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INTRODUCTION
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A number of years have passed since the PG&E bill was updated. Working together with Swirl Integrated
Marketing, PG&E is redesigning the bill to enhance ease of reading and comprehension.

As part of the development process, PG&E has developed prototypes of the bill and would like to ensure that it:

" Simplifies the bill

u Enhances its visual appeal

" Increases user-friendliness.

The research is focused on three customer segments:
" Residential

" Small business

u Agricultural business.

Based on the findings of this research, Swirl will make adjustments to the design and later test it quantitatively
among a larger base of PG&E customers.

" A total of eight focus groups were conducted as follows:

Fresno (9/8) 1 1 1 3
Sacramento (9/14) 1 1 1 3
San Francisco (8/15) 1 1 - 2
TOTAL 3 3 2 8
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INTRODUCTION
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u Respondents were recruited primarily from lists provided by PG&E.

u Respondents were screened to meet the following criteria:

«  Current gas and electric OR electric-only PG&E customer

«  Reviews and/or pays the printed PG&E bill they receive in the mail
«  (Business:) Small and medium sized based on monthly PG&E bill

«  Mix of ethnicities, employment status, level of education, household size (including the presence
of children under 18 living at home) and industries (small business groups)

*  No PG&E rejecters
+  Not employed in a sensitive industry
*  No current or former vendors of PG&E

« Has not participated in a PG&E-related focus group discussion in the past 12 months.

NOTE: AQualitative interviews seek to develop insight and direction rather than to provide
quantitatively precise or absolute findings. This is due to the limited size of the sample of respondents
and the means by which they are recruited. It must be understood that the results reported here are
qualitative in nature and not necessarily projectable to a larger population.
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Contains confidential information, provided pursuant to PUC § 583 ! @

u Notwithstanding the relatively favorable review of the current bill, customers — both Commercial and Residential — find the
new PG&E bill to be significantly enhanced. Specifically:

. Its visual appeal, with its more contemporary look, graphics and exhibits

° Increased user-friendliness

—  Useful information (daily usage, peak/off-peak time usage)
—  Better organization (easier to find elements)
—  Account number and due date on every page.

" The majority appreciate the move to 8 72" X 117, believing it will be easier to file...and for business customers a larger return
envelope into which they will place their (larger) check.

" Satisfaction with the new bill design extends across all segments, with the possible exception of those customers with lower
bills, such as the single residents represented in the San Francisco groups. These customers tend to have modest
interaction with their bill and are largely content with the familiar format of the current design.

= Agriculture customers, given their sizeable bills, are especially drawn to the Consumption Usage graphics in the new bill.
Recommendations for the new bill are several and include:

...Overall...

u For those with multiple meters (typically Agriculture in the groups):

. Promote to customers the ability to label meters with a mutually agreeable designation
. Start with a new page whenever a new meter is presented.

u Be careful not to needlessly repeat tier information on the Residential bill.

" Consider alternative ways to communicate messages (e.g., group together, bulletize, box or shade, etc.) so they do not get
lost.

u Incorporating a flag to turn over the page as appropriate so customers are less likely to miss information on the backside.

ethods to communicate the Balanced Payment Plan (BPP).
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...Page One...

u More clearly show any applied credits (e.g., CARE) in the Account Summary.

u Ensure that the 1-800 number is boldly featured and easily visible.

" Consider moving/notifying the general messaging so it is more easily spotted.

u Include at least one of the meaningful graphs (e.g., Average Daily Usage).

= Add the KWh unit charges to the Off/On-Peak chart (Commercial bill).

u Remove the tiers entirely from the front page of the bill (Residential) and present a consolidated tiered summary on Page
Three.

" Clarify how the QR code would be used (and if a customer tool), and do not place on the payment stub.

...Page Two...

Further internal review of the content on this page may lead to methods for reducing or potentially eliminating it from the
printed bill. (Additional recommendations regarding transition to a single-page approach are addressed later in summary.)

. Shifting the content to the last page to facilitate the customer’s ability to file only the first sheet of the bill (if single
commodity customer).

. Some customers are willing to visit the PG&E website to access the definitions if needed.
...Page Three...
Consider doing away with “Baseline,” instead using simply Tier 1, Tier 2, etc. as used by the Los Angeles DWP:

Your Electric Usage by Tier :
RS T Pt %

s depecing on how et e Ths o your ooy

B i iaky your pakd v eaoh et BOrandes, VR el oo

" On the Residential Daily Usage graph, add a horizontal line to depict the Average Daily Usage (as shown on the Commercial
bill).

" Use a bar graph to depict the Average Daily Usage, but re-scale so differences appear more significant, assuming this will
not distort the reporting.

" Given the confusion raised by presentation of two pricing levels, PG&E should explore including a single price with a
weighted average cost.
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...Single Page Bill...
u Further consider transition to a single sheet bill:
. Investigate moving to 8 72" X 14” format (so after removal of payment stub will be 8 2" X 117)

. Negotiate with the Commission to reduce the scope of definitions page (currently Page Two), so it includes only
essential information on a monthly basis.

—  Perhaps annually (or bi-annually) provide an insert with those details.

—  The PG&E website should also provide easy access to this information.
...Online Access...
Though not a key focus of the research, several online access-related actions emerge:

u Develop enhanced online capabilities (e.g., quick access to historical records, ability to print PDFs that mirror printed version,
etc.)

" Consider eliminating supplemental or reference information from the paper bill and directing customers to an online link to
access this information.

" Given the need for households to use the bill to support residency and other claims, PG&E should develop alternative
measures to better facilitate that process online

" Once the enhancements are in place, more prominently display the web address and encourage customer interaction.
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DETAILED

FINDINGS
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ADVANTAGES/BENEFITS OF PAPER BILL
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For many customers, the printed PG&E bill in the mail is simply what they are accustomed to receiving. Some suggest inertia is a
key reason for its continuation. That said, getting a paper bill in the mail has several perceived advantages/benefits:

It serves as a physical reminder that payment is due
“It is a visible reminder when it is sitting on my desk, as opposed fto
being in an email. It is a more present reminder.” (Fresno, RES)

“By getting a paper bill by notification, then having to pay that bill is
assured. If | have to go on the Internet, | may forget to look it up.”
(Fresno, AG)

u Helps minimize circumstances in which the bill might

be lost or inadvertently deleted (if received via email) | get inundated with so much email, solicitations for all my commercial

stuff. It would just get lost in the shuffle.” (Fresno, SMB)

u Provides an enhanced sense of security (e.g.,
minimizes impact of computer troubles, ability to
access as needed on-demand, etc.)

“Receiving the actual paper is a form of documentation in the event of a
power outage, computers go down, etc.” (Sacramento, SMB)

“While electronic recordkeeping is really wonderful and everything, hard
copies do not crash and disappear.” (Fresno, RES)

u Due to the way they handle their accounting, many
would print anyway if received online (plus they save
paper and ink expense when mailed to them)

« Record keeping of printed bills is preferred by o _ _
many | like to have a record of the bills, so | can compare them fo previous
months. | don’t know what it is about doing stuff online, most of the time
| just print it so | can read it.” (San Francisco, SMB)
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ADVANTAGES/BENEFITS OF PAPER BILL (continued)
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u It is easier to draw side by side comparisons with

previous periods and spot potential errors when printed With the electronic billing, you actually don't get to compare side fo

side each month, whereas printed bills you do.” (San Francisco, SMB)

" Seeing the distinctive PG&E colors at the top of the bill
(which may not be visible if received electronically and
printed in black) helps distinguish from other bills and
correspondence

“Unless you're using a color printer, the printing is black and white and
it just becomes minutia with everything else.” (Fresno, SMB)

" Some either don’t have access to a computer or wish to

S o . “l for one don’t own a computer, so it makes it a whole lot easier if |
minimize their time online puter,

have a (paper) bill.” (Fresno, AG)

u Residential customers often need the printed bill as
proof of residency (for schools, when applying for public
assistance, etc.)

“To get a parking permit, you have to bring the hard copy of a PG&E or
utility bill. Same thing for my kids’ school. They require a hard copy
proof of where you live in that area.” (Sacramento, RES)

u Especially in businesses where employee turnover is
not uncommon, some fear the bills will sit in limbo when
designated recipients are no longer in that capacity

" Some of the business customers have to split a portion
of the bill with others (e.g., renters). Receiving it hard
copy helps facilitate that process.

“We have four meters on our ranch, three that we're responsible for.
One someone else pays for. | do my figuring on the paper bill, and |
keep them and | compare.” (Sacramento, AG)

In a couple cases, respondents have attempted to access their billing information online via the PG&E website and found the
process lacking:

u It doesn’t provide the level of detail they expected
" One cannot simply print a PDF version of the printed bill
" It is cumbersome to access.
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All customers — Residential and Commercial alike — tend to look primarily for the following information in their bill:

u The total charges

® Due date

u Notification that previous payment was
received/processed

" Charges/usage in the current period vs. last year (and
for some, vs. the previous monthly period)

«  Some would also like to see historical charges.

u Billing period (including number of days).

Some like to see how the gas and electronic charges
compare and, among those with multiple meters, how
charges align by meter.

Most of the Residential customers spend no more than few
minutes with their PG&E bill (unless they encounter a
problem). Commercial customers may put forth a little
more effort, but they do not typically spend a great deal of
time examining the bill.

“l circled due date and the amount because they are important, so |
know when to pay it.” (Fresno, RES)

“To see how many kilowatt hours | used this month compared to last
year.” (Fresno, AG)

“l look at the comparison with last year because if the bill does seem
high, you can pick out if there’s a huge difference in one of them.”
(Sacramento, RES)

“Two of our meters are houses. And | look at the comparison — the gas
compared to electricity. In fact, I just did it this last month. It was quite
a discrepancy between the electricity and gas.” (Sacramento, AG)

“If it’s a low bill, then we’re okay. But if it's high, I'm going through it. I'm
scanning through it, and then I'm calling PG&E.” (Sacramento, RES)

“Basically | look to see if there is something that is not correct, in my
own mind, because | know roughly what the bill should be.” (Fresno,
AG)
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BILL ASSESSMENT
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Each respondent was asked to rate two bills: the Current and the New design. Slightly different versions were assessed in each

market, though the fundamental elements remained fairly consistent. For illustration purposes, we show the examples presented in

San Francisco (the final market). For simplicity, the Small Business bills will also be used to illustrate the Agriculture segment
impressions.

RESIDENTIAL

COMMERCIAL
(Small/Medium Business and Agriculture)

Current Bill New Bill Current Bill New Bill
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Impressions of the Current bill are largely favorable — especially among those with lower utility charges. The larger the total bill,

typically the more scrutiny it receives. Customers with higher expenditures are somewhat more critical, often finding the bill
confusing and user unfriendly.

Several general observations are offered by customers:

u Most are keenly aware of the bill as the one they currently receive in the mail at home

" Given the familiarity with the bill, most feel fairly adept at navigating and finding what they need
u They like that it is printed on recycled paper

The smaller paper format raises differing opinions. Some believe it requires less paper (a good thing), while others are put off
by a size that is harder to file than more standard 8 2" X 11”7 sized bills.

«  Some respondents also believe that the standard paper size is less costly to produce.
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...Familiarity with Current Bill...

“It is recognizable. The PG&E logo and stuff at the top and the coloring that they use at the top always stands out in my stack of papers, so |
know this is my PG&E bill.” (Fresno, RES)

“I'm familiar with it and where to look for everything.” (Sacramento, RES)

“For me personally, this is the same bill that | get every month, so I'm used to reading this one. I'm more familiar with it. The information is
just straight...the amount, the due date, and it just breaks it down and there’s not too much on the page to confuse me.” (San Francisco,

RES)

...Appeal of Smalier Format for Some...

“l like the simplicity. | like the fact that it’s actually smaller. | have less paper. Everything that | generally tend to ook for is right on top of the
bill.” (San Francisco, RES)

“l know that when | have a small bill, like when | see the small envelope, that's my PG&E bill. When you're getting junk mail, you know when
you see that smaller envelope to take it out of the mix from all the crud.” (Sacramento, RES)
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CURRENT BILL (Page 1 of 4)
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The 800 contact number is located on the
front page and easy to identify.

“It's really nice that the phone number
is on the front in case there’s an
issue. | have received bills from other
companies where it's like they don’t
want us to call them.” (Sacramento,
RES)
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The header color instantly identifies
PG&E and serves as a method to
distinguish from other bills and
paperwork.

The most critical information (amount due
and due date) is evident at quick glance
at the top of the page.

Having the payment stub at the top of the
bill is irritating to those who keep their bill
and like to easily identify the originator
once the stub is removed.

Several look to see that the previous bill
is credited.

Very few take notice of these messages.
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CURRENT BILL (Page 2 of 4)
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General Comments:

=  Many respondents are initially unaware that this page includes
content, with the majority skipping directly to Page 3.

=  Once brought to their attention, few say they have ever read the
content on the page. Some suggest that the type is too small to
catch their attention.

“I have never read this. To me, it just turns me off. I'm done.” (Fresno,
" RES)

| “l would never sit and take the time to read that little print. The little print
does not have a lot of valid/ty to me.” (Fresno RES)

= Most like having the phone numbers available.

= Views are mixed on whether or not the content should be
included in the bill at all. Some say that even if unlikely to access,
they want it available in case they ever need it.

“It is a very good resource because what if you wanted to dispute your
b/ll?” (Fresno, RES)
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RESIDENTIAL
CURRENT BILL (Page 3 of 4)

Contains confidential information, provided pursuant to PUC § 583

&

General Comments:

customers tend to avoid it when reviewing their bill.

This page is generally thought to be confusing. Manﬂ “I have no idea what all that means.”
(Sacramento, RES)

Most are interested in comparing their
usage with years past, so is a key area of

GAS ACCOUNT UETAIL,
Sandee 08
Rats Schedule: @1 R Residential Servie
Billling Days: B0 days
Priar Curent
Soral  Meler#  Mler Read  MetoiRead  Diffessnce  Mullipler Usags
W TERE,,  Akes  dsed 2 10V/EA 7 Thetms
e "y -
Ehaiges o,
/ GBMIOH - 08IR0TE B,
Gas Charges $2.84
. . . st % Biaseline Quantity 7 5.80080 Therms
There is confusion regarding why the P «, . Baseline Usago / 1.33303 Therms @ $1.12967 s2ea
i i, Mot Ghiiges " :
e i o
Cha rges are se pa ra ted - (The " G‘asychnrg&s inchude a minimm 50
different rates are typically not self- PGSES Gas Procumement Cost {Rafe Schedule G-CP) is $0.64831 1 #ern
1 Tanws and Othsr
ev Ident-) . §ipsBRRSuharge (50.08400 ftherr $0.10
s St
# Charges o
/ DRI -ashRlzaTt Ty
i Gas Chiarges it 3141
Basaline Quainiity 480000 Therms
o, Hnseline Lisage y 088667 Tharms & $1.11778 a
A I Ot Of S tuff on th e b[” R I k 1N d Gas charges includls amininum transportation charge of 10.0986 Niday
PGRE’s Gay Procursment Cost {Rale Schedisle G-CF) is §0.83742 / therm
of gloss over because | really faes and Glher
7, Gz PPP Swcharge (08400 ¢ therm) FO06
frankly ~ dont  understand fomaL cHnsces sa41
It' - .therms and al I these {Usage Comparison | Days Billed | Therms Billad Tharras per Day
4 Thiis Year % H] 0.1
charges.” (Sacramento (RES) This voar & e o
ELECTRIC ACCOUNT DETAIL
Sewice D #:
Fuate Schatule: E1 RE Residentisl Servioe
Billing Days: B0 days
Rotating Prrior Curtard Matar
Serial Outage Blk  Meter # Meter Head  Meler Read  Differance  Canstant Usage
] i BEHTEE 7N R it 7 o K
% Pogedetd

interest. Many say they also note the
number of days included in the cycle.

“ like knowing how much | am
using from year to year and if any
saving measures | am trying to do
are doing any good.” (Fresno,
RES)
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RESIDENTIAL
CURRENT BILL (Wﬁ@@ 4 mf 4) Contains confidential information, provided pursuant to PUC § 583

HHaE
GRN200TT - GO 0I04E

Besisrrn Charge B0 Days B S0.14784 F4.44
Baseling Duantity H13.00000 K
et Charges a4
The ot shanges shows above Inclide the following somponant(s). R
Please see definifions on Parjo 2 o the bil. Respondents are universally put off by
Spmation oo the inclusion of these mysterious
e e b charges, but are resigned to the fact they
TOTAL CHARGES $4.44 exist.
Usngs Comparison | Days Billed Ko Bifled Z Wty par Dy
This ‘e 0 o (]
Loast Yeur A Wik WA

Rotating idage blocks are subject o change without advance notice dus bs operationsl sondiorns,

%emm |%ug?a gga&w 50; (ge ggg%n of éowura AT \'magg g{g«z%} ézy the Daparbment g g%m:; R - . .
Besires i aral polleciad by E3 ‘6 agent. I projocts % rebun nillion
o bundled customers, The average amownt retumed Tor spch WWh of energy provided by DWR s projected Ag an ’ the reis mte re St in Compa n ng

o by 10873 sonts, DWR alse collests the Power Charge ndifferancy kmwlmem wompansnt of e Cost H i
Fesponsibility Surharge from SEA, Ditect Acosss and Transilions! Bundled current vs. previous year consumption.
Ths tates shown i B bl serd Dirsct Aocays aud Communily Cholos

Aggrsgation sustemars pay only a portion of thess rtes. Plesse see the appropriste rate sthedubs for the
appticable charges.

Fags dof 4
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RESIDENTIAL
WR@T@TYWE @ELL Contains confidential information, provided pursuant to PUC § 583

General Comments:

u Most find the bill cleaner, more modern and easier to read than the current design.
u This version also provides more information about one’s bill (e.g., Daily Usage).

" The 8 /2" X 117 paper size is preferred by most for its ease of filing.

= A few think there are simply too many graphs and too much information included.

w By e ; ‘Aceniint Mo 10234567890 P “Accotint No: 10234567850 Accoun No: 10234567880 i e e i N Account No: 10234567690
ENEREYSTATEMENT Staiement Date: Aug 0. 2041 GYSTATEM ‘Stalement Dt Aug 3, 2011 NERBY-STATEMENT Statement Date- Aug 03, 2011 ERERGYSTATEMENT Statement Date: fug 03, 2011
i poe camiNyEnergy, Dus Date: Aug 27,2011 s pige comiMyEnrgy. Due Date: Aug 27,2011 Wi pge comiMyEnsrgy Due Date: Aug 27, 2011 nivpge coniMyEnergy: Due Date: Aug 27,2011
For Service At Your Account summary mporiant Phone Nimbers’ 24 Nours perday: T days per weel Detaits of Etectricity Charges Servics infermation Detalls of Gas Charges Servive Information
Previoas Slstermant Bui Customer Service - English 1.800.743.5000 sera soral
¢ X " Rotatng Outage Seck " N ot
1 Paymart] Rossived Sinee Last Statensert TDBITTY {SpeechiHearing impaired)  1.800.652.4712 Marm dd, yyyy to Mmm dd, yyyy (XX biling days) o Mmns o, yyyy o Memm dd, yyyy (XX biling days} e s Resing e
A, AR . . . - < . St t5car mazcing . Clrrot s e b
FastDus Arauns Sericio 1 o e Senvioe 0 eoTaBHIR! G i Resara e 0 (027854028 Sivmenes 21
i Drinsse) E 51 5 %X Residental Bifrence Fate Schedule: % %X Residental Ml e
Vou reseives s sredt for J0% of your wirter g“"% M ch.ges forms, ez Constacs S 22 Tooms.
& Coanes o s o s, Tosrik gy et Gae Carges Qe Langiages 1800742 5000 fame E
gas eharges an s G, Tioaok A Weonmn i ¥y < Wemis vy i g g W Oy (S e Rl s )
Rt amd ates s i ine Guaniy caa Therms
ot Amount oty Yoy ST ; e B B e pon | Sty s By DR g g SO
Guestiens st yeur 7 S ot 0t i A Pl R sasen) o o Yo dsrsenes o o o ot ST beoon Vs | Yourgas chages nsude e eowiny
Ermi: oo g, oom Fyouelieve there s an errcr on your ik ottt oyt @vm ne S22 Fee Supts a0 sou - Empremmeidege e
Bdours pas day, 7 days perwek el oA, o G 1-8UG°TA-SERC T 1 BN, s et ity Uzers 7 {7.5000° SO Bl Pumose Frogam frd
i o o, o A
The Calfomia Atemsts Rates or Evsigy (CHRE) s G TR T - sy e s oty sy S S5 HdostFrogam G2 S Toe shove may ot s 0y chages dos o
S e e o e oty et e ?‘”‘" Do %?“"’aiﬁf"u i G " s oy s o
s o s s fos hopes T vt st oS AN e e ' o may it sum £ You chrges <
que calfioan. insoribirse e el programa e graiis, bwymnﬁkvmi\ ‘Para deianminar si caiboa, por favor viske nussirs pagine w-,!“f.é‘z P et et ne 2oy ot e ot v gk a8 snarEESTY iy Tota Gas Charges $34.78
R - moane e ot st i Total Efectricity Charges $138.95 ntesstanding Your 6as Usage
byl kit m;m ST b b Toe summacnasslin seson y
O S S o ok S AROA e L e " Understaniing Your Eistrcty sage e S linne Juises
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Cperaot ek apone £ 3 ey NGRS, B e TR
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RESIDENTIAL
PROTOTYPE BILL - VERBATI

” Contains confidential information, provided pursuant to PUC § 583

...Easier to Read...

“l don’t have to search as much as | need to on the other one. This seems clearer.” (San Francisco, RES)
“It just seems organized and clear.” (Sacramento, RES)

“With that font | would glance at it (Page 2) and understand. Before it was so small.” (Fresno, RES)

...Additional Useful Information...

“I'm a sucker for graphs. | really didn't think much of it until | saw the graphs.” (San Francisco, RES)
“The graphs, the daily usage and the current/prior readings. | like that a lot better.” (Fresno, RES)

“l like the trend over the monthly period because | relate that to how | was doing this or | was gone those three days. You can go back and
look.” (Fresno, RES)
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RESIDENTIAL
WW@T@TYWE @ELL Wﬁg@ ’1 Of 4} Contains confidential information, provided pursuant to PUC § 583 : %%

e e g Account No: 10234567850 ;
ENERGY STATEMENT Sf;gﬁ”em%a e Auu 03,2011 The due date is bold and clear.

ue Date: Aug 27, 2011

Some mixed feelings are expressed
regarding the bill header. While itis
noticeable, some feel if lacks the
visual impact of the current bill.

—

www.pge.comiVivEnergy

For Service At Your Account Summary The amount owed — the most critical
1234 Wain Birest Fravicus Statemant Balance B 14352 i H i i H H H =
ot A ] ) Fensied i Last ; sianen bit of information — is easily identified.
Angiaan. CA 0L Fast Due Amaount T o
. gEicy LA SPRIET K
A few take note of the credit but Cunrent Hecty O < 1m05
i Yo reneived & oredit for 20% of your winter AR Elecr nEnges g i i
suggest that the g.mount. being o Yo et | Current Gas Gharges S 3478 This message is qften overlooked as
deducted be positioned in the for ponsarving energy his winter. ; eyes tend to gravitate from the
summary with the reduced amount Total Amount Due by Mmm dd, yyyy (f $173.73 amount owed to the electricity and
clearly displayed. (While not pIEEtanS AR XU DT e S gas summary. Some find it out of
. . . Phicrie: 1-800-ww-wene or
addressed in most sessions, this A e emmr e place.

same perception is associated with 24 hours per day, 7 days per wask

CARE d iscou nts_) The California Alternate Fates for Ensrgy (CARE} Program provides s mandhly discoent on energy bills for income-gualified
7 household. Spplyng is free, sasy and confiderdial. To see i you qualify, please visit wawpge. comfoare or call 1-BE8-743-2273. Having the return payment stub
d £ programa de Califormia slernate Rates for Energy (CARE) ofrece un descuento en la cuenda mensual de energla & los hogares HIH
/ e palficar. nserilirse an el programa o5 gradis, fack v confidencial. Para determinar si caifica, por fawear visite nuesira pagine located on the bOttom Of the bl" IS
. en & indemet wwm pge comicase o lamenos sl -888-F43-2273. UniVersa” referred over ItS reViOUS
Given the lack of full phone number yp p

displayed, some do not initially spot location at the top of the page.

its presence. Electricity Sumanany: Mo dd vy 1o Wem de. sy Gas Summary: Mo od. e o Mem o pyy
2 o HAX Therms “The tear should be on the
' ; ; sacole | memz | [ mers | [ vens Lo | BASELIE | TER2 bottom, more clean and you have
The tiers tend to raise more " W%w B SRRt S R B.57 TrEmms + 1.2 Therms . 7, . Y .. ”
questions than they answer. - SLIMKAN  SLMAMN STI0MNR  3D34NND $5.03Them REy this nice piece (remaining).
Flate: par kitdh showes is average rate for fris perind. Fate per KWk shown i aeerage rake for this pariod. (Fresno’ RES)
Thaask you for che ! i taterment from PGEE. For details of of fmnes and gy usage del;
frore your Smarthleter, and addiional payment oplions. you may access your scooord onlinie af wew pasfeomiMyE
Upon reflection, most understand that The QR code is largely unrecognized by most
the more energy consumed in a period, S U Fue Dae: Totab Arnount D Amount Endlosed: respondents. However, once described and
the higher the unit cost. However, the e 10234567890 Aug 7, 2011 17373 5 potential uses discussed, several comments ensue:
. . 3 . . . .
horizontal method of presentation = Most are indifferent to the inclusion of the code —
seems less clear than if it were shown FAVHLARO UL 1 41 D300 (Bl irrespective of whether they would use it or not
vertically (stacked, one tier on top of the sl U e -ﬁt 5 ARl iendittld 2w Some question why the code would be positioned
other). A few point out that the same JOHN JACOB SAMPLE *‘ﬁ PohE on the return stub if, in fact, it is an avenue for
information is also available on Page ;ﬁﬁfﬁgﬁ%ﬁ SHHHANKN h SACRAMENTD, CA S58057300 customers to learn more about their bill
Three (the vertical representation). = A few fear that the code could be misused and
9990123456783 0100000KARRRR00D0000XNRKERY provide an avenue to disclose personal
/ information.

.
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RESIDENTIAL
WRQT@TYPE BILL (Wﬁg@ 2 Of 4} Contains confidential information, provided pursuant to PUC § 583

A couple participants | ENERGY STATEMENT Account No: 1023456789-0
General Comments: indicate that the header . RGY STA | Statement Date: Aug 03, 2011
. . takes up considerable 3 wiww.poe comiMyEnsrgy Due Date: Aug 27, 2011 §
= Page 2 is considerably more space that could be used for | |
likely to be sp otted than the other content. Important Phone Numbers - 24 howis per day, ¥ days per week
o Customer Service — English 1-800-743.5000
comparable page on the g o
. - . The phone numbers are TOOTTY {SpeechiMearing Impaired) 1-800.652. 4712
Current bill. Most atiribute its easvy to spot Servizia sl Chiente en Espano! (Spanish)  1-B00 6808789 Srarter Energy Line 1-800-533-0555
i y p - RN MR YR E N EY, {Chinese) 1-BO0-A83-0555 Energy thad hotline 1-BOD-B54-6250
en h anced readab i I [‘ty to th e FORRHR IS A RPN IRAR, (imtnarmese) 1-B00-208-2438 Tereguest a claim form 1-800-743-5000
l t L Cither Languages 1-BO0-743-5000
arger e Size.
g yp Hubes and rates BN am:l your heat Sumce. The eneegy thal you use wiitin your
Ho - You may be sligitia for 3 lowes raie. To ing out abau: ol rsies ged at i fe (Ther 71
. ve ry few pa rtl c l pa n ts c la' m o for a:‘s;amplemf ar?:ur mefa;a;d rafes, S:Qn ww%i‘;’m ; \’_T:ZE] ~ Gae mgier multpieer The gas musipler comearts e sulik: feet of
= = -5 T43-5002. s, BE MEISUET DY Yo 038 mater, it Desms of enargy and adjusis
eVEr tﬁ h ave TEVlewed th |S Wyou beliewe there i an eeror on your Bifl ki *imm i e el C’iwm wﬁ et
- - - - AR e T B
- - - “ EMEl ROnegpYe. oo, of oall 1-400-743-5000 for an seplananon. It 1eaIgE 150 SnEIE Secity Ut
pe it saliEne A o , contact e Calemia Punls
information and most indicate A SIS S AT . g otk sk s
- Averiue, San Frantieey, CA 54102, 13005437 415-T03-2032 B
they are l ‘kEly to do 80, i¥§n5ﬁw)w " v cumpsdlﬁlum Tranattion Chargs [CYCE The :;@WK ﬂ;an;n parhassd
5 5 o @uala having Service lumat off whiie you waltfor 3 CRUC desision, fower Sgreements 2t Wi 353 prrtion of E:fggg Iraiustry resirachiring
hse & deposh check dpayanle io the CRUIC) for ih ¥ i
« That said, some like the et %, ﬁm;;m%;ﬁgfmmm s m,:,w - OWR o caarge: T e et ot s
» W i) BTCIF s i BIDIE i B i 15! il e v
convenience of its Sk T P, FOEE fan k1t off ot Sorioe 1of nonpeyrent A B Pl ne pidl
white s mm;f rEiE b;; he CRUC, ﬁﬂwﬁﬂﬁwﬂ engat comtinue 1o piay catslomErs. IR bond charges are collecied on Bena af AR an i
u = WK SRITEDL CRENTES 10 e yeur serviie Turned on. it bis o PERE.
presen ce on the bl" ln  you are not able to pay your bill - ;w&mmfzarmarga tmmmmrm&mnmwe«nem usage
e CHl PELE T tishuss o nag. Yo ey Yor red ceﬂ prosided oy the bl 7
case they ever need it in et cer PSS CARE progyam o cner <peci programs 2 o o ke st protaes.
SeEncieE Y e Seitaiie 53 e POl Yo may WAESW far PS&E ] « Emsrggy Cost Rscowary Amouni (ECRE): These as mnalges
the futu re Eniergy Paers PIOSIN el i a1 Energy Empiency program far by i GPIC an 3 by Puiblic Lk
b i 2 Cade Gorlon 828 ol ey The purpose of hase onarges s iopay he
- . - Impariant definifinns prinedpal, nberesi, and other costs asscclalen Wil Enengy Recovary
u M a ny fl n d lt s Uffl Cl e n t tO a CCeSS « fetating nutage lonk: Customers A grouped G “plocks” kaser g%;d; (&@?&gﬂff m?&%;s%@cg?ﬁiggﬁgyﬁéﬁam
th t t . th PG &E glp"‘ﬁ;grwgmgﬁ 10 e even that %EG;!;';MW iﬂdﬁmﬁﬁfﬁm 15 36 JUAI00 e KW The it fo Teseive DRC Fevenes has been
ars rEE 3 POVET SNETGENTY BUE B BN SNETY Shirage. tramatemed o ibe S5E and duss not belonglo PELE. This right is
e conieny via e cestaln pingks power Supply salizd Recovery Properly PGRE wolesis e DRC o Deball of ine
_ et cation. Hmaﬂng e Diook: et o charge wiou SPE, wiich UsoE lvese s i pay Bond prncipal, WIETeE, 200 o
Ve bs Ite stvanDE noles dus Y2 apertionat contins. Bond-relaled coets. The SPE Sanstered he net Bond procesds fo
« Banallag SveaNTE; A reoidenticl cuslumers are given 3 kassine PUSSE i1 PUrhase Resouery Pmﬂmﬁ;"i PEEE. PLAE uhed e
, Wi ap geal . P
u Seve ral S g gest th at th & usage during sarsEr nel winter mandis. Your fofal sloumnee s your Fiagalatory Azsat, which was esiabiished oy e Commission i el
w psigred vsage ievel taced o the ciale whens you tve, The curent finance POEE's emengente from barkmupioy.
section could be moved to a
- 5 ELILE b Y E AP BBLE las ?
secon d e heet, th us a l l OW' n g L THIS EILL 1S MO DUE SHND PRYABLE Has yvour biilling contact information shanged
cpti 6 i it 1 1 change oy malling sddress
waw = = IONS TOF payng yeur ks § 1 change my ielepbone pursber for billing contact
= more critical information . Onfine at wwew.pge.com [ ] change my primary email
rh « Automatic Payment Service: Sign up to authodze automatic .
to be pOSlﬂ On ed o n th e payments senmn your bank agﬁow?i each month, Account number: 123456758-0
= « By mail: Send your payment along with- this pagment stub in the First name, Last namie
first page avciope ravided.
. « By Star debi card: Call 1-886-T07-0082 at any time. (O Adrass Bpt#
o cu Stomers to d 1 SC ard th e independeni sendos provider charges a fee for each iransaction.)
« Ata Pﬁsiﬁ payrent cenier or lozal office; Te fnd a i State ZIF nade,
cender or loca) office near you, pleass wisit v pge com or oal)
Second page' 1-BOD-743-5000. Flease biring & copy of your B with you. P Emizé
2
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RESIDENTIAL
WR@T@TYWE BELL (W@g@ 3 0‘f 4} Contains confidential information, provided pursuant to PUC § 583 4 g%

ENERGY STATEMENT  fAccountNo t02sceraat

www poe comiyEnergy Due Date: Aug 27, 2011
Details of Electricity Charges Service Information
Serial F
Mimim dd, wyyy to Mmm dd, yyyy DO billing days) Hotafirg Culage Block oo
Service I0: F087E54321 ;”f;,ﬁ;@e ‘Z‘;;;“;m :’;ﬁ? Whil
Pt Bobedier % %% Residential pem pa ile most consumers are stumped
Meter Constant . regarding these charges, they are a
Usage TR WV X X R
Minm did, vy - M e, vy recognized fact of life. Having them
. o . el : oy aggregated in this manner is
Presenting the tier information %ﬁllﬂmﬁn Basele) W @S S | | Eleoricity Charges Breakdowm pggce;%ed positively.
vertically seems clearer to some. [~ | TZitme (Lt vy gt o | s e e s g
. MMW Towr 4 Usage (01%-300% of Baseling  wex KWh @ Bnoomx  Beax Pi;f;;uwe EO— soes
Mw‘*"ﬂw Energy Commission Tax S || Muclear Decommisicning 011 ,
- iy Users Tas (7.5000%) el Faschity o “On the other bill, there was a
A few note that this duplicates Aditional Program Charge Siwor | Enémgy Cost Recoueny Amount  $0.82 page full of all this stuff that you
the tier information on the front g | € your chargesdue o didn’t understand. All of that is in
page. Total Electricity Charges $138.95 this little tiny box, which | think is
Understanding Your Elestricity Usane fea”y neat- 7 (Sacramento, RES)
The Daily Usage graph is a ( \
L?I\I/ ored aspect of the redesigned Like the Daily Usage chart, many are
M- o ————————— S drawn to the visual depiction of data.
. . . . | Daily Electricity llsage This Period 28 biling days Bwerape Daily Usage However, some suggest that given
=t lts ﬁn inter etstlng visual that . - the nature of the data being reported,
. Z? aC g?asnr::gscc?rzzjﬁers can & ‘s sinhiday &5 52 the graph is unlikely to show
TS . B wEe ; iy significant differences from period to
see their consumption s w%%%%é// S | ///}y@diy/%/// ///% on P
' Itse.r.ves as an aid to ?hose 8 %%%%%Z%%%% i1l il % . ////;% . % When compared to a table showing
.fgm'i'.?s who can use it toge'p W @8 BB @ w4 87 I G2 o1 e Sameperos  Last Tne the same information, the majority
e ey e o,
remedy. Messages: \ J
= Some suggest this chart be
moved to Page One.
3
BILL REDESIGN QUALITATIVE RESEARCH | RESULTS OF RESEARCH travisresearc h 22

SB GT&S 0305207
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RESIDENTIAL
PROTOTYPE BILL (Page 4 of 4)

Contains confidential information, provided pursuant to PUC § 583

"'

Arcount Mot 1023456785-0
Statement Date: Aug 03, 2011
Due Date: Aug 27, 2011

ERGY STATE

wvewy pge-comiMyEnergy

General Comments:

= Comments similar to those made regarding Page 3 of

Bervice Information

Betails of Gas Charges

the bill apply here as well. , - Serial 0000
Mrem dd, yyyy to Mmme dd, yyyy (80X billing days) rnr theter e sing 08t

. i Cirant fleter Reading 5707

Service i GORTEE43TY Bifference: 21

Fate Bchedube: XX X Residental Fhutbiplier 1023838

Usage 22 Theems

Meram dd ey — Moo did ey Summer Fate Pericd)

Basoline Suaniity

wu.x Themos

Gas Charpes Breakdiown

Tee 1 Usage (up io Baseling} wer Themms g0 Beooo Bexx . .
Tier 2 Usage (over Basaline) wex Therms @ Swwmane Hoan “our gas chiarges incude the fulowing:
’ . N Gas procesment changes BIRE
S;i;; S’j@mﬁa{?iém:ggjéwﬁhermk ;ix Gas ansportation charges poik: s
e - Public Purgose Program .07
Aciditions, Progra Crarge $ex Thez ahowe may not sum bo your charges dus fo
Total Gas Charges $3H.78

Undierstanding Your Gazs Uzage

The summier Baseline season began on May 1.
“four fotal biaseline guantities shown wers caloulated
uairg yowr dafly surmer baseling guariities sharing
Hay 1 zod your daily winder bassling guantifies for
aryy dags i your billing pevind prioe fo May 1.

Diaily Gas Ueage This Period: 28 billing days Average Daily Usage

a2 4 BE &MY anMd &MT 820 823 efe ane

Messages:
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COMMERCIAL

CUWRENT @ELL Contains confidential information, provided pursuant to PUC § 583 ! g’%

Echoing the sentiment of the Residential participants, the Commercial customers are generally pleased with the current bill.
u Most feel fairly adept at navigating the bill and finding the information they require.
u Being so familiar with the bill seems to contribute to their favorable impressions.

A few overall negative comments are raised:

u Those businesses with multiple meters (common among Agricultural accounts) shown on the same bill:

«  Are frustrated by the lack of delineation from one section to the next

< Often have difficulty identifying which meter is associated with which
portion of their property. (This represents a clear opportunity for

PG&E to promote a meter-labeling service.)

u The smaller paper format raises objections:
« ltis more cumbersome to file

«  Business-sized checks do not fit the return envelope unless folded.

HrEnis e i

wa

P

“If they could separate the residential from the
agriculture bill, if they could be color-coded or
something, it would be easier.” (Fresno, AG)

“It would be nice Iif there was some way fo
label...actually have a little label for us for our
different meters.” (Sacramento, AG)

“We use big checks, computer checks, and we
have fo fold them and | don't like folding checks.”
(Fresno, AG)
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COMMERCIAL

CURRENT BILL (Page 1 of 3)

Contains confidential information, provided pursuant to PUC § 583 ! %%

9901 30L547 511700007844 74D00078Y 7Y

Recamtamber T pioas | Ameunibue | Duebaw | AmountEnclosed
DTN | ST.84474 | CORZBIZO1E

GERE.B. A2, 6064 1 AT 0.368 POLE
difgtyettefperttpt bt gttt BOX 887300

BACRAMENTO CA
PEERG.TI00
REDDING CA 95048-3416
2 Please sotus fils portion with your gayment. Thank you. &
[ Themaiaiisns 0] | ACCOUNT SUMMARY
O AGE-4T A4S i :
Assinbarie b s by m Wgﬂt% ““““ m Amgunt
tesephane: Monday - Friday, Elaciric OB A0 To OBIOR201Y B35 52
X Ennrgy Commission Tax B
TOTAL CURRENT CHARGES $7.844.74
3 2 Proviaus Balance 949739
REDEHNG G B0 G824 Payment - Thank You 9487 36

TR | [rarar Aoy oOE $7,844.74
BUE DATE - 091282014

Beptambar 2011

iaylight Sewing Vime wil end on Nowember 6, 2011, and skt on March 11, 2002 Between October 29 thiough Niverbee
5, 0, and Woarch 11 Shrougl Apil 7, 2012, the tie of ope petiods will bogin snd eed ane hour Bles

Copthonal it are dvalitable to wany sustomes dod my love your POSE bille. To find out 7 you e oo mealiabls,
piane oall 1-ERAG8-474%, The ook of this bl fes olher Impordant messeges.

Eor sl of your aocount, biling of sevice reeds, please contact owr Beainess Costomer Senice Canter et 1-800-468-47 43

%% Page 1484

f

Like the residential participants, the
business audience appreciates the
colorful header that clearly identifies the
bill as PG&E.

The most critical information - amount
due and due date - is easily identified.

“It's very clear what you owe and
what you paid and what your balance
is and when it’s due.” (Fresno, SMB)

Having the payment stub at the top of the
bill is particularly irritating to business
customers. Once removed, it is more
difficult to associate with PG&E.

“The tear off should always be at the
bottom. When you have this left
(bottom portion), you don’t even
know  whose bill  that is.”
(Sacramento, SMB)
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COMMERCIAL
CURRENT BILL (Page 2 of 3)

Contains confidential information, provided pursuant to PUC § 583

&

General Comments:

Similar to the Residential respondents, most are initially unaware
that this page includes customer information.

Few say they have ever read the content contained on Page 2.
Again, the small type may contribute to it being overlooked.

“Why do they have to make the things that they're trying to explain to you
~ so small?” (Fresno, SMB)

“l haven'’t paid attention to it, but | will tell you right now that | have a hard
- time reading them.” (Fresno, AG)

Most appreciate having the phone numbers available.

Views are again mixed as to whether or not the content should be
included in the bill at all. Most say that even if unlikely to access,
they may need to in the future and therefore it should remain.

- “At some point, you may want to know (this information), and if it is not
~ there, you'll have to pick up the phone. PG&E has to staff the people to
 answer the phones to give explanations. That is an added cost to them,
which is going to get passed on to us anyway.” (San Francisco, SMB)
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COMMERCIAL

CURRENT BILL (Page 3 of 3)

Contains confidential information, provided pursuant to PUC § 583

General Comments:

This page is generally thought to be confusing.

Seemingly several avoid it when reviewing their bill.

(
As noted, with multiple meters (more common

among the Agriculture audience), it is difficult to
distinguish one from another. Being able to
assign a meaningful label (e.g., main house) is
desired, but few are aware of this feature.

Depending on consumption patterns, Time of
Use Detail can be extremely important.

“l think it would be interesting to show
us time of day, how much you use and
maybe put it in a form of a pie chart or
some sort of visual graph.” (Fresno,
SMB)

Especially among the Agriculture customers,
where power charges may represent a significant
monthly expense, usage is carefully scrutinized.

Heavy users recognize the cost advantages of
using Off-Peak energy, and those that can often
shift business operations to maximize energy
efficiency. )

“The terminology is really confusing.” (Fresno,

 SMmB)

ELECTRIC ACCOUNT DETAIL

Serdios D
Fats Sohedule:  AT0SX ATOX Mediurm General Dampnd-Meterad Sorvise - TOU

30 days

Sertal Oulage BYE Nistor §-—p
[ DO3743825
Chusges,
GBS0t - 0BMOZ0GY
Elpchin Charges
et Charges

The net charges shown above Inchuds the follewing congionent(s).
Plowse see definiions on Page & of the bl

Prior Currant Tdatnr

1801 1878 b 400

§7R38.62

Ganaration §3558.83
Transsission 128953
Dimdritudion 158841
Pubiic Purpese Programs 44587
Hucisar Docommissioning 2006
AN Blord Chnrge 15352
Ongoing ST 651
Energy Cost Flesovery Amount 14348
Tangs and Dbt
Energy Comwsission Taxk

Wise. Infermation
g Customer Charge
S ar—

§11828
11.08000

Ensgy
15,800 $0.15633
1 13652

3600 @ 101253

Demand Summer 296
TOTAL CHARGES
Usage i Days Billed | Woh Blllsd K per Doy
Thils Yeur 306 FA00 1,0133
o bt Yeae 2 A0 32000
Rotating outage blosks are subject to change without advane nolics duw fo

Gieneration inchites eharges for the peition of your energy usage provided by the Department of Wtes
Resources (DWH) and collected by PGSE as
to bundlad The ot

Fesponsibilily Sucharge from COA, Direct Acvess and T

oy Famd Meler Foad  Diffefence  Constant Usags
0,400 Kah

$7.835.90

DWVR's agent, In 2041, DWW projects to retum S280 millien

raturned for each Wk of anorgy provided by DWVE is projecied

o b 1OE73 sents. DWR alss collects the Power Chge kndff@mencg Aﬁ:?meﬁ{ axirnpenent of thi Cost
L

482

$2.844.74

Fage Fot 4

The miscellaneous charges and fees are universally
disliked, but again, most are resigned to these taxes
and fees.

“They give you too much information to
confuse you, so you just go, ‘Okay,
whatever.” (Fresno, SMB)

Most Commercial customers are keenly interested in
comparing their usage with years past.

“The one that really stands out is the
comparison of last year’s to this year’s
charges at the end, but you have to weed
through all that stuff to get to the end of
the bill so you can see it.” (Fresno, SMB)

“l like to know what | used last year
without having to go back to my files and
look it up. It would be nice if they said last
year you paid this; this year you are
paying this.” (Sacramento, SMB)
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COMMERCIAL
PROTOTYPE BILL

Contains confidential information, provided pursuant to PUC § 583

General Comments:

«  With little exception, Commercial customers prefer the new bill design over the existing version.
«  The font size (excepting Page 2) is believed to be the same size, yet most find the bill significantly easier to read.

= As with the Residential customers, the 8 12" X 11" paper size is preferred for its perceived ease of filing. With the associated

larger return envelope, business customers are able to insert their check without having to first fold it.

+ However, some believe that the larger bill is less eco-friendly based on the additional paper it requires.

5 Many prefer the placement of the payment stub at the bottom of the bill, keeping the top portion of all pages consistent with

PG&E identification.

¢«  Additional information (e.g., Daily Usage) helps them manage their business more effectively.

Aseount Nor $023456785-0
Statement Date: Aug 03,2041
Due Date:fug 27,2011

ENERGY:STATEMENT

ot pge combyEnergy

For Service At

Your Account Summary

120 e Srect 5240152
ire ukiress L 512005
G
e, 5120400
et Efestiity Cherges T
Ot Dharges Line £ 5 stz
Total Ameunt Due by Mmm dd, yyyy 5237118

& e fights adf when

o
w2 65 8E S

Far. . atcs s surcha
i al e pgs somiETsIy.

Sperding mare fime

* o e e D Tota fanoued Do: - Amouns Enclesad,
p | 10234567830 Ang 27,2011 $2.371.18 s
4 H

[Elék

eox:
2 OITY. Oh SO0R000K SACRAMENTO, 2 S50

9990123958785 0 1995 0RXXRRAD0000 0 DXRRERRE

W DOR SO ERBrgy

EMERGY STATEMENT

#ccount Mo 18234567850
Statement Date; Aug 03,2011
Due Date: Aug 27,2011

hnportant Phone Numbers - 24 howurs per day, T davs per week

Customer Sesvice — English

Send & Sspenol (Spanishy  1-800-800-6780

(Chinasa)

1.800.743.5000
TOBITTY (SpeechiHearing Impaired)  1.800-652.4712

Ciher Languages. 1-50D-T42-5050

THIS BILLS NOWDUE AND PAVABLE

pfions for paying your bilt

- Online atwrerw.pge.cun

Payment Servies: Sign upio auiforize sutorais
‘a0 2ah

peist Fiepcandi]
$-500:-T43-5000. Please bring & o5y of your 67 wth you.

Detalls of Electricity Charges

xxxxxxxx

XK Wil 8 Brocees
KK Kl @ Bono
SRR i G 5

e

ERERGY STATEMENT

www pge.comdbiyEnergy

Aceount No: 10234567820
Statement Date: Aug 03, 201].
Due Date: Aug 27, 2011

Het Eleviricity Charges
chrges

Totat Etectricity Charges

Elesiricity tsag tlorthiy Comparon

$2,371.48

25
abiday W
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COMMERCIAL
PROTOTYPE BILL - VERBATI

” Contains confidential information, provided pursuant to PUC § 583

...Overall Preference for New Bill...

“It looks a lot more professional. | think the old bill just looked like it was put together by somebody back in the day.” (Fresno, SMB)

“It is as though you guys read our minds; the bigger envelope, the account number in several places. The graphs are really, really nice too.”
(Fresno, AG)

...Easier to Read...

“It's set up nicer. When I'm looking for information, it's grouped together better. Just putting things in boxes pulls everything together.”
(Sacramento, AG)

“There is more white space. It's easier on your eyes.” (Sacramento, AG)

“They have bolder headings for each one of the main things (definitions on Page 2). It's not all scrunched up like you're reading ancient text.”
(Fresno, SMB)

...Additional, Useful Information...

“Your biggest advantage is you get a distinct graphic example of what your daily usage is.” (San Francisco, SMB)

“One thing | like about that graph is it gives you a baseline, a visual base, to where you don’t have to sit there and really get into it.” (Fresno,
AG)

“l love these charges by on-peak, part-peak, off-peak. That is really great. It's a mystery right now. Online you can't tell this at all.”
(Sacramento, AG)
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COMMERCIAL
PROTOTYPE BILL -~ VERBATIMS (com

widinsientljdential information, provided pursuant to PUC § 583

...Payment Stub on Bottom of Page...

“When you pay this bill, you rip the bottom off instead of the top and then | staple it to my (check) stub and everything is the way it should
be.” (Sacramento, AG)

“You don't have to tear the top off when you have several bills and you're trying to staple them all together. You can just tear off the bottom.”
(Fresno, SMB)

...Larger Size Paper...

“Clearer, more concise. | like it being a full paper size versus the smaller size. Much easier in your file cabinets, believe it or not. The little
ones hook onto everything.” (Sacramento, SMB)

“For the business account, we have longer checks and have to fold them all the time (with the current bills).” (San Francisco, SMB)

“I like the larger bill better because all our bills are the same size.” (San Francisco, SMB)
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COMMERCIAL

PROTOTYPE BILL (Page 1 of 3)

Contains confidential information, provided pursuant to PUC § 583

&

Graphs in general — and the
Daily Usage in particular —
are well received by the
business customers.
Providing daily usage offers
several advantages:

= Ataglance provides a
sense of electric usage
over the course of the
month

= Encourages more
extensive review of the
bill and investigation if
consumption seems out
of whack

= Allows business
operators to better
identify employees who
may not be energy
efficient and/or help lead
them to discovery of
electric-powered
equipment that may be
malfunctioning. (A
similar graphic for gas
consumption may lead to
quicker identification of
gas leaks.)

ENERGY STATEMENT

vk pae comiMvEneray

Booount Moo 1023456789-0
Statement Date: fug 03, 2011
Due Date: Aug 27, 2011

Most appreciate the clarity with which the
account number and due date are
displayed.

For Service At

1234 hain. Sirest
Evfrs Adidress Line
Arybowri, T XK

Your Account Summary

Pravious Stetersent Salance
1 Payment{s} Recelved Since Last Blatement

Fast Due Armournd

Cgrrent Electricity Tharges
Ciithier Charges Ling 4

- ¥1.20052

BzAl B2

$1,201.80

F1,138.85
k. ek )

The amount due is exceptionally easy to
read.

Most seem not to notice the message.

Total Amount Due by Mmrm dd, yyyy

( s2371.18

Cuestions about your bill?

Being able to see the distribution of peak

Prione: 1-800-xxw-exwx or
Emafl sxxuipge . oom
24 howrs. per dey, 7 days per week

vs. off-peak usage is welcome.

Be winter-wise! Cold westher can triple hesting uss; fewsr deglight hours can incresse lighting use by & third. Bpending maone time
indoors and Gilling periods with § weshends can slen cause higher bills. To save money, set heaters lower and tum hights off when

not peeded.

However, some would also like to see
included the KWh unit charges.

Dzily Electnciby Usage This Perind? 28 Biling deys

=

Based on comments heard in the earlier

Wi l — -~ Ayenage daly usage s period |

| omeear

Bl santpear

B ovrean

i3 &8 SE AN A4 BAT 20 AR 828 2D

Por defals of charges, fawes and

. dally
ol 3w pge ComiyEnargy.

e taite Hom o i ant

. ard Heldays

Of-Peak: 330 B, — 530 &, (6 - Pl
il clay Zal., Sum ]
igriial Peak: 500 5w, - 1200 g,
O . - 530 P (- F
ik 4300 g~ B0

payruent olions, you mEy SCO5RE VI BLTERL

B —

sessions, the peak hours were added fo the
bill.

Thereafter, several respondents
spontaneously praised its inclusion.

Having the return payment stub located on
the bottom of the bill is even more well

received among the Commercial customers.

-—

Bezourd Momier: Die Dafe: Ttalk Arveant Dee: Srrwant Enslesed:
DG 1023456789-0 Ao 27, 2011 52,371.18 $
u’/mx:’éé.‘szv.nd:yi;x m'M' *(f&f - _ :",'ZE 4 -
OB JASOB SAMPLE oS . PEAE
123 MAIN STREET &m BN 397380

SAMPLE CITY, CA XN SALFAMENTD, TA

SHR0E-F300

SOS0I2I45RTRICIGO00ORERNEEDUVODUUREEEXRER

ﬁe QR code is spontaneously mentioned by a couple of the \

@mlessly integrated with the company accounting software,it)

Commercial customers. Their comments echo those of their

Residential counterparts:

= Most are indifferent to the inclusion of the code — irrespective
of whether they would personally use or not

= Some question why the code would be positioned on the
return stub if, in fact, it is an avenue for customers to learn
more about their bill

= A few fear that the code could be misused and provide an
avenue to disclose private business information.

One respondent indicates that if the code could be more

would be welcome.

BILL REDESIGN QUALITATIVE RESEARCH | RESULTS OF RESEARCH

travisresearch 31

SB GT&S 0305216


http://www.P5e.eom/MyEnergf

COMMERCIAL

PROTOTYPE BILL (Page 2 of 3)

Contains confidential information, provided pursuant to PUC § 583

General Comments:

The readability of this page is
superior to the comparable
page on the current bill. Most
attribute its enhanced
readability to the larger type
size.

Few claim to have ever
explored this content on the
current bill and are unlikely to
do in the future. However,
several like the convenience of
it being located on the bill
itself.

There are some definitions that
seem to be lacking (e.g.,
Demand Charges).

Some would find it acceptable
{0 access the content via the
PG&E website.

Several suggest that the
section could be moved to a
second sheet, thus allowing
the more critical information to
be positioned on the first
sheet... allowing them to file
just that single page.

ENERGY STATEMENT

o pge.comdMvEnergy

Focount No: 1023456789-0
Staternent Date: Aug 03, 2011
Due Bate: Aug 27, 2011

Important Phone Mumbers - 24 hours per day, T days per week

1-800.743.5000
1-800-652-4712

Customer Service — English
TDDTTY {SpeechiHearing Impaired)

Zmmvicio al Cente en Espancl {Bparsh)  1-300-800-878%

Srmarter Energy Ling T-800-833-2508

RV A RN {Chinese ] +-B00-803-0855 Enengy theft hotline 1-B00-B54-8250
FOR M EH RO SN, (isinamase) $-000-208-8438 T peguiest & clabm form 1-BR0-743-5000
Oither Languages 4-B00-T43-B000

Futes ard rates SR amj our biegk wun:e e snieegy ihal you UsE Wi youe

s BEYy TR eligiois Tor @ lower e, T B ouk Sbout our optionat rates
o fior 3 corples Hel of our rules and rales, Welk wes pge. oo o sal
1-S00-T5 35008

#f wour bediave thers s an errer on your Difl

Emal eOreenpme. com, o cal 1-800-743-5000 tor an cuplanation. i
e e o satletieg wilh our responrse, contact e Calfomls Pulkic
Lhities Compmiision JORLICY, Consurmer ATaS Branth, 505 vVan Nogs
Ayenae, T s, T4 B 102, i SIETOI-2EZ
(TR,
T awok iasdng seriee Turmed off wie you walt tor & CRUT decsion,
encinse 2 deposi chack (payaiie o the CPUCH for e mount cwsd.
Thiz CRUC Wik only soeept depasts for maters hat reiate dinsclte o
g Sesaracy. it nof presis for you S pay your depost, you mus!
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A couple respondents
1€ wonder whether reducing
the width of the header on
this and subsequent pages
may assist in efforts to
reduce the bill to a single

Cheet. )

The phone numbers are
easy to identify.

THIS BILL 15 BOW DUE ANE PAYABLE

Dptivns for paying your bill

~ Oinline at weww pge.com
~ Putomatic Payment Service: Sign up fo suthonze aufomatic

payments sent from your bank account sach month,

« By mail: Send your payment slong will this payment stul is the

arvwalops prowbed.

« By Star debit card: Call 1-888-707-0682 at any time. {Our
independent service provider charges & fee for sach sansaction.)
« Bt & PGRE payment center or local office: To find a

Ham your billing in o ok

i ¥ change sy mading address
1 1 change my telephonie nueber for ifling coniact
I } changs my permary smal

Apcount number: 123456730-0

center o loos office near you, pleass vt wave poe com or cal
§-BO0-T43-5000. Please bring & copy of vour 5% with you.

First mama Last name

Agldress Apt#
City. State ZIF o
Phione Emai
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COMMERCIAL

PROTOTYPE BILL (Page 3 of 3)

Contains confidential information, provided pursuant to PUC § 583

"'

Participants like to see the KWh.
As noted, this information could be
relocated to the Off- vs. On-peak
information on the front of the bill
(and perhaps facilitate its removal
here).

= |n general, there seems to be
confusion between kW and kWh.

There is a general lack of
awareness regarding Demand
charges.

Like the Daily Usage graph,
customers are also pleased to see
their monthly consumption depicted
graphically. 1t offers similar
advantages such as:

= Consumption over time, ata
glance

= Ability to identify trends

= A clear comparison against the
previous year.

5 Wy poe com/WyErergy
Dstails of Fleciricity Charges

For Serdice AL 1234 Wain Streat

ENERGY STATEMENT

Wi dd, yyyy o Mmm dd, wyyy (K biling days)

Account Moo 1023456789-D
Statement Date: Aug 03, 2011
Due Date: Aug 27, 2011

Service Information

Gerial

Slolatine Cletane Hisek
Ifeter #

As noted earlier, Commercial
customers are frustrated when their
meters do not clearly identify their

Bervive 10 DOBTEE432Y Prior Meter Reading 4,385
Fate Schedube: 10 Man-Residentisl Currant Weter Reading 48587
Differenoe TR
Hieter Constant 2,008
M del vy — Mimm del, vy (Surmimer Rate Pannd) iUsage 278,000 ¥
Customer chame 8 days. @ Brooms B
Bietar charge B days @ Buooean Baw
Ensrgy Usa — Het £} ity Charges B
gk AN WA 8 B ooeenx T n i P inshude the Teliowing:
> | Partial peak JIOCEN Kibh @ B S || T0ur eheTiisty changes include the falfowing:
I pamlk HAAE N W b B oo Foax Generation B0.8Y
L Demand Public Purpose Programs B0.28
2. LRI DR Bhrdear Decommissioning poidig]
Emergy COMMISEION |2y Fexn Q/W‘R‘Bmd Charge FO.08
Helditonat Program Changs Souen Ongoing GTC oz
Enerngy Cost Recowery Amourt il
The abowe mag not surm o your charges doe o
Total Electricity Charges $2,371.18 oS

Electricity Usage Monthly Comparisan l

Wessages:

I Awerage Daily Hsage

[ ]

&g ) B

01 e 2IPIE oo 44

JEEzaaBE 0 BEe |le e
1111111131 -
k11111111110 .

-SAARQARANRNNE || ik
FLELFTF TS T e P

bt Y Ll g

information that is more meaningful to

location. Most would prefer identifying
them (e.g., livestock).

Like Residential, most of the
Commercial customers have a difficult
time understanding the Net Electricity
Charges Breakdown. That said, most
realize they are government-mandated
and avoid paying much attention fo it.
Placement of these charges on the
new bill is well liked.

Again, most appreciate seeing data
graphically depicted. In this case the
impact may be somewhat lessened by
the relatively small differences that
may exist.
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RESIDENTIAL AND COMMERCIAL
DEPICTION OF AVERAGE DAILY US!

& confidential information, provided pursuant to PUC § 583 oy

Two alternative methods to depict Average Daily Usage were presented.

= A majority seem to prefer the graphical approach (below left).

actually easier to assimilate.

PREFERRED

Average Daily Usage

KW 70
801 kwniday

c'// ///;//////y}f
.

6.0 %///% %ﬁ?}
o

0 -
Same Period Last
Last Year Period

Average Daily Usage

This Period 6.2 kWh/day
Last Period 5.5 kWhiday
Same Period Last Year 7.0 kWhiday

However, given the modest anticipated differences from one period to another, some say the non-graphical approach is

“My personal preference is the graph. It is a quicker visual way to look at it.” (Fresno, RES)

“‘Right away it (the graph) tells me that there’s a change in usage. | don’t have to look at each number.” (San Francisco, RES)

“It is pretty close. It doesn’t show much of a difference, but if you went from a 38 to a 45, you can just glance and say, Wow,
we better go back and look at it.” (Sacramento, SMB)
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RESIDENTIAL AND COMMERCIAL
PERCEPTIONS OF SINGLE SHEET E

Los confidential information, provided pursuant to PUC § 583 oy

Many, especially Residential customers with smaller households and lower usage, would welcome the opportunity to receive a
single-page bill. They are often less engaged in their utility bill and would prefer more streamlined documentation.

In spite of the interest in the single-page bill, some question its feasibility.

" Some believe that the PUC mandated information — along with the information they truly wish to see — cannot be
accommodated in a single sheet.

u If substantive content is moved to Page 2, some information (on bottom of the page) will be lost as it appears on the
backside of the pay stub that will be mailed with their check.

" Others are concerned that the font size will need to be reduced, thus eliminating some of the visual benefits of the new bill
format.

Alternatives to the single 8 2" X 11” sheet include:

u Moving Page 2 (Important Definitions) content to a second sheet or the end.

“I think all the information that’s on Page Two should be on Page Four just because Page Two should continue on with your bill, but it
goes to all this extra information. | would rather have all my bill information come in the first couple pages and then the extra stuff... I'd
rather have that on my last page.” (Sacramento, RES)

" Using an 8 2" X 14" page with the pay stub at the bottom, thus preserving a remaining, single 8 2" X 11" sheet for easier
filing.

“You can make the bill one page, two-sided if you had to. You wouldn’t have a third page.” (Fresno, SMB)
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RESIDENTIAL AND COMMERCIAL
COMMUNICATING VIA CHECK BOX

2% b

d pursuant to PUC § 583 &
Reviews are mixed as to whether PG&E should use the bill stub as a means of communicating a message between customers
and the utility. Some are accustomed to the approach and see it as an effective way to indicate their preferences. However,

others who have utilized such a method in the past fear the information will fail to be delivered to the utility, therefore ultimately
inhibiting participation.

QR CODE

Awareness of the QR code is rather modest amongst those . _ _ . ,
participating in the focus groups. They might want to explain what it is because | don’t really know

exactly what it is.” (Fresno, SMB)

However, once the process is understood, some are intrigued by

it — though few can think of how they would ever use it. Some | “/ would not use it. | do not mind it being there for people who
fear it provides an avenue for public disclosure of their personal  areé, and itis not that distracting as long as it is not going to hack
information. information if somebody steals my mail.” (Fresno, RES)

“I think | would probably only do it if you could click it (QR code)
tfo pay if you had it set up. But other than that, | would probably
never, ever even use it.” (Sacramento, RES)

At least one Commercial customer can envision the QR code
being linked to his accounting software for easy entry of his
PG&E information.

“It would be nice to just be able to scan the barcode and have
that go directly into the Quick Books or some other accounting
software, and it would eliminate those errors of people putting the
wrong meter numbers and stuff.” (Fresno, AG)
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APPENDIX

ISCUSSION GUIDE

Contains confidential information, provided pursuant to PUC § 583

Double-click on
image to view
Discussion Guide

\ 4

esearcn

BILLING FOCUS GROUPS

Discussion Guide

Introduction (5 - 10 minutes)

Seplember-06,-2014

Project No. 11-099-4

...Residential...

...Business...

v
v
v
v

v

= Introduction of moderator

= Background/purpose of the research —
explore billing issues for gas and
electric utilities

= Self introduction of respondents

Name
City
Household size/composition

Number/ages of children (if
any)

Occupation (you/other adults)

Introduction of moderator

Background/purpose of the
research — explore billing issues for
gas and electric utilities

Selfintroduction of respondents

v

v
v
v
v

Name

Positionfitle
Company

Type of business
Years with company

Warm-up (10-15 minutes)

Tonight we are going to be talking about bills you receive at (home/work). To start our discussion, |
would like you to start thinking about your PG&E bill. As you may know, some people choose to get
their bill online. | believe you folks get your bill printed and itis sentin the mail. I'd like to understand
why you choose to get your bill mailed to you. Please use the pencil and paper we have provided to
Jot down whatever comes to mind...the advantages of getting the bill
printed...why you don’t use the online approach...and so forth. Once everyone has had a chance to

record your thoughts.

do this, we will talk about it together as a group.

{(MODERATOR TO EXPLAIN EXERCISE AS NECESSARY, ALLOWING RESPONDENTS TIME TO

RECORD COMMENTS.)

= Open discussion of above.

= Why do you choose to get your bill printed, via mail? Why?

= What benefits/advantages do you associate with receiving printed bills? Why?

= Ingeneral, do you receive most of your bills on paper? Why?
v' To what extent have you considering switching to online billing? Why? Why not?

= How do you see your impressions regarding online vs. paper biling changing over time?
How else? Why?
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