Community Choice Aggregation Line - 1-866-743-0335 IVR script
as of 4/28/10

Thank you for calling the PG&E's dedicated phons line for communtty choios aggregation.
Para Espanol, oprima nueve.

For information about community choice aggregation say “details”

To opt out of a CCA program and continue your electric supply service with PG&E, say PG&E
To speak to an agent, say “operator” at any time, or press 0

[If Customer says “details”, go to TEXT BLOCK B}

[If Customer says “PG&E”", go to TEXT BLOCK C}
[If Customer says “agent”, go to TEXT BLOCK D}

TEXTBLOCKB-CCADETALS

Community Choice Aggregation, or CCA, is a ‘pro‘gram th‘ayt‘ e‘h‘é‘ble‘é ‘cmes and cc‘S‘Uht‘ieS ‘to
purchase and or generate electricity for their residents and businesses. It is not a PG&E program.

PG&E would continue to deliver the electricity through its transmission and distribution system
and provide meter reading, billing, and maintenance services.

PG&E can answer your questions about CCA and can help you opt out if you choose to do so.
For more information, please visit our Web site at www.pge.com/cca.

Would you like to opt out of a CCA program now? Please say yes or no. To hear the details again
say “repeat that”.

[If Customer says “YES”, go to TEXT BLOCK C]
[If Customer says “NQO”, go to TEXT BLOCK F]
[If Customer says “REPEAT THAT”, re-read TEXT BLOCK B}

‘r‘bpt-out I
s
L

To start, [ need to look up your account information. We can look up your account information by
account number or phone number.

To use your account number, press one; your phone number, press two
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http://www.pqe.com/cca

‘ [Either option takes customer through authentication process. See TEXT BLOCK E]} ‘

TEXT BLOCK D — TALK TO AN AGEN' ; will be t
You said you wanted to taIk to one of our operators is that correct’?

Are you calling about a business account or a residential account?

This call may be recorded for quality assurance . If you do not want to be recorded, please advise
our customer service representative. Transferring.

If the customer is usmg a phone number
(After customer has entered phone number): Please say or enter the last four digits of your social
security number.

For phone number - if request is authenticated and successful:

Thank you for your patience. Your request to opt out from the planned CCA program in your area
has been confirmed. We will send you written confirmation when your request has been
processed.

For phone number - if unable to authenticate the opt out request:

Thank you for your patience. At this time, we are unable to confirm your request to opt out from
the planned CCA program in your area. Please stay on the line while we transfer you to a PG&E
customer service representative who can help you.

If the customer is using an account number — if request is authenticated and successful:
Thank you for your patience. Your request to opt out from the planned CCA program in your area
has been confirmed. We will send you written confirmation

when your request has been processed.

If the customer is using an account number — if unable to authenticate the opt out:

Thank you for your patience. At this time, we are unable to confirm your request to opt out from
the planned CCA program in your area. Please stay on the line while we transfer you to a PG&E
customer service representative who can help you.

“Alrlght Ifthere is anythlng eIse I‘can heIp you‘W|th 'press‘1 if not 'press‘2 “““
[If Customer presses 1, go to main PG&E IVR]
[If Customer presses 2, call concludes]
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