19.ca.gov/safer-economy/
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19 pandemiaduringMarchandApril 20202 With 99.9percentof California’s
populationin the mostrestrictivereopeningier, California’seconomyis still months
awayfrom recovery.

While anewfederalpandemiaelief packagevassignedinto law on Decembef7,2020,
the stimuluschecksandfederalunemploymenbenefitenhancemerdrehalf theamount
providedin the prior CARESAct, andunemploymentecipientsmayonly receivelO
weeksof thefederalbenefitenhancemernihsteadof 111° The scopeandlevel of further
federalandstatesupportis uncertain.

Multiple COVID-19vaccineshavebeenapprovedr arein the approvalpipeline,andthe
CaliforniaDepartmenbdbf PublicHealthestimateshat Californiawill haveenough
suppliesto vaccinatemostCaliforniansin all 58 countiesby summer202111 Dr.
AnthonyFauci,Directorof the Nationallnstituteof Allergy andInfectiousDiseases,
predictsthatwidespread/accinationsould helpthe United Stateseachearly herd
immunity by late springor summer202142

The Commissiortakesspecificactionin this Resolutionin responséo the Governor’'s
emergencyroclamatiorandexecutiveordersandto ordersfrom the California
Departmentf PublicHealth,andin responséo the ongoingeconomichardshipcaused
by the COVID-19 pandemicio ensurecontinuedcontinuity andconsistencyetweerall
utility actionsresultingfrom the ongoingCOVID-19 pandemic.

DISCUSSION

COVID-19 hasbeenextremelydisruptiveto all Californiansandhashadsevere
economiampactson manyCalifornians. In responséo reoccurringnaturaland
manmadelisastergrior to COVID-19, the Commissioninitiated a disasterelief
Rulemaking(R.) R.18-03-011andadopteda seriesof requirementsor utility
companiegelectric,gas,water)andcommunicationproviders,culminatingin customer
protectionmeasuresdoptedn two Decisions{D.) D.19-07-015andD.19-08-025.

Thecustomerprotectionmeasuresdoptedn R.18-03-011applywherea gubernatorial
or presidentiableclaredemergencyelatesto thedisruptionor degradatiorof service.
The COVID-19 pandemiaepresents differenttype of emergencypnewherethethreat
—in this caseavirus — necessitatea responsevhich impactsCalifornians’ability to

2 https://edd.ca.gov/newsroom/unemployment-december-2020.htm
10 https://www.cnn.com/2020/12/20/politics/second-covid-stimulus-package-details/index.html
11 https://covid19.ca.gov/vaccines/

12 https://lwww.npr.org/sections/coronavirus-live-updates/2020/12/15/946714505/fauci-predicts-
u-s-could-see-signs-of-herd-immunity-by-late-march-or-early-april
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acces®r payfor utility service. Socialdistancingandshelter-in-placeéequirementfave
requiredthe closureof non-essentidbusinessemcludingbars,dine-inrestaurantsand
shopsandsubsequeremployedayoffs haveimpactedhe ability of customergo stay
currenton utility paymentsatthe sametime thatshelterin placeordershavecaused
increasedisageof utility servicesandresultedn higherutility bills.

Havingaccesdo essentialtility serviceds critical to maintainingCalifornians’health
andsafetyduringthe COVID-19 pandemic.Therefore dueto the continuedeconomic
harmfrom the COVID-19 pandemicthe Commissiorextendgo Californiacustomers
the EmergencyCustomelProtectiongrom D.19-07-015andD.19-08-025asorderedoy
ResolutionM-4842,throughJune30, 2021,andthe Commissiorreservesanoptionto
extend. The Commissiortakesthis actionin responséo extraordinarycircumstances
andthe ongoingstateof emergencyo ensurecontinuity of essentiakervicedo
customergsluringthis healthandsafetycrisis. This Resolutiondoesnot establish
precedenfor standardCommissiorratemakingor customeiprotectionprocesses.

All residentialandsmallbusinessustomersn Californiaareeligible for the Emergency
CustomerProtectionssetforth belowin this Resolutionby industry. As we statedn
ResolutionM-4842,thesecustomeiprotectionsareafloor, nota ceiling; utilities may
provideadditionalconsumeservicesor protections.

We directtheelectricandgascorporationsubjectto this Resolutiornto continueto use
the COVID-19 Pandemid®rotectiondMiemorandunmAccounts(CPPMA) establishedn
ResolutionM-4842to recordcostsassociatedavith extendingtherequiredcustomer
protectionsgn this Resolutionanddevelopingthe TransitionPlan. The purposeof the
CPPMAaccountecomeso recordandtrackincrementatostsassociateavith COVID-
19 pandemiasdescribedn ResolutionM-4842 andthis Resolutioncollectively. The
review of thesecostsfor possiblecollectionin rateswill beconductedn a GeneraRate
CaseaBiennialor Triennial (asapplicable)CostAllocation Proceedingthe Energy
ResourcdrecoveryAccount,or anothemproceeding.This affordsCommissiorstaff an
opportunityto reviewanyincrementakxpensessociateavith this Resolution.

Theelectric,gas,communicationsandwatercorporationsubjectto this Resolutionas
specifiedin thefollowing sectionsaredirectedto ensurecompliancewith existing
statutesregulationsandordinancesandwork in cooperatiorwith all appropriate
California,federal,andlocal governmentagencies.

l. EXTENDING EMERGENCY CUSTOMER PROTECTIONS FOR
RESIDENTIAL AND SMALL BUSINESSCUSTOMERS THROUGH
JUNE 30,2021

EmergencyCustomer Protectionsfor Electric and Gas Utility Customers
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Theelectricandgasutilities underthis Commission’gurisdiction subjectto this
Resolutionarethefollowing: (1) PacificGasandElectricCompany(PG&E);

(2) SouthernCaliforniaEdisonCompany(SCE);(3) SanDiego Gasé& ElectricCompany
(SDG&E); (4) SoutherrCaliforniaGasCompany(SoCalGas)(5) PacifiCorp;(6) Liberty
Utilities (CalPECCElectric) LLC; (7) BearValley Electric Service(a division of Golden
StateWaterCompany)8) SouthwestGasCorporation9) Alpine NaturalGas,Inc.;
(10) WestCoastGasCompanyJnc.; and(11) CatalinalslandGasServices.

Theelectricandgasutilities subjectto this Resolutionshalleachfile aTier 1 Advice
Letterwith the Commission’sEnergyDivision no laterthan10 daysaftertheissuancef
this Resolutiondemonstratingompliancewith the extensiorof EmergencyCustomer
Protectiondgo June30, 2021.Electricandgascorporationshallservecopiesof the
Advice Lettersto R.18-03-011A. 14-11-007 A.15-02-001 A.19-11-003 A.20-03-014,
R.15-03-010R.18-07-006R.18-07-005R.12-06-013andA.19-09-014proceeding
servicelists. Shouldany of the actionsutilities aretakingto implementEmergency
CustomerProtectionseedto berevisedfrom the prior ResolutionM-4842 Advice Letter
compliancdilings, or if certaincustomeiprotectionsnvereinapplicableduringthe
pandemicandnot alreadynotedandacceptedissuchin prior filing, theserevisions
shouldbenotedin the Tier 1 Advice Letterto this Resolution.The EmergencyCustomer
Protectionsdentifiedin ResolutionM-4842areasfollows:12

(1) waivedepositrequirementgor residentialcustomerseekingto
reestablislservicefor oneyearandexpeditemovein andmove
outservicerequests;

(2) stopestimatedisagdor billing attributedto thetime period
whenahome/unitwasunoccupiedasaresultof theemergency;

(3) identify the premiseof affectedcustomersvhoseutility service
hasbeendisruptedor degradedanddiscontinuebilling these
premisewithout assessing disconnectiorcharge;

(4) prorateany monthlyaccesshargeor minimumcharges;
(5) implementpaymentplanoptionsfor residentiakcustomers;

(6) suspendlisconnectiorfor nonpaymenandassociatedees,
waive depositandlatefeerequirements$or residentialcustomers;

(7) supportiow-incomeresidentiacustomersdy: (a) freezingall
standardandhigh usagereviewsfor the California Alternate
Ratesfor Energy(CARE) programeligibility for 12 monthsand
potentiallylonger,aswarrantedyb) contactingall community

13 Decision20-06-003 adoptedbn Junell, 2020,subsequentlgliminatedcertaindepositsand
feesfor residentiakustomers.
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outreachcontractorsthe communitybasedrganizationsvho
assistin enrollinghardto reachlow incomecustomersnto
CARE, to helpbetterinform customer®f theseeligibility
changes(c) partneringwith the programadministratorof the
customerfundedemergencyssistancerogramfor low income
customerandincreasdaheassistancémit amountfor the next
12 months;and(e) indicatehow the energysavingsassistance
programcanbe deployedo assistcustomers;

(8) suspenall CARE andFERA programremovalsto avoid
unintentionalossof thediscountedateduringthe periodfor
which the customeis protectedunderthesecustomer
protections;

(9) discontinuggeneratingall recertificationandverificationrequests
thatrequirecustomerso providetheir currentincome
information;

(10) offer repairprocessing@ndtiming assistancandtimely access
to utility customergpursuanto Section8386(c)(18);

(11) includethesecustomelprotectionsaspartof their larger
communityoutreachandpublic awarenesplansunder
Section8386(c)(16)(b);

(12) meetandconferwith the CommunityChoiceAggregatorsas
earlyaspossibleto discusgheir rolesandresponsibilitiedor
eachemergencyustometprotection.

EmergencyCustomer Protectionsfor Water Customers

Thewatercorporationsinderthis Commission’gurisdictionsubjectto this Resolution
arethefollowing: all Class-Awaterutilities (CaliforniaWaterServiceCompany,
CaliforniaAmericanWaterCompany GoldenStateWaterCompany GreatOaksWater
Company Liberty Utilities (Apple Valley RanchosdNater,andParkWater),SanJose
WaterCompany SanGabrielValley WaterCompany andSuburbanNaterSystemsand
all Class-Bwaterutilities (BakmanWaterCompany Del Oro WaterCompany East
PasadenaVaterCompanyandAlco WaterService).

Thewatercorporationsubjectto this Resolutionshallfile a Tier 1 Advice Letterwith
the Commission’sNVaterDivision no laterthan10 daysaftertheissuancef this
Resolutiondemonstratingompliancewith the extensiorof EmergencyCustomer
Protectiongo June30,2021. Watercorporationshallservecopiesof the Advice Letters
to R.18-03-011andR.17-06-024oroceedingservicelists. Shouldany of theactions
utilities aretakingto extendthe EmergencyCustomerProtectionsieedto berevised
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from the ResolutionM-4842 Advice Lettercompliancdilings, or if certaincustomer
protectionsvereinapplicableduringthe pandemicandnot alreadynotedandaccepteds
suchin prior filings, theserevisionsshouldbe notedin the Tier 1 Advice Letterto this
Resolution. The EmergencyCustomerProtectionsdentifiedin ResolutionM-4842are
asfollows:

(1) activationof their Catastrophi&ventMemorandunmAccount
(CEMA) effectiveto the dateof the Governor'sdeclaratiorof a
stateof emergency March4, 2020;

(2) makeinsuranceclaimson all costsandexpensescurredasa
resultof the pandemicandcreditinsurancegpaymentdo their

CEMA,;
(3) work cooperativelywith affectedcustomergo resolveunpaid
bills, andminimizedisconnectionsor + K7 / @

(4) waivereconnectioror facilities feesfor customersandsuspend
depositdor customersvho mustreconnecto the system;

(5) providereasonabl@aymentoptionsto customers;

(6) waivehills for victims who lost their homesor if theirhomesare
renderedininhabitableand

(7) authorizea pro ratawaiver of anyfixed elementof a waterhbill
for thetime thatthe homeis uninhabitableevenif thereasorfor
it beinguninhabitablas notlossof waterservice.

EmergencyCustomer Protectionsfor Communications Customers

The EmergencyCustomerProtectiongestablishedn D.19-08-025%nsurehatresidential
andsmallbusinessommunicationservicecustomersvho experiencex housingor
financialcrisisdueto a disastelkeepvital servicesandreceivesupportin thewakeof the
disaster.

Thecustomerprotectiondor facilities basedandnon-facilities-basethndlineproviders
(e.g, 9-1-1/E9-1-1providers LifeLine providers,Voice overInternetProtocol(VolP)
providers,Carriersof LastResort(COLRs),andotherlandlineproviders)areis

(1) Waiverof onetime activationfee for establishingemotecall
forwarding,remoteaccesgo call forwarding,call forwarding
featuresandmessagingervices;

14D.19-08-025at 31-33.
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(2) Waiver of the monthlyratefor onemonthfor remotecall
forwarding,remoteaccesgo call forwarding,call forwarding,
call forwardingfeaturesandmessagingervices;

(3) Waiver of the servicechargefor installationof serviceatthe
temporaryor new permanentocationof the customerandagain
whenthe customemovesbackto the premises;

(4) Waiverof thefeefor onejack andassociatedaviring atthe
temporarylocationregardles®f whetherthe customehasan
InsideWire Plan;

(5) Waiverof thefeefor upto five freejacksandassociateaviring
for InsideWiring Plancustomeupontheir returnto their
permanentocation;

(6) Waiverof thefeefor onejack andassociateaviring for non-Plan
customersipontheir returnto their permanentocation;

Decision19-08-025describeshe customeiprotectiongor wirelessproviders(e.g.,those
thatprovideaccesdo E9-1-1and/orLifeline serviceshsfollows. Items1-6 belowapply
to facilities-basedvirelessproviders,anditems4-7 applyto resellersaandnon-facilities-
basedwirelessproviders,(e.g.mobilevirtual networkoperator§MVNOSs]):12

(1) Deploymobile equipmentjncluding Cellson WheelsandCells
onLight Trucks,to supplemenservicein areaghatneed
additionalcapacityto ensureaccesdo 9-1-1/E9-1-1service;

(2) Providedevicechargingstationsn areasvhereimpacted
wirelesscustomerseekrefuge;and

(3) ProvideWiFi accessn areasvhereimpactedwirelesscustomers
seekrefuge.

Thefollowing aredirectedto all facilities-basedindnon-facilitiesbasedwireless
providers,ncludingresellers

(4) Providemobile phonedor customerseekingshelterfrom a
disastetto usetemporarilyat a countyor city designatechelter.

(5) The Commissiorurgeswirelesscarriersto allow customergo
deferor phasgpaymentfor coveragechargedor data,talk, and
textfor definedperiodsof time;

151d. at33.
161d. at 34.
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(6) The Commissiorurgeswirelesscarriersto extendpaymentdates
for servicefor definedperiodsof time;

(7) Considermprovidingtemporaryreplacemenphonedor customers
whosephoneswverelost or damagedisaresultof adisasteior
evacuation.

Decision19-08-025ncorporatesheinterim emergencyprotectionsapplicableto
LifeLine serviceadoptedn D.18-08-004 which arein effectduringthe COVID-19
stateof emergencyor all providersof LifeLine servicelt

(1) Delaythe CaliforniaLifeLine RenewalProcesandsuspendhe
de-enrollmentfor nonusageules;and

(2) Implementthe LifeLine outreachmethods.

In ResolutionM-4842,we directedthe utilities andcommunicationserviceprovidersto
conductoutreachof theseprotectiongo customersandwith this Resolutionwe direct
thatthis outreachshall continuethroughJune30, 2021.

Communicationgorporationsubjectto this resolutionshalleachfile a Tier 1 Advice
Letterno laterthan10 daysafterthis Resolution’sapprovaldemonstratingompliance
with the extensiorof EmergencyCustomerProtectiondo June30,2021.
Communicationgorporationshallservecopiesof the Advice Lettersto the R.18-03-011
proceedingservicelist. Shouldany of the actionstakento implementEmergency
CustomerProtectionsieedberevisedfrom alreadydisposedresolutionM-4842 Advice
Lettercompliancdilings, or if certaincustomeiprotectionsvereinapplicableduringthe
pandemicandnot alreadynotedandacceptedissuchin prior filing, theserevisions
shouldbenotedin the Tier 1 Advice Letterto this Resolution.

Il. TRANSITION PLAN FOR THE EXPIRATION OF EMERGENCY
CUSTOMER PROTECTIONS

On October30,2020,the CPUCandthe StateWaterResource€ontrol Boardjointly
hosteda workshopon WaterAffordability During COVID-19. OnNovemberl2,2020,
the CPUChosteda Workshopon the Impactsof COVID-19 on EnergyCustomersand

17D.18-08-004at 9.

18 Nothingin this Resolutionsupersedesthercustomeiprotectionsvhich maybeorderedby the
Commission.For exampletheMarch19, 2020AssignedCommissioneRuling (ACR) in
R.20-02-00&uspendetheLifeLine renewalprocessincludingde-enrolimentueto the
renewalprocessfor all CaliforniaLifeLine participantancludingthosewho do not meetfederal
LifeLine eligibility criteriafor a periodof 90 daysfrom the dateof the ACR unlessmodified by
a Commissiordecision.(R.20-02-008ACR at 3.) Theseprotectionsverealsoextendedhrough
February28,2021throughasimilar ACR issuedNovember24, 2020.
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CustomerPrograms? Thedatapresentedttheseworkshopsshowedsignificantgrowth
in thenumberof customersvith arrearagesandin arrearagemountsjn the periodof
March2020to present.Thereis a needfor facilitating customersenrollmentin
programgo manageheir arrearages.

After the customerprotectionperiodexpires the electric,gas,andwatercorporations
subjectto this Resolution(collectively,IOUs) will returnto implementingorogramsand
utility serviceasperthe non-emergencgtateCommissiordecisiondirectives.

To facilitate a smoothtransitionfor customersvhenthe EmergencyCustomer
Protectionsarelifted, eachelectric,gas,andwatercorporationsubjectto this Resolution
shallfile a Tier 2 Advice Letterwith its transitionplan,or “Transition PlanAdvice
Letter,” by April 1,2021.TheselOUs shalldesignthetransitionplanto effectivelyease
customerghrougha transitionoff of the EmergencyCustomeiProtectiongand,in the
caseof waterlOUs, thefuture expirationof the disconnecmoratoriumin the Governor’s
ExecutiveOrderN-42-20)by proactivelycommunicatingvith customergo enrollthem
in programgo manageheir utility bills andinforming themof the changedo programs
in which theyarealreadyenrolled.

The EmergencyCustomeiProtectionextendedo communicationgustomersn
ResolutionM-4842did notincludea moratoriumon disconnection$or nonpayment,
howeverthe Commissionimposeda 90 day moratoriumon disconnection$or non-
paymenfor communicationgustomersn ResolutionM-48482° thereforewe determine
thatoutreacho customergoncerninghe expirationof the EmergencyCustomer
Protectiongs sufficientandthatcommunicationgorporationsarenotrequiredto file
transitionplans.

Thetransitionplanshallincludel) atimeline of newactivitiesandresumedctivities,

2) amarketing.educationandoutreaciME&O) strategy3) anexplanatiorof how the
activitiestimelineandME&O strategyaccountfor complianceandsafety,and4) a
progresgrackingandreportingplan. IOUs shouldtakeinto accounthe challengesand
solutionsdiscussedh the October30 andNovemberl2,2020COVID workshopsasthey
prepargheir transitionplans.

Content of Transition Plansfor Enerqgy and Water Utilities

1. Activities Timeline

ThelOUs' transitionplansshallmapoutatimeline of activitiesassociateavith programs
or initiativesthatassistcustomersn bill managementRelevantprogramsnclude,but

19 Materialsavailableat: https://www.cpuc.ca.gov/covidworkshop/

20 Resolutior4848IssuedDecembei 8,2020
https://docs.cpuc.ca.gov/PublishedDocs/Published/G000/M355/K761/355761752.PDF
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arenotlimited to, 1) bill assistancerogramsCaliforniaAlternateRatesfor Energy
(CARE), Family ElectricRateAssistancdFERA), CustomerAssistancd’rogram(CAP),
medicalbaseline?) bill paymentoptions:energyArrearageManagemenPlan,12-month
paymentplan;and3) customemprogramsandrates:Time of Useresidentiakratestructure
for energylOUs, EnergySavingsAssistancd’rogram. Activities canbe categorizeds
thoseassociatedavith programs/initiativeshatwereapprovedand/orstartedsincethe
pandemicshelterin placeorderin March2020,andactivitieswhich weresuspendedbr
analreadyexistingprogramasa resultof EmergencyCustomerProtectionsaandwill
resume.

Thediscussiorof newactivitiesshouldfocuson programs/initiativeshatIOUs can
leverageto supporttheir transitionplanor shouldbe coordinatecamongotheractivities
for asmoothtransition. New activitiesshallinclude,but arenotlimited to, those
associateavith thefollowing newprograms:

» ApplicablePaymenPlanoptions(energyArrearage
ManagemenPlan,12-monthpaymentplan)

* Time of Useresidentiakatestructurefor energylOUs

Resumedctivitiesshallinclude,but arenotlimited to:

* Noticing of risk of disconnection

» Verification of custometeligibility in CaliforniaAlternateRates
for Energy(CARE), Family ElectricRateAssistancéFERA),
CustomerAssistancé’rogram(CAP), etc.

* Requiremenfor customerecertificationsof eligibility for
programs

* Applicationof late-paymentreconnectionandotherfeesto a
custome#

Activities thatshouldbe notedon thetimelineincludecommunication$o customers
relatedto a pendingchangeo the customer’sserviceor statusof enrollmentin a
program,arequiredactionby customer¢o maintainexistingservicesor programstatus,
andall othercommunicationgbouttransitionsor eventsthatcouldtriggera groupof

21 Do notincludeanyfeeseliminatedwith theintentthattheynot be resumedafterEmergency
CustomerProtectiondift, suchasresidentiareconnectiorieesperD.20-06-003Also, feesthat
would havebeen(but werenot) assesseduringthe EmergencyCustomelprotectiongeriod
shallnotbeback-billed(or otherwisecharged}o customersafterexpirationof Emergency
CustomelrProtections.
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customersalarmor uneaseActivities canalsoincluderelevantCommissiorDecision-
mandatedctivities.

IOUs shalldemonstrat¢hroughthe sequencingndtiming of activities,anddefining
which groupsof customersill beimpactedoy eachactivity, thatthetimelinehasbeen
thoughtthroughfrom a customer-impadens,andis partof a coordinatecandthusmore
effectivemarketing.educationandoutreachstrategy.

2. Marketing,EducationandOutreachStrategy

ThelOUs shallincludea coordinatedeffective,andefficient strategyfor their marketing,
educationandoutreachplanto engageandenroll customersn newbill management
programsto inform customerslreadyenrolledin programsaboutchangesiueto the
EmergencyCustomelProtectiongeingno longerin effectafter June30,2021(and,in
the caseof waterlOUs, the future expirationof the disconnectmoratoriumin the
Governor’'sExecutiveOrderN-42-20) andto inform customer®f the extensiorof the
customeiprotectionswherenecessary.

Themarketing,educationandoutreachstrategymustinclude,butis notlimited to:

» targetedbutreacho customersvith arrearsandfor water
utilities to customerghatmay qualify for disconnection
preventionglueto medicalneedgpursuanto SenateBill (SB)
0982

* generalmarketingandoutreachto customer®on assistance
programs

» coordinationwith the CaliforniaDepartmentf Community
ServicesandDevelopmenandtheirlocal serviceprovidersto:

o facilitatecustomersaccesgo federalassistancéow Income
HomeEnergyAssistancd’rogramand

o0 leverageheir customeiinteractiondor expandingoutreach
effortson IOUs’ bill managemenprograms

» for electriclOUs with CCAsservingcustomersn their
jurisdiction, sharingcustomereducatiommaterialswith the CCAs
in advanceof their distributionto customers

22 SenateBill 998wassignedinto law in SeptembeR018andis referredto as“The Water
ShutoffProtectionAct.”

https://leginfo.legislature.ca.gov/faces/billTextClient.xhtml?bill_id=201720180SB998
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» thetiming andincrementabudget,if necessaryfor ME&O
efforts

IOUs mustdetailhow the ME&O strategysupportsandis alignedwith the Activities
Timeline. IOUs shallidentify which, if any,activitiesin thetimelinewill receivea
disproportionatelyargeME&O effort andprovidereasoningor this activity receiving
enhancedME&O. I0Us shallindicatewhich ME&O effortswerealreadyongoingthat
theyareleveragingto supportthetransitionplanversuswhich ME&O activitiesarenew
proposals.

IOUs shouldconsiderthefollowing astheydeveloptheir ME&O strategy:

* Increasinghefrequencywith which energyandwaterlOUs
exchangealataon accountenrolledin income-eligibleprograms
sothateligible customersanbetargetedor enroliment

* How bestto combinemessagingo customer®n multiple aspects
of thetransitionplan(e.g.,forthcomingchangesesultingfrom
expirationof EmergencyCustomeiProtectionsandbill
managemenbptions),socustomerseceivefewerand
coordinateccommunicationssatherthanmultiple messages

» A planfor identifying andcoordinatingwith otheragencies
and/orentitiesthatcandirectly contactcustomers

» Trainingfor IOU call centerstaff on |IOU programsand
associateactivities

* Theappropriatemethodof customeicommunicationincluding
non-EnglisHanguagesndformsfor communicatiorto reach
peoplewith disabilitiesandotheraccesandfunctionalneeds

Wherevelpossible |OUs muststrivefor statewideconsistencyvithin eachindustry
(consistenbetweerenergyutilities, andconsistenbetweerwaterutilities) in marketing
materialsandstrategy. Consistencyservedo 1) easeconfusionand/orincrease
efficienciesfor customeifacingentitiessupportinglOUs in executingghe ME&O
strategy2) reducechallengedor call centergeceivingcustomereportsfrom customers

22 At theMay 22,2020CARE All-Party meetingCommissioneraskedEnergylOUs about
increasingdatasharingfrequencyfrom bi-annually(Question3.b.from detailedagendaof All-
PartyMeetingon CaliforniaAlternateRatesfor Energy(CARE) educatiorandoutreachn light
of COVID-19 noticedto servicelists.) In responseanadditionaldataexchangeccurredn July,
andutilities havediscussedncreasingrequency- SeptembeLkIOB full committeemeeting
WaterDivision update slide 3: https://liob.cpuc.ca.gov/wp-
content/uploads/sites/14/2020/12/1tem-005b_CPUC-Water-Update-LIOB-200917.pdf.
Thematterof mandatingany changdan frequencymaybeaddresseth Phase of R.17-06-024
andthusis inappropriateéo mandatehere.
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acrosgnultiple utilities, and3) easeprocessin@ndinteractionsetweerregulatorsand
utilities asutilities reporton theirimplementatiorof the plan.

Individual IOUs shalllook to thoselOUs actively planningor implementingmarketing,
educationandoutreachefforts,andleverageany effectivepracticego greatesextent
practicable].e., activitiesthathavebeenhighlightedby stakeholderasanexampleto
follow in meetingsworkshopsand/orthroughpartyresponseo IOU Advice Letters
and/orapplications.IOUs shallproposdn their preparegresentationto LIOB what
marketingmaterialsandstrategythey canmakeconsistenstatewidg(i.e., acrossall
IOUs). Seealsosectionbelowon “Authorities Delegatedo Divisions.”

3. Complianceandsafety

EachlOU mustexplainin their TransitionPlanAdvice Letterhow thetransitionplan
maintainsalignmentwith programenrolimenttargets programeligibility requirements,
andcustomeiprotectionan effectoutsideEmergencyCustomeProtectionge.g.,bans
onrequirementshatenergycustomergpay adepositto enrollin 12-monthpaymentplan)
establishedby CommissiorDecisionsfor relevantprogramsasoutlinedin Sectionl,
Activities Timeline.

In particular,for thefour largeenergylOUs, PG&E, SCE,SoCalGasand
SDG&E, thetransitionplanshallincludeboth:

1) Thenumberandpercentof uniquecustomersby ZIP code,who are
a. morethan90daysin arrearsand

b. notenrolledin a RecentApplicablePaymen®lanor
conventionakxtendedgaymentplan.

2) Thenumberandpercentof uniquecustomersby ZIP code,who are
a. morethan90daysin arrears,

b. notenrolledin a RecentApplicablePaymen®lanor
conventionakxtendedgaymenilan,and

c. morethan$250in total arrears.

TheotherenergylOUs, the SmallMunicipal JurisdictionalJtilities, shallreportas
above butfor their entiregeographiagegion(not brokenoutby ZIP code).

For ClassA waterlOUs, thetransitionplanshallincludethe numberandpercentof

customersvho areprojectedo befacingdisconnectiorafterJune30, 2021if the
Governor’sexecutiveOrderN-42-20wereto expire,anda schedulghatcomplieswith
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SB998requirement¥, includingbut notlimited to providingat least60 daysafterthe
payments delinquentoeforea customemaybedisconnected.

IOUs mustalsodiscusshow the planensuresctivitiesaresafeandconsistentvith all
appropriatestateandlocal healthorders.

4. Progresdrackingandreporting

IOUs mustincludea planfor reportingprogreson activitiesin thetimeline,andpresent
metricstheywill trackandreportto monitorsuccessn achievingthe goalof effectively
easingcustomerghroughatransitionoff of EmergencyCustomerProtectiongand,in the
caseof waterlOUs, thefuture expirationof the disconnectnoratoriumin the Governor’s
ExecutiveOrderN-42-20) by proactivelyenrollingcustomersn programgo manage
their utility bills andinforming relevantcustomerf thechangedo programsn which
theyarealreadyenrolled. Reportingfrequencyshallbe monthlyandthefirst reportshall
includebaselinedataassociatedavith progressnetrics. A progressnetricshallbe
includedfor bothof thefollowing areador trackingandreporting:

i) Customerghatenrolledin abill assistancerogram(asdescribed
in Sectionl, Activities Timeline)whenEmergencyCustomer
Protectionsverein placearesuccessfuin sustainingheir
enrollmentin the programif they still meeteligibility criteria

i) New enrollmentsf impactedcustomersn paymentprograms
sincebeginningimplementatiorof thetransitionplan

Forillustrative purposesye provideexampleof progressnetricsthattrack utility
succes$n sustainingcustomerenrollmentin programgmetricarea’i.”):

* Numberandperceniof newly enrolledcustomershatareableto
stayontheincomequalifiedbill assistanc@rogramspostJune
30,2021

* Numberandpercenf customersequiredto takeactionsto
remainon incomequalifiedbill assistancerogramge.g.,

24 On SeptembeR8, 2018,SenateBill 998 (SB 998)wassignedinto legislationeffective
Februaryl, 2020.This bill requiresall public watersystemgwith morethan200 connectionsjo
haveawritten policy on discontinuatiorof residentialwaterservice providethatpolicy in
multiple languagesincludeprovisionsfor not shuttingoff waterfor certaincustomerghatmeet
specifiedcriteria, prohibit the shutoff of waterserviceuntil the bill hasbeendelinquentor 60
days(bills aredelinquentafter 19 days),andcapthereconnectiorieesfor restoringservice.
WaterlOUs haveaccordinglyfiled advicelettersto reviseexistingtariff rulesandfee schedules
to fully incorporatethe provisionsof SB 998.
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recertification postenrollmentverification) thatsuccessfully
completethoseactions

Examplesof progressnetricsthattrackutility successin newcustomerenroliments
(metricarea“ii.”):

* Numberof customer®nrolledin paymentplansfor arrearages

» Dollar amountof paymentsnadepursuanto a paymentplanand
remainingbalanceor uniquecustomersnrolledin payment
plans.

* Numberof uniquecustomersnorethan90 daysin arreardy ZIP
codeandasa percentagef all uniqueaccountsn the ZIP code

* Numberof energycustomernrolledin arrearagenanagement
plans(AMP) andnumberenrolledasa percentagef total
customereligible for AMP

» Dollar amountof arrearsliminatedvia AMP creditanddollar
amountof remainingarreardor energycustomer®nrolledin
AMP

In orderfor energyandwaterlOUs to havetheflexibility to incorporatenformationon
programsoffering assistancéo customersvhich areapprovedafterthe approvalof
transitionplansinto ME&O activitiesandmaterial,the utilities areto reportthese
additionsin their monthlyreport.

IOUs shallreporttheseprogressmetricsandthe any additionsto transitionplans
monthly.EnergylOUs shallreportin the monthlyreportrequiredby the Disconnections
ProceedingR.18-07-00%2 WaterlOUs shall provideongoingmonthly reportsto Water
Division leveragingmonthlyreportingrequiredby R.17-06-024The IndustryDivision’s
dispositionof the TransitionPlanAdvice Letterwill indicatethefirst monthlyreport
deliverydate.

Costsand Accounting

In someDecisions EnergylOUs areexplicitly directedto conductor proposeME&O
efforts(e.g.,medicalbaselineenrollmentportion of Disconnection$roceedingyVildfire
Mitigation Plan,andTime of Userates). In otherDecisionsthatdo not spellout specific
ME&O requirement®r budgets)OUs arestill expectedo craftandexecutenecessary
ME&Os to meetthe Decision’smandatege.g.,thenew AMP and12-monthpayment

25 OrderingParagraplé of the Decision(D.) adoptinginterim disconnectiomulesfor energy
IOUs, D.18-12-013directedlOUs to file monthlyreportson disconnectionandarrearages.
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planelementsetoutin D.20-06-003). Therefore all resumedandnewstartactivitiesare
alreadyfundedthroughCommissiorDecisionsfrom their respectivgproceedings.

The ME&O strategyrequiredherecoordinateexistingME&O effortsto meetthegoals
of thetransitionplans. In otherwords,EnergylOUs shoulduseexistingME&O budgets,
to the greatesextentpracticablelf anlOU estimateghatit cannotbothcomplywith this
Resolutionandmaintaincompliancewith existingDecisionmandate$everagingonly
existingauthorizedoudgetsit shallnotein its Advice Letterthe costestimatewith
detailsof theincrementahewactivity, andusethe memorandunaccounto recordand
trackincrementakostsassociatedavith transitionplanimplementationWaterlOUs are
encouragedb leverageexistingoutreachandmarketingbudgetsjncludingfor
conservatiorprogramsandlow-incomeprograms.

ProcessRequirementsfor Transition Plan Advice Letter Developmentand
Submission

By February25,2021,I0Us shallsubmitdraftsof TransitionPlanAdvice Lettersto
CPUCstaff (Gillian.Weaver@cpuc.ca.gpwho will sharethemwith the LIOB andpost
thempublicly onthe LIOB website(liob.org). At thefirst quarterlyLIOB meetingof
2021 (tentativelyscheduledor March11,2021),electric,gas,andwaterutility staffshall
prepardo presenthedrafttransitionplansduringthe LIOB meeting. In preparatiorfor
presentingheir transitionplansto the LIOB, 10Us shallwork together(waterlOUs
amongsthemselvesandenergylOUs amongsthemselves)o developa presentation
templateandcomparisorframeworkto presentheir transitionplansto the Boardin a
consistenmannerandto highlightthe similaritiesanddifferencesetweertheir
transitionplans2é I0Us shallprovidethetemplateandframeworkto the LIOB chair
and/orCommission’dndustryDivision staff for advancaeviewuponrequest.In areas
wherethetransitionplanshavedifferences)OUs shallincludein the framework
presentedo LIOB eithertheintentto revisethetransitionplansto bring the plans into
alignment,or explainwhy theywill retainthedifferencesn their respectivdransition
plans.TheLIOB chairwill coordinatehelOUs’ presentations.

Boardmemberwwill providefeedbackandrecommendation® thelOUs’ drafted
transitionplans. ThelOUs shallconsiderandincorporatd_IOB boardmembernnput
wherefeasible andany Commissiorstaff feedbackandsubmitfinal Advice Letterson
April 1,2021. Electricandgascorporationshallservecopiesof Advice Lettersto R.18-
03-011,A. 14-11-007 A.15-02-001 A.19-11-003 A.20-03-014 R.15-03-010R.18-07-
006,R.18-07-005R.12-06-013andA.19-09-014proceedingservicelists, andthe
servicelist of anynewproceedingestablishedo AddressEnergyUtility CustomeBill

26 \Whenpopulatingthe frameworkdevelopedy energylOUs, energylOUs may presentwo
populatedrameworkspneto showsimilaritiesanddifferencesamongSmallMunicipal
JurisdictionalJtilities (SMJUs),andanotherto compareamongthelargeenergylOUs.
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DebtAccumulatedDuring the CoronavirusPandemicWatercorporationshallserve
copiesof Advice Lettersto R.18-03-011andR.17-06-024oroceedingservicelists.

Criteria for CPUC Industry Division Reviewand Approval of Transition Plans

Thecriteriaby which Division staffwill reviewandapprovelOU TransitionPlanAdvice
Lettersare:

* TheAdvice Letteraddresseall elementsequiredby this
Resolution;

* Theplanincorporated |OB membeirfeedbackwherefeasible,
andCommissiorstaff feedback;

* Themetricsin theplanfor trackingandreportingprogress
towardthetransitionplangoalsarespecific, measurableand
meaningful;andthe methodologyjncluding datesof
measuremerperiods for calculationof anybaselinevalueand
eachmonthly (at minimum) progresgrackingvaluefor metricsis
clear;

» |t appeardikely thatthetiming of activitiesandthe ME&O
strategyin thetransitionplanwill resultin a positiveimpactfrom
customerperspectiveomparedo IOUs operatingn absencef
thetransitionplan;

» TheME&O effortsarecoordinatedvith andnot duplicativeof
existingmarketing,outreachandeducatiorefforts, efficientand
effectiveuseof existingmarketingeducatiorandoutreachefforts
andassociatedundsis demonstratecandthe customeiensis
clearlyarticulated;and

* ThelOU's implementatiorof its proposedransitionplanwill
not precludeits compliancewith existingstatutesregulations,
ordinances.

Authorities Delegatedto Division Director

Thedirectorof thedivision reviewinganddisposingof TransitionPlanAdvice Lettersis
delegatedheauthorityto directan|OU to conformto anothedOU’s proposedctivity in
their transitionplanactivitiestimelineand/orME&O strategywhereit is applicableand
beneficialfor consistencytatewide.Thedirectorof thedivision alsohasdelegated
authorityto directconsistencyacrosdOUs in trackingandreporting.
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In orderto anticipateandpreparefor implementatiorof thetransitionplans,|OUs should
readotherlOUs’ draft TransitionPlanAdvice Letterssubmittedon February25,2021to
theLIOB to identify similaritiesanddifferencesandevaluatgor themselvesreasof
improvementgconsistencyandbestpracticedo incorporatento their own plansbefore
submissiorof thefinal Advice Letter.

As trackingcostswithin amemorandunaccounidoesnot constituteapprovalof cost
recovery nofurtherapprovalby staffwill be necessaryor thelOU to trackany
incrementatostsnotedin TransitionPlanAdvice Lettersto the CPPMAor CEMA.
However,|OUs, perthediscussiorabove shouldseekeveryopportunityto constrain
implementatiorcostsby alignmentwith existingME&O efforts,andshouldprovide
detailandjustification of incrementatostsfor the plansrequiredhere. IOUs shouldbe
preparedo answerguestiongrom LIOB membersandCommissiorstaff about
incrementatostestimates.

COMMENTS

PublicUtilities Codesection311(g)(1)providesthatthis Resolutionrmustbe servedon

all partiesandsubjectto atleast30 dayspublic reviewandcommentprior to a vote of the
Commission.Section311(g)(2)providesthatthis 30-dayperiodmaybereducedor
waived‘in anunforeseemergency...” TheCommission’sRulesof Practiceand
Proceduralsoprovidethatpublic reviewandcommenimay bewaivedor reducedn an
“unforeseeremergencygituation” specificallywherethereare“[a]ctivities thatseverely
impair or threaterto severelyimpair public healthor safety...”(Rule 14.6(a)(1)and/or
wherethereare”[c]rippling disastershatseverelyimpair public healthor safety.”(Rule
14.6(a)(2)). “Requestdor relief basedn extraordinaryconditionsin which time is of the
essence.{Rule14.6(a)(2)). “Unusualmattershatcannotbe disposedf by normal
procedures thedutiesof the Commissiorareto befulfilled.”

The 30-daycommentperiodis shortenedo 14 dayspursuanto theseauthoritiesdueto
theongoingCOVID-19 pandemidn California. Accordingly,thedraft Resolutionwas
mailedon Januaryl5, 2021. PartiessubmittedOpeningCommentson January22,2021,
andReply Commenton January29,2021.

Interestepersonscanalsoparticipatein the Advice Letterprocessesdirectedby this
Resolution.

Thedraft ResolutionrandCommentavereservedon thefollowing servicelists:

R.18-03-011EmergencyCustomeiProtections)

A.19-11-003 A.20-03-014(CaliforniaAlternateRatesfor Energy
andEnergySavingsAssistancd’rogramf largelOU andSMJU)
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R.15-03-01QAccessto Affordable Energyin the SanJoaquin
Valley)

R.18-07-00§AssessingJtility ServiceAffordability)

R.18-07-005New Approachego Disconnectiongnd
Reconnections)

R.12-06-013Examinationof IOUs’ ResidentiaRateStructures)

A.19-09-014(SDG&E Applicationto EliminateSeasonal
Differentialin ResidentiaRates)

R.17-06-024 EvaluatingLow-IncomeRateAssistancd’rogramgor
WaterUtilities)

OpeningCommentswverefiled by California CommunityChoiceAssociation(CalCCA),
CTIA — TheWirelessAssociation(CTIA), CaliforniaWaterAssociationCWA), Great
OaksWaterCompany(GreatOaks),the Utility ReformNetwork,Centerfor Accessible
TechnologyandNationalConsumetaw Center(JointConsumers)PG&E, SCE,
SDG&E, andSoCalGason January22,2021.

Reply Commentswverefiled by the CaliforniaCable& Telecommunicationfssociation
(CCTA), CTIA, the Greenlininginstitute(Greenlining) JointConsumersPG&E, Free
EnergySavingsCompanyLLC, d/b/aQuality ConservatiorServiced QCS),SCE,
SDG&E, SoCalGasandSouthwesGasCorporation(SouthwestGas)on January29,
2021.

Commentdell into thefollowing categories:

Communication€orporationCustomerProtectionExpirationDate

Applicability of Advice LettersFiledin Responséo ResolutionM-
4842

Coordinationwith Governor’'sOffice andStateWaterResources
ControlBoardon DisconnectiorMoratoriumfor WaterUstilities

Coordinatiorwith CommunityChoiceAggregatorson Development
of TransitionPlans

MemorandumAccountsandMarketingEducationrandOutreach
Costs

ProjectedDisconnection®keportingfor EnergylOUs

Disconnectiondonthly CapCalculationMethodologyfor Energy
IOUs
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Draft TransitionPlanTiming andContent
TransitionPlanIimplementationlriming

Including OtherProgramsn TransitionPlans
SimilaritiesandDifferencesBetweenOUs’ TransitionsPlans
CommentdVithin the Scopeof AnotherProceeding

Commentsalsosuggestedlarificationson matterssuchasthefeesthatlOUs maycharge
customersfterthe customeiprotectionsexpire,whetherthe samplemetricsare
illustrative or mandatoryandtherole of the WaterShutoff ProtectionAct of 2018(SB
998).

Belowis a summaryof the commentghatarguedor the mostsubstantivehangedo the
draft Resolution.Thisis notanexhaustivdist of all thecommentseceivednor all the
editsmadeto thedraft Resolution.

Communications Corporation Customer Protection Expiration Date

CTIA urgedthe Commissioragainstfurtherextendingthe wirelesscustomeiprotections
onthegroundsthatthe customeprotectionsoffer customerso benefitduringa
pandemicmay putwirelessproviders’employeestrisk, andmayencourage
Californiansto violate socialdistancingrequirements CTIA furtherarguedthatthe
Commissions actingbeyondits authority.

In ResolutionM-4842,the Commissiorcontemplatedhe someof the protections
adoptedn R.18-03-012would notbeapplicableduringa pandemicstating:

we acknowledgehatsomeof the provisionsadoptedn D.19-07-015
andD.19-08-025in responseo disastersuchasearthquakeand
wildfires maynotapplyin the caseof a pandemicfor examplethe
requirementhatelectricandgasutilities identify the premisesf
affectedcustomersvhoseutility servicehasbeendisruptedor
degradedinddiscontinuebilling thesepremisesvithout assessing
disconnectiorcharge. If theelectric,gas,communicationandwater
corporationssubjectto this Resolutionbelievethatspecific
provisionsfrom D.19-07-015and D.19-08-025do notapplyduring
the pandemictheyshallidentify suchprovisionsin their Advice
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Lettersandprovideajustificationfor why theybelievethe
provisionsdo notapply#

Thisflexibility is fully responsiveo CTIA’s concerngegardingheapplicability of
wirelesscustomeiprotections. The Commissioraddresseds jurisdictionto adopt
wirelesscustomeiprotectiondgn D.19-08-025andwe will notrelitigatethe matterhere.

JointConsumersiotedthatthe moratoriumon disconnectingommunicationservices
adoptedn ResolutionM-4848expireson April 18,2021,andurgedthe Commissiorto
extendthe moratoriumuntil June30, 2021,to allow consistentnarketing,educationand
outreach.CCTA andCTIA objectedto JointConsumerstequesto extendthe
disconnecmoratoriumfrom ResolutionM-4848,arguingthatit is unnecessargswell as
procedurallyimproper,andthatResolutionM-4848 hasa mechanisno extendthe dateif
necessary.

The Commissiordeclinesto extendthe durationof the disconnectmoratoriumadoptedn
ResolutionM-4848,which hasonly recentlygoneinto effect. ResolutionM-4848gives

the ExecutiveDirectortheability to extendthe communicationslisconnecmoratorium,
andthe Commissiorwill continueto monitordevelopments.

Applicability of Advice Letters Filed in Responsdo ResolutionM-4842

CalCCAsupportextendingthe customeiprotectionsandurgesthatthe protections
implementegursuanto ResolutionM-4842remainthe sameduringthe extension.
CalCCArequestedhat PG&E continueits suspensioof Tariff Rule 23.R.3or partial
paymentsandthat SCEcontinueits existingpracticedor applicationof partialpayments
by unbundledcustomers.PG&E agreedwith CalCCA, statingthatit intendsto extendall
the customelprotectionsjncludingthe pro rata allocationof partialpaymentseceived
from residentiakustomerservedby athird-partyserviceprovider. Likewise, SDG&E
repliedthatit plansto continuethe pro rataallocationfor all CCA customersvho are
eligible for the EmergencyCustomeiProtectionghroughJune30, 2021.

The CommissiomotesthatbothPG&E andSDG&E indicatethattheyaremaintaining
pro rataallocationfor CCA customers.The Commissioranticipateghatthe protections
originally implementegursuanto ResolutionM-4842will remainthe samethrough
June30, 2021,anddirectsutilities to indicatein their Tier 1 Advice Letterswhetherand
why theyintendto changeany of the protectionsapplicablethroughJune30,2021.

27 ResolutionM-4842 . at4.
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PG&E observedhatOrderingParagrapl® of D.19-07-015equirescertainenergyand
waterlOUsto “... file aTier 1 Advice Letteratthedefault,12-monthconclusionof
customeiprotectionperiod.” PG&E requestedhatthe Commissiorextendthe duedate
of theTier 1 Advice Letterrequiredby D.19-07-0150 August16,2021,45 daysfrom
the Draft Resolution’sproposecdexpirationof the customeprotectionssothatPG&E
may gatherdatafor the entireperiodthatthe customeiprotectionswverein place.
SoCalGasequestedhatthe Commissiorextendthe submittaldateof the Tier 1 Advice
Letterto thedefault,12-monthconclusionof the protectionperiodpursuanto
D.19-07-0150P6, statingthatshouldthe Commissiorgrantthis requestthe Tier 1
Advice Letterwould be submittedwithin 10 daysfrom April 16,2021.

In D.19-07-015the Commissioradoptedpost-disastereportingrequirements:

After the conclusionof thedisasteior atthe default,12-month
conclusionof the customeprotectionperiod,the utilities shallfile
anotherTier 1 Advice Letterdetailingthe protectionsoffered,
outreachefforts,andcustomeimpactsz

TheTier 1 Advice Letterrequiredby this Resolutions intendedonly asa confirmation
thatthe customeprotectionsarebeingextendeahroughJune30,2021. It is notthefull
post-disasteAdvice Letterrequiredby D.19-07-015andassuch,we declineto alterthe
duedatefor theTier 1 Advice Letterrequiredby this Resolution. While ResolutionM-
4842andthis Resolutionapplytherulesadoptedn R.18-03-011duringthe COVID-19
pandemicthis Resolutionis notthe propervehicleto alteranyof therulesadoptedn
R.18-03-011includingthe duedateof the Advice Letterdueat the expirationof the
customeiprotectionperiodasadoptedn D.19-07-015thereforewe declineto alterthe
applicablefiling deadlinefor post-disastereportingadoptedn D.19-07-015.

PG&E statedthatthe Draft Resolutiondoesnot specifywhatcostsiOUs are permittedto
recordin their CPPMAs,andrequestedhatit be allowedto continueto recordsomeof
the sameexpenseshatthe Commissiorapprovedn PGE’sAdvice Letterto Resolution
M-4842,specificallytheuncollectiblesexpenses$or residentiandsmallbusiness
customerandtheincrementalCOVID-19 relateduncollectiblesandpro ratacostsof the
associatedreditfacilities.

Althoughthe Commissioranticipategshatutilities will incur manyof the sameexpenses
duringthe extensiorof the customeiprotectionsastheyhaveincurredsincethe
CommissioradoptedResolutionM-4842,the Commissiordeclinesto itemizethe
expensesghatutilities mayrecordin their CPPMAs,

28 R.18-03-011P.19-07-015at40-41.
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Coordination with Governor’s Office and State Water ResourceControl Board on
Water DisconnectionMoratorium

GreatOaksencouragedhe Commissiorto collaboratewith the Governor’soffice andthe
StateWaterResourceControlBoard(WaterBoard)regardingthelifting of the
disconnectionsnoratorium.

CWA recommendethatthetimelinefor suchadvicelettersbe coordinatedvith efforts
co-ledby theWaterBoardto ensurea consistensetof approacheby waterservice
providersthroughouthe State.

On April 2,2020,GovernorNewsomissueda moratoriumon disconnection$or non-
paymentfor residentiabndsmallbusinessvaterutility customersn ExecutiveOrderN-
42-20. Thatmoratoriumis independentrom the customerprotectionsadoptedn R.18-
03-011andextendedn this Resolutionandappliesto waterutilities bothwithin the
Commission’gurisdictionandthoseoutsideof the Commission’gurisdiction. While the
Commissionwill notsetthetermsunderwhich the Governomwill ultimatelylift the
disconnecmoratoriumin ExecutiveOrderN-42-20,uncertaintyconcerninghe
expirationof the ExecutiveOrdershouldhaveno effecton the Commission-regulated
waterlOUs’ ability to developtheir transitionplans. WaterlOUs may preparédransition
plansconsistentvith therequirementsf this Resolutionandnotethatthe dateon which
certainactivitieswill commences unknowndueto the uncertaintyconcerninghe
expirationof ExecutiveOrderN-42-20. WaterlOUs mayuseplaceholdedatesg.g.,10
or 20 daysafterthe expirationof the ExecutiveOrder,asappropriate.

Coordination with Community Choice Aggregatorson Transition Plan
Development

CalCCAstatedutilities shouldcoordinatewith the CommunityChoiceAggregators
(CCAs)with overlappingurisdictionin the developmenbf the mandatedransition
plans.

The Commissiorrejectsthis requestasCalCCAdid not establisthow it would be
beneficialto havelOUs coordinatehe developmenof their transitionplanswith the
CCAs,andaddinga coordinationrequirementould slow the ability andeffectivenes®f
electriclOUs’ transitionplandevelopment!

The Commissiorhas,however alreadyencourageditilities to considercoordinatingwith
otherentitiesregardingtheir ME&O, statingin the ME&O strategysectionabovethatthe
“IOUs shouldconsider... [a] planfor identifying andcoordinatingwith otheragencies
and/orentitiesthatcandirectly contactcustomers.”The Commissiorhasrevisedthis
Resolutionto requirethe electriclOUs with CCAs servingcustomersn their jurisdiction
to sharecustomereducatiommaterialsdevelopederthe TransitionPlanME&O strategy
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with the CCAsin advanceof their distributionto customerssothat CCAsmay havethe
opportunityto amplify thesecommunicationgandhelpensureghat CCA customersare
awareof their optionsasthe customeiprotectionsexpire.

Memorandum Account and Marketing Education and Outreach Costs

GreatOaksarguedhatthe Draft ResolutionincorrectlyassumeshatwaterlOUs have
budgetdor ME&O. GreatOaksstatedthatit doesnot havea budgetfor ME&O, and
requestedhatthe Commissiommodify Draft Re®lution M-4849to allow for the
recoveryof unbudgetedME&O expenseslirectly resultingfrom the Draft Resolution’s
requirements.JointConsumersiotedthatthe Draft ResolutiondirectslOUs to use
existingME&O budgets'to the greatesextentpracticable™to conductthe ME&O
activitiesrequiredby the Draft Resolution. JointConsumersrguedhat|OUs which
recordincrementaME&O expensei amemorandunaccountshouldhavetheburden
of proofto demonstratevhy they cannotmeetthe Draft Resolution’smandatesising
existingauthorizedME&O budgets.

CWA statedthatit doesnot objectto requiringlOUs to estimateransitionplanactivity
expense their Advice Letters. CWA arguedthatit would beinappropriatdor the
Commissiorto prejudgethereasonablenessd projectedransitionplanexpense its
Advice Letterdispositionsandaskedhatthe Commissiorreviewthereasonablenesd
transitionplanexpensesonsistentvith the Commission’sstandardreatmenof
memorandunaccountalances.

While I0Us areauthorizedo recordexpensegsssociateavith the COVID-19 pandemic
in theirrespectivenemorandunaccountstherecoveryof expensesecordedn a
memorandunaccountequiresan Applicationanda separat@rocessThe Commission
agreewith CWA thatit would beinappropriatgo prejudgeany determinationshatmay
be madein responséo IOUs’ Applicationsfor transitionplan costrecoveryfrom their
memorandunaccountsThereforewe denyGreatOaks’requesthatthis Resolution
allow recoveryof specificexpenseandJointConsumerstequesthatthis Resolution
establisnthelOUs’ requiredshowingduringtheir Applicationsfor costrecovery.

TheJointConsumersrecorrectin reflectingthatthe IOUs aredirectedto useexisting
ME&O budgets'to the greatesextentpracticableto conductthe ME&O activities
requiredby this Resolution While GreatOaksstatedthe Commissiormadeanincorrect
assumptiorthatwaterlOUs havebudgetdor ME&O, we remindthewaterlOUs there
areapproveceducatiorandoutreachbudgetdor variousprogramssuchaswater
conservationandwaterlOUs shouldconsiderusingthesebudgetsvherepracticableand
permissibleper Commissiordecisionghatestablishedhesebudgets.
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Projected DisconnectionsReporting for Energy IOUs

Multiple partiescommentedn the Draft ResolutionrequirementhatenergylOUs
projectthenumberandpercentagef customersligible for disconnectiorafter June30,
2021in their TransitionPlans. PG&E arguedthataccuratelyprojectingthe numberof
customerligible for disconnectiomultiple monthsin the future wasnot possibleand
urgedthe Commissiorto eliminatethis requirementSoCalGasrguedhatsucha
projectioncould be madepursuanto specific,quantifiableitems,suchasthe numberof
customersith arrearageslderthana certainthreshold put thatdisconnectioralso
dependsiponsubjectivefactorsthatcannotbe capturedn thetransitionplan.

SDG&E notedin its OpeningCommentghatits ongoingCustomeidnformationSystem
upgradewould preventthe companyfrom implementingnewbilling andprocesshanges
until the conclusionof arequired‘stabilizationperiod” to reducesystemiaisk, but
SDG&E’s Reply Commentdid notidentify thereportingrequirementsn the Draft
Resolutionasareasf concern.

We agreewith SoCalGas’argumenthatrequiringlOUs to reportthe numberof
customersnatchingdefined,quantifiablecriteriawill be moreeffectivein estimatingthe
numberof customerst potentialrisk of disconnectiorafterexpirationof the Emergency
CustomerProtectionsAccordingly,the Resolutionis revisedto requirethefour large
IOUsin theirtransitionplansto reportby ZIP codethe numberof uniquecustomers
matchingdefined,quantifiablecriteria,andpercentagef total uniguecustomersn the
ZIP codethenumberrepresents.

We believethefor the numberof customergby ZIP for largeenergylOUs) requiredin
thetransitionplansasdescribedcherewill notrequireSDG&E to makeanychangego the
CustomeidnformationSystem SinceSDG&E is alreadyrequiredto providedataon
customergy variouscategorie®f ageandsizeof arrearagesn a monthly basispursuant
to R.18-07-005SDG&E shouldbeableto providethis informationin its TransitionPlan.

DisconnectionsMonthly Cap Calculation Methodology for Energy I0Us

JointConsumergommentedhatenergylOUs shouldberequiredto implement
methodologicathangeso the calculationof their annualdisconnectiorcaps. Joint
Consumersotethattherolling capmethodologydescribedn D.20-06-003usesthe
previous12 monthsof reporteddisconnectionso establisheachlOU’s numberof
allowabledisconnectionsandthe 12 monthsof zeroreporteddisconnectionsvill result
in amuchhighernumberof allowabledisconnectiongn the monthsfollowing thelifting
of theemergencyustomeiprotectionghanwould havebeenpermissiblaf I0Us had
continueddisconnectingustomerst normalrates. JointConsumerproposewo
alternativemethodologieso modify calculationof therolling capthatwould lower the
effectivenumberof allowablemonthly disconnectiongor eachlOU.
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Multiple parties,includingPG&E, SCE,SDG&E, andSoCalGastepliedto Joint
Consumerandarguedthatthe Commissiorshouldnot modify the capcalculation
methodology.PG&E, SoCalGasandSCEarguedhatthe establishmendf the
disconnectiortapcalculationin D.20-06-003makesthis Resolutionaninappropriate
mechanisnifor modificationof the capcalculationmethodologyandtheyindicateda
Petitionfor Modification to D.20-06-003wvould be the appropriatanechanisno modify
the capcalculationmethodology.PG&E, SDG&E, andSCEfurtherindicatedthatthere
wasnorisk of apotentialsurgein disconnectiond the capmethodologystaysasis,
citing operationabhndpolicy constraintsincluding constraintsiewly imposedsince
adoptionof D.20-06-003thatwould preventOUs from performingunusuallylarge
numbersof disconnectiongammediatelyfollowing expirationof theemergencyustomer
protectiong?

We agreethatthis Resolutionis not the appropriatesehicleto modify the capestablished
in D.20-06-003. Thereforewe encouragehelOUsto utilize thetransitionplanprocess
describedn this Resolutionandall reasonabl¢oolsat their disposaljncludingthe many
newrequirement&stablishedby D.20-06-003yoverningdisconnectionspo ensurehat
thereis no suddersurgeof disconnectionsvhenthe emergencyustomeiprotections
expire.

Draft Transition Plan Timing and Content

SoCalGasequestedhedrafttransitionplan,dueon February25thfor LIOB review,be
in theform of a high-leveloutline. SoCalGastatedt will haveinsufficienttime to
developthe detailedoutreachanddatafor the transitionplan.

CWA seeksadditionaltime beyondthe February25" draft transitionplandeadlinefor
IOUs to developa robustandthoughtfultransitionplan.

JointConsumersepliedto commentghattherequiredwaterlOUs transitionplans“need
to containoptionsto easecustomer®ut of a moratoriumandprovidewaysfor themto
remainconnectedo servicebeforereturningto a newstatusquoasrequiredoy SB 998"
andareopento alimited extensiorof no morethan30 daysin thefiling of thetransition
planadviceletters.

22 New policiesorderedn D.20-06-003hatrestrictenmassealisconnectioninclude
requirementshatenergylOUs mustoffer customerd 2-monthpaymentlansandensure
customersreenrolledin all utility-administeredenefitprogramseforedisconnectionlOUs
arealsoprohibitedfrom disconnectingustomersvith a pendingLIHEAP pledge,andlOUs may
notdisconnectustomersvhentemperatureareforecasto exceedlOOdegreed-ahrenheibver
a72-hourlook-aheaderiod.lOUs alsomay not exceeda monthly disconnectionmateof 30
percentin anyZIP code.
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JointConsumersepliedthatacceptingSoCalGas’sequesto deliverahigh-leveloutline
runstherisk that“lOUs couldsubmitanoutlinethatis devoidof any meaningful
implementationnformationfor the LIOB’s review,” resultingin final transitionplans
lackingmeaningfulinput from the LIOB andotherstakeholdersyhichwould bean
“unacceptableesult.”

The CommissiorrejectsCWA's requesfor additionaltime. Thesubmissiorof adraft
on February25,2021is designedo allow the LIOB the opportunityto reviewthewater
andenergylOU transitionplanstogether. Allowing a delay,perthe CWA requestwould
forcetheLIOB to delegatepresentationo andinputfrom LIOB to afollow-on
subcommitteeneetingandthe waterlOU transitionplanswould thusnot benefitfrom
full LIOB membershimndpublicengagement.

The CommissioralsorejectsSoCalGastrequesto submita high-leveloutlineon
February25,2021. The submissiorshouldfollow the contentrequirementsaid outin
theadoptedResolution. Justlike implementingthetransitionplaneffectivelywill require
effectivecollaborationandcoordinationdevelopingthe transitionplan shouldallow for
effectivecollaboration. Submittinga draft thatfully respondgo the contentrequiredby
this Resolutionis necessaryo allow theiterationwith, andreactionfrom, other
knowledgeabl@ntitiesto ultimatelydeliverafinal transitionplanto the Commissioron
April 1,2021.

Transition Plan Implementation Timing

GreatOaksarguedthatDraft ResolutionM-4849 offersno factsindicatingthatthe
additional75 daysof emergencyustomeiprotectionswill provideutility customersvith
thekind of assistancéheywantor need.

With respecto GreatOaks’commentsthe Commissiorhasnotedabovethe slow
recoveryof California’seconomyandthe attendantisk thatresidentiakkndsmall
businesgustomerwill continueto havein payingtheirbills. Theadditional75 days
will providetime for developmentapprovalandimplementatiorof activitiesin the
transitionplansbeforecustomeiprotectionsexpire,thushelpingensurethataffected
customerdavetime to learnaboutandoptinto availablebill assistancprogramsbefore
they mayfacedisconnection.

CalCCAreferredto transitionplans“that will beimplementediponexpirationof the
existingcustomeiprotections."However,the Commissiornintends asexhibitedby
requiringAdvice Letterson April 1, 2020,thattransitionplanimplementatiorstartprior
to the expirationof customeiprotectionsn orderto be effectivein reachingthetransition
plans’goalto “effectively easecustomerghroughatransition... by proactively
communicating.” Implementatiorwill first requireapprovalof transitionplan Advice
Letters.Thereforeto allow for timely dispositionof the Advice Letterfor
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implementatiorto begin,the Commissions requiringlOUs submitcompleteddraft
transitionplans,notjustoutlines,for pre-reviewby the LIOB andCommissiorstaff prior
to thefinal Advice Lettersubmission.

Including Other Programsin Transition Plans

The JointConsumersecommendethatIOU transitionplansalsoincludeinformationon
andpromotethe availability of anyadditionalutility assistancerogramsgo the extent
theseresourcedecomeavailable suchasthefederalLow IncomeHomeEnergy
Assistancé’rogramthe newfederalEmergencyRentalAssistancd’rogramthatcanbe
usedto payfor utility arrearagegincludingbothenergyandwater)andcurrentpayment
obligations,andthe new$638million federalLow-IncomeDrinking WaterandWaste
WaterAssistancd’rogramto helplow-incomehouseholdsvith waterarrearageand
currentwaterbills.

GreatOakscommentedhatif any CommissiorRulemakingsareaddressingcOVID-19
pandemiemergencyssuege.g.,thecurrentphaseof R.17-06-024s addressing
pandemiemergencyssues)futuredecisionswill likely affectandmayrequirechanges
to the substancef Draft ResolutionM-4849.GreatOaksrequestedhatif any
Commissiordecisionsareissuedthatthosedecisionsaddressany neededevisionsto the
Resolution.

CWA commentedhatif anypotential COVID-19 relief packagas passedn the United
StatesCongressthe Commissiorshouldtakealeadrole in ensuringthatsuchfundingis
properlyadministeredo helpaddresshefinancialchallengesandimpactsof COVID-19.
In particular, CWA askedthe Commissiorto ensurehatcustomer®f Commission-
regulatedvaterlOUs arenot unfairly excludedfrom anyfunding.

SoCalGagespondedhatit is opento JointConsumersproposako includeinformation
andpromotethe availability of otherutility assistanc@rogramsputwith some
limitations. SoCalGastatedthatincludinginformationin paperdocumentd$o customers
will taketime, andthatpromotionvia webpageupdatewill be moreefficient for
programghatareonly availabletemporarily,suchasfederalrelief funding. SoCalGas
alsorecommendethatenergylOUsnot berequiredto promoteunrelatednon-energy
programs.

It is notin the scopeof this Resolutionfor the Commissiorto assignitself theleadrole in
ensuringthatfunding from any potential COVID-19 relief packages receivedand
properlyadministerecandno Commission-regulateDUs areunfairly excludedirom
federalfunding.

At aminimum,lOUs’ transitionplansmustpromoteprogramsavailableto assistheir
customersn managingpaymentgo their utility bills. Also, IOUs mustdesigntheir

364581188 29



Resolution M-4849 DRAFT February 11, 2021

transitionplanswith sufficientflexibility to allow newutility-administereccustomer
assistancerogramgo beincorporatednto the ME&O strategyevenafterthetransition
planis approved.If aCommissiondecisiondirectsthe mannerin which IOU transition
plansshouldbe adjustedo reflecta newprogram,|OUs shallfollow thatdecision’s
requirements.

IOUs shouldalsoincludeinformationon anyfederalrelief fundsthatareor maybecome
availableto assistcustomersn payingtheir utility bills. Finally, while IOUs do nothave
adirectrole in supportingcustomeiaccesso othernon-utility federalfunds,building the
customersawarenessf thosefundsstill ultimately supportghe customersability to pay
their utility bills. If acustomeis ableto acces$undsor relief to makepaymenton
anotherill, theywill havemorefundsremainingin their householdudgetto paytheir
utility bill. Wherepracticalandwith minimal to noincrementatost,|OUs mayalso
electto inform customer®f theseopportunities.

Themonthlyreportingshallincludea detailedsummaryof any changesnaderelatedto
suchadditionsto the ME&O activitiesandmaterialsasadditionalprogramdo assist
customerdvecomeavailable.

Similarities and DifferencesBetweenlOUs’ Transition Plans

SoCalGasaidit understandthe desirefor consistencyacrosdOUs. However,SoCalGas
recommendethetransitionplanrequirement$®e consideredecommendationsather
thanprescriptionsn orderto allow the IOUs operationaflexibility . SoCalGas
recommendethatthelOUs be giventhe optionto providetransitionplancontentmore
conduciveto thelOU'’s billing systemconstraintsFinally, SoCalGaslesireshe
Commissiorrecognizethe needfor differencedn someelementsf its outreachand
timelinesdueto the differentseasonagffectsin differentjurisdictions

In SoCalGasReply CommentsSoCalGasecommendethe IOUs be permittedto make
decisionon placementcommunicatiorchannelsandfrequencyof ME&O basedn
availability andresources.

The Commissiordoesnot find theareagrescribedn the ME&O strategyasoverly
prescriptive nor thattherequirement®f thetransitionplanlimit operationaflexibility.
Therequireditemslistedarehigh-levelandmustbeincludedby the IOUs in their
transitionplans,but detailson howthe |IOU will addres®achrequireditemis opento the
IOUs’ design. The Commissiordirectsthe IOUs to considerothersolutionsto align with
otherlOUs’ successfuME&O strategiesbut alsounderstandaligningwith current
operationapracticesof thelOUs maybetheleastcostsolutionandthattherearereasons
thatalOUs transitionplanwould havedifferences. The Commissiorthusaddsthatas
thelOUs compareheir transitionplanswith eachotheratfterfiling their draftson
February25,the lOUs work togetherto prepareo presentransitionplansto the LIOB as
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describedn the section“ProcessRequirement$or TransitionPlanAdvice Letter
DevelopmenandSubmission.”

CommentsWithin the Scopeof Another Proceeding

QCSarguedn Reply Commentghatthe Commissiorshouldpursuesolutionsthat
reducecustomeiarrearageduringthe pandemicratherthanspreadingarrearagesvera
12-monthpaymeniplanthatcustomersnaybe unableto afford. QCSstatedthat,with
theexceptionof CARE programsEnergySavingsAssistancd ESA) programcontractors
arenotallowedto promoteor offer or enroll for programsoutsideof ESA. QCSalso
contendedhatmostof the IOUs havereducedheir ESA budgetsandaskedhatthe
IOUs beinstructedto maintainthe samelevel of funding for ESA aswasapprovedand
plannedfor 2020. QCSarguedthatanexceptionbe madeto allow ESA Contractorgo
promoteandoffer to enroll customersn Commission-approveprogramsoutsideof ESA
duringthe pandemicandwhile recoveringfrom the pandemicandthatthoseprograms’
budgetsshouldbeartheir shareof anyreasonableostsof providingthis service. QCS
requestedhat ESA shouldbetargetedo low-incomefamiliesin arrearsandthatall
IOUs reportthe extentof ESA enrolimentdor CARE andeachof the otherprogramsas
PG&E does.

The Commissiomotesthat QCSraisedtheseissuean Reply Commentsto which other
stakeholderfiavenot beenableto respond.Regardlesshe Commissioris unableto
adoptQCS’ suggestionbecausgpaymeniplanoptionsto managecustomeiarrearages
andCARE andESA programsandbudgetsareproposedandadoptedn formal
proceedingge.g.,thedisconnectionproceedingR.18-07-005andthe consolidated
CARE andESA programandbudgetapplicationsA.19-11-003).The Commissions
precludedrom creatingor alteringpolicy determinationsn the scopeof those
proceeding this Resolution. With respecto QCS’ requesthatthelOUs leverage
ESA experiencavith low-incomecommunitiesvhendesigningtheirown ME&O
strategieslOUs arefreeto considemwhetherandhow the ESA workforcemay support
ME&O effortswithin the existingESA programrulesandbudgets.

FINDINGS

1. OnMarch4,2020,GovernorNewsomdeclareda Stateof Emergencyn California
relatedto COVID-19.

2. OnMarch19,2020,GovernorNewsomorderedCaliforniansto shelterin placeexcept
to meetessentiaheeds.

3. Themoratoriumon disconnectiongor non-paymentor residentiandsmallbusiness

waterutility customersn GovernoNewsom’sExecutiveOrderN-42-20is
independentrom the customeiprotectionsadoptedn R.18-03-011landextendedn
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this Resolutionandappliesto waterutilities bothwithin the Commission’s
jurisdictionandthoseoutsideof the Commission’gurisdiction.

4. Socialdistancingandshelter-in-placeequirementfiaverequiredthe closureof non-
essentiabusinesseandresultedn layoffs.

5. 54 countiesyepresentin@9.9%of California’spopulationarein the mostrestrictive
tier of California’sreopeningoadmap.

6. Theregionalstayathomeorderandovernightcurfewwerelifted on January25,2021.

7. Californiahasrecoveredessthanhalf of thenonfarmjobsit lostearlyin the COVID-
19 pandemic.

8. Lingeringunemploymentueto the COVID-19 pandemicreatesarisk that
residentiandsmallbusinessustomergnay continueto fall behindon utility
paymentghroughno fault of their own.

9. TheCaliforniaDepartmenbf PublicHealthexpectgo be ableto vaccinatemost
CaliforniansagainstCOVID-19 by summer2021.

10. Dr. AnthonyFaucipredictsthatthe United Statescouldreachearly herdimmunity
by springor summer2021.

11.The CommissiorhaspreviouslyissuedResolutionandopenedrulemakinggo
addressighly disruptiveeventsmostrecentlyin responsehe devastatingvildfires
in NorthernandSouthernCalifornia.

12.1n responséo thereoccurringnaturalandmanmadalisastersthe Commission
openedrulemaking(R.) 18-03-011andadopteccustomelprotectionmeasures
adoptedn decisiongD.)19-07-015andD.19-08-025.

13.Havingaccesdgo essentialtility serviceds critical to maintainingCalifornians’
healthandsafetyduringthe COVID-19 pandemic.

14.In orderto continueto assisiCaliforniansaffectedby the ongoingCOVID-19
pandemicijt is reasonabléo providecontinuityandconsistencyetweenall utility
actionsrelatedto the pandemidoy extendingthe effectivenessf the customer
protectionmeasuresrderedn ResolutionM-4842throughJune30,2021,andthe
Commissiorreservesanoptionto extend.

15. Thenumberof customersn arrearsandthearrearag@amounthasincreased
significantly sinceMarch2020.
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16. Challengesndsolutionsto transitioningoff the EmergencyCustomerProtections
werepresente@t CPUC-hostedvorkshopson October30 andNovemberl2,2020.

17.TheEmergencyCustomerProtectionsextendedo communicationgustomersn
ResolutionM-4842did notincludea moratoriumon disconnectiongor nonpayment,
howeverthe Commissionmposeda 90 day moratoriumon disconnectiongor non-
paymentor communicationgustomersn ResolutionM-4848,thereforewe
determinghatoutreacho customersoncerninghe expirationof the Emergency
CustomerProtectionss sufficientandthatcommunicationgorporationsarenot
requiredto file transitionplans.

THEREFORE, IT IS ORDERED that:

1. Electric,gas,communicationsandwatercorporationsubjectto this Resolutionshall
continueto applythe customeiprotectionmeasure$or residentiaandsmallbusiness
customersadoptedn D.19-07-015andD.19-08-025asorderedby ResolutionM-
4842 ,throughJune30,2021.

2. Electric,gas,communicationsandwatercorporationsubjectto this Resolutionshall
file aTier 1 Advice Letterno laterthan10 daysafterthis Resolution’sapproval
demonstratingompliancewith the extensiorof EmergencyCustomeiProtectiongo
June30,2021. Shouldanyof the actionsutilities aretakingto implementEmergency
CustometProtectionsieedberevisedfrom alreadydisposedResolutionM-4842
Advice Lettercompliancdilings, or if certaincustomeiprotectionsvereinapplicable
duringthe pandemicandnot alreadynotedandacceptedssuchin prior filings, these
revisionsshouldbe notedin the complianceAdvice Letterto this Resolution. Electric
andgascorporationshallservecopiesof the Advice Lettersto R.18-03-011A. 14-
11-007,A.15-02-001 A.19-11-003 A.20-03-014 R.15-03-010R.18-07-006R.18-
07-005,R.12-06-013andA.19-09-014proceedingservicelists. Watercorporations
shallservecopiesof the Advice Lettersto R.18-03-01JandR.17-06-024oroceeding
servicelists. Communicationsitilities shall servecopiesof the Advice Lettersto the
R.18-03-011proceedingservicelist.

3. Commissiorstaffwill reviewtheTier 1 Advice Lettersfor compliancewith the
customerprotectionmeasureadoptedn D.19-07-015andD.19-08-025%and
ResolutionM-4842 andthis Resolution.

4. Theelectric,gas,communicationsandwatercorporationsubjectto this resolution
shallcontinueto conductcommunityawarenesandpublic outreachof the customer
protectionmeasureadoptedn D.19-07-015andD.19-08-025asorderedn
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ResolutionM-4842,consistentvith therequirement®f D.19-07-015D.19-08-025,
andD.20-03-0042

5. Electric,gas,andwatercorporationsubjectto this Resolutionshalleachfile Tier 2
Advice Letterwith their transitionplansfor the expirationof EmergencyCustomer
Protectiondy April 1, 2021.Thetransitionplansshallincludel) atimeline of new
startandresumedactivities,2) a marketing,educatiorandoutreach ME&O) strategy,
3) anexplanatiorof theactivitiestimelineandME&O strategyaccountgor
complianceandsafety,and4) a progresgrackingandreportingplan. Thegoalof the
transitionplanis to proactivelyenroll customersn programgo manageheir utility
bills andinform relevantcustomer®f the changedo programsheyarealreadyon, to
effectivelyeasecustomerghougha transitionoff of EmergencyCustomerProtections
(and,in the caseof waterlOUs, the future expirationof the disconnectmoratoriumin
the Governor’'sexecutiveOrderN-42-20) Electricandgascorporationshallserve
copiesof the Advice Lettersto R.18-03-011A. 14-11-007A.15-02-001 A.19-11-
003,A.20-03-014R.15-03-010R.18-07-006R.18-07-005R.12-06-013andA.19-
09-014proceedingservicelists, andthe servicelist of any newproceedingestablished
to AddressEnergyUtility CustomeBill DebtAccumulatedDuring the Coronavirus
PandemicWatercorporationshallservecopiesof the Advice Lettersto R.18-03-011
andR.17-06-024proceedingservicelists.

6. By February25,2021,electric,gas,andwatercorporationsubjectto this Resolution
shallsubmitdraftsof TransitionPlanAdvice Lettersto CPUCstaff
(Gillian.Weaver@cpuc.ca.gpwho will sharethemwith the LIOB.

7. Thisorderis effectivetoday.

| certify thattheforegoingresolutionwasadoptedoy the California Public Utilities
Commissioratits regularmeetingof Februaryl1,2021andthefollowing
Commissionerapprovedavorablythereon:

RachelPeterson
ExecutiveDirector

20 Therequirementsn D.19-08-025applyto the communicationserviceproviders. The
requirementsn D.19-07-015%andD.20-03-004applyto the electricalcorporations.The
requirementsn D.19-07-015applyto the naturalgasandClassA andClassB water
corporations.
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