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2025 GRC Summary
(Constant 2022 $000)

Beginning of Workpapers for:

Exhibit: SCE-03 Customer Interactions

Volume: 3 - Customer Programs and Services

Business Planning Element: Customer Care Services

Activity: Customer Experience Management

Witness: Jendy Burchfield

Cost Type Recorded/Adj. 2022 Forecast 2025

Labor 7,641 8,326
Non-Labor 10,070 14,406
Other 0 0
Total 17,711 22,732

Due to rounding, totals may not tie to individual items.

Description of Activity:

This activity consists of costs related to the overall coordinated strategies and efforts that focus on customer engagement,
satisfaction, and experience. CEM sub-activities include (1) customer education and outreach, (2) digital operations and
management, and (3) customer experience insights and analytics.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Exhibit:
Volume:

Business Planning Element:

Forecast Methods - Summary of Results of Methods Studied
(Constant 2022 $000)

SCE-03 Customer Interactions

3 - Customer Programs and Services

Customer Care Services

Activity: Customer Experience Management
Witness: Jendy Burchfield

Cost Recorded/Adj.

0S| e
Typ 2018 2019 2020 2021 2022
Labor 7,448 8,377 6,846 7,847 7,641
Non-Labor 12,453 10,631 8,455 13,881 10,070
Other 0 0 0 0 0
Total 19,901 19,009 15,300 21,728 17,711
Results of Linear Trending
Cost Type 3 Years: 2020 - 2022 4 Years: 2019 - 2022 5 Years: 2018 - 2022
$ | r2* $ | 2% $ | r2*
Labor 9,036 0.57 7,135 0.06 7,560 0.00
Non-Labor 14,033 0.08 12,444 0.05 10,340 0.01
Other 0 0.00 0 0.00 0 0.00
Total 23,069 N/A 19,578 N/A 17,900 N/A
Results of Averaging
Cost Type 2 Years: 3 Years: 4 Years: 5 Years:
2021 - 2022 sd** 2020 - 2022 sd** 2019 - 2022 sd** 2018 - 2022 sd**
Labor 7,744 103 7,445 432 7,678 550 7,632 501
Non-Labor 11,976 1,905 10,802 2,275 10,759 1,971 11,098 1,889
Other 0 0 0 0 0 0 0 0
Total 19,720 N/A 18,247 N/A 18,437 N/A 18,730 N/A
Last Recorded Year
Cost Type
2023 2024 2025
Labor 7,641 7,641 7,641
Non-Labor 10,070 10,070 10,070
Other 0 0 0
Total 17,711 17,711 17,711
Itemized Forecast
Cost Type
2023 2024 2025

Labor 0 0 0
Non-Labor 0 0 0
Other 0 0 0
Total 0 0 0

*r2 = R Squared (Based on recorded years data)

** sd = standard deviation (Based on recorded years data)

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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2025 GRC Selected Forecast Method
(Constant 2022 $000)

Exhibit: SCE-03 Customer Interactions
Volume: 3 - Customer Programs and Services
Business Planning Element Customer Care Services

Activity: Customer Experience Management
Witness: Jendy Burchfield
Recorded/Adj. TY Fi t
Cost Type /Adj Forecast Selected Forecast anr;’(r;::zs')
2018 2019 2020 2021 2022 2023 2024 2025 Method | ($000) from 2022

Labor 7,448 8,377 6,846 7,847 7,641 8,783 8,955 8,326 [LRY + Adj 8,326 685
Non-Labor 12,453 10,631 8,455 13,881 10,070 9,630 16,064 14,406 [LRY + Adj 14,406 4,336
Other
Total 19,901 19,009 15,300 21,728 17,711 18,413 25,019 22,732 22,732 5,021

Due to rounding, totals may not tie to individual items.

Analysis of Forecasting Methods

Analysis of Last Recorded Year:
In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have been relatively stable for three or
more years, the last recorded year is an appropriate base estimate

Other Forecast Methods not Selected

Linear Trending:

In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have shown a trend in a certain direction
for three or more years, the last recorded year is an appropriate base estimate. Recorded expenses for this activity have not shown a
strong trend, so the linear trending method is not appropriate to forecast the 2025 Test Year.

Averaging:

In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have significant fluctuations from year to
year, or expenses are influenced by external forces beyond the utility’s control, an average of recorded-expenses is appropriate.
Recorded expenses in this a activity have not shown significant fluctuations, therefore, the averaging methodology was not used as the
basis for estimating the 2025 Test Year.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Exhibit:
Volume:
Business Planning Element:

2025 GRC Year Over Year Variance
(Constant 2022 $000)

SCE-03 Customer Interactions
3 - Customer Programs and Services
Customer Care Services

Activity: Customer Experience Management
Witness: Jendy Burchfield
Recorded/Adj. 2018-2022 / Forecast 2023-2025
$30,000
$20,000
oo M am W m m
$0
2018 2019 2020 2021 2022 2023 2024 2025
OL mNL @O
Recorded/Adj.
Cost Type J Forecast
2018 2019 2020 2021 2022 2023 2024 2025
Labor 7,448 8,377 6,846 7,847 7,641 8,783 8,955 8,326
Recorded / |[Non-Labor 12,453 10,631 8,455 13,881 10,070 9,630 16,064 14,406
Forecast | per 0 0 0 0 0 0 0 0
Total 19,901 19,009 15,300 21,728 17,711 18,413 25,019 22,732
Labor Prior Year Total 7,448 8,377 6,846 7,847 7,641 8,783 8,955
Change 930 (1,532) 1,002 (206) 1,142 172 (629)
Total 8,377 6,846 7,847 7,641 8,783 8,955 8,326
Non-Labor | prior Year Total 12,453 10,631 8,455 13,881 10,070 9,630 16,064 |
Change (1,822) (2,177) 5,426 (3,810) (441) 6,434 (1,658)
Total 10,631 8,455 13,881 10,070 9,630 16,064 14,406 |
Other Prior Year Total 0 0 0 0 0 0
Change 0 0 0 0 0 0
Total 0 0 0 0 0 0
Total Change | prior year Total 19,901 19,009 15300 21,728 17,711 18,413 25,019
Change (892) (3,708) 6,428 (4,017) 702 6,606 (2,287)
Total 19,009 15,300 21,728 17,711 18,413 25,019 22,732

Due to rounding, totals may not tie to individual items.

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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Exhibit:
Volume:
Business Planning Element:
Activity:
Witness:

2025 GRC Forecast Commentary
(Constant 2022 $000)

SCE-03 Customer Interactions

3 - Customer Programs and Services
Customer Care Services

Customer Experience Management
Jendy Burchfield

Summary of Changes: See Testimony

Recorded/Adj.
Cost Type /Ad] Forecast
2018 2019 2020 2021 2022 2023 2024 2025
Labor 7,448 8,377 6,846 7,847 7,641 8,783 8,955 8,326
Recorded / [Non-Labor 12,453 10,631 8,455 13,881 10,070 9,630 16,064 14,406
Forecast
Other 0 0 0 0 0 0 0 0
Total 19,901 19,009 15,300 21,728 17,711 18,413 25,019 22,732

Due to rounding, totals may not tie to individual items.

Recorded (2018-2022)

See Testimony

Forecast (2023-2025)

See Testimony

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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Supplemental Workpapers
Customer Care Services — SCE Community Based Organization (CBO) Partners

Reference: SCE-03, Vol. 03

The list below includes 113 tier 1 incentivized CBOs SCE includes in its Request for Proposals
(RFP).

Order Org Name Address Tity State]  Zip| T WMP | WMP-AFN| PSR
1| ABC Hopes 1831 Commerce Street, Suite 103 |Corona CA | 92878 x
2| Access California Services 631 S. Brookhurst Street Suite 107 | Araheim CA | 92804 x
3| Active San Gabriel Valiey 10900 Mulhall Street €l Monte CA | 91733 x x
3| Adventizt Heakh Bakersfeld (aka Sar PO Box 1759 Bakersfeld CA | 93302] x
5| Adventist Heakth Delano 1401 Garces Highway Delano CA | 93215 x
6| Adventist Heakh Tehachapi Valley | 1100 Magellan Tehachapi CA | 93561 x
7| Agua Dulce Women's Club (ADWC) 33201 Agua Dulce Caryon Rd Agua Duice CA | 91390) x x
8| American Gl Forum Education Found 702 £ £l Camino Street Santa Maria CA | 93454] x
9| Angels for Sight 920 N. Alameds St. Compton CA | 90221 x
10| Arowhead United Way 646 N. D Street San Bernardino | CA | 92401 x
11| Asian Pacific Community Fund of Sod 1145 Wilshire Bivd Los Angeles CA | 90017] x
12| Asian Youth Center 100 West Clary Avenue San Gabriel CA | 91776 x
13| Bakersfield Arc 2240 S. Union Averue & feld CA | 93307 x
14| Barstow Senior Ctizen Center 555 Melza Ave Barstow A | s2am x
15| Beeyond Prepared Po Box 311200 fortana CA | %2301 x
16| Big Brothers Big Ssters of the Inland|2155 Chicago Avenue, Suite 100 | Riverside CA | 92507 x
17| Big 8 Big Seters of Ventura C¢ 555 Arport Way, Suite D Camarilo CA | 93010 x
18| Bishop Paite Tribe 50 Tu Su Lane Bzhop CA | 93514] x
19| Boys & Girls Club of Greater Ventura| 6020 Nicolle St., Suite D Ventura CA | 93003 x x
20| Boys & Girls Cub of Santa Clarita Val 24909 Newhall Ave. Santa Clarita A | 9131 x x
21| Boys & Girls Clube of the San Gorgod PO Box 655, & CAR23 B CA | 92223 x
22| Beain Injury Center PO Box 1477 Camarilo CA | 9301 x
23| BREATHE California of Los Angeles C{ 5858 Wikshire Bhvd, Suite 300 Los Angeles CA | 90036 X
24| Buiding Resifient Communities 301 N. Sh Street Ste 312 Redlands A | 92374 x
25| California Coundil of the Blind 2143 Hurley Way #250 CA | 95828 x
26| California Wildiife Center PO Box 2022 Malibu CA | 90265] x
27| Cathedral City Senior Center 37171 West Buddy Rogers Ave C City CA | 92234 x
28| Central Vientura County Fire Safe Co 3451 Foothill Rd #207 Ventura CA | 93004] x
25| Coachela Valley Economic P: h3111 E. Tahquitz Canyon Way Palm Springs CA | s2262] x
30| Community Access Center 6848 Magnola Ave Riverside CA | 92506 x
31|C ity Action ip of Ke{ 5005 Business Park North Bakersfeld CA | 93309) x
R2|C ity Action Partnership of Ord 11870 Monarch St Garden Grove CA | s2841 x
33| Community Environmental Council |26 West Anapamu Street Santa Barbara CA | 93101 x
34| Conejo Valkey Senior Concerns 401 Hodencamp Rosd Thousand Osks | CA | 91360 v x
35| Congress of California Seniors 1230 N Street CA | 95814 x
36| COR Community Development Corpdd’s Tesks Invine A | 92618 x
37| Corona-Norco United Way 1P.0. Box 1809 Coroma CA | 92878 .
38| Crerhaw Famiy YMCA 3820 Sants Rosala Drive Loz Angeles CA | 90008 x
39| Day One 175 N. Eucid Ave Pazadena A | 9101 x
40| Dayle zh Center for the Disabl 501 North Brookhurst Street, Suite 1{Arahei CA | 2801 x
41| Disabiity Rights Legal Center 350 S. Grand Ave Loz Angeles CA | 90071 x
42| Disabled Resources Center, Inc. (DR 2750 East Spring Street, Suite 100 |Long Beach CA |902806 v x .
43 East LA Reing 324 N. McDonnell Ave Los Angeles CA | 90022] x
44/ East San Gabriel Valley Jap Cort 1203 West Puente Avenue West Covina CA | 917%0) x x
45| 6 Conciio Family Services 301 South C Street Onard CA | 93030 x
46| Emergency Los Angeles, Inc|5211 E Washington Bhvd C CA | 90040 x
47| EXCEED 1285 North Santa Fe St. Hemet CA | 92544] x
48| Foothill Unity Center, Inc. 790 W. Chestrut Avenue Monrova CA | 91016] x
45| Goodwill of Orange County 410 N Fairview St Santa Ana A | 92703 x
50| GRID ives Greater Los Angeld 1338 South Flower St Los Angeles CA | 90015] x
51| Grozsman Burn Foundation 23679 Calabasas Road, Suite 270 |Calab CA | 91302] x
52 e 3477 Fletcher Ave. £] Monte A | 91731 x x x
53| High Sierra Energy Foundation PO Box 3511 Mammoth Lakes | CA | 93546 x x
54| Hope Through Housing Foundation |9421 Haven Ave Rancho C CA | 91730) x
55 a Brosdaasting 3711 N. Long Beach Bhvd. #5044 |Long Beach CA | 90e07] x
56| Muman Senvices Association 6900 Florence Ave. Bell Gardens CA | 90201 x
57| IECAAC (Inkand Empire C d A{1505 W. Highland Ave - Suite #2  |San g CA | s2411 x
58/Imagine LA (legal name: Imagine Los|672 S Lafayette Park P Ste 28 Los Angeles CA | 90057] x x
59|Independent Living Center of Kern ({251 Office Park Dr |Bakersfield CA | 93309 x
€0/ Inland Empire United Way 9644 Hermom Avenue |Rancho | CA | 91730 x
61/Inland Welinezs Informats 1859 W. Redlands Bivd Redlands CA | 92509 x
2| Kern Fire Safe Coundl [POBos 6572 Pine Mountain Ol CA | 93222 x
63| Kings Community Action Organizatia 1130 N_ 11th Ave. Hanford CA | 93230 x
64]Los Angeles Urban League 4401 Crerchaw Bivd Los Angeles CA | 90043! x
65| Mid Valley Family YMCA 6901 Lennox Avenue Van Nuys CA | 91405 x
66| Millionaire Mind Kads (MMK) 13554 Delaware Road Apple Valle CA | 92308 x x
67| M digena C ity Organ{ PO Box 20543, Ownard, CA 93034 |Ownard CA | 93030| N

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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68| Mojave Valiey United Way P.0. Box 362 Barstow, CA92312  |Barstow A | 92312] x
65| Montebello-C YMCA 2000 West Beverly Boulevard Montebels CA | 90640]
70 in Rim Fire Safe Council PO Box 25682 Rurning Springs | CA | 92382 x
71| Mychals L q Place 4901 W. R Ave Hawth CA | s0250]
72| National Diversity Coalition 318 Westlake Center, Suite 270 Daly City CA | 94018]
73| National Lility C Rights Ass{ 1 W. Manchester Bhvd, Suite 700 glewood CA | 90301
74|\ Housing Corporats 3355 E. Gage Ave Huntington Park | CA | 90255
75| OASIS Center 2 206 W 4th Street, Suite 430 Santa Ana CA | 92701
76| Oi Valley Fire Safe Council 16200 Maricopa Hwy Ojei CA | 93003 x
77| Palos Verdes Peninsula C ty €PO Box 252 Malaga Cove, Palos VerdPalos Verdes CA | 90274] x
78| People for Irvine Community Health | 1505 E. 17th Street, Suite 108 Santa Ana CA | 92708] x
79| Reach Out Basin PO Box 2225 Twentynine Palms| CA | 92277 x
80| Reach Out West End Inc. 1126 W. Foothill Bhd Upland CA | 91786
1/ Rolling Star Center for Independent {2750 E. Spring Street Long Beach CA | 90e06
&2|San Joaquin Valley Clean 4747 N_ First St Suite 140 Fresno CA | 93726) x
83Santa Ana £k Lodge #794 1751 S Lyon Street Santa Ana CA | 92708)
84 SBX Youth and Family Services 12125 Day St. Suite £303 moreno valley CA | 92557
85| Service Center for Independert Life | 107 S. Spring St Claremont A |9 x
86| SET for LIFE, Inc. 256 East Fig Street Monrova CA | 91016] x
87| Social and Environmental Entreprened 23300 Valley Circle Shd. Chatsworth Lake N CA | 91311
88| South County Outreach (SCO) 7 Whatney, Suite B Irvine CA | s2618]
89| Southeast-Rio Vista YMCA 4801 East S8th Street Maywood A | 90270]
90| Scuthem California Rehabiization Se{ 2023 Lincoln Ave Pasack CA | 91103]
91| Speech and Language Development {8699 Holder Averue Buena Park CA | 90620] x
92| Sustainable C PO Box 1502 Claremont CA | 91711]
93| The Forestry and Fire Recruil Pr{110 W 6th St #162 Aum A | 91702]
94 The Sah Army, 3 California corp{ 16941 Keegan Avenue Carson CA | 90746]
95| Today's Woman Foundation PO Box 400250 Hesperia CA | s2340] x
96| T Ares Chamber of G 3480 T Bivd. Sute 305 Torrance CA | 90503]
97|US. Green Buikding Counxil Los Angd 525 S. Hewitt Street Lo Angeles CA | 90013]
96| United Way of the Dezert 73710 Fred Waring Dr, Suite 104 |Palm Desert CA | s2260]
99| United Way of the Inland Valleys | 1836 Chicago Avenwue, Suite 8 Riverside CA | 92507 x
100/ United Way of Tulare County 1601 E. Prosperity Avenue Tulare CA | 93274]
101 Valley Clean Air Now 921 11th Street S CA | 95814]
102 Valley Resource Center for the Retard 1285 North Santa Fe Hemet CA | s2543]
103| Ventu Park Fire Safe Council Inc.  |c/o 158 Midbury Hill Road, Newbury |[Newbury Park & T CA | 91320] x
104| Veterans Legal Institute 2100 N. Broadway, Suite 209 Santa Ana CA | 92706! x
105| Village Sokutions 6 Prado Irvine CA | 2612 x
106| Weingart East Los Angeles YMCA | 2900 Whittier Boulevard Los Angeles CA | 90023
107| Weingart YMCA Wellness & Aquatic {9900 South Vermont Avenue Los Angeles CA | 90044]
108| Westchester Family YMCA {8015 South Sepulveda Boulevard Lo Angek CA | 90045]
109| Western Los Angeles County Counci 16525 Sherman Way, C8 Van Nuys CA | 91406]
110/ YMCA - Chino Valey 5665 Edison Ave Chino CA | 91710]
111| YMCA - Greater Whittier 15740 Starbuck St Whittier CA | s0603|
112 Young Visionaries Youth Leadership 1696 S. Tipp San Bermardino | CA | 92408] x
113 | Youth Action Project 696 S. Tppecance Ave San Bernardino CA | s2408] x

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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Supplemental Workpapers
Customer Care Services — Summary of November 8, 2022 SCE-NDC Meeting

Reference: SCE-03, Vol. 03

The item below is a summary of the November 8, 2022 meeting between SCE and the National
Diversity Coalition

November 8, 2022 NDC/ SCE Meeting Notes

Southern California Edison: Carolyn S., Sarah L, Vinnie T., and Alex G

National Diversity Coalition: Faith B, Prachi K

Recap Previous Meetings and Discuss CBO Engagement and In-Language Outreach:

Final Decision D. 21-08-036 in the CPUC proceeding A.19-08-013 SCE GRC 2021. As per the said
Final Decision, the CPUC included a provision that SCE meets with NDC to identify community-
based organizations to work with for developing its Marketing, Education, and Outreach efforts.

National Diversity Coalition (NDC) was open to this and expressed a willingness to partner with
SCE to identify the community-based organizations (CBOs) which are effective and to help SCE
achieve further outreach in minority and underserved communities.

November 8, 2022 Meeting Notes:

o Started the meeting off with a high-level recap of previous meetings and follow-up
action items.

o Always CC: Prachi when sending information to Faith. This will ensure that
everyone at National Diversity Coalition (NDC) is aware of the different
engagement opportunities available.

o Faith provided positive feedback on how SCE (Carolyn s.) has managed the relationship
and communication between SCE and NDC since taking over these meetings in July of
2022.

¢ Comment from Faith — Opportunity to leverage from NDC's platform with Spectrum to
promote Income Qualified Programs (IQP) and other SCE offerings to both Residential
and Small Business customers.

o Other questions or comments from NDC:

o 1* Comment: Prachi — asked for an update on the Access and Functional Needs
(AFN) proposal submitted. Alex shared that notifications will be sent out by the
end of this week or early next

o 2™ Comment: Faith proposed having a kick-off discussion in 2023 between NDC
and SCE and discuss SCE program offerings and how NDC can support to help
share information with constituents

= Carolyn clarified that any meetings NDC is invited to, NDC staff can attend
to provide feedback but also learn about the different SCE programs and
offerings, as opposed to creating a new meeting to have some of these
discussions.

= NDC can track the meetings their members have attended to identify any
gaps

= NDC confirmed Faith’s email: faith@nationaldiversitycoalition.org and CC:

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Carolyn asked NDC to please provide a list of the NDC members that
should be included in emails coming from NDC

Faith confirmed that a list would be provided after their next Board of
Directors meeting (elections), which takes place on 11/17

o Carolyn shared that NDC can provide us with a list of CBOs, SCE should consider
as a potential external partner

o NDC questioned about in-language outreach: Faith asked for SCE to confirm the
Asian Pacific Islander (API) languages SCE conducts outreach in

Vinnie provided context around in-language compliance education and
outreach and the list of 19 languages
Other SCE.com mainstream pages are only translated into the core
languages
Vinnie also shared additional outreach and education efforts. Such as the
High Fire Risk Areas (HFRA) and Non-HFRA newsletters were sent out
earlier in the year.

e These newsletters are also available in the 19 different languages

previously mentioned

NDC asked if the information on SCE.com can also be shared through the
NDC site. Vinnie confirmed that, yes, if NDC sees the benefit of sharing
these resources, please feel free to do so. Also recommended to
bookmark the (outage center), given the importance and the critical
information that SCE residents may need during an outage
NDC asked for these links to be made available via the email recap.
NDC asked if SCE can provide some sort of written approval, so that NDC
can share SCE information on their website. Vinnie confirmed that no
written approval/document is needed since NDC is an outreach partner,
and the expectation is for this information to be shared.

o SCE team provided a recap of their roles and responsibilities (introductions)

o NDC would like to get more information about SCE's Business Resources Groups,
especially the API group, and identify potential collaboration opportunities.

o Carolyn confirmed there were no outstanding questions or information requested
from NDC on SCE CBO engagement efforts or in-language focus. NDC confirmed
our meetings have met their expectations.

December 9, 2022

During the November 8, 2022 meeting NDC would advise SCE of any CBOs for consideration.
SCE follow-up with NDC on their CBO recommendations for SCE to engage and shared the
listed of CBOs SCE discussed during the November meeting. SCE also follow-up to request the
email address for new 11/17/22 NDC coalition members to add to SCE's CBO communications
and database for continued partnerships.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Billing
Residential Rate Implementation Memorandum Account (RRIMA) Historical Adjustments
(SCE-03, Vol. 3)

(Constant 2022 3000)

SUPPLEMENTAL WORKPAPERS

I;\;Ze Description 2018 2019 2020 2021 2022
1 |Customer Experience Management (CEM)
2 Labor $141 $73 $3 $39 $304
3 Non-Labor 3,709 3,942 313 4,165 2,303
4 Total 3,851 4,016 315 4,203 3,107
5 |Billing Services
6 Labor 0 0 0 0 0
7 Non-Labor 703 353 729 1,311 1,974
8 Total 703 353 729 1,311 1,974
9 |Total
10 Labor 141 73 3 39 304
11 Non-Labor 4,412 4,295 1,042 5,476 4,778
12 Total $4,553 $4,368 $1,044 $5,515 $5,082

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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Supplemental Workpapers
Customer Experience Management — Customer Experience Insights & Analytics Forecast Adjustment

Reference: SCE-03, Vol. 03 — Customer Programs and Services

The non-labor increase of $1,370 million is for the CEM group to further develop customer
insights and analytics capabilities through expanded research, modeling, and experience
design resources.

Estimated Adjusted Spend ($000)
e | Activity 2025 2026 2027 2028
1 Expand Customer Intelligence 370 370 370 370
Customer Segmentation
2
(Residential / Non-Residential) 500 500 500 500
3 Journey Mapping 500 500 500 500
4 Grand Total 1,370 1,370 1,370 1,370

Analysis of Forecast

Expand Customer Intelligence: Estimated cost to subscribe to Acxiom data analytics, based on current pricing.
Includes increased frequency of data updates (from annual to bi-annual) as demographic and psychographic data
utilized in segmentation shifts over time.

Customer Segmentation: Estimated cost of first-party research and data integration for two (2) segmentation
frameworks (residential and non-residential), based on historical costs for first-party research ($200-$300K per
research study).

Journey Mapping: Estimated cost for external support of three (3) additional journey maps, based on historical
vendor costs of similar scope, complexity, and deliverables ($100-$200K per journey map).

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Supplemental Workpapers
Customer Experience Management — Digital Operations and Management Forecast Adjustment

Reference: SCE-03, Vol. 03 — Customer Programs and Services

The non-labor increase of $4.075 million is for the CEM group to shift to Agile Development for
digital projects and enhancements and improve the web accessibility compliance of SCE’s digital
channels.

Estimated Adjusted Spend ($000)
Sne b Activity 2025 2026 2027 2028
' | igital Projects 3825 | 3.825| 3,825 3,825
2 Szggltff‘;g;e?;%:f; Projects 2,700 2,700 2,700 2,700
3 Very Large Digital Projects (1 per year) 1,125 1,125 1,125 1,125
4 | Accessibility Activities 250 250 250 250
5 Production 100 100 100 100
6 User Research 75 75 75 75
7 Annual Audit 50 50 50 50
8 Annual Training 25 25 25 25
9 Grand Total 4,075 4,075 4,075 4,075

Analysis of Forecast

Digital Projects: Estimated cost ranges are as follows: Small - $50,000-$100,000; Medium: $100,000-$300,000;
Large: $300,000-$500,000, Very Large: $750,000 - $1.5 million. Estimated spend for Small to Large Digital Projects
assumes an average cost of $225,000 per project, per quarter, based on median costs for each type of project, and
$750,000 median cost per year for activities related to Very Large Digital Projects. Each project cost range is based on
historical spends for projects of varying degrees of scope and complexity. Agile product / project management
approach assumes SCE will shift to a continuous release process that will allow it to complete, on average, 3 digital
projects per quarter of varying complexity (small to large effort, 90-day cycle time) and one very complex project per
year.

Accessibility Activities: Estimated spend for each of the associated activities is based on historical costs.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Supplemental Workpapers
Customer Experience Management - Digital Operations & Management (DOM) Benefit-to-Cost Analysis

Reference: SCE-03, Vol. 03 — Customer Programs and Services

SCE calculates a benefit-to-cost ratio of 1.33 for its DOM forecast adjustment, which is based on
average historical customer issue resolution handling costs and both historical and forecasted
growth of resolution handling in SCE’s digital channels. Calculations show $5.434 million in
avoided cost benefits from DOM’s requested $4.075 million forecast adjustment.

Historical and Forecasted Self-Service Transaction Volumes and Non-Digital Resolution Handling Avoidance

Line
Item

© o 9 AW N

10

Historical Digital Volume

(A) (B) © (D) (E) (F) ©)
2015 2016 2017 2018 2019 2020 2021

o L
Total Digital Transactions™ 17,834,700 21,937,863 21,861,375 30,151,535 28,992,619 29,555,620 28,788,910

Digital Transactions Requiring Non-Digital Resolution = 5589 155 6,374,750 6,967,680 7,574,610 7,556,068 7,776,795 8,464,822

Benefit-to-Cost Ratio Calculations

Annual Growth Rate: 2015-2019  7.8%
Annual Growth Rate: 2019-2022  4.0%

2025 Forecasted Non-Digital Avoidance Growth Based on

.. . 3 10,667,190
2015-19 Digital Transaction Growth Rate =

2025 Forecasted Non-Digital Avoidance Growth Based on

Forecasted Costs for Avoided Non-Digital Handling Gap

. R 4 9,580,314
2019-22 Digital Transaction Growth Rate~
Avoided Non-Digital Handling Gap 1,086,877

Average cost per non-digital issue resolution® 85

(Line 11 * Line 12) $5.434,385

DOM Forecast Adjustment ~ $4,075,000

Benefit-to-Cost Ratio
(Line 13/Line 14)

Digital transactions include energy usage visits, Outage Center page views, Service Turn On/Off/Transfer requests, payment
transactions on SCE.com, report an outage, online billing enrollments on SCE.com, and password reset.

Estimated volume reflects a blended percentage of digital transactions that may require customers to call the Customer
Contact Center to resolve if customers are unable to self-serve online.

Line 9 calculates the volume of digital transactions that need to be resolved through self-service to meet pre-2020 service
levels. This forecasted total accounts for forecasted volumes for 2023 and 2024 using the same 7.8% growth rate.

Line 10 calculates the volume of digital transactions that are forecasted to be resolved through self-service using the growth
rate calculated for 2019-2022. This forecasted total accounts for forecasted volumes for 2023 and 2024 using the same 4%
growth rate.

This cost reflects the blended lowest cost to serve in a non-self-service channel, specifically live agent support in the
Customer Contact Center (both SCE- and vendor-handled calls). This cost can increase depending on the issue and level of
human intervention required to resolve the issue.

(H)

2022
29,824,533
8,508,202

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson



Workpaper — Southern California Edison / 2025 General Rate Case

15

Supplemental Workpapers
Customer Experience Management — Customer Education and Outreach Forecast Adjustment

Reference: SCE-03, Vol. 03 — Customer Programs and Services

The non-labor decrease of $1,109 million accounts for the closure of the Residential Rate
Implementation Memorandum Account (RRIMA). This forecast also includes increases for the
CEM group to enable better customer engagement and self-service adoption through data
collection, technology development, and targeted outreach, as well as continued support of rate

and compliance communications.

Estimated Adjusted Spend ($000)

Line

e | Activity 2025 2026 2027 2028
Residential Rate Implementation
1
Memorandum Account (RRIMA) (2.118) (2.118) (2.118) (2.118)
2 Self-Service Marketing 670 670 670 670
3 Collect (;ustomer Electronic Contact 350 350 350 350
Information
4 Self-Service Adoption Campaign 150 150 150 150
5 Enable Automation and 170 170 170 170
Personalization
6 | Rate & Compliance Marketing 339 339 339 339
7 Deliver Compliance Notices 189 189 189 189
8 Extreme Weather Communications 150 150 150 150
9 | Grand Total (1,109) | (1,109) | (1,109) |  (1,109)

Analysis of Forecast

RRIMA: Negative adjustment driven by the conclusion of Time-of-Use (TOU) default activities (specifically the
reduction of targeted paid media spend) related to the closure of the Residential Rate Implementation Memorandum
Account (RRIMA) on December 31, 2024. Certain and limited RRIMA-related activities originally funded via the
memorandum account will remain ongoing in the forecast period. Adjustment calculated as the difference between

RRIMA Base Year and continuing activities.

Collect Customer Electronic Contact Information: Estimated cost of up to two (2) direct mail campaigns to non-digital
customers (with a high propensity to convert to electronic channels), including print design, production, and postage,

based on historical costs for similar campaigns.

Self-Service Adoption Campaign: Estimated cost to design and deploy two (2) email series to residential and non-

residential customers promoting self-service products and services based on historical costs.

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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Enable Automation and Personalization: Estimated cost of Salesforce Marketing Cloud licensing fees, adjusted for
expected increases to licensing and vendor maintenance fees to support the technology.

Deliver Compliance Notices: Estimated cost to deliver bill inserts / mandated legal or compliance notices, based on a
historical 6% annual increase in vendor & material costs (2018-2022).

Extreme Weather Communications: Estimated cost includes three (3) emails per weather event to provide customers
with safety information before, during, and after. Includes the email template designs, copywriting, production, and
deployment of emails, based on historical costs.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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2025 GRC Summary
(Constant 2022 $000)

Beginning of Workpapers for:

Exhibit: SCE-03 Customer Interactions

Volume: 3 - Customer Programs and Services

Business Planning Element: Customer Care Services

Activity: Customer Programs Management

Witness: Chanel Parson

Cost Type Recorded/Adj. 2022 Forecast 2025

Labor 6,266 8,170
Non-Labor 1,854 3,676
Other 0 0
Total 8,120 11,846

Due to rounding, totals may not tie to individual items.

Description of Activity:

This activity consists of costs for the development, implementation, and maintenance of SCE’s portfolio of customer
programs. Examples of these programs include, but are not limited to: energy information and management programs
(e.g., Budget Assistant and SCE Energy Manager), SCE’s Dynamic Pricing programs, SCE’s Renewable Tariffs and
Interconnection programs, SCE’s Energy Efficiency (EE) and Demand Response (DR) programs, and SCE's customer care
programs (Medical Baseline and Cool Centers).

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson



Workpaper — Southern California Edison / 2025 General Rate Case

19

Exhibit:
Volume:
Business Planning Element:

Forecast Methods - Summary of Results of Methods Studied
(Constant 2022 $000)

SCE-03 Customer Interactions
3 - Customer Programs and Services
Customer Care Services

Activity: Customer Programs Management
Witness: Chanel Parson

Cost Recorded/Ad;j.

0S| e
Typ 2018 2019 2020 2021 2022
Labor 6,213 6,284 8,562 7,389 6,266
Non-Labor 5,116 3,646 2,180 1,663 1,854
Other 0 0 0 0 0
Total 11,329 9,930 10,742 9,052 8,120
Results of Linear Trending
Cost Type 3 Years: 2020 - 2022 4 Years: 2019 - 2022 5 Years: 2018 - 2022
$ | r2* $ | r2* $ | r2*
Labor 2,812 1.00 6,572 0.02 7,547 0.03
Non-Labor 1,248 0.39 (316) 0.72 (1,361) 0.84
Other 0 0.00 0 0.00 0 0.00
Total 4,060 N/A 6,257 N/A 6,186 N/A
Results of Averaging
Cost Type 2 Years: 3 Years: 4 Years: 5 Years:
2021 - 2022 sd** 2020 - 2022 sd** 2019 - 2022 sd** 2018 - 2022 sd**
Labor 6,827 562 7,406 938 7,125 946 6,943 922
Non-Labor 1,759 95 1,899 213 2,336 779 2,892 1,312
Other 0 0 0 0 0 0 0 0
Total 8,586 N/A 9,305 N/A 9,461 N/A 9,835 N/A
Last Recorded Year
Cost Type
2023 2024 2025
Labor 6,266 6,266 6,266
Non-Labor 1,854 1,854 1,854
Other 0 0 0
Total 8,120 8,120 8,120
Itemized Forecast
Cost Type
2023 2024 2025

Labor 0 0 0
Non-Labor 0 0 0
Other 0 0 0
Total 0 0 0

*r2 = R Squared (Based on recorded years data)

** sd = standard deviation (Based on recorded years data)

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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2025 GRC Selected Forecast Method
(Constant 2022 $000)

Exhibit: SCE-03 Customer Intcractions
Volume: 3 - Customer Programs and Services
Business Planning Element: Customer Care Services
Activity: Customer Programs Management
Witness: Chanel Parson
Recorded/Ad;j. TY Fe t
Cost Type J Forecast Selected Forecast anr;’(r;::zs')
2018 2019 2020 2021 2022 2023 2024 2025 Method | ($000) from 2022
Labor 6,213 6,284 8,562 7,389 6,266 5,835 6,846 8,170 LRY + Adj 8,170 1,904
Non-Labor 5,116 3,646 2,180 1,663 1,854 2,314 3,199 3,676 LRY + Adj 3,676 1,822
Other
Total 11,329 9,930 10,742 9,052 8,120 8,149 10,045 11,846 11,846 3,726

Due to rounding, totals may not tie to individual items.

Analysis of Forecasting Methods

Analysis of Last Recorded Year:
In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have been relatively stable for three or
more years, the last recorded year is an appropriate base estimate

Other Forecast Methods not Selected

Linear Trending:

In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have shown a trend in a certain direction
for three or more years, the last recorded year is an appropriate base estimate. Recorded expenses for this activity have not shown a
strong trend, so the linear trending method is not appropriate to forecast the 2025 Test Year.

Averaging:

In D.89-12-057, and subsequently in D.04-07-022, the CPUC stated that if recorded expenses have significant fluctuations from year to
year, or expenses are influenced by external forces beyond the utility’s control, an average of recorded-expenses is appropriate.
Recorded expenses in this a activity have not shown significant fluctuations, therefore, the averaging methodology was not used as the
basis for estimating the 2025 Test Year.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Exhibit:
Volume:

Business Planning Element:

SCE-03 Customer Interactions

3 - Customer Programs and Services
Customer Care Services

2025 GRC Year Over Year Variance
(Constant 2022 $000)

Activity: Customer Programs Management
Witness: Chanel Parson
Recorded/Adj. 2018-2022 / Forecast 2023-2025
$15,000
$10,000
$5,000 H m H
$0
2018 2019 2020 2021 2022 2023 2024 2025
OL mNL @0
Recorded/Adj.
Cost Type J Forecast
2018 2019 2020 2021 2022 2023 2024 2025
Labor 6,213 6,284 8,562 7,389 6,266 5,835 6,846 8,170
Recorded / |Non-Labor 5,116 3,646 2,180 1,663 1,854 2,314 3,199 3,676
Forecast | per 0 0 0 0 0 0 0 0
Total 11,329 9,930 10,742 9,052 8,120 8,149 10,045 11,846
Labor Prior Year Total 6,213 6,284 8,562 7,389 6,266 5,835 6,846
Change 70 2,279 (1,174) (1,123) (431) 1,011 1,324
Total 6,284 8,562 7,389 6,266 5,835 6,846 8,170
Non-Labor | prior Year Total 5,116 3,646 2,180 1,663 1,854 2,314 3,199]
Change (1,469) (1,467) (516) 191 460 884 478
Total 3,646 2,180 1,663 1,854 2,314 3,199 3,676 |
Other Prior Year Total 0 0 0 0 0 0
Change 0 0 0 0 0 0
Total 0 0 0 0 0 0
Total Change | prior year Total 11,329 9,930 10,742 9,052 8,120 8,149 10,045
Change (1,399) 812 (1,690) (932) 29 1,896 1,801
Total 9,930 10,742 9,052 8,120 8,149 10,045 11,846

Due to rounding, totals may not tie to individual items.

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Exhibit:

Volume:

Business Planning Element:
Activity:

Witness:

2025 GRC Forecast Commentary
(Constant 2022 $000)

SCE-03 Customer Interactions

3 - Customer Programs and Services
Customer Care Services
Customer Programs Management

Chanel Parson

Summary of Changes: See Testimony

Cost Type Recorded/Adj. Forecast
2018 2019 2020 2021 2022 2023 2024 2025
Labor 6,213 6,284 8,562 7,389 6,266 5,835 6,846 8,170
Recorded / |Non-Labor 5,116 3,646 2,180 1,663 1,854 2,314 3,199 3,676
Forecast g per 0 0 0 0 0 0 0 0
Total 11,329 9,930 10,742 9,052 8,120 8,149 10,045 11,846

Due to rounding, totals may not tie to individual items.

Recorded (2018-2022)

See Testimony

Forecast (2023-2025)

See Testimony

Exhibit No. SCE-03 Vol.03

Witnesses: J. Burchfield, C. Parson
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SOUTHERN CALIFORNIA

EDISON

An EDISON INTERNATIONAL® Company

(U 338-E)
2025 General Rate Case

A. 23-05-

Workpapers

SCE-03 Customer Interactions
Volume 3 - Customer Care Services
Customer Programs Management Capital

May 2023

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Southern California Edison - Capital Workpapers
Capital Workpapers Summary
SUMMARY BY GRC Volume
(Nominal $000)

Exhibit: SCE-03 Customer Interactions
Volume: 3 - Customer Programs and Services
Recorded Capital Expenditures Forecast Capital Expenditures
Description 2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 2028
Recorded and Forecast Expenditures 33 780 260 1,165 265 65 65
Total Expenditures 33

Due to rounding, totals may not tie to individual items.

Recorded and Forecast Expenditures

$1,400
$1,200
$1,000
$800
$600
$400
$200
$0
2018 2019 2020 2021 2022 2023 2024 2025 2026 2027 2028
ORecorded Forecast
Forecast Capital Expenditures
GRC Activity 2023 2024 2025 2026 2027 2028 6 yr Total
CS Capital
780 260 1,165 265 65 65 2,600
GRC Total 780 260 1,165 265 65 65 2,600

2,600

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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Southern California Edison
2025 GRC Capital Workpapers

Exhibit: SCE-03 Customer Interactions
Volume: 3 - Customer Programs and Services
Business Plan Group: Distributed Energy Resources
Business Plan Element: Energy Efficiency

GRC Activity: CS Capital

1. Witness: Chanel Parson

2. Asset type: FURN&EQUIP

3. In-Service date: 121118888

4. RO Model ID: 949

5. Pin: 5130

6. CWBS Element: CCSO0SECPET00003

CWBS Description: CP&S - Emerging Tech - Eng Svs
7. SRIIM Eligible: No

Cost Estimates - Nominal ($000)
2025 GRC - Capital Expenditures Forecast

Year | 2023 | 2024 | 2025 | 2026 | 2027 | 2028 | |20%)°2028
SCE$ 780 260 1,165 265 65 65 2,600

Due to rounding, totals may not tie to individual items.

$1,400
$1,200
$1,000
$800
$600

$400

$0 | |

2023 2024 2025 2026 2027 2028

Exhibit No. SCE-03 Vo0l.03
Witnesses: J. Burchfield, C. Parson
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J. Burchfield, C. Parson

Witnesses



