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Time of Use (TOU) ME&O Goal & Objectives 

SCE’s primary goal is to get customers on the right rate to …

1. Increase awareness and understanding of rate options;

2. Educate customers about why and when the TOU transition will occur and the associated benefits;

3. Provide understanding about how TOU impacts them specifically through customized analysis of 

their energy costs / usage;

4. Educate about electricity usage behavior changes that can help optimize the TOU rate;

5. Help customers to make an informed choice for selecting their lowest rate option; and

6. Provide ongoing education and support for the retention of customers on TOU.
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SCE’s ME&O Strategic Approach

3

Deliver the right message to the right person at the right time through 

the right channel to achieve seven key metrics*.

*    Metrics details included in the appendix. |  **  Estimate based on media campaigns at similar spending levels. | *** Estimate based on reaching 2/3 of population within service territory.



Time-of-Use Customer Journey 
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SCE’s touchpoints are more than transactional moments. They’re critical interactions 

within the customer journey that help define key moments in the process.

Time 

REACH
Pre-Transition Awareness

ENGAGE 
Advocacy

CONVERT
Usage Behavior Change

ACT
Transition to TOU
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Thank You!



Appendix



SCE’s 2019 Performance against 2022 ME&O Targets
Among DE’s only, six of the seven metrics are statistically unchanged.  Metric #2 dropped, in part 
due to an increase in “not sure” responses with mixed-mode methodology.

# ME&O Survey Metrics
Baseline
Spring 2016               

Total Residential

Wave 4
Fall 2017  

Default Eligible

Wave 5
Spring 2018  

Default Eligible

Wave 6
Fall 2018  

Default Eligible

Wave 7
Spring 2019 

Default Eligible1

Target 
Performance       

in 2022 *

Target 
Improvement *

1
Awareness of rate plans to mitigate electricity 
expenditures
- "Could help you save money"

50% 45% 49% 48% 46% 60% +33%

2 Awareness of where to go to get information 
about managing electricity use

58% 57% 60% 59% 46% 62% +9%

3 Understanding how electricity use can impact 
bills **

5.72 5.75 6.10 5.99 5.89 6.5 +13%

4 Understanding benefits of lowering electricity 
use or shifting use to non-peak hours **

6.85 6.93 7.25 7.23 7.31 7.5 +8%

5 Awareness of rebates, EE programs, DR 
programs, energy management technologies, 
and tips to help manage bill

65% 64% 65% 66% 66% 67% +5%

6 Provided useful information explaining bills ** 7.11 7.52 7.56 7.67 7.42 8.0 +6%

8
Provided with info / services to help reduce 
bill

30% 31% 35% 34% 35% 40% +29%

* Increases calculated in relation to Wave 4 (Fall 2017) Survey Default Eligible results

** Scores are based on mean ratings to 10-point scale questions
1 Change to mixed-mode survey methodology in W7; Significance testing between W6 and W7 only
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