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Advanced Meter Installation Status

As of 03/19/13: 
109,578 Advanced Meters have been installed

2012Total to Date 2012 
Installations* 2013 Installations

Total Installations: 109,578 22,945  86,633 

Advanced Meter Installations 100,173  21,338  78,835

Customer Service Field Installations 9,405 1,607  7,798

*Installations began on October 29, 2012 in Lakewood and Cerritos

M&R Installations 0 0 0

Impacted Meter Reading Workforce Status:

 The majority of part-time meter readers who were with the company when 
SoCalGas received CPUC approval to proceed with advanced meter in April SoCalGas received CPUC approval to proceed with advanced meter in April 
2010 have found other positions. Part-time meter readers have moved into 
a variety of SoCalGas jobs
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2013 Project Milestones

1. April – start Advanced Meter billing based on data; begin 
meter automation

2. May – close Advanced Meter’s El Centro Warehouse; transition 
to operations

3. July – scale MTU installations to 100,000 per month
4 July – close El Centro meter reading base; transition to 4. July – close El Centro meter reading base; transition to 

operations
5. July – automate non-entered turn-on orders
6. October – launch 1% conservation campaign for customers
7. December 31st – 900,000 MTUs installed (cumulative) 
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Installation Timeline
Updated March 6, 2013



Advanced Meter Installation
Warehouse GO/NO GO Decision Key Dates

OPEN OPEN OPEN

South Gate 
Warehouse

El Centro 
Warehouse

Irwindale 
Warehouse*

Sun Valley 
Warehouse

Bakersfield 
Warehouse

Palm 
Desert 

Warehouse

OPEN OPEN OPEN

7/1/12 11/13/12 11/13/12 12/11/12 12/11/12 1/8/13
Go/No Go
Decision

10/29/12 2/4/13 3/4/13 4/1/13 4/15/13 5/28/13Go Live

Close 9/10/14 5/24/13 10/10/14 7/3/14 11/27/13 11/15/13
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Advanced Meter Installation
Warehouse GO/NO GO Decision Key Dates

Beaumont
Warehouse

Moreno 
Valley 

Warehouse

Hemet
Warehouse

Visalia
Warehouse

7/9/13 7/9/13 7/9/13 8/6/13Go/No Go
Decision

11/18/13 11/18/13 11/18/13 12/2/13Go Live

5/9/14 8/15/14 5/23/14 10/17/14Close
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Key Risks

• Potential network delays due to slow approval by selected cities

• Handheld firmware and software issues have caused slow down in 
Mass Installation productionMass Installation production

• Number of internal candidates for installer positions in Bakersfield 
and Palm Desert was insufficient; external candidates have been 
hiredhired
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Communications Network Installation

10



Network Status

 As of 3/28/13  completed installation of 737 Data Collector Units (DCUs)As of 3/28/13, completed installation of 737 Data Collector Units (DCUs)

 Of the 109,578 advanced meter installations, over 95% have established 
successful communication with no network remediation

 We have confirmed that the advanced meter on cycle billing read success  We have confirmed that the advanced meter on-cycle billing read success 
rate is greater than 99%:

– 23,157 meters in Downey and El Centro will be automated in April 
and early May, the expected read success rate is 99.71%y y, p



Communications Network
Community Outreach

Community Outreach Goal: Manage expectations surrounding the installation 
and functionality of the communication network and minimize potential and functionality of the communication network and minimize potential 
concerns

• Outreach implemented at neighborhood / community level to ensure 
impacted customers are informed of the network installation locallyimpacted customers are informed of the network installation locally

• In partnership with SoCalGas Regional Public Affairs, provided briefings at 
community forums at city and county level throughout the SoCalGas service 
area, includes:,

– Neighborhood Councils
– Town Councils
– City Council
– Community Open House
– Homeowners Associations (HOAs)
– 1x1 Customer Briefings
– Council member and county supervisor district staff

• City of Los Angeles, comprehensive outreach program supporting City of Los Angeles, comprehensive outreach program supporting 
attachment of DCUs to existing streetlights. Since November, proactively 
held 50 community briefings which have helped mitigate customer concerns



Data Collector Units

WoodBSL AttachmentConcrete



Entity Status – Co-locations

• Los Angeles Bureau of Streetlights (BSL):
A i t l  340 DCU’  t  b  t t d b  l t  – Approximately 340 DCU’s to be constructed by late summer

• Caltrans:
– Received first permit for attachment in La Canada Flintridge

• Southern California Edison (SCE) :• Southern California Edison (SCE) :
– Contract agreed to and in process of obtaining signature
– Define site selection and construction process within 6 weeks of signing contract 

• Pacific Gas & Electric:
– Amending current contract to allow attachments to distribution poles with approval 

of engineering designs expected in Q2 2013
– Awaiting CPUC approval letter to allow Agency-owned remote meter reading 

equipment installations as permanent attachments under G.O. 95, Rule 34equipment installations as permanent attachments under G.O. 95, Rule 34

• San Diego Gas & Electric:
– Contract signed
– Awaiting CPUC approval letter to allow SoCalGas to attach it’s DCUs as permanent 
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On-going Network Challenges

Negotiations with local governments to install the SoCalGas 
network typically revolve around two primary issues:network typically revolve around two primary issues:

1. Can the network DCUs be installed under the company’s existing 
franchise rights

S  l l t  b li  th  DCU   bj t t  l l  Some local governments believe the DCUs are subject to local 
conditional use ordinances such as Telecom or Above Ground 
Facilities which require discretionary permits

2. Do the DCUs require an environmental impact assessment2. Do the DCUs require an environmental impact assessment

 Some local governments question whether Environmental 
Quality Act (CEQA) extends to the DCUs. SoCalGas must clarify 
that the Commission’s approval of SoCalGas’ Advanced Meter 
project was an action that was either (i) Exempt from CEQA, or 
(ii) that CEQA was undertaken, and the background 
information is provided
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Cities Installed

 Alhambra  Corcoran  Industry  Rosemead
 Arcadia  Covina  Irwindale  San Gabriel
 Artesia  Cudahy  La Habra Heights  San JacintoArtesia Cudahy La Habra Heights San Jacinto
 Arvin  Cypress  La Palma  San Marino
 Azusa  Delano  La Puente  Santa Fe Springs
 Bakersfield  Desert Hot Springs  Lakewood  Shafter
 Baldwin Park  Dinuba  Lamont  South El Monte
 Banning  Downey  Lebec  South Gate Banning  Downey  Lebec  South Gate
 Beaumont  Duarte  Mckittrick  South Pasadena
 Bell  El Centro  Menifee  Stanton
 Bell Gardens  El Monte  Mojave  Taft
 Bellflower  Fellows  Monrovia  Tehachapi

l h k b ll l Blythe  Frazier Park  Montebello  Temple City
 Brawley  Fullerton  Monterey Park  Tulare
 Buena Park  Glendale  Niland  Tupman
 Buttonwillow  Glendora  Norwalk  Twentynine Palms
 Calexico  Hanford  Paramount  VernonCalexico Hanford Paramount Vernon
 Calimesa  Hawaiian Gardens  Pico Rivera  Visalia
 Calipatria  Hawthorne  Placentia  Walnut
 Carson  Heber  Plaster City  Wasco
 Cathedral City  Hemet  Porterville  Westminster
 Cerritos  Holtville  Rectifier  Westmorland
 Commerce  Huntington Park  Reedley  Whittier
 Compton  Imperial  Rosamond  Yucca Valley



Customer Experience
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Customer Experience Update

Total Letters 
Mailed

Total Meters 
Installed as of 

3/26

Total Deferrals 
Resulting from 

Letters

Total Deferrals 
System Wide

2 9 99 20 293 6 9/0 26% 9 2/0 02%259,995 120,293 659/0.26% 972/0.02%
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Customer Experience Update
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Sample Meter Conditions



Advanced Meter Customer Journey 

PRE-INSTALLATION INSTALLATION INCOMPLETES
Can’t Get In (CGI)

AM Ready

Pre-Installation Kit
 Pre Installation Letter
 Overview Sheet

Door Hangers
 AM Successful 
 AM Unsuccessful
 Customer Service 

Can’t Get In
 Follow-up 

phone calls
 CGI letter 1

Energy Presentment
 Online Information 

and tools
AM Ready/Billed

Field (CSF) 
Successful 

FAQ 
 Pocket Card

 CGI letter 2
 Field visits
 Emails

 45 day Email
 60 day Letter
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Opportunity To Transform Better 
Customer Communication 

Constant Improvement

Customer Information Center

Customer Service Field 
Customer 

Contact Center

Research 
Surveys

Advanced Meter 
Installation Team Community 

Customer 
Communication

Feedback
Channels 

Meter Reading

Installation Team Community 
Outreach Online 

Communities 
Feedback
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2012 Customer Research Findings
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Methodology

Online Research Community Pre/Post Installation Surveys 

 Invitation-only private online research 
community consisting of approximately 400 
residential customers launched in Q4 2012

 10 minute telephone surveys with 
residential customers in the 
installation area, both prior and after 
installation

 Qualitative feedback gathered through 
moderated discussions, online focus 
groups, short surveys and polls

 Weekly activities and topics (1-2 per week)

 Measure the impact of advanced 
meters on favorability toward 
SoCalGas

 Evaluate the effectiveness of 
i i  i  ti  

y p ( p )

 Faster, more efficient way of conducting 
qualitative research than focus groups or 
in-depth interviews 

communications in generating 
awareness and preparing 
customers for installation

 Assess satisfaction with the 
installation process and installers

 Determine the expected impact on 
 Topics Explored
 Advanced meter awareness and 

attitudes
 Collateral and website review

 Determine the expected impact on 
key customer behaviors related 
to using the Ways to Save tools
and conserving natural gas
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Online Research Community

Baseline General Attitudes and Awareness
 Relatively low advanced meter awareness.  Customers who have heard of 

advanced meters (or guess their purpose based on the name alone)  associate them advanced meters (or guess their purpose based on the name alone), associate them 
with a way to better monitor their energy usage

 Cost is the top-of-mind concern for most members when learning more about the 
advanced meters. Who will be paying for it, when, and how much? 

 Cost savings resulting from being able to monitor and control energy usage is also 
the most motivating factor for learning more about advanced meters

AM Collateral Material Feedback 
 The Pre installation letter is seen as clear  concise and attractive  Readers are  The Pre-installation letter is seen as clear, concise and attractive. Readers are 

comfortable with amount of information presented and have few concerns.
 Plain language like “plants and bushes” is preferred over terms like “vegetation”

 While the overview sheet is also well-received, the additional information brings 
additional questions: 

– Costs - Battery maintenance
– Job losses - When and how gas usage can be viewed

 After reviewing the installation communications materials  only ¼ of 1 0% of SCG  After reviewing the installation communications materials, only ¼ of 1.0% of SCG 
customers are concerned enough to consider opting out of installation 
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Pre/Post Installation Surveys 

Prior to installation
 Customers had a positive opinion of SoCalGas, with 94% giving us a 

favorable rating   They view us as particularly strong in providing safe  favorable rating.  They view us as particularly strong in providing safe, 
reliable natural gas service

 Less than one fourth of customers (22%) in the initial installation 
area were aware of advanced meters

After installation
 SoCalGas favorability remained high with a 92% favorable rating

 General awareness of advanced meters increased to 78%.  Sixty-eight 
percent of customers where aware that an advanced meter had been 
installed at their property

 Among those who were aware of the new meter being installed  94% said Among those who were aware of the new meter being installed, 94% said 
they received material throughout the process

 The majority of customers believe the amount of information they 
received about the meters was sufficient.  Only 15% of customers 
h h h d d h f b ll hthought they did not receive enough information about installation – they 

want more information on how the meters work.
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Pre/Post Installation Surveys 

After installation (Continued)

 Most (83%) were satisfied with the installation process. Virtually all Most (83%) were satisfied with the installation process. Virtually all 
(98%) said they did NOT experience any problems during the installation

 Slightly more than half (55%) of customers were home during the 
installation.  Of these, 91% were satisfied with the installer, saying , , y g
he/she was courteous and friendly. The one area installers could use 
improvement in is having more knowledge and information about the 
meters to answer customer questions

 Many customers are likely to change their behavior (signing up for My 
Account and/or using usage information to save energy/costs) due to the 
advanced meters.  Among customers who are not currently signed up, 
41% would sign up with My Account to access the information.  
Another 38% are interested in accessing their gas usage information  but Another 38% are interested in accessing their gas usage information, but 
are unlikely to sign up with My Account 

 Advanced meter benefits that resonate with customers are cost savings, 
environmental contribution, enabling future technology, and environmental contribution, enabling future technology, and 
conserving natural gas
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Pre-Installation Kit

October March 

PRE-INSTALLATION LETTER

27

Modifications:
• Updated the letter with more clear and descriptive language and less industry jargon
• Made it clear that meter access will continue until the communications network is fully operational
• Referenced possible installation on Saturday’s
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Pre-Installation Kit

POST-INSTALLATION

OVERVIEW INCLUDED IN THE PRE-INSTALLATION KIT

October March

Modifications:

28

Modifications:
• Expanded information on the Deferral List and pending opt-out program 
• Made it clear that meter access will continue until the communications network is fully operational
• Provided more information on the new “Ways to Save” tool
• Added the Spanish translation 
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Installation

Advanced Meter Installation Team Successful Door Hangers

October March 

Modifications:
• Expanded information on the Deferral List and pending opt-out program
• Better defined meter access by letting customers know that manual reading of the meter will continue 

29

y g g
until the communications network is fully operational and periodic routine maintenance visits will still be 
needed

• Modified the door hanger size for ease of use by the Advanced Meter Installation team
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Installation

Advanced Meter Installation Team Unsuccessful Door Hangers

October March 

Modification:

30

Modification:
• Updated the door hanger color for better distinction between successful and unsuccessful 
• Highlighted AM Customer Information Center phone number for appointment scheduling
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Installation
Customer Service Field Successful Door Hangers

Routine Meter Changes (RMCs) and Planned Meter Changes (PMCs)

October March

Modifications:
E d d i f ti   th  D f l Li t d di  t t 
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• Expanded information on the Deferral List and pending opt-out program
• Better defined meter access by letting customers know that manual reading of the meter will continue until 

the communications network is fully operational and periodic maintenance visits maybe needed
• Modified the door hanger size for ease of use by the Customer Service Field team
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Installation

FAQ:  Pocket CardFAQ:  Pocket Card

October March 

Modifications:
• Expanded information on the Deferral List and pending opt-out program
• Added information regarding manual reading of the meter will continue until the communications 
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• Added information regarding manual reading of the meter will continue until the communications 
network is fully operational and periodic routine maintenance visits are still needed

• Added Spanish translation
• Enhanced layout from a single tear off page to a tri-fold sheet

© 2013 Southern California Gas Company ‐ Confidential & Proprietary



Installation

Deferral Door Hanger and StickersDeferral Door Hanger and Stickers
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Modifications:
• No enhancements made thus far
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Incompletes

CGI 1 : Can’t Get In Letter 1
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Modifications:
 No enhancements made thus far
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Incompletes

CGI 2: Can’t Get In Letter 2
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Modifications:
• No enhancements made thus far
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Incompletes

CGI E-mails
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Modification:
 Currently in development
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AM Ready

Energy Presentment

37

Online Information and Tools
 New My Account “Ways to Save” Online Customer Tools
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AM Ready

Energy Presentment Coming Attraction (June)
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Online Information and Tools
 Scheduled for future release is the new My Account “Ways to Save” Online Tools for Core Commercial and 

Industrial Customers
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AM Ready

45 Day AM Ready Email
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Modification:
 No feedback received at this time
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AM Ready

60 Day AM Ready Letter
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Modifications:
 Currently in development
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Stakeholder Education & Community Outreach
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Stakeholder Education & Outreach 
Community Based Organizations & Chambers 

• To date, 51 Community Based To date, 51 Community Based 
Organizations (CBOs) and Chambers 
contracted to support installation 
awareness the education and community 

t h outreach program
• CBO outreach efforts began in 

September 2012 in Lakewood and 
Cerritos Cerritos 

• Expanding efforts across SoCalGas 
service area tied to the advanced meter 
installation geography and timingg g p y g

• By the end of 2013 we anticipate having 
more than 100 organizations onboard



Stakeholder Education & Outreach
CBO & Chambers Contracts

as of March 2013

1. APAC Service Center 27. Kern County Hispanic Chamber
2. Arcadia Chamber 28. LA Conservation Corp
3. Artesia Chamber 29. La Cooperativa Campesina
4. Arts Council of Kern 30. La Quinta Chamber
5. Asian Pacific Community Fund 31. Long Beach Community Action Partnership
6. Bell Gardens Chamber 32. MANA de Imperial Valley
7. Brawley Chamber 33. Mexican American Opportunity Foundation
8. Burbank Chamber 34. Monrovia Chamber of Commerce
9 Campesinos Unidos Inc 35 Neighborhood House of Calexico9. Campesinos Unidos Inc 35. Neighborhood House of Calexico
10. Cerritos Regional Chamber 36. North of the River Chamber
11. Coachella Chamber 37. Norwalk Chamber 
12. Coachella Valley Housing 38. Oldtimers Foundation
13. Community Action Partnership of Kern 39. OCCC Community Center/Collaborationy p y
14. Desert Hot Springs Chamber 40. Palm Desert Area Chamber
15. Desert Samaritans for Seniors 41. Palm Springs Chamber
16. El Centro Chamber 42. Pasadena CC & Civic Association
17. El Monte Chamber 43. San Gabriel Valley Economic Partnership
18 E l  d  l  R 44 Si  M d  Ch b18. Escuela de la Raza 44. Sierra Madre Chamber
19. Filipino American Service Group 45. South Pasadena Chamber of Commerce
20. Find Food Bank 46. Southeast Community Development Corporation
21. Greater Bakersfield Chamber 47. Success in Challenges
22. Greater Lakewood Chamber 48. The Greater Huntington Park Area ChamberG eate a e ood C a be 8 e G eate u t gto a ea C a be
23. Human Services Association 49. Todec Legal Center
24. Indio Chamber of Commerce 50. Whittier Area Chamber
25. Kern Economic Development Corp 51. Yucca Valley Chamber
26. Kern County Blank Chamber



Stakeholder Education & Outreach 
CBO & Chamber Reporting

• As part of the contract, all CBOs and Chambers are required 
to submit a monthly report as well as a final recap of to submit a monthly report as well as a final recap of 
outreach activities

• CBOs and Chambers are sub contracted via Gem 
CommunicationsCommunications

• Gem Communications handles contracts, reporting and 
payment directly with each organization



Stakeholder Education & Outreach
Proactive Media Relations

 As part of the 30-60 days prior to 
installation outreach efforts, local 
community media is provided with 
press materials detailing the press materials detailing the 
project benefits and local 
installation timing

 To date media efforts have been  To date media efforts have been 
focused surrounding installation in 
Southeast Los Angeles, Imperial 
and Coachella Valley

 Media efforts will expand to the 
Bakersfield, Los Angeles and San 
Gabriel Valley this month



Stakeholder Education & Outreach
Media Response

 Generated media responses for outlets in  Generated media responses for outlets in 
areas outside of the advanced meter 
installation schedule

 To date  received 2 media inquiries resulting  To date, received 2 media inquiries resulting 
from the installation of an advanced meter 
via SoCalGas maintenance meter work

– Customers who receive an advanced meter – Customers who receive an advanced meter 
via maintenance work do not receive an 
advanced notification letter but do receive a 
door hanger the day of installation

 Worked with media editors to clarify 
installation process for maintenance work 
resulting in the publishing of balanced media 
storiesstories



Radio Disney Assembly Program

C t  d d t   Create advanced meter 
awareness through a Radio 
Disney school assembly 
program reaching  parents, 
t h  d t d t  i   teachers and students in an 
interactive forum

 Provides advanced meter 
information via parent packsinformation via parent packs

 To date, held 9 school 
assemblies in Lakewood, 
Cerritos, Bellflower, Pasadena, 
and Artesia

 Successful program and 
extending contract through 
end of 2013end of 2013



Stakeholder Education & Outreach
Community Events

 Participation at events throughout the SoCalGas service area to generate Participation at events throughout the SoCalGas service area to generate 
project awareness

 Palm Desert Home Show  League of Cities
 California Association of Counties  San Bernardino Route 66 Festival 
 Los Angeles County Fair  Inland Empire Disabilities Collaborative 
 2013 World Ag Expo  Panorama City Latino Expo
 Indio Tamale Festival  City of Riverside Emergency Preparedness Fair
 Arvin Health Fair  Asian Business Association Business Summit
 Norooz in Pasadena  Palm Springs Southern California Energy Expo
 Glendora Community and Business Expo  Brawley Mayor's Breakfast and State of the City

C  St t  f th  Cit  d B i  E Cit  f M t l i  Fi  d S f t  F i Corona State of the City and Business Expo  City of Montclair Fire and Safety Fair
 Altadena Chamber of Commerce 89th Annual 

Installation
 County of Los Angeles Public Works Women’s     

Leadership Conference
 Contract Cities  LA Green Festival
 Association of Public Works  Taste of Soul



Questions
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Thank You!
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