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nartMeter™ to raise customer awe'-' i omJ

ivities

.Timingurii &

'r w 11oi-v m undue! face-to-face community events and 

on gam r n ot ' 3 and state and local elected officials

* d {oim1! fiers, door-hangers and booklets

* , >ee Your Power” . mipaign (ads and onli, 1 ' no/Yo m ,, ,,
; Bakersfield., Sac/Mod/Stockton).

* ' ee Your Power" mobile to < d< - toping additional events Orn i mid- 
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> Initial outreach strategy: SrnartMeter 
deployment equivalent to a standard 
meter change.

> Significantly expanded and improved customer communication and outreach 
based on customer Seaming and feedback.

Current Holistic Outreach Strategy*Initial Outreach Strategy (2007)

Responding to Our Customers
> Improved Communication Messaqt lannel

• Online tools in My Account
• Energy Alert via e-mail or text message
• Digital “Information is Power” ads on news

sites
• See Your Power Blog
• PG&E’s PGE4ME Twitter Feed or Facebook
• Customer and third-party testimonial videos 

on wmnm|xje,comMniteDteif and YouTube

> Multiple Contacts Through Sustained Media

> Responsive & Proactive Outreach

> Employee Education

> Readiness and Response Team
Learning From Our Customers 

> Benefits Unclear to Some Customers
• Pre-installation letter
• Door hanger
• Welcome booklet
• Energy Alerts postcard 

or e-mail

> Awareness • “Information is Power,” 
TV commercials (July> Satisfaction 10)

• “See Your Power,” TV
Commercials (Fall ’10)

• Retail Partnerships

> Inconsistent Customer Experience

• PG&E employee experience 
zone training and tool kits

• Additional Contact Center 
resources and support

• SrnartMeter Response team 
for complex issue resolution

• Home energy audit

Customer Customer Advisory Groups 
City Council presentations 
Homeowner’s association 
and civic group meetings

• CPUC workshops
• PG&E Answer Centers
• “Mobile tour” events

f *Strategy will continue to evolve and adapt as customer needs change
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When customers receive their SmartMeter™ devices, they receive a series ' f 
communications to help them prepare for the arrival of the new me? / / to read
and leverage the benefits of the new meters once they are connected to the network.

* nch 1 Before installation; Letter & Brochure

l Meters a"’ Hstalled: Door hanger announcing r

I Meter ' < < nn*",f"U i> * the SmartMeter™ net\
manage energy use.

Tou change & brochure - how to read new meters.

To : How to go online and “see their power” &
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L
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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rifei
See your Power Re-skin

• Communicates benefits
of SmartMeter
Technology

• Outlines eaW h y m 

the SmartMeter
PI'- > ' " 7 f r,« " r
installation
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th ^ energy use

■-« > •-> "< i V--

!■ 8- ... f • ■

• ” ».<■>'-. - r -..vm '* <s < .1 <: -
4-; ! 4'- -J*!-.

- • .. * 1.

A ..)> -I-

5- ■„ ...• ..... 
4 • -...y -- -.... -*5?** f M# }4.«,W

r« ---< « «s'.. *-* ■*-■* : «.......... -i

... .... . i... ; ;... ... . ....

..... , .. ... . ... . .... .... ... ........
. . , ,, ‘

M «***

SB GT&S 0493897



6

Social Media
Facebo' \ i o ' l '» <Y 

biogs (including PG&E’s See Your 

Power Blog) to address customer 

m ^ non ncerns and service 

requests

•T
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I ^ -je Your Power mid I formation 

Is Power Commercials on
YouTube

m
os

A

•(¥«.«# ■; »t * i>M f"«

hi Cmmmm
.......

■I
*Smart Mats? Backlash, Par! 2: Smart Grid RF •PG&E’s See Your Power Blog to 

engage in a two-way dialogue with 

custom© , mi 1 Ho ielders on 

the SmartMeter program and 

other energy management issues
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Hi Eric,
i wanted to address me claims made by the EMF Ss 
the belief that SmartMetsrs™ are not accurate.
First, we agree that we should have done a better jc 
the SmartMeter™ roM-out, and we’ve recently updat 
/smartmeter) to better explain the technology, the in 
benefits our customers wilt enjoy with SmartMeter™ 

are confident that the third-oartv irate Den-d
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Objective;
• Present busines mi cornu f , f mought 

leaders as an impartial and positive voice in
support of SmartMeter™ teehnolog / and tbs 
potential benefits associated with the smart

SmartMeter*
mm:

grid B,»y Suva mmim i, ;{«,,!*»« tlw tale ti 
Kto.iMfcfctM " Mid She

of fhet|f«!ii euirjomy.• Reach English , anish, Mandarin and
Cantonese-speaking customer groups

Details:
• Campa j , ■ egan in advance of deployment in 

many parts of the Bay Area (San Francisco,. 
North Bay) and was distributed via TV and
online

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

• Additional spots have been developed for
Cents*! / *[Cy nd icramento areas

wmmmm
SmartMeter"

La information e$ potter

S
I
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Objective:
* Share that customers across the

service tern' ', * . ■ wig their
SmartMeters to make smarter energy 
choir' > ,, on their en c/ ' o

,

Feai ‘f ,, " O lories of customers from 

diverse backgrounds across the / j vc 
territory speaking O how the 
Smar 

and c

•• •
imp

JL* ft ~ ter chan jf d their energy use

• Campaign will * " , • i 0 , jghout the 
service territory t i I ; nlsne

Hi

Z iij "*k <. 'J..V I
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Online Advertising Campaign - See Your Power

'' HiSI Ilf isstfS*
t.

rtMeter'* technology helps 
ind energy vampires. ' Creative:

it *

...
**! - :30 Video (Bob and

.it *i Ynja)
- Banner Ad

i..=...... ... rr-tg'SL m ....& mm. oi grapTL

sssage and target aligned with TV 
.campaignIf

>o you can slay them. See your pc
SmartMeten Online Ads in the same markets as TVllfmY1'

iPr**
i.
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= 3P*- ^ r.aprh ewfss gmjfi: as. remaining. Sire am
Coil..
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• Educate customers in , on
and engaging way about
SmartMeter™ technoiogy

• English, Spanish 
content and mad 
events

inese —
all ■■■

mf f ' ' ; (<i jgram benefits,
< >'■ perience,

demonstrates ways the
SmartMeter™ program 
empowers customers to

ge their energy use and

■■HR

IIIfnan 2

V ■• Over 40 events scheduled 
between August and 
November. ■

• New events beiu <■
beyond November

d
■
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PEstimated reach of 2.1 million u ■, - -it 
attendance with 20h whG deep engage

Components:
n,|' ' how ways to see 

energy savings, I , miiwrci ' , w ' w / 

Account demos
• Touch Screen Game to sh

see energy savings
Photo Booth with static electri ' n i 
online enowvm jnt

• En i h 1 w n n wA ■ hi,iese

i V'itiple Mobil
• b»-sri( •/ r

to
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^Description
Improve experien ' ml i ^ dVleter™ by being more respc
md issues

' ustomer needs

ip fiiitiS

Ci i1 v ■ ties

w/ iw >•" who have received an estimated dlfortw 

billing cycles and all customers with delayed bills greater than 60 days

• Rollout Custon I e rvention process - enabling reps to intervene on
berrr ' r> customer

• Implement follow up Gusto me' F 'pe > twwwg in the contact centers

• Reduce escalated complaints by 50%

• Increased tic* m-nicer of Answer Centers, Customer Advisory 0"»ups and Ongoing

Timing
Gnomic 

By 10/31

•Cc TM

By ' )

By

.4
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of 10-15-10 Other Presentations;
Fleet W

L
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#

L ; /"■ iric Netwc t; h. > /» * r .

0P6«'“8nQmulative Electric Network Installations: Substation Cormunication Equipment (SCE) & RF Mesh Access Points i

Kev1,182 1,182 1,1821,200
Actual 

thru Jun
Mesh Electric 
Network Plan - 
Access Points

1.1861.186 ■10

886
■o

Electric 
Network 
build to 

date - SCE 
Actuals 

Thru Dee­

re 800
1
0

1
3
C

08UJ ’ r

I
tS 400z

ts 221
UJ

51

0
Total Electric 

Network 
installations

Year 1
(ITDto Dec-07)

Year 2 Year 3 Year 4 
2010

Year 5 
20112008 2009
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#

L Gas Netwt *,
pr-Cimulative DCU Network Installations \Sn

p
Kev5,000 5,000 5,000

i5,000 i Actual 
thru Jun

1

10

4,273 4,273

3,6323,750
■o i

i
TO

■5)
=
£
c

3 500
j■s

£
1,800I8 i

b
5
®1,250
(0n
O

i
487i

i

0 T*-

Total Data 
Collection Units 

(DCU) installations

Year 1
(ITD to Dec-07)

Year 2 
2008

Year 3 Year 4 Year5
2009 2010 2011
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#

L Endpoint Installations
Cumulative Network Enabled Locations (in 000s) PC fit tis ir

Key5,275 4,458 5,275 4,458
100%

Actual thru 
Jun '10 4,0294.722

»4,722 !
i3,810 i

3,987
75% 3.238

»
i
i» 2,210i

50%

»
:
i
i

25%

542398
238

I

0%
Electric Gas Year (ITD 

1 to Dec-
Year 2008 Year 3 2009 Year 2010 Year 2011
2 4 5

07)
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