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1. Program Description
The Mobile/Manufactured Home Innovative Outreach and Measure Program has been designed to provide gas measures on a comprehensive basis to 14,500 mobile home customers in the SCG service territory.
2. Administrative Activities
We are pleased to report that the first quarter 2008 was our strongest quarter of production for the program and also held our two best individual months, which were February and March, with 184,796 Net Therms saved during the 1st quarter 2008.
We have worked closely with Davi Ibarra and Phillip Jarvey of SCE to strengthen the entire acquisition, installation, inspection and billing process and have successfully built production levels.

Synergy has worked together with SCE-SCG to achieve a high level of accuracy in the data entry process. There are many data points, thus requiring a high level of attention.  We are working with SCE-SCG to develop innovative new systems that completely automate the handling of customer data. 

Our business plan is supported by a talented and dedicated marketing and outreach staff, who continue to personally distribute flyers in several parks to increase interest and attendance at follow-up neighborhood meetings.

In an effort to consistently increase production, and therefore hit program targets 6-9 months ahead of schedule, Synergy has worked in conjunction with SCE-SCG to organize the program systems and structures to consistently work through our finding, scheduling, installation and inspection processes. This effort, along with an increase in the number of technicians in the field, has afforded us added production capability.

3. Marketing Activities
Our marketing and outreach staff has worked toward supporting our business plan by personally distributing flyers in several parks to increase interest and attendance at follow-up neighborhood meetings. During the 1st quarter, our marketing office sent 29,784 direct mail pieces (10,742 in January; 12,013 in February; 7,029 in March) to mobile home residents in the SCG service area. In addition, our marketing and outreach personnel personally distributed flyers to many mobile home community residents.

Our marketing and outreach personnel have held 35 neighborhood meetings (15 in January; 8 in February; 12 in March) with 940 guests in attendance (533 in January; 182 in February; 225 in March) during the 1st quarter. During these meetings a program overview was presented to possible Mobile Home clients. Samples of the measures to be performed were demonstrated and potential clients and program participants were able to ask questions. It was felt that these neighborhood meetings were quite productive. Many customers are able to schedule their appointments for installation directly from these meetings.
4. Direct Implementation Activities
Synergy continues to monitor ways to improve direct implementation processes and procedures and is pleased that production levels are on track and ahead of schedule.
5. Program Performance/Program Status
(
Program is on target
(
Program is exceeding expectations
(
Program is falling short of expectations
6. Program Achievements (Non-Resource Programs Only)
Not applicable.  This is a resource program
7. Changes in program emphasis, if any, from previous quarter (new program elements, less or more emphasis on a particular delivery strategy, program elements discontinued, measures discontinued, budget changes, etc.).
None, other than we have worked to increase production and complete all work, where possible.  We are now working with the program management team to explore supplemental funding for 2008 to gain additional energy savings.
8. Discussion of near-term plans for program over the coming months (e.g., marketing and outreach efforts that are expected to significantly increase program participation, etc.).
Synergy has added additional technicians and crews to increase production throughout the summer months. Not only did these individuals assist during the summer period, but also continued to do so throughout the reminder of 2007 and into the 1st quarter.
9. Changes to staffing and staff responsibilities, if any.
None
10. Changes to contracts, if any.
None
11. Changes to contractors and contractor responsibilities, if any.
None
12. Number of customer complaints received.
Of the 3,412 customers served in the Mobile Home Program during the 1st quarter of 2008, there were 34 customer complaints, all of which have been successfully resolved to the customers’ satisfaction.  Most of these had to do with scheduling issues, but very few with gas measures only.   Included within these 34 are individuals discovered by Synergy’s follow-on quality control calls to 20% of all those served.   This allows us to stay close to the customer and act upon any concern the customer may. 

If there is a more serious complaint (AC not working) supervisor is sent to the site immediately to diagnose and personally address the issue. We appreciate this feedback and in order to improve our customer service, are working closely with our technicians to make sure that all measures are working properly when leaving the installation site, to use proper business etiquette when on site, to ensure they have the appropriate supplies at each site and we have also worked with the office staff and technicians to address all scheduling concerns, including the timeliness of the technicians for appointments. We are working with the technicians to follow-through carefully with each customer and confirm that each measure is properly functioning before leaving the site and to be more social and communicative.

Synergy received 331 complimentary customer satisfaction calls and cards in the first quarter of 2008 and 3,697 program-to-date. Customers are very satisfied with the services rendered and for the program in general.  Customers not only appreciate the initial service, but the follow-up service as well.
13. Revisions to program theory and logic model, if any.
None. Provided in February 1, 2006 concept paper.
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