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SmartMeter™ Q3 highlights
Meter Deployment

Meter Performance

Communicating the SmartMeter™ Value Proposition
Enhancing the Customer Experience
Appendix
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Installations:

As of October 26" more than 7 million meters
installed!

— 3.58M Electric Meters
— 3.49M Gas Meters

Billing Operations:
— Record low bill estimation %: 0.06% - September
2010

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

SB_GT&S 0800560



2005: 5,000 Meter Pilot

2006: Full Deployment Launch 10 million
meters

2008: Customer Online access to usage data
SmartRate

2009: Remote connect/disconnect
Outage management

2012: 10 million meters installed

3 million
meters
installed

lillionth
meter <
installed

7.1 mi
insta

ion meters
ed to date

2006 2007 2008 2009 2010 2011
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ete emaining
67,965 | 1,216,492 | 1,284,458
0-25% 28,085 | 238,824 | 266,909 11% 2
25-50% 163,010 | 369,116 | 532,127 31% 5
50-70% 294,027 | 218368 | 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

Colusa

Chico

Santa Maria

_ OnHo
Santa Cruz

old

Remaining

162,645

Concord

Hollister

San Rafael

31,059

Cupertino

Ukiah

Eureka

San Francisco

Santa Rosa

22,018

Gilroy

¥

Peninsula

1,548

4

Grass Valley

Los Gatos

Marysville

Kern Re-deploymen

{Bakersfield, Taft,
Wasco MROs)

Humboldt

12,005

Mapa

Total

229,275

Oakland

East Daldand

Orovitle

Paradise

Placerville

Richmond

Salinas

San Jose

San Rafael

Santa Rosa

Templeton

vallejo

Terpleton

Santa Mania:

Cities on hold:

'ﬁ%&%ticaé

mg\%wSan Bruno
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30.0%
25.0%
20.0%
15.0%
10.0%

5.0%

0.0%

Number of cumulative transitioned meters: 5.81M
Number of meters transitioned since Jan. 2010: 2.06 M

% Untransitioned Meter Volume against Total Installed Meters

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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Deployment

Uty
Opeiglions

Hote Area
Nebwork

Custamer
iformatlion
Presentinent

Demand
Hesponse -
Hicing
Slialegles
timing
uncertain |

bemand
Kesponse -
Load Lonirol

Slandarnds
and
Secuily

Funding Key

Al cal

_Enhanced Outage Nofification 4

Further Enablement / Usage &
pricing signals currently TBD

"NOTE: Significant Regulatory uncertainty currently exists around previously depicted timelines in this area
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Description

Modify meter deployment schedule and approach to increase employee awareness,
customer satisfaction and address local communities’ concerns prior to deployment.
Develop deployment strategies to address unique deployment situations.

Past Activities

« Gathered installation information on a meter-by-meter basis to understand the range of
installation challenges and developed strategies to address each circumstance

Current and Future Activities Timing

 Implemented City by City Deployment Approach Completed
* Plan deployments to avoid coinciding with peaks in seasonal energy use  Completed

» Educate employees on the benefits of SmartMeter™ prior to Ongoing
deployment in their communities

* Meet with local elected officials and opinion leaders prior to deployment  Ongoing

SB GT&S 0800568
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«Deployment is evolving from a Meter Reading Office (MRO)-
based approach to a City by City approach

Colusa MRO ’
Prmcg\mn
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*Prior to deployment, key stakeholders have a list of tasks that
must be completed

BREDas BB BN

T-75 to T-30: Solutions Marketing
T-54 to T-15: Customer Commumcatioms >

T-44: Governmental Relations >

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

T-35 to T-5: Employee Outreach >
T-21: Media & Advertising >

juonejjeisuj 939N 10-1

-17: Finalize Mailing Universe T-17 to T-14: Meter Installatio

-17: Approve Letter Announcement (MIA) Letters
-17. Confirm Final Mailing Date

-14: Mail Letters
T-75 to T-3: Technical Deployment >

SB GT&S 0800570
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* Colusa Sun Herald, October 15, 2010, “Smart Meters Coming”

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

“The new 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 decreasing
demand on the power grid”

SB GT&S 0800571
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Kern Deployment

*Major Objectives:
*Help Kern customers, PG&E employees and other stakeholders understand and
embrace the value of SmartMeter™ technology and why we’re returning to Kern to
upgrade meters

*Rebuild frust in the SmartMeter™ program and enhance PG&E’s reputation with Kern
customers, communities, employees, and other stakeholders

*Redeployment of approximately 130,000 upgraded SmartMeter™ devices in Kern
County

-Strategies:
*Partnering with internal PG&E teams

*Proactively communicate SmartMeter™ issues and benefits
«Utilize the Structure Group results, PG&E research, and internal and external experts

*Work with local officials and other community leaders

SB GT&S 0800572



Kern

Deployment Schedule

(Tentative)

*11/1/2010: Employee Outreach
and Internal Communications
Begin

*11/1/2010: External
Communications and Government
Relations Begin

*11/8/2010: Customer Media
Qutreach Begins

«12/15/2010: MIA letters mailed to
Customers

*1/3/2011: Meter Deployment
Begins

*4/30/2011: Meter Deployment
Complete

16

Redacted
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San Francisco Deployment |

*Major Objectives:

«San Francisco introduces new operational and engineering challenges, as well as non-
technical challenges for Field Deployment and requires a well thought-out strategic
plan encompassing Communication, Field and Network Deployment

*Alignment of the meter characteristics to the right resource and solution to complete
installations on the first visit while realizing CPI targets will be critical to deployment

*Help SF customers, PG&E employees and other stakeholders understand and
embrace the value of SmartMeter™ technology and lessons learned from other Meter
Reading Offices

*Deployment of approximately 625,000 SmartMeter™ devices in difficult meter
locations (peepholes, basements, curbside, metal/wood cabinets, vaults, etc.)

Strategies:

» Develop 11 new processes to reduce anticipated CGl and UTC’s (i.e. Customer
Response Team, Appt. Scheduling, etc.)

» Partnering with internal PG&E teams and Wellington to field test processes
* Proactively communicate SmartMeter™ issues and benefits
» Work with internal stakeholders, local officials and other community leaders

SB GT&S 0800574



San Francisco
Deployment Schedule

(Tentative)

*12/1/2010: Employee Outreach and
Internal Communications Begin

«1/3/2011: External Communications
and Government Relations Begin

*1/3/2011: Customer Media Outreach
Begins

«1/15/2011: MIA letters mailed to
Customers

«2/1/2011: Meter Deployment Begins

*3/31/2012: Meter Deployment
Complete

18
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Description

Maintain quality control over deployed meters, continue to proactively validate and publicize
the accuracy of SmartMeter™ devices, become the expert in SmartMeter™ technology

Past activities

» Conducted an exhaustive systemic data analysis to confirm there is no fundamental

technology problem with meter accuracy or billing

* Testified before a Senate committee on meter accuracy and sources of program error

Current and future activities Timing

» Complete all vendor product deliverables for meter & network Dec 2010
deployment

 Create a Red Team and conduct further stress testing to surface May 2011

potential risks from meter manipulation or malfunction
* Drive solutions to any identified hardware & software potential risks June 2011

» Keep customer-facing teams updated so they can address customer

concerns with knowledge and facts ongoing

SB GT&S 0800579
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SmartMeter™ Program Data

Page 1: Deployment, Billing and System Performance

pd

" prata for month ending 08/31/2010.
2 Bl Segment” reflects either gas or ele

g

v Timely" expresses meters (

‘ Comaer‘/ Electric Gas
SM Deployment _J Updated | Non-SM el Total Mon-SM st Total Non-SM Su Total
ules In Service Weekly 2.B86.7 14076 805,487 9,682,201 1830465 316454 | 5248918 1,056,249 3387033 4,443,282
Metersodules Instatied™ 64,088 37415 26,773
HMotes:
" Dt for week ending 971772010,
‘23 “WetersModules nstalled” inchudes Histallation of second generation S devices and the removal replacerent of first generation S devices.
B oo incudes meters and that ulilize SM technology.
: M ; Combinetl Electric Gag
Eilling , Updated™ | Non-Sit S Total Non-Sk Sk Total Non-Ski Su Total
B fREnts Produced™ 4291169 |#5 166,797 9,457,966 2619949 | 2509905 | 5129854 || 1671220 2,656,892 4,328,112
% Estimated™ Wonthily 1. 0.10% 0.61% 1.50% 0.16% 0.85% 0.78% 0.05% 0.33%
o, Firnely'™ G B0% 99.81% 98.71%
Notes:

#service. A PGSE customer receiving gas and electric senvice receives one bill containing two bill segments.
Flrag, Estimated” expresses total bill seguént caiculations based upon estimated usage (gas and jor electric segments) as a percentage of all completed bill segments.
fice agreements) billed within 35 days of last biling date as a percentage of all aclive meters (service agreements).

Sl System Performance

Updated™ | Combined | Flectic Gas
[ T e e ed 99.78% 99.76% 99.81%
Nor-Communicating Meters Outstanding™ Weekly 5,596 3,976 3,520
% Non-Commuricating Meters Outstanding™ 0.10%: 0.10% 0.10%
Diata Storage Issues Oulstanding”™ 6,012

Hotes:

W Data for week ending 09/17/20
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SmartMeter™ Program Data
Page 2: Accuracy Testing and Customer Data Usage

—— e

B W Combined
Accuracy Teatin Updated™ | Non-5M SM Total
[ e CREleted 122 258 990
Meter Tests Passed™ Weekly 118 866 586
WMeter Tests Falled™ 4 o 4
Total Meter Tests Complated, Curnulative™ 30,624 79 546

— — ———

Total Failed Meters Confirmed, Cumulative™ Weekly 377 10
% Total Failed Meters Confirmed, Cumulative”’ 0.0131%
Motes:

" Diata for week ending 09/17/2010.
B ieter Tests Completed” includes meter tests performad at customer o
testing). .
Epster Tests Passed” inchudes meter test results within CPUC-pu
# "Meter Tests Failed” includes meter test results outside GB
® Weters that have had meter accuracy tests perforrmpd nce January 2007. This includes meter tests performed at customer locations, vendor faciliies and PGAE's meter warehouse and testing
facility. This excludes initial testing by Fact {100% testing).

 peters having meter ac suflves since January 2007

5 vof, Total Faited Meters Cmfamed)@(fm,tdaﬁve“ enpresses "Tolal Faled Meters, Confimeed, Cumulative” as a percentage of the nstalled meter population.

it ,venfcim facilities and PGEE"s meter warehouse and testing faclity. This excludes iniial testing by manofacturer (100%

petfiorized limits (+- 2%).
i - ansiherized lirits (- 2%

B AE Combined
Customer Data Usage 7 Updated Total
Do e Bt Customers™ 1,564,040
Smarthleter™ Online Usage Inquiries™ ) 266 075
SmariRate parficipants ™ Monthiy™! 24 B85
"Energy Aert” pqrtic'tpaﬂ’m"s‘ 19,365
EBill Customers™ 1,544 083
|SmanRate SmantDays, Cumulative 7 | Weekty @ | 10 |
Nofes:

* Diata for month ending D83 112010,

& Customers who have accessed their accounts via pe.com "Wy Account” in the last 12 months.

@ Womthly web views of Totsl Load and Rate Analysis Chart pages by pge.com sccount users with BoartiMeter™ devices.

# Smartheter™ customers enrolied in the SmariRate™ program receive a discounted rate during the program period May 1 and Oclober 31 in exchange for managing their energy usage during 2 pm.
20 7 pum. on up to 15 SmartDays when a surcharge applies. SmartDays are called on especially hot days between May 1 and October 31, when dermand for slecincity can reach an extreme fevel.

Meter™ custon led in the *Eneargy Adert” 3 text el or aul phm&e call when their electric use iz moving toward @ higher pﬂced tier. The program
feli i1y} y ) - ) s ; y

E

hanss.on lune 4
11002 B EGin

k24 of 24 - Cimbuatd |
tem collected

@ hup/Jiwwwpge .
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Financial District/Urban Canyon demographic poses unique challenges in RF
communication

« Electric Meters are located in deep basements, and below grade meter
rooms

« Electric utilities are underground no distribution poles above grade (i.e.
Rule 20A)

« SSN did not have an available solution for covering these areas

The In-vault relay (and AP) project was named Subterranean Urban
Network Deployment System (SUNDS).

A joint hardware design project was started with SSN with PG&E taking the
lead with product and network design guidelines.

+ Solution solved multiple issues
— Provided RF communication path between meter rooms and street level
— Provided RF backbone path at neighborhood level
— Eliminated need for third party attachment agreements

SB GT&S 0800583
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Description

Proactively communicate the benefits of SmartMeter™ {o raise customer awareness and
appreciation of the program.

Past activities

« Community events, mobile tours, community meetings, See Your Power and Information

is Power ads as well as 3-touch direct mail, door-hangers and booklets.

Current and future activities Timing
» Continue to conduct face-to-face community events and Ongoing
engage regulators and state and local elected officials
Ongoing

* 3-touch mailers, door-hangers and booklets

« “See Your Power” campaign (ads and online - Fresno/Visalia, 11.8.10- 11.26
Bakersfield, Sac/Mod/Stockton).

» “See Your Power” mobile tour — developing additional events  Ongoing thru mid-
and dates beyond November November

SB GT&S 0800589



» Initial outreach strategy: SmartMeter
deployment equivalent to a standard

meter change.

33

» Significantly expanded and improved customer communication and outreach

based on customer learning and feedback.

Initial Outreach Strategy (2007)

Learning From Our Customers

» Benefits Unclear to Some Customers

» Awareness
» Satisfaction

»Inconsistent Customer Experience

Current Holistic Outreach Strategy*

Responding to Our Customers

e & e @

@

» Improved Communication Messages & Channel

> Multiple Contacts Through Sustained Media * Online tools in My Account
. . ] = Energy Alert via e-mail or text message
» Responsive & Proactive Qutreach + Digital “Information is Power” ads on news

sites
. + See Your Power Blog
Online » PG&E's PGEAME Twitter Feed or Facebook
Cstels: | o Customer and third-party testimonial videos
Media on www.hoe corm/smartmeter and YouTube

» Employee Education

» Readiness and Response Team

Fre-installation letter
Door hanger
Welcome booklet
Energy Alerts posteard
or e-mail

« “Information is Power,”
TV commercials (July
“10)

« “See Your Power,” TV
Commercials (Fall "10)

= Retail Partnerships

Traditional
Media
PG&RE

Customer

PG&E employee experience
zone training and tool kits
Additional Contact Center
resources and support Homeowner's association
SrmartMeter Resp@nse team and civie group meetmgg
for complex issue resolution « CPUC workshops

Home energy audit « PG&F Answer Centers

¢ “Mobile tour” events

Customer

Customer Advisory Groups
Service

City Council presentations

*Strategy will continue to evolve and adapt as customer needs change

SB GT&S 0800590



34

Touch 3 when connected
TOUCh 1 Pre-Install TOUCh 2 At Meter Install to the SmartMeter™ network

When customers receive their SmartMeter™ devices, they receive a series of
communications to 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 1 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 the SmartMeter™ network : How to go online and “see their power” &
manage energy use.

SB GT&S 0800591
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SmartMeter content on pge.com leverages third-parties and customers to share benefits of
SmartMeter. Content currently available in English, Spanish and Chinese.

hgr
by

o i
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 Communicates benefits
of SmartMeter
Technology

» Qutlines each stage in
the SmartMeter i e g . e
program frompretopost- & = = o o .
installation | "

Shmwt
A

S

« Will include videos of
customer testimonials on
how they use
SmartMeter to control
their energy use

SB_GT&S_0800593
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*Twitter, Facebook YouTube, and
blogs (including PG&E’s See Your
Power Blog) to address customer
guestions, concerns and service
requests

+See Your Power and Information
, , | Is Power Commercials on
8] e e 5 & YouTube

St sk mepetppesiee L Vs et | ’PG&E,S S@@ Your POW@Y' B'Og tC)
n:ﬁ?j&;x‘;@fszfgz?zmwd*mwam;»:mwww“%mm eﬂgage 'ﬁ a tWO“\Nay dlalmgue Wg'th
customers and stakeholders on

& Geitueh edeionh e iy R riielt Bl B0k ey eiriigh U

e o Paut Parmley 1218409 7:24 PR th e 8 ma rtM ete r prOg ra m a nd
i o acoss n cin mac by th EME other energy management issues

Flral, we sgroe that we should have done & mémr B
the Smartideler™ rolbout, and we've recently updat

Y 4o tetter explain the e in
berefits our customers will erjoy with SmartMeter™
While we ane that the thi ¥

B ke i

d b VR TR
BGAE 4, Town Tinhat &

Eru Frle Wanel 10000 240 P

SRR s
sive Witk Bowdi. § e wis pel e T Pael® Gudetis
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Objective:

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

* Reach English, Spanish, 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 TV and
online

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

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

SmartMeter™

38
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Objective:

» Share that customers across the
service territory are using their
SmartMeters to make smarter energy
choices and save on their energy costs.

Details:

» Features real stories of customers from
diverse backgrounds across the service
territory speaking to how the
SmartMeter changed their energy use
and costs

» Campaign will be run throughout the
service territory on TV and online

SB GT&S 0800596
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e techpology
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Mobile Tour

- Educate customers in a fun
and engaging way about
SmartMeter™ technology

- English, Spanish and Chinese
content and materials at all
events

- Provides program benefits,
hands-on experience,
demonstrates ways the
SmartMeter™ program
empowers customers {o
manage their energy use and
costs

. Qver 40 events scheduled
between August and
November.

- New events being planned
beyond November

SB GT&S 0800598



Estimated reach of 2.1 million in event
attendance with 200,000 deep engagements

Multiple Mobile Tour Components:

- Touch Screen Kiosks show ways to see
energy savings, TV commercials and My
Account demos

- Touch Screen Game to show ways to
. see energy savings

- Photo Booth with static electric orb to drive
online engagement

- English, Spanish and Chinese

SB GT&S 0800599
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Description

Improve experience around SmartMeter™ by being more responsive to customer needs

and issues

Past activities

« Created a dedicated team of SmartMeter ™ call center reps, a Customer Impact

Outreach Specialists team and added 165 additional customer service representatives

Current and future activities

» Call SmartMeter™ customers who have received an estimated bill for two
billing cycles and all customers with delayed bills greater than 60 days

* Rollout Customer Intervention process — enabling reps to intervene on
behalf of a customer

* Implement follow up Customer Experience training in the contact centers
* Reduce escalated complaints by 50%

* Increased the number of Answer Centers, Customer Advisory Groups and
proactive community engagement.

Timing
Ongoing
By 10/31

By 11/30
By 12/31

Ongoing
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Santa Cruz
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Week of 10-18-10

Piedmont

-
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Electric Network Installations

Cumulative Electric Network Installations: Substation Conmunication Equipment (SCE) & RF Mesh Access Points
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