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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:
>’,i- "<• i /G1, more than 7 million meters 

installed!

- 3.58M Electric Meters
- 3.49M Gas Meters

Billing Operations:
- Record low bii

2010
if** : - .<1 ’> ■: '■ ■*'. /' - September

- 6.0M billing using SmartMeter™ systems as of 

Oct 26, 2010
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2005: 5,000 Meter Pilot 

2006: Full Deployment Launch
2008: Customer Online access to usage data 

SmartRate
2009: Remote connect/disconnect 

Outage management 

2012: 10 million meters installed
3 million 

meters 

installed

10 million 

meters

I
It.

meter
installed

Launch

I ■III.
2008 2007 2A08 2003 2010 2011
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Installation

Category Sft of OfficesCompleted Total % CompleteRemaining

n 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 y~in 50-70% 294,027 218,368 512,395 57% 7
70-85% 687,657 161,258 848,914 81% 9

j85+% 5,818,101 440,530 6,258,631 93% 42

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

Cities on hold: 
'^Political 
•^San Bru no
^safety

iSlilgiljSt

i Offices Starting ]
Offices Currently i I

1 ! Deployment in Next!
I m Deployment i I
[ ?______r 3 Months I

W

1Installs
Remaining

Areas 
On Hold

HHl

Santa Cruz 162,645Berkeley Colusa IPChico Santa Maria San Rafael 31,059
Concord Hollister Mftlgfe

Santa Rosa 22,018Cupertino Ukiah i§§j#i|||f
alfSant FranciscoEureka Peninsula 1,548

Gilroy
Kern Re-deployment 
(Bakersfield, Taft,
Wasco MROs)

Humboldt 12,005Grass Valley
Los Gatos
Marysville

Total 229,275Napa
Oakland
East Oakland
Oroville
Paradise
Piacervilfe
Richmond

San iiSalinas :§ftlli§S|{
gfllSan Jose

San Rafael
Santa Rosa
Templeton
Vallejo
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r i Hf! ive transition* A i^ete 5 81 f
i/il r < in ters transition / * < > ,i <I'; ^<Va1 

% (fansitioned Mete / tin' against Tow* i ’> »<tl i Meters

30.0% i

33r0% _ 24-1^1 23.3% -25.0% 22.2%20.7%
— 18.2% -20.0% 17.4% [16.2%115.4%]

13.0% —15.0%

10.0% ■ii%p
5.0% —

0.0%
Dec-09 Jan-10 Feb-10 Mar-10 Apr-10 May-10 Jun-10 Ju 1-10 Aug-10 Sep-10 Oct-10

SB GT&S 0800636



7

i

2008 2009 ♦ 2010

350
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J■IAm ■»\/

B A
A A A

l
A jit'; A

I

I

AA

i
A

i

: 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,
stomer satisfaction and address local communities’ concerns prior to deployment 

> ^ wiop deployment strategies to address unique deployment (j -nons.

38

• >. oH ir„ qe ofi i II 1 1 1i
f1 1 1

Current and Future Activities Timing

• Implemented City by City Dep'' p r / woroach

• Plan deployments to avc o . oinciding with peaks in seasonal energy

•Met - ployees on the benefits of SmartMeter™ prior to 

deployment in their wcnmunities

• Meet with local elected officials and opinion leads mior to deployment Ongoing

Completed

Completed
Ongoing

SB GT&S 0800641
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•Deployment is evolving from a Meter Reading Office (MRO)- 

based approach to a City by City approach

Colusa MRO Princeton
\ Butte CityMaxwell •-

Colusa

SG>Iu\h \ ^-Meridian 

• J Arbuckle■Williams
>

, v Dunnlgan
#.

*AIK

I

■ *
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of tasks that•Prior to deployment, key stakeholders have a 

must be completed
m

l m

|T-7S to T-30: Solutio , 11 -d, - :<ng >

>
' ", f * ' 1 torner Comi 3

>

T-44: Governmental Relc

o
M2 to T-30: E8&S/ 
Customer Impact Activities 2

>
3T-35 to T-5: Employee *' mtreach m
m

>

t / t Media & Advertising m
o
3i '< / ^nalize Mai

i / >prove L&.
f < / Dnfirnt Fin
T-14: Mas! Letters

U 4 i r M , ' leter instailatio
Announcemeni Cy c 5

tailing Date

>t /dhi f % f chmoal Deployment
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*c sa Sun Herald, October 15, 2010, “Smart Meters Coming”

•This positive news article highlighted PG&E's proactive approach to 

educating customers prior to deployment

m

fl sm will allow PG&E
customers to see how and when they 

are using energy without having to wait 

for a monthly bill”

ill
■
I

■III
1 ■

“in the long run, the utility
expects the program to benefit 

the environment by decreasing 

den»/t v1 <, > rgrid”
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Kern Deployment
•Major Objectives:

•Help Kern customers, PG&E employees' and oilier stakeholders understand and 

embrace the value of SmartMeter™ technology and why1 • ' r ^ r , mos /( ' m to 

upgrade meters

•Rebuild trust in the SmartMeter™ program and enhance PG&E’s reputation wim ' ' i 
customers, communities, employees, and other stakeholders

' r , r jployment of approximately 130,000 upgrade ^' mart Meter™ devices in Kern
County

•Strategies:
' r mering with internal PG&E teams

•Proactively communicate SmartMeter™ - r r/m! enefits

•Lltir h ^ o 1 ' '} ,< results, PG&E researc i nal and external experts

•Work with lof ) I'mials and othi fm m* , leaders

SB GT&S 0800645
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Kern
RedactedDeployment Schedule

(Tentative)

•11/1/2010: Employe' ' Mtreach 

and Internal Comm uons 

Begin
•11/1/2010: External
Communicatbn, am:
Relations Begin

K mer Media 

Outreach Begins
•12/15/2010:
Customers
•1/3/2011: Meter Deployment 
Begins
•4/30/2011: Meter Deployment 
Complete

wernment

letters mailed to

SB GT&S 0800646



17

L

San Fra - - Iir M jr • -

•Major Objectives:
•San Francisco introduces new operational and envhr - > o hallenges. as well as non­
technical challeng o Ar Field Deployment and reqmvo ^ wAl thought-out strategic
A 1 >\ * mpasssn * A' v i f creation, Field and Network Deployment

•Alignment of the meter characterise.' 1 A r ght resc < /A lution to complete 

installations on the first visit while realizin * A f ^ mts will be critical to deployment

•Help SF customers, PG&E employees and other stakeholders under, < w 1 
embrace the value of SmartMeter™ technology and lessons learned from other Meter 

Reading Offices

wpioymeni _< » , m.-ateiy 625,000 SmartMeter™ devices in difficult meter
locations (peepholes, basements, cf > ide, metal/wood cabinets, vaults, etc.)

•Strategies:
• Develop 11 
Respond I u -

i A' .A^m A i i o' o o i'' ;rprocesses to reduce anticij
.‘wA cheduliri j ■ I- s

• ' rj nering with internal PG&E teams and Wellington to field test processes
•: r_actively communicate SmartMeter™ issues and benefits

new

• Work with internal stakeholders, local officials and other 4 f unity leaders

SB GT&S 0800647
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San Francisco
Deployment Schedule
(Tentative)

' < // f do; I mployee Outreach and 

Inte-'iU'f ;nications Begin
•1/3/2011: External Communr^ 

and Government Relations B*
•1/3/2011: Customer Media Outreach
Begins
" <02011:
Customers
•2/1/2011:

ions
i ■

m

m ■■
—mm\ letters mailed to mm■■

HB H
Deployment Begins

•3/31/2012: Meter Deployment 

Complete

SB GT&S 0800648
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San Francisco: 5 Deployment Priorities
Redacted
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San Francisco: J Unique Deployment».reas
Redacted
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Maintain quality control over deployed meters, con , i " ; ' ;tively ndate and publicize 

the accuracy of SrnartMeter™ devices, become tli ■ / mrt in SrnartMeter™ technology

V
fpast activities

•Te 1

fit

deliverables for meter & network 0* i
(

• Create a Red Team and conduct further stress testing to surface
n' v (n3| risks fro' f ■■ .*r manipulate u ' malfunction

• Dp - olutions to any identified hardware & software potential risks
• Keep customer-facing teams updated so they can address customer 
concerns with knowledge and facts

f

J f

o ig
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hd://www i.com/myhome/customerservii e t g imdata /

•<pMv £« -jsi'W if th% 
D-il:liv$«t.:qhiz t cc®,,riej4 I rz -mnf 'ry^v^XK

Smart Meter”' Deployment Statistic s.

Total Matefs/Moduies Installed
‘S tln¥t P"?v;:-vU: dlf'fe

Til;'?*;
■^,n-A?S eildi rvth if :Ir*

-,   c 3sri>us?.:fi*?k to„ p?w.

£.fcctr« Bm
A

<d.ihifFnrrr

sdilitin' ws Click on
“Current Updates”

. B

v sc; eyudf smsc*©

fee-’ Testing

SUmitiii t4 sjtk ii/Z-kik: 
mttmt,

i’i ,i,«<t».

tX-wJ* it© t>j e

ffMMft SI'S l*fi-v!-'M Ifl» *4c«ft.,‘4(Kl U-: J-ifStxit !•'«% r,,(«i|n>( *

*:uit Ualf*y

SmartMeler Billing Statistic© nr*' Si JA
^ fX(, {m 

c tv: 
ftpr-s

in

% of Bills Estimated ti

*
m&im Sum

£

(isiMtiiOtlfc* .It *wj* u
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*tm pr0{ Data
Pag ' nt, Billing and System Performance 1

_____ • °r
Me 1 -f i M I
2,886,714, te 305,487

6mEtecim

C JsMOepioyroe/if _ .,7
T rn-K fijji'H-1

Updated1’1 Total Non-SM W-' Total Non-SM SM Total
1,830,465in Service 5,248,319 1,056,249 3,387,033 4,443,282Weekly

Meters/Modules Installed12' 64,038 26,773
a

Notes:

m Data for week ending 9/17/2010.
l2!"Meter3/Modules Installed” includes 
m »SM» |ncju(|es meters and

s of second generation SM devices and the ranovalarf replacement of first generation SM devices.led” incli
tiat utilize SM technology.

Cora Electric Gas
mUpdated1’1 Non-SMBilling Non-SM Total Non-SM SM Total SM Total

P?166 T9TProduced® 4,291,169 9,457,966 2,619,949 2,509,905 5,123,854 1,671,220 2,656,892 4,328,112
jMX Estimated'31 

% Timely1*1
Monthly ' i% 0.61% 1.50% 0.16% 0.85% 0.78% 0.05% 0.33%

ZMsm 99.81% 99.71%

Notes:

m Data for month ending 08/31/2010. 
m A "Bill Segment* reflects either gas or
<3S’% Estimated" expresses total Mil sot 
m *% Timely" expresses meters (settffee agreements) Piled within 35 days of last billing date as a percentage of all active meters (service agreements).

m service. A PG&E customer receiving gas and electric service receives one bill containing two Mil segments, 
calculations based upon estimated usage (gas and /or electric segments) as a percentage of all completed bill segments.

Updated1’1SM System Performance Combined Electric Gas
% 99.78% 99,76% 99.81%
Non-Commmicattng Meters Outstanding®
% Non-Communicating Mete Outstanding® 
Data Storage Issues Outstanding®_______

6,596 3,276 3,320Weekly
0.10% 0.10% 0.10%
6.012

Notes:

; i or:. ■ - yj
o-'V.--- ,j Y:> ->V

-1
-

ts®' '■SrrtajtMffer”' Progi^ \fh&A * FV./- FINAL DOCS IfRffist ':.ro'jrfM<?reiQ 3„ALL_ 9 05 AMhllp //www |nj«-i :
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martMeter™ Program Dataf!

Page 2: Accuracy Testing and Customer Data Usage

CombinedC 2. UpdatedA::Li?acy Teshoc

Meter Tests Passed® 
Meter Tests Failed™

Non-SM SU Total
122 868 930

Weekly 118 868 986
4 0 4

Total Meter Tests Completed, Cumulative® 30.824 29.546
Total Failed Meters Confirmed. Cumutaf ve® Weekly 377 10
% Total Fallen Met-rs Confirmed, Cumulative® 0.0131% 0.0001%

Notes:
m Data for week ending 09/17/2010.
* "Meter Tests Completed” includes meter tests performed at customer focaJpdC vendor 'u ties and PG&E's meter warehouse and testing facility. This excludes initial testing by manufacturer {100%
testing). '
® "Meter Tests Passed" includes meter test results within CPOCjj 
m "Meter Tests Failed" includes meter test results outside QJJWtfo;
151 Meters that have had meter accuracy tests 
facility. This excludes initial testing by manufa
* Meters having confirmed meter accuracy* 
m *% Total Failed Meters C“r*—=Hja(Sm»la

zed limits (+/- 2%). 
zed limits {+/- 2%).

January 2007. This includes meter tests performed at customer locations, vendor facilities and PG&E's meter warehouse and testing
1100% testing),
since January 2007.

f expresses "Tjti Ft tel Confirmed, Cumulative" as a percentage of the installed meter population.

Combined2Customer Data Usage Updated Total
Customers'"

SmariMeter™ Online Usage Inquiries® 
SmartRate participants<4>
"Energy Alert* participants®
EBil Customers®

1,554,040
296,075

Monthly*11 24.885
19.365

1,544,083

Weekly”SmartRate SmartDays, Cumulativem 10

Notes:

Data for month ending 08/31/2010.
® Customers who have accessed their accounts via pge.com "My Account' in the last 12 months.
® Monthly web views of Total Load and Rate Analysis Chart pages by pge.com account users with SmartMeter™1 devices.
^SmartMeter™ customers enrolled in the SmartRate'™' program receive a discounted rate during the program period May 1 and October 31 in exchange for managing their energy usage during 2 p.m. 
to 7 p.m. on up to 15 SmsatDays when a surcharge applies. SmartDays are called on especially hot days between May 1 and October 31, when demand for electricity can reach an extra™
® SmartMeter1** customers enrolled in tie "Energy Alert" program receive a text message, e-mail or automated phone call when their electric use ts moving toward a higher-priced tier. Th m *1

_ 24 nf 24 Clipboard!
iJiF-in roi-'-uM _J

Sl.00x8.5Q in
Done

SnartMeieiQ3_ALL, j[M..II ®fi§ 1M -SitJitSfiTeirMeier”'’ P-rogra.. Inbox • .Micfxof? Out!.. hl(|) //WWW |UJ|-
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• cw /w i w wct/Urban Canyon bus^ go j/b, , poses unique challenges in RF 

communication
1 ' ;tric Meters are located in deep basements, and below grade merer

rooms
1 ' ■ ctric utilities are underground no distribution poles above grade (i.e.

in, '■»/,

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

" m rM urn ; ;/, m t prw nt V' * * -f-ed Subterranean Urban
Network Deployment System (SUNOS).

^ ' with 1 'nl f > n / Mu• / ' / rare design project was started with
M,M u t iduct and net/ w >'/. m mM'wm:,

• Solution -/I , U'W'pfe issues
- Provided RF communication pa' /M v-w u' m rooms and strc < ^ !
- Provided RF backbone path at neighborhood ''
- Eliminated need for thin attachment agreements

SB GT&S 0800656
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Redacted
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Proactively communicate the 

appreciate i '' i mourarn.
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- 

mid d,4es beyond November

Ongoing

Ongoing

November

I

SB GT&S 0800662
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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

SB GT&S 0800663
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Touch 3 When c< ; j cted 

to tl rtMeter™ networkTouch 21 tail

mm
m in controlUK bm

i
IkI k> I iiifii

■i.
' - -

■
$LL-

III

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” &

SB GT&S 0800664
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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.

i

SnrvKtMeter'

M •• ■•••
............ .. --- ■ — • -" *'*'■*’■*”---------- .. -----

■.............................................................................

-
:‘r"

r.!> «... - -A -

a-..-..-.. :„«„,SS;SSSSS;
■ ' - -

. - .. .

...... -. .. „ . -

,
.„ .'.I.!..

'■-*** .....-

--- ’

: •••UV,,- . - - - ------- - -
■ - -- ------- : -- • . - - - - - S'- - : ... . .t.„ . , i ... - -

- - ' - ' - • ' - ....... I«:-!..

“r:-"*- "--- - .... . . - —... - -.: .
. - - - . ................

--

.............

1
"

- - -h-' '

* . •

...'. ..S'’ :i'"''- -- -
- •

,,, ... . "'
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See your Power Re-skin

• Communicates benefits
of SmartMeter 

l■ chnology

• Outlines each Mm, m 

the SmartMeter
pm , ' r' m. r
installation

Urn mvti

s
■. • 

■ - •

ii '■ yA omlm * JI -#
I

-- . - - • - - -4 *

- !- - *• " -....
..... ' , .

.. ..
-■< "

, ■ ... 
"• Will include videos of 

customer testimonials on 

how they use 

n y f Meter to control 
th energy use

-- > •-> -< * *•- 
!■ 8- ... f • ■

-n- 'c «;vv, ■ ” «<•*■« ... r * *. s ........ <; ,
4-!4'-

- :• • ., " i. ...

A v)> 4, -....

.. . .. .. *... ....
>./.«<■•i. ;..-.......

4 • - " ... '*** f *»
..... « «s'.. *•* ■*-■* ■- «..............

... .... . .... ; ;... ... . ....
..... .. .. -.4 . ... . .... .... ... ........

. . .. ,, ‘

. •>.«..* ... J«...»M «***
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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

-■ ............................................................................................ '....... ....
' ' ' * -• ..........  ' ' .

M1■ -

.. .- - -
■ ■ •

• - • ■... . ....., ..
- - .-.... . .. . ......., ..... .......... . . .

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

Saw* CSC* n#<m emmus

* AM.2 a warymmm *m» a tamimm* mi f. si
mm ms

* Smart m«?» cu***« y mmyrnu r# r& m»,$ft

O-J
- -....—»......-• Cm

. .• Paul Parmley \2Jwm 7:24 pm
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

- i ? t»

Mim-- -
;
pH
MUs(f -
*...........

-T.m-
'■R";' r"

................................................................................ •»-«■

smJm ihnmr-A 
PG*E 1, Imam Ti«h*t CJ

;r:1 j.,—r...

cmMk h-icW*n»eff s?F«h?i-4f.PM
Pa*f,

■* -» a..
■<

I fcir*e tis strafe wish teium. 1 ltu-'<h (nf. :m AF hiififtr sjuerifi
E*fe
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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

a#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.

Ifl[

= 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
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Description

Improve experie i ound SmartMeter™ by bein'; more respon « ' f stomer needs
and issues
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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 

bed' r 1 customer

• Implement follow up Customer F 'pe > t1 wnwg in the contact centers

• Reduce escalated complaints by 50%

• Increased tic* w-moer of Answer Centers, Customer Advisory ' w»ups and Ongoing

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

Network 
installations

Year 1
(ITDto Dec-07)

Year 2 Year 3 Year 4 
2010

Year 5 
20112008 2009

SB GT&S 0800679



50

#

L Gas Netwt *,
pr-Cimulative DCU Network Installations \Sn
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Kev5,000 5,000 5,000

i5,000 i Actual 
thru Jun
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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
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