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\ Third Quarter Highlights 

Installations: 

As of October 26th, more than 7 million meters 
installed! 

- 3.58M Electric Meters 
- 3.49M Gas Meters 

Billing Operations: 
- Record low bill estims / ' : '<.\ 

2010 

- 6.0M billing using SmartMeter™ systems as of 
Oct 26, 2010 



] PG&E's SmartMeter™ deployment 
2005 
2006 
2008 

2009: 

2012: 

Launch 

5,000 Meter Pilot 
Full Deployment Launch 
Customer Online access to usage data 
SmartRate 
Remote connect/disconnect 
Outage management 
10 million meters installed 

3 million 
meters 

M-II- *u installed Millionth 
meter 

installed 

10 million 
meters 

\ 

2006 2007 

7.1 million meters 
installed to date 

2008 2009 2010 2011 
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• 
• 
• 
• 
• 

! PG&E's SmartMeter™ deployment 
M. Installation 

Category Completed Remaining Total % Complete tt of Offices 
Pending 67,965 1,216,492 1,284,458 5% 19 
0-25% 28,085 238,824 266,909 11% 2 
25-50% 163,010 369,116 532,127 31% 5 
50-70% 294,027 218,368 512,395 57% 7 
70-85% 687,657 161,258 848,914 81% 9 
85+% 5,818,101 440,530 6,258,631 93% 42 

Total 7,058,845 2,644,589 9,703,434 73% 84 

Areas 
On Hold 

Installs 
Remaining 

Santa Cruz 162,645 
San Rafael 31,059 
Santa Rosa 22,018 
Peninsula 1,548 
Humboldt 12,005 

Total 229,275 

Citieson hold: 
"^Political 
•^rSan Bruno 

afety 
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| Transition to SmartHeter™ Billing 

U'i' A>f, ' i'r M 'ive transition* '< i 2te 5.81 
Numbf; ..«* ^ r ters transitioned since I • < , 'v I 
7 ; 'ansitioned Meter' ("i ft .ain > tal Installed Meters 

30.0% n 

23.0% -~4-1% - 23.3% - 22.2% 25.0% 

20.0% 16.2% 15.4% 
13.0% r 15.0% 

10.0% -- 6.3%, 
5.0% 

0.0% 

20.7% -r 

Dec-09 Jan-10 Feb-10 Mar-10 Apr-10 May-10 Jun-10 Jul-10 Aug-10 Sep-10 Oct-10 
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] SmartMeter™ Customer Complaints 

2008 2009 2010 

350 
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200 

150 

100 

50 

Aug Sep Oct Jan Feb Mar Apr May Jun Jul Nov Dec 



\ Compounding factors and response • Compounding Factor 
Heat wave and rate increases 
coincidewith early SmartMetei 

Media focusing 
than balanced, • 
Low-key, low-touch approach t 
customeroutre 

Public Respons 1 

Class action law 

iiSSfSI 31113 El IffBsB I1III 

CPUC independe 
assessmen 

Customer satisfactio 

Gaps in customer servi 
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Meter deDlovmen 
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\ Meter deployment 
11 

Description 

Modify meter deployment schedule and approach to im • /. < -nployee awareness, 
customersatisfactionand address local communities'concerns prior to deployment. 
Develop deployment strategies to address unique deployment situations. 

PastActivities 

• Gathered installationinformationon a meter-by-meter basis to understand the range of 
instailationdiailenges and developed strategies to address each circumstance 

Current and FutureActivities Timing 

MolementedCity by City DeploymentApproach 

Plan deployments to avoid coincidingwith peaks in seasonal energy use 

Educateemployees on the benefits of SmartMeter™ prior to 
deployment [ ( m s nmm -es 

Completed 

Completed 
Onj 

Meet with local elected officialsand opinion leaders prior to deployment Ongoing 
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j Meter deployment - 'City by City' 

•Deployment is evolving from a Meter Reading Office (MRO)-
based approach to a City by City approach 

Colusa MRO 
Butte City Mnxvv« II 

[ „..-Colusa 
~\ - Meridian 
/ Arbuckle Williams 

• Dunnigan 
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Ij Meter deployment - T-75 schedule 
•Prior to deployment, key stakeholders have a list of tasks that 
must be completed 

5 > T-30 > T-15 > T-0 
T-75 to T-30 Solutions Marketing 

Customer Communications 

T-44; Governmt f F -lations 

> 

> 

T-42 to T-30: ES&S/ 
Customer Impact Activities 

tployee Outreach > 

T-21: Media &Advertising 

T-17:FinalizeMailingUniverse 
T-17:Approve Letter 

nfirm FinalMailingDate 
T-14:Mail Letters 

> 

T-17 to T-14: Meter Installation 
Announcement (MIA) Letters 

> clinical Deployment 
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HI Meter deployment - success story 
'Colusa Sun Herald, October 15, 2010,'' m,,i i i •"<, 15 Coming" 

•This positive news article highlighted PG&E's proactive approach to 
educating customers prior to deployment 

"Thenew system will allow PG&E 
customers to see how and when they 
are using energy without having to wait 
for a monthly bill" 

"in the long run, the utility 
expects the program to benefit 
the environment by d | 
demand on the power grid" 



15 

|0 Meter deployment -
" unique deployments 
Kern Deployment 
•Major Objectives: 

•Help Kern custom- - I I ' uiployees and other stakeholders understand and 
embrace the value of SmartMeter™ technolo ! • • - .vo / ww'm m n to 
upgrade meters 

•Rebuild trust in the SmartMeter™ program and enhance PG&E s reputation with Kern 
o' 'f O'f ' >mmuni;: - ' . .;ployees. and other stakeholders 

•RedepN • •• ' ,, mi ft- / ; • '0 upgraded SmartMeter™ devim IM i'om 
County 

•Strategies: 
•Partnering with internal PG&E teams 

•ProactivelycommunicateSmartMeter ™ . • mi& ^ u 

•Uti ;/> • - - .tructure Group results. PG&E research, and internal and external experts 

•Workwith local officials and other communityleaders 
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Ij Meter deployment -
1 unique deployments 

Kern 
Deployment Schedule 
(Tentative) 

•11/1/2010: EmployeeOutreach 
and internal Communications 
Begin 
•11/1/2010: External 
Communicationsand Government 
"'<-,1 'ons Begin 
•11/8/2010: Customer Media 
Outreach Begins 
•12/15/2010: MIAIetters mailedto 
Customers 
-1 '3/2011: Meter Deployment 
Begins 
•4/30/2011: Meter Deployment 
Complete 

* — ^ * 
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•rr Meter deployment - 1 

" unique deployments 
San Francisco Deployment 
•Major Objectives: 

' i } :iscointroduces new operational and engineering challenges, as weli as 
non-technical challenges for Field Deploym . : - nd equires a well thought-out 
strategic plan encompassingCommunication.Field and Network Deployment 

vMignmentof the meter characteristicsto the right resource and solution to complete 
installationson - n ' , sit while realizing CPI targets will be critical to deploym .• 

•Help SF customers.PG&E employees • m • M •[. s • • /f< / m ' 
embrace the value of SmartMeter™ technolo ! • • • • Ou !- , n <d /j u vd " !/" 

:es 

•Deplt • » P' ' 0 SmartMeter1 -' ' es in difficult meter 
locatic • • 1 >ent< ><^ > urbsid metal/wood cabinets, vaults, etc.) 

•Strategies: 
/" " v i!, iow processes to reduce anticipated CGI and UTC's (i.e. Customer 

1 .onseTeam.Appt. Scheduling, etc.) 
• Partnering with- internal PG&E teams and Wellingtonto ti h i - ' *' cesses 

(v /v :ively communicateSmartMeter ™ i 1 ^ ' , v Uf 

• Workwith internal stakeholders. Ic /' ri /d " •'-.y eaders 

SB 



PP| Meter deployment -
" unique deployments 
San Francisco 
Deployment Schedule 
(Tentative) 

•12/1/2010: EmployeeOutreaeh and 
Internal CommunicationsBegin 
•1/3/2011: External Comm - nations 
and Government Relations Begin 
-1 '3/2011: Customer Media Outreach 
Begins 
•1/15/2011: MIAIetters mailed to 
Customers 
•2/1/2011: Meter Deployment Begins 
•3/31/2012: Meter Deployment 
Complete 

18 

8M• • 
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IP Meter deployment -
* unique deployments 
San Francisco: 5 Deployment Priorities 

i" , ' / -
SAf-I FFArin«v< r, 
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Meter deployment -
unique deployments 

Francisco: 8 Unique Deployment Areas 

20 
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J Meter performance 22 

Description 

Maintain quality control over deployed meters, continue to proactively validate and 
publicizethe accuracy of SmartMeter™ devices, I: - mindm'- 'm 

technology 

Past activities 

Conducted an exhaustive systemicdata analysis to confirm there is i so fundamental 
technology problem with meter accuracy or billing 

Test" " r • >' "«•• , r • ' • r " ' ' pi , '• • 

Current and future activities Timing 
• Completeall vendor product deliverabl mrnm'm /< a " I' 

deployment 

• Create a Red Team and conduct further stress testing to surface 
potential risks from meter manipulationor rr-.T m ion 
r m, - .lutions to any id nnfied hardware & software potent- ' inks 

|v^r" • mmer-facingteams updated so they can address customer 
concerns with knowledge and facts 

Dec 2010 

May 2011 

June 2011 

ongoing 
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Meter performance 23 
http://www.pge.com/myhome/customerservice/meter/smartmeter/programdata/ 

itfieter1*' Program Oat 

N Click on 
"Current Updates" 

.«• , f „r,« »»<»••• • %«. til,: 4«X«!.i>i4 «t Vf ..')«»< • •« «».|ir.l«f 
• i > ,M !V 

SmailMefeiBilling Staff a tea 

of Bills Estimated 

. IfXrJini; 

t'C-Hi-iaft.twi'Muf'.-Klit-•••. • . ,•: . 
J G .. . . 4 r. . 
iS< ., 5 . ... „ . 41 1 * -

!/<* ' 1f! >' ^ " 
? !•«.-« I" .. ;! >-
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Page 1: Deployment, Billing and System Performance 
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| Meter performance 25 

Page 2: Accuracy Testing and Customer Data Usage 
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Meter performance 
* , m'' i ' '' '<[ * << <, \ demographicposes unique chaliengesin RF 
communication 
• Electric Meters are located in deep basements,and below qrade meter 

rooms 
• r " • TIC utilities are underground no distributionpoles above qrade (i.e. 

Rule 20A) 
• SSN did not have an available solutioi fw covering these areas 

b,' j; ' i ^ ' i j v w " ad Subterranean Urban 
Network Deployment System (SUNDS). 

• /" jwib bob P,,], •/>!'! q mt w • < 1 with SSN wi • - "b up b 
u mm pre • i ; c '? ' '' >K des w oie*' f > ' 

• Solution solved multiple issues 
- Provided RF communicationpath between meter roc' - o M ;/ < : o , 
- Provided RF backbc- ^ //,' on / /b 
- i ' •: s i •' * id need for third party attachment agreements 
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I Meter performance *f • 
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\ Meter performance 
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? SUNOS AP Installation •OH 
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Antenna Installation Below Vault 
Vent Grate 
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•ri Communicating the SmartMeter™ value 
** proposition 

Description 

Proactivelycommunicateon '• -.artMeter™ . 1 ^ ,< r .'s to raise customer 
awareness and appreciation :v 0 ogram 

Past activities 

Communityevents and meetings to date, directly reaching approximately 8,000 
^atstomers—————— 

Current and future activities 

Engagement Plan comm nn monsschedule 

• Con- f m c >nduct face-to-face communityevents and 
engage regulators and state and local elected officials 

"Informationis Power" campaign (ads and online) 

"SeeYour Power" campaign(ads and online) 

• "SeeYour Power" mobile tour 

Ongoing 

Ongoing 

SF (July) CV & Sac (9/1) 

On hold 

Launched inAugust 
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1 Customer Engagement Strategy 
33 

> Initialoutreach strategy: SmartMeter 
deploymentequivalentto a standard 
meter change-

Initial Outreach Strategy (2007) 

> Significantlyexpanded and improved customer communication and outreach 
basedon customer learningand feedback-

Current Holistic Outreach Strategy" 

Learning From Our Customers 
> Benefitsllnclearto Some Customers 

> Awareness 

> Satisfaction 

> InconsistentCustomer Experience 

Responding to Our Customers 
> ImprovedCommunicationMessaqes & Channel 

> MultipleContactsThrouqhSustainedMedia 

> Responsive& ProactiveOutreach 

> EmploveeEducation 

> Readinessand ResponseTeam 

Pre-installationletter 
Door hanger 
Welcomebooklet 
Energy Alerts postcard 
ore-mail 

PG&Eemployeeexperience 
zone trainingand tool kits 
AdditionalContact Center 
resources and support 
SmartMeterResponse team 
forcomplexissueresoiution 
Homeenergy audit 

Customer 

Onlinetoolsin My Account 
Energy Alert viae -mailor text message 
Digital'lnformationis Power" ads on news 
sites 
See Your Power Blog 
PG&E's PGE4METwitter Feed or Facebook 
Customerar imonialvideos 
on WWWJXJJ [and YouTube 

"Informationis Power," 
TVcommerciais(July 
'10) 
"See Your Power," TV 
ComnierciaIs(FaII '10) 
RetailPartnerships 

CustomerAdvisoryGroups 
CityCouncilpresentations 
Homeowner's association 
andcivicgroup meetings 
CPUC workshops 
PG&EAnswer Centers 
"Mobiletour" events 

*Strategywill continueto evolve and adapt as customer needs change 
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! 
Direct mail 34 

Touch 1 Pre-lnstall mmmm 
Touch 2 ter Install 

J&m tnu mzsnn-rn 

IfPllPP 

Touch 3 Whenconnected 
to the SmartMeter™ network 

MfESSftit :..—......... .. 
• V 

Whencustomers receive their SmartMe « t 1 devices, they receive a series of 
thi cationsto help them prepare for the arrival of the new meter and how to read 

and leverage the benefits of the new meters once they are connected to the network. 
Touch t Before installation: Letter & Brochure 

Touch 2 Meters are installed: Door hanger announcing meter change & brochure - how to read new meters. 

Touch 3 Meter is connected to tl- ' > lartMeter™ network : How a < [ line and "see their power" & 
manage energy use. 

SB GT&S 0655682 



rweb content 
SmartMeter content on pge.com leverages third-parties and customers to share benefits of 
SmartMeter. Content currently available in English, Spanish and Chinese. 

. 

....... . 

..... 
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I" SmartMeter™ Online 
See your Power Re-skin 

Communicates^ n* ir, 
of SmartMeter 
Technolo v 

Outlines each stage in 
the SmartMeter 
program from pre to 
post-installation 

Willinclude videos of 
customertestimonials 
on ho1 

SmartMeter to control 
their energy use 

• : 
IV* m 

,,, 

-« " ' - "» « * -• ' 
- , • 

. .. .. . •• - . • ' ' '• ' ' ^ " ' * " ^ ' " 
- .,•*,»«.'* - -v c .A;.,.., 

.... . . , , 
i,,; • 



VTSmartMeter™ Online 
Social Media 

homrtrtW '-.-A! 

... .. , 

Wi m V0W# - ommm* *«. m ? i "A 
• • .ill' 

Srr»n Mmm Backlash, Part 2, Smart Got! RP 

# as 
i»«ii Mm w»i«i f»« 

Hi Erie, 
«wanted to address the etaims ma by the EMF & 
»m MM thai SmartMators'» am KM MMK 
first, w# ttgrra that we should haw done a better ji 
the tMMnt* roll-out, soil we've recently updai 
;siwm««r} to MOM explain the iBsbootojy, the k> 
benefits our customers will sryo* with SmmMmm™ 
While we are 

i «/««<» fx 
IPG*E t, TawnTmhatO 

trie WkMH MSIM» 
WW 

I h#.s » atpec mat Umax. »ihrt, »«i.« inn -MMftrntm imme 

— 

ftiii 

-
-
„ 
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. , , 
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•Tw- ; • < • )ok YouTube.and 
blogs (including PG&E'sSee ( .• 
Power Blog) to address customer 
questions,concems and service 
requests 

•SeeYour Power and Information 
Is Power Commercialson 

3 

•PG&E'sSee YourPow ,>n 
engage in a two-way dialogue 
with customers and stakeholders 
on the Smartl Y, urogram and 
,,!|| " IV issues 
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ir Traditional media 
Power campaign) 

Objective: 

• Present business and cc thought 
leaders as an impartial and positive voice in 
support of SmartMeter™ technology and the 
potential benefits associated with the smart 
grid 

• Reach Englis rani v Mandarin and 
Cantonese-speaking customer groups 

Details: 

• Campaign began in advance of deployment 
in many parts of the Bay Area (San 
Francisco North Bay; and was distributed via 

line 

• Features third-parties speaking positively 
about smart grid and the SmartMeter™ 
program 

• Additional spots have been developed for 
Central Valley and Sacramento areas 

(Information is 



Traditional media (See Your Power 
TV campaign) 

:tive: 
• Share that customersacrc , -h -

service territory are using their 
SmartMeters to makesmarter energy 
choia 

Details: 
• Features real stories of customer! -

diverse backgrounds across the service 
territory speaking to how the 
Smart Meter changed their energy use 
and costs 

• T 'in^.i'/iwill be run throughout the 
service territory on TV and online 

Redacted 
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SmartMeter™ Online 
OnlineAdvertising Campaign 

40 

See Your Power 

ONLINE AD CAMPAIGN 
Creative: 
- 'deo (h G /y if - *rj it 

- Banni 

Messageand target aligned with TV 
campaign 

On ? L/\ s J ' . etsas TV 
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mn Events/Community Outreach: See Your 
Power Tour 

Mobile Tour 
• Educate customers in 

and engaging way about 
SmartMeter™ technology i-—~ 

English, Spanish and Chinese 
content and materials at all 
events 

Provid / (.f )gr; i »< jnefits, 
hands-on experience, 
demonstrates ways the 
SmartMeter™ program 
empowers customers to 
manage their energy use and 
costs 

Over 40 events scheduled 
between August and 
November. 

New events being planned 
beyond November 

if • mm 
alii 
1 

rr~3 

•RM 

111 
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! 
See Your Power Tour 

1H11IH EH 

Estimatedreach of 2.1 miilionin event 
attendancewith 200,000 deep 
engagements 

Multiple Mobile TourComponents: 
• Touchscreen Kiosks show ways to see 

,H- tf' 'If I / * f I si IS' f , 'I ' '/ 

Accc 10s 
• TouchScr ways to 
• see energy savings 
• Photo Booth with static electric orb to drive 

online engac. ,,,-?nt 
• English,Spanish and Chinese 

-JJBBBWBBMI 

I 
JBlil BBBli 
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| Multiple touches; variety of platforms 

Is 

43 

ft 0 a,,d 
Online Display 

nt 

Direct Mail 

Wlm SEE YOUR,. POW1 

•DOI:MiMm 

a#a'vsiet6K;yupiJii;(ia ourSino 
. ®e scchw'aay. ™ iraallarjon p. 
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\ Enhancing the customer experience 
45 

Description 

ies 
• • 11 1 •>• "i, ™ . ' * -• • i ,i- III»• : « 
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• Call Sr •, 1eter™ customers who have receh M ' V iatedbill for two 
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Rollout Customerintervention process- • ,<> > < , ( 
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By 10/31 

By 11/30 
By 12/31 
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SmartMeter™ Answer Centers 
1 ' " '*' • /(/ Other Presentations: 
Lincoln Fleet Week 
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SmartMeter™ Answer Centers 
Weekof 10^18^10 
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Electric Network Installations 
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Gas Network Installations 
Cumulative DCU Network Installations 
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Endpoint installations 
Cumulative Network Enabled Locations (in 000s) 
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