SOUTHERN CALIFORNIA GAS COMPANY

BRANCH OFFICE OPTIMIZATION PROCESS (A.13-09-010)

(DATA REQUEST UWUA-1)
______________________________________________________________________


QUESTION 1-1:

Please provide the location of every branch office location where SoCal Gas has sought or acquired information from branch office customers, and the dates when such information was sought or acquired.
RESPONSE 1-1:

SoCalGas acquired information from customers visiting the Bellflower, Monrovia, Palm Springs, Santa Barbara, San Luis Obispo, and Santa Monica branch offices. The survey seeking information from customers regarding SoCalGas branch offices took place on April 11, 14, and 15.
QUESTION 1-2:

Please describe the survey method and survey instrument, interview or other process for acquiring information from customers at branch offices after March 28, 2014.

RESPONSE 1-2:

Interviews were conducted to acquire information from customers, after customers completed their transactions, outside of the six branch offices mentioned in response 1-1. Interviews were conducted in both English and Spanish.  Responses were recorded by the interviewer on a tablet device.  

QUESTION 1-3:

Please provide the UWUA with a copy of the survey form, including any electronic version if the survey instrument utilizes an iPad or other electronic device for offering or recording responses.
RESPONSE 1-3:

Please see the attached document for a copy of the survey form.
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QUESTION 1-4:

Please provide UWUA with the identity of any contractor(s) or consultant(s) who assisted SoCal Gas in the design, implementation, administration and/or analysis of the survey; and the amount of compensation paid to the contractors.
RESPONSE 1-4:

SoCalGas contracted an independent market research firm, Davis Research, to implement, administer and analyze the survey results. SoCalGas developed, in consultation with Davis Research, the questionnaire used to conduct the interviews with customers visiting the six branch office. Davis Research was compensated a total of $29,317 for its work in the survey.

Davis Research has been conducting research for utility companies for over 30 years. It has worked with SoCalGas and Southern California Edison for over 20 years, as well as other utility companies in and out of California, including Pacific Gas & Electric, Los Angeles Department of Water and Power, and Xcel Energy. 
QUESTION 1-5:

Please describe whether SoCal Gas has offered any survey participant a reward or inducement to participate in the survey.
RESPONSE 1-5:
Respondents were offered a $5 Starbucks gift card for participating in the survey.  Davis Research provides this reward as it is a common industry practice to offer survey respondents a small incentive for their time and opinions. 

QUESTION 1-6:

Please provide UWUA with a summary of data collected through the survey or interview process.

RESPONSE 1-6:
Customers were asked several questions relating to the following: (1) reason for vising the branch office, (2) alternative payment methods, (3) frequency of branch office visits, and (4) branch office satisfaction and evaluation. Below is a summary of results to each of the above. 
1. Reason for Visiting the Branch Office
· The overwhelming majority of customers interviewed (93%) were visiting the branch to pay their gas bill. This number was equally high at each of the six branches and among all customer segments studied (Low/Mid/High incomes, with/without Internet, CARE/Non-CARE).
· 70% of customers have never used the branch office for any other purpose than to pay a bill.
2. Alternate Payment Methods
· Online was the alternative payment method customers were most aware of (54%), followed by mail and then phone.

· 88% of customers were aware of other ways to pay their bill besides the branch offices. 

3. Frequency of Branch Office Visits

· 69% of all customers visit the branch at least once a month; this was consistent across all branches. 

· Overall, 72% of customers live within 5 miles of the branch. 
· 1 in 5 customers noticed information about income qualified programs like CARE on the date of the interview. 
4. Branch Office Satisfaction and Evaluation
· 92% were “Very satisfied” across all locations and no less than 88% were “Very satisfied” at any one location. 

· Customers were most satisfied with the time they had to wait in line, with 83% rating this attribute “Excellent” overall.
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Branch Office Intercept Survey 


Location _______________________  Time ___:___ am/pm 


Interviewer _____________________ 


 
[INTRODUCTION] 
 
Hello, I’m with Davis Research and we’re doing a short survey with Southern California 
Gas Company customers.  May I please take a few minutes of your time to ask about 
your visit to the SoCalGas branch office today? As a thank you, you will receive a $5 
Starbucks gift card.  Your answers will be completely confidential, and I’m not selling 
anything.     
 
[IF ASKED] The survey should take about 5 minutes.   
 


SCREENING QUESTIONS 
Just a few questions to make sure you qualify and then we’ll get started.     
 
S1.   Are you 18 years of age or older? 
 


Yes 
No  THANK AND TERMINATE 


 
S2.   Are you employed by Southern California Gas Company? 
 


Yes  THANK AND TERMINATE  
No 
 
 


MAIN QUESTIONNAIRE 
 


1. What was the main purpose of your visit today? [READ LIST.  SELECT ALL THAT 
APPLY. RANDOMIZE ORDER.]  


 
Pay bill/make a payment  [ASK Q7_1] 
Request to have my gas turned on or off 
Schedule service such as a pilot re-light or an appliance check 
Pick up information about income assistance programs or conservation tips  
Other (specify)______________________________ 


 
2.  And for what purposes have you visited this location in the past? [READ LIST.  SELECT 


ALL THAT APPLY.] 
 


Pay bill/make a payment  [IF Q1 NE 1 BUT Q2 = 1, ASK Q7_2] 
Request to have my gas turned on or off 
Schedule service such as a pilot re-light or an appliance check 
Pick up information about income assistance programs or conservation tips  
Other (specify)______________________________ 
None – this is my first visit [SKIP TO Q4] 
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3. How frequently do you visit this location? [READ LIST.] 


 
More than once a month 
Once a month 
Once every 2 to 3 months 
Once every 4 to 5 months 
Once every 6 months 
Less than every 6 months 
This is my first visit (DO NOT READ)   
 


4.  How far is this location from your home? Would you say: [READ LIST.] 
 


1 mile or less 
2 to 5 miles 
6 to 10 miles 
11 to 15 miles 
16 miles or more 


 


[IF DO NOT MENTION PAY BILL/MAKE A PAYMENT IN Q1 OR Q2, SKIP TO Q8] 


5. Besides branch offices like this one, SoCalGas offers other ways to pay your bill.  What 
other ways to pay your SoCalGas bill are you aware of?  [DO NOT READ.  SELECT ALL 
THAT APPLY. PROBE “ANY OTHERS?” UNTIL NON-RESPONSIVE.] 


 
At Socalgas.com [customer may say “the web site” “the internet” “online”] 
By mail 
By phone 
At an authorized payment location such as Walmart or other store 
Credit card, debit card or electronic check through Bill Matrix  
Direct debit from my bank account 
Online bill pay through my bank 
Other (specify)____________________________ 
None   [SKIP TO Q8] 
 


 
[PIPE IN RESPONSES FROM Q5] 


6. And which of these methods of paying your bill have you used in the past?  [READ LIST.  
SELECT ALL THAT APPLY.] 


 
At Socalgas.com [customer may say “the web site” “the internet” “online”] 
By mail 
By phone 
At an authorized payment location such as Walmart or other store 
Credit card, debit card or electronic check through Bill Matrix  
Direct debit from my bank account 
Online bill pay through my bank 
Other (specify)____________________________ 
None   
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Don’t know (DO NOT READ) 
 


7. [IF Q1=1] Q7_1 Why did you pay your bill today at a SoCalGas branch office location 
instead of using another method? 
 
[If Q1 ≠1 and Q2=1] Q7_2 You mentioned that you’ve used the SoCalGas branch office to 


pay for a bill in the past. Why did you pay for your bill using the SoCalGas branch office 


instead of using another method? 


[DO NOT READ LIST.  SELECT ALL THAT APPLY.  PROBE “ANY OTHERS?” ONCE.]  
 


The bill was due/past due/and this was the fastest way to pay it 
I like to get a receipt/feel more confident this way  
I like the service I get at the branch office  
Convenient/close to my house or work  
I don’t have a bank account 
I don’t have access to the internet 
Don’t know how to pay my bill at socalgas.com 
Don’t know how to pay my bill by phone 
I don’t have a credit or debit card  
Prefer to pay cash 
Don’t want to pay the $1.50 fee for paying with a credit/debit card 
Don’t trust the mail  
Don’t trust the internet 
Don’t trust the authorized payment locations 
Don’t know where the authorized payment locations are  
No authorized payment location is convenient/close to me 
I’ve always paid my gas bill this way  
Wasn’t aware of the other alternatives  
Other (specify)__________________________________ 


  Don’t know  
 
  


8.  Besides the branch office, what other ways can you schedule a service request such as 


turning on the gas, an appliance check or a pilot re-light?  [DO NOT READ.  CHECK 


ALL THAT APPLY.]    


At Socalgas.com [customer may say “the web site” “the internet” “online”] 


By phone/calling the call center   


Other (specify) ___________________________________ 
Don’t know  
 
 


9. Are you currently enrolled in the California Alternate Rates for Energy Program, known 
as CARE? 


  
Yes 
No 
Don’t know  
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10. While you were in the office today, did you see or hear information about income 


qualified programs such as CARE or medical baseline?  


                Yes 


                No 


 


[CHECK PROGRESS AFTER A FEW HOURS ON MONDAY, APRIL 14TH.  DELETE Q12 IF 


SURVEY TOO LONG] 


11. Thinking about your experience today, how satisfied are you with the overall quality of 
service you received?  Would you say you were…[READ SCALE] 


  
 Very satisfied 


  Somewhat satisfied 
  Somewhat unsatisfied, or 
  Very unsatisfied 
   


 
12. I’d like you to rate this location on a list of characteristics.  The first one is [INSERT 


CHARACTERISTIC.]   How would you rate this location on [INSERT ITEM].  Would you 
say it is:  [READ SCALE FOR FIRST ITEM.  REPEAT SCALE IF NECESSARY.  
CONTINUE WITH ALL ATTRIBUTES.]  


   
Excellent 


  Very Good 
  Good 
  Fair 
  Poor 
  Don’t know (DO NOT READ) 
  
 ATTRIBUTES – RANDOMIZE ORDER  


Convenience of location 
Overall cleanliness 
Safety of location    
Hours of operation  
Having adequate parking 
Being well lit 
How long I have to wait in line  


 


We’re almost finished!  These last few questions are for classification purposes only. All of your 


answers are confidential.  


13. Do you have access to the internet where you could visit socalgas.com?  [SELECT ALL 


THAT APPLY.]  


                Yes – at home 


                Yes – at work 


                Yes – at library 


                Yes on smartphone 



http://socalgas.com/
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                No internet access 


 
14. Please stop me when I read the category that includes your age.  [READ LIST.] 


 
18-24 
25-44 
45-54 
55-64 
65 or older  


 
15. Into which of the following categories does your total annual household income fall?  


[READ LIST.  IF NECESSARY STATE, “THIS IS FOR CLASSIFICATION PURPOSES 
ONLY.  ALL OF YOUR INFORMATION IS CONFIDENTIAL.”] 


 
Less than $25,000 
$25,000 to less than $50,000 
$50,000 to less than $75,000 
$75,000 to less than $100,000 
$100,000 to less than $150,000 
$150,000 or more  
Don’t know (DO NOT READ) 
Prefer not to answer (DO NOT READ) 


 
 


16. RECORD GENDER (DO NOT ASK)  
 


Male 
Female  


 
 
   
Those are all of my questions.  Thank you very much.  Here’s your gift card.  Enjoy the 
rest of your day!     






