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INTRODUCTION
Contains co ial information, provided pursuant to PUC § 583

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

■ Enhances its visual appeal

■ Increases user-friendliness.

The research is focused on three customer segments:

■ Residential

■ Small business

■ 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 (9/15) 1 1 2

TOTAL 3 3 2 8
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INTRODUCTION
Contains confidential information, provided pursuant to PUC § 583

Respondents were recruited primarily from lists provided by PG&E.

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:
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.

Qualitative interviews seek to develop insight and direction rather than to provide

travis*' mcn 3BILL REDESIGN QUALITATIVE RESEARCH I RESULTS OF RESEARCH

SB GT&S 0305188



CONCLUSIONS AND RECOMMENDATIONS
Contains confidential infer pursuant to PUC § 583prc

■ 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 14” X 11”, 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...
■ 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.

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

Explore othe\/Fthods to communicate the Balanced Payment Plan (BPP).
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CONCLUSIONS AND RECOMMENDATIONS (continued)
Contains confidential information, provided pursuant to PUC § 583

...Page One...
■ More clearly show any applied credits (e.g., CARE) in the Account Summary.
■ Ensure that the 1-800 number is boldly featured and easily visible.
■ Consider moving/notifying the general messaging so it is more easily spotted.
■ 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).
■ 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:

Tow Electric Usage »» Tier
;'"Tw't»o?3vm ;............ tmitmwm*
\ PsHTStoVh ;
Usage is titled At 3 oW&mf rates, depending on how much you use This graph shows- how you/ energy ' 
usage relates to these fees and the rats you paid in each her For mote visit uww tadwp com

umummk

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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30J3 MSrplwiiiWfi^ded pursuant to PUC § 583

...Single Page Bill...

Further consider transition to a single sheet bill:

• Investigate moving to 8 14” X 14” format (so after removal of payment stub will be 8 1/2” X 11”)

• 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:

■ 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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Contains confidential information, provided pursuant to PUC § 583
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ADVANTAGES/BENEFITS O R BILLt i f
Contains confidential information, provided pursuant to PUC § 583

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 to 
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 I have to go on the Internet, I may forget to look it up.” 
(Fresno, AG)

Helps minimize circumstances in which the bill might 
be lost or inadvertently deleted (if received via email) “I get inundated with so much email, solicitations for all my commercial 

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

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)

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 
many “I like to have a record of the bills, so I can compare them to previous 

months. I don’t know what it is about doing stuff online, most of the time 
I just print it so I can read it. ” (San Francisco, SMB)
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ADVANTAGES/BENEFITS OF PAPER
Contains conf irsuant to PUC § 583

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 to 

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 
minimize their time online “I for one don’t own a computer, so it makes it a whole lot easier if I 

have a (paper) bill.”(Fresno, AG)

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)

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. I do my figuring on the paper bill, and I 
keep them and I 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:

■ 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.

travis*' Me,n 9BILL REDESIGN QUALITATIVE RESEARCH I RESULTS OF RESEARCH

SB GT&S 0305194



MOST CRITICAL UTILITY BILL ELEMENTS
Contains co iai information, provided pursuant to PUC § 583

All customers - Residential and Commercial alike - tend to look primarily for the following information in their bill

The total charges

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

Notification that previous payment was 
received/processed

Charges/usage in the current period vs. last year (and 
for some, vs. the previous monthly period) “To see how many kilowatt hours I used this month compared to last 

year.” (Fresno, AG)

“I 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)

* Some would also like to see historical charges

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.

‘Two of our meters are houses. And I 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)

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.

“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 I look to see if there is something that is not correct, in my 
own mind, because I know roughly what the bill should be.” (Fresno, 
AG)
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ILL ASSESSMENT
Contains confidential information, provided pursuant to PUC § 583

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
IflT ENERGY STATEMENT
liiiUs^ www.pge.com/MyEneraY

Account No: 1023456789-0 
Statement Date: Aug 03,
Due Date: Aug 27,2011

ENERGY STATEMENTAccount No: 1023456789-0 
Statement Date
Due Date: Aug

20112011 m3i!l,SSV5UT0B1Kl?8m,rtt!HBU78l*^?4 vwtw.pge.com/MyEnefgy

"moXT AmWotCMt: 31 For Service At
1234 Mam Street 
Extra Address line 
Anytown, CA XXXXX

Your Account Summary
Previous Statement Balance 
1 Payment(s) Recer/ed Since 

ue Amount

Current Electricity Ota 
Other Charges tine 1

For Service At

Extra Address Line 
. CA XXXXX

Your Account Summary wi imn caatact;

!5SS last StatementLast Statement

$1,201 oo

rjs
Past Due Amount

.. enl Electricity Charges 
Current Gas Charges

5138 95 
$ 34 78

lyourvd'

S’c
Total Amount Due by Mmm dd, yyyy $2,371.18Total Amount Due by Mmm dd, yyyy $173.73

. > about your bill? 
t-800-x»x-x.xxx orPhone. S-80G-xxx-xxxx or*

Email xxxx@pge com
24 hours per day. 7 days per week

fc&B*... SSi.fr fSIs
—-ir&u weather can triple healing use, fewer dayhg 

s and Lulling per rods with l weekends con also cause hight
ase iigtrting use by a third Spending mere lime 
tney, set hearers lower and turn lights oil when

The California j 
household. Applying is free, easy and i

r (CARE) I

a To see It you qualify.; ■ visit wvMipge.com/caTe or call
not needed. for Energy (CARE) ofrece tan ■ 

isgratis, Facil v confsdencial P; 
ros ai 1-866-743-2273 tvm.u o.., a—di, Ik3 OUB DATE. -

Eoerfly-Ctiatfigs

Electricity Summary; Mmm dd, yyyy to Mrnrrtdd, yyyy

B On Peak' 7%
ease15¥1

S7,S - M * « - B,
'Otl.Peafc ‘3®urn -600sax iM-f).

!,9K? 51 KvTherm , , , , ; 
M 6ft i/H G/'ri SCO pm -3 30pm (M-f) 

•Pel* 1200pm -eOCfifn iM
hnrqes. rexes ana r 
PHe.coifyWyirnerp1k you for choosing ; I from PG£E Eon ^rehargei, daily usage d

fatrssT,rssssT
i_y, I 0UC rfiO f//c:f 'livlyx.

r« Sill HMsriS«a..Mara,!I.Jt!l’t«W

mM Tntaf Amnurrt Due
1023456789-0 Aug 27,2011 $2,371.18

Amount EnclosedDue Date
1023466789-0 Aug 27,2011 $173.73 S

;s'-j!! ;; iTMUY"! rMi.l'T.'lMMTjl1 iViYTi :J,'li"!,/'h: ■. I,I...W
SAMPLE Cd'V. CA SACRAMENTO. CA S585S-TW

JOHN JACOB SAMPLE
123 MAIM STREET
SAMPLE CITY, CA XXXXX-XXXX

Sf™
SACRAMENTO. CA

95OOI2345C7S3010OOOOXXXXXXOOO0O00XXXXXXX9SSOi234567aSO10OODaXXXXXX0DOOO0 oxxxxxxx

r*wtrfA
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RESIDENTIAL
Contains confidential information, provided pursuant to PUC § 583CURRENT BILL

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:
■ 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
■ 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 14” X 11 ” sized bills.
• Some respondents also believe that the standard paper size is less costly to produce.

5

_J

GAS ACCOUNT DETAIL p»0.**S
MM

si;S; 'MX** meuae B»XV- □avs

Ktfti—
fr?S
Bias

ACCOUNT SUMMARY

sttTtlsf “
a •L rVI \3 ]66667Theinis8 $1.11776

i truupaMtoa charge of SO. P9J63/d»y 
fftele Schedule G-CP) is SO 63142/tter

HSOOMOOilhsra)

MM

ELECTRIC ACCOUNT DETAIL
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RESIDENTIAL

CURRENT BILL - VERBATIMS Contains confidential information, provided pursuant to PUC § 583

...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 I 
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 I 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 Smaller Format for Some...

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

“I know that when I have a small bill, like when I 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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RESIDENTIAL

CURRENT BILL (Page 1 of 4) Contains confidential information, provided pursuant to PUC § 583

The header color instantly identifies 
PG&E and serves as a method to 
distinguish from other bills and 
paperwork.amount Encto»fl«iSmcmmtmnmm mtf v*v* Mtnoum «ue

1 (¥03/201109/11/2011

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

9S90.5.52.5899 1 AT S.3SS PG&E
BOX 837300 
SACRAMENTO CAThe 800 contact number is located on the 

front page and easy to identify.

Pteasa natom Ms porf»/r mitt yaw paymerH. Thank you200O2S2 •O

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.

5^5=71__ I
ACCOUNT SUMMARY 
Service,“It’s really nice that the phone number 

is on the front in case there’s an 
issue. I have received bills from other 
companies where it’s like they don’t 
want us to call them.” (Sacramento, 
RES)

Amount
08/12/2011 To09/1Q/2011 
08/12/2011 To 09/10/2011

$4.25'
7 days per week.

Gas 4.44Eteclrlc
0.18Gas PPP Surcharge

total current charges

....... Local OtfeaAsttrws
mm MEADOW WBN OR 
REDOING CA 96032

r i 08/29 Payment»Thank You
0176304805-3

Several look to see that the previous bill 
is credited.

$8.85TOTAL AMOUNT DUE 
DUE DATE - 10/03/2011September 2011 l

©
©

You may qualify for a monthly discount with the CARE Program Apply online at waw.pge com/care.

PG&E's Energy Sawings Assistance Prooram provides income quaiifwti rente* and homeowner* with easy, tee soWiorw to 
help manage theif energy use and save money at ttoir monthly energy bits 
Vmt '*ww pge cwn/enerfiysavmflS Of cat! 1-030-8809/44

tacfuras mensuales

Stop. Don’tRED
use without modification.

ss

Very few take notice of these messages.
» «•«• « UCMKMW

c
... Some concern ex I.

Pag* 1 erf 4
®SrcK5s,GREEN Good. Go!
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RESIDENTIAL

CURRENT BILL (Page 2 of 4) c ial information, provided pursuant to PUC § 583

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.

■

Mai
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MWlWWHi,,,,...... ...___ ___
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tiidyj I ir-ilHBllir*..... ............ _...............
t i ririiu°=L A Jalutfoni?,,,,.........................
Kif - AlllSll'1................................ ....... .

F«MG YUM »LL

“I have never read this. To me, it just turns me off. I’m done.” (Fresno, 
RES)
“I would never sit and take the time to read that little print. The little print 
does not have a lot of validity to me. ” (Fresno, RES)
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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.
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)vided pursuant to PUC § 583ntial it

7 have no idea what all that means.” 
(Sacramento, RES)

au ACCOUNT DETML
Service ID 9:

G1 H Residential Service 
30 daysBilling Days:

Prior
UsageMeter Read Mater Read Difference

2 1 017821
Serial
~in- Jjssim.,

^Charges

2 Therms4,666 4,668

08/12/2011 -08/31/2011 \
Gas Charges f

Baseline Quantity /
Baseline Usage /

Met Charges ...f'

/
I 12.84

9.60000 Therms 
1.33333 Therms @ |1.12967

\There is confusion regarding why the 
charges are separated. (The 
different rates are typically not self- 
evident.)

\ $2.64

Gas charges include a minimum transportation charge of$0.09863/day 
PG&E'a Gas Procurement Cos! {Rate Schedule G-CP) is $0.64931 /therm

Taxes and Other
$0.10.Sparge ($0.08400 / therm)

Charges
09/01/2011 -09/10/2011 \

$1,41Gas Charges
Baseline Quantity
Baseline Usage

4.90000 Therms
0,88667 Therms €5 11.11778V. $1.41

“A lot of stuff on the bill. I kind 
of gloss over because I really 
frankly don’t understand 
it...therms and all these
charges.”(Sacramento (RES)

Gas charges Include a minimum transportation charge of$0.09863May 
PG&E's Gas Procurement Cost {Rate Schedule G-CP) is $0.63742/therm

Taxes and Other
$0.06Gas PPP Surcharge ($0.08400 / therm)

54.41TOTAL CHARGES Most are interested in comparing their 
usage with years past, so is a key area of 
interest. Many say they also note the 
number of days included in the cycle.

Days Billed PTharms Billed | Tftarmspsr Hi-0.130 2This Year 
Last Year N/A N/AN/A JELBCTMC ACCOUNT DETAIL

Service ID#:
Rate Schedule; E1 RB Residential Serve®
Billing Days: 30 days

Rotating
Serial Outage Bite

N 50

“I like knowing how much I am 
using from year to year and if any 
saving measures I am trying to do 
are doing any good.” (Fresno, 
RES)

MeterPrior Current
UsageMeier Read Malar Read Difference ConstantMeter#

0 Kwh42,734S8H125 42,734

Page 3 of 4
fksycxd
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RESIDENTIAL

CURRENT BILL (Page 4 of 4) Contains confidential information, provided pursuant to PUC § 583

Charges.
minmn -mmmn
Minimum Charge

Baseline Quantity
Net Charges

$4.4430 Days @ $0.14784 
513.00000 Kwh

$4.44

The net charges shown above incite the foSowing eomponamjs).
Please see definitions on Page 2 of She bill.

Generation
Distribution
PuWfc Purpose Programs

Respondents are universally put off by 
the inclusion of these mysterious 
charges, but are resigned to the fact they 
exist.

$0.84
3.61
0.18
0.01

TOTAL CHARGES $4,44

Paysfcii'td ¥ \ \ Kwn p, i PayUsage Comparison
This Year
Last Yeas

30 0 0.0
WA N/A H!A

Rotating outage blocks are subject to change withaut advance notice due to operational concfiJions.

Generation includes charges for the portion of your energy usage provided by the Department of Water 
Resources (DWR) amt eolected by PG&E as DWR‘s agent. In 2011, DWR projects to return $280 miiton 
to bundled customers. The average amount returned for each kWh of energy provided tty SMS te prelected 
to be 10.873 cents. DWR also collects the PowerCharge indifference Adjustment component of the Cost 
Responsibility Surcharge from CCA, Direct Access and Transitional Bundled Service customers,

The rates shown above are applicable to bundled service customers. Direct Access and Community Choice 
Aggregation customers pay only a portion of these rates. Please see the appropriate rate schedule for the

Again, there is interest in comparing 
current vs. previous year consumption.

I

Page 4 of 4
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RESIDENTIAL

PROTOTYPE BILL Contains co ial information, provided pursuant to PUC § 583

General Comments:

Most find the bill cleaner, more modern and easier to read than the current design.

This version also provides more information about one’s bill (e.g., Daily Usage).

The 8 1/2” X 11” 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.

IB II! If IfAccount 
StaterriL 
Due Dale: Aug

it No: 1023456789-0 
ant Bate. Aug 03,2 

27., 2011

Account No: 1023.456789-0 Account No: 102345678! 
Bate: Aug 03, 
Aug 27, 2011

3-0 Account No: 1023456789-0 
Statement Date 
Due Date: Aug

ENERGY STATEMENT
www.pge.ewnMyEnergy

ENERGY STATEMENT
WM#.pga.com7MyEnargy

ENERGY STATEMENT ENERGY STATEMENT2011 011 2011 2011
'.pge.com/Myfnergy

Important Phone Numbers - 24 hours per day, 7 days per week 
Customei Service-English 
TDD/TTY (SpeechfHearing
Servicio al CSenle en Sspanol (Spar 
XXXXXXXXXXXXJXXX (Chfnesel 

MXXXXXXXXXXX (YXeina

For Service As Your Account Summary Details of Electricity Charges

Mirsn did, yyyy to Mfrsrn dd, yyyy {XX billing days)

Details of Gas Chatges

Mmm dd, yyyy& kSmm dd. yyyy (XX billing days)

1
Si XXXXiXX

SSX 8.1
1-80D-743-50GC12W Usir, Sireel

1=t-ssc-MO-j'sa
I - i0D-S03-e-5Salatsss

ISO W8765432! 
Schedule. XX XX Fus Si S,‘rtrt For TOM of your

YJW -Mrara <M, tfatvittdd, yyyy-Wroroidd, yyyy (SuramerFta'Ie PsnciGJ

S173.73Total Amount Due by Mum dd. yyyy

fills 111 5?SE i!. about your biin

e: SiiiS IfEi
CC'Cherp*-!

=sp§g|§s§ Uvl.ry Us.er&
The Catitcena Alternate Rates 1st energy rCARE: Rrcgr 
household Applytf-ig.sfree, saey anoSeorJldenfi.al To SI 
E( programa tie CalifixrTia atie-nate Pales for Energy iGAREl-ofreceur. Oescuextcr en la . 

" ' ‘ ‘ ogreim? esgrolis. Face y coniidencial Para,

si
^ssis^isss:

J34..76

S138.95Total Electricity Charges

~EEteefritHty. Summary: Mrnrn QtJ/yyyytoidFfim dQ, yyyy nary: Itrsm fld. yyyy to Mrnos ss). yyyy

«X TJe

ZVZ f ’ ™s “ ^ M ijlT-rsm

FtneperiWi »
Daily ElM-tnoity Usage TWs Period: 29 Ming tSays Airing* Dai* Usage

i! 1023456789-0 Aug27,2011 $173.73 $ THIS KILL IS IT CAY DUE AND PAYABLE

SBy
'jj^seTae-o

JOHN JACOB SAMPLE

123 MAIN STREET

SAMPLE CITY CA XWXX-XXKX Ap!i_B, I

~“=S“9SS012545S7SSC1SSSSS;
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RESIDENTIAL

PROTOTYPE BILL - VERBATIMS Contains co ial information, provided pursuant to PUC § 583

...Easier to Read...

“I don’t have to search as much as I need to on the other one. This seems clearer.” (San Francisco, RES) 

“It just seems organized and clear. ” (Sacramento, RES)

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

...Additional Useful Information...

“I’m a sucker for graphs. I really didn’t think much of it until I saw the graphs. ” (San Francisco, RES)

“The graphs, the daily usage and the current/prior readings. I like that a lot better. ” (Fresno, RES)

“I like the trend over the monthly period because I relate that to how I was doing this or I was gone those three days. You can go back and 
look.”(Fresno, RES)
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RESIDENTIAL

PROTOTYPE BILL (Page 1 of 4) Contains confidential information, provided pursuant to PUC § 583

Account No; 1023456789-0
..StatemenlflateiAfflOg, 2011

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

The due date is bold and clear.ENERGY STATEMENT .4
www.pge .camJMyEnergy •/)/«

imfs» anamy/mi

For Service At Your Account Summaiy The amount owed - the most critical 
bit of information - is easily identified.1224 Main St reel 

Extra Address Linns 
Anyfown. CA XXXXX

S 143.52 
- $143.521 Payments} Received Stace Last Statement

Past Due-Amounl $ QUO
A few take note of the credit but 
suggest that the amount being 
deducted be positioned in the 
summary with the reduced amount 
clearly displayed. (While not 
addressed in most sessions, this 
same perception is associated with 
CARE discounts.)

f - - ! ______

This message is often overlooked as 
eyes tend to gravitate from the 
amount owed to the electricity and 
gas summary. Some find it out of 
place.

Vj____________________________________________

Current Electricity Charges 
Current Gas Charges

$138.95
S 34.78

You received a credit for 20% of your winter 
gas charges on this month's bil. Thank you 
for conserving energy this winter.

Total Amount Due by Mirim dd.yyyy ^””*~$173
~^’***“...........................Mlllllli.................................

..lQyestions...ah1^.yt..vtali!r...bH:?.^.........^
Phone: 1-800-XXX-5OOCX or 1

24 hours per day, 1 days per week

Rates for Energy {CARE) Program provides a monthly discount on energy bills for income-qualified 
household. Applying is free, easy and confidential. To see if you quality, please vswt www.pge.com/care or call 1-885-743-2273.

B programs de California aftemate Rates for Energy (CARE) ofrece un descuenfo en la cuenta mensua! de energsa a- ios hogares 
que ealHtcan. Inscribsree en el programs es gratis, faci y confidential. Para determmar si caffica, por favor visit® nuesira pagans 
en ef Internet www.pge.eom/case o fl<

/ Having the return payment stub 
located on the bottom of the bill is 
universally preferred over its previous 
location at the top of the page.

a! 1-885-743-2273.
Given the lack of full phone number 
displayed, some do not initially spot 
its presence. J/Electricity Summary; imm did, yyyy to Mrran dd, yyyy Gas Summary: fcm dd. YWi 1» Mmm dd, yyyy

/ “The tear should be on the 
bottom, more clean and you have 
this nice piece (remaining).” 
(Fresno, RES)

vyv tVdfk XXX Therms
| SA^uwaik- | j [~~~TER~3 ] | TVER4 "|^l

ia?.SNWts r
S0J2.«W*l 3B..14/Wh SQ.30AWM S0.34AWh

Rase per kWh shown is average rate for ts® period.

[ SASEUHE TIERS
The tiers tend to raise more 
questions than they answer.

8.5? Therms 
$1 .oarrerm

n5Tbeifns
S1 .ssmserm

Rate per kWh shown s average rale for this perad.

Thank you for choosing a one-page stafemenifrom PG&E, For details oF charges, taxes and surcharges, daily usage delpif 
from ymir Smartfuleter. and additional payment options, you may access your account online at vmw.pjK^teom/Mygfypr

PMSK ■"Sfi,5!'K fesape:, p:ese.

Upon reflection, most understand that 
the more energy consumed in a period, 
the higher the unit cost. However, the 
horizontal method of presentation 
seems less clear than if it were shown 
vertically (stacked, one tier on top of the 
other). A few point out that the same 
information is also available on Page 
Three (the vertical representation).

The QR code is largely unrecognized by most 
respondents. However, once described and 
potential uses discussed, several comments ensue:
■ Most are indifferent to the inclusion of the code - 

irrespective of whether they would use it 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 personal 
information.

Account Number:
1023456789-0

Due Date:
Aug 27,2011

Totai Amount Due;
SI 73.73

Amount Enclosed:
$

JOHN JACOB SAMPLE
123 MAIN STREET
SAMPLE CITY, CA XXXXX-.XXXX

PG&E
BOX 997300
SACRAMENTO,. CA SS3S3-73S0

3390123458789010OQOOXXXXXXOQQQQOOXXXXXXX

V J
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RESIDENTIAL

PROTOTYPE BILL (Page 2 of 4) Contains co ial information, provided pursuant to PUC § 583

A couple participants 
indicate that the header 
takes up considerable 
space that could be used for 
other content.

Account No: 1023456789-0 
Statement Date: Aug 03, 2011 
Due Date- Aug 27,2011

ENERGY STATEMENTGeneral Comments:
www.pge.com/MyEnsergy

. Page 2 is considerably more 
likely to be spotted than the 
comparable page on the 
Current bill. Most attribute its 
enhanced readability to the

I

important per per' weeF

Customer Service - English 
TDD/TTY (Speech/Hearing Impaired}

, , ,,,,,, , """ 1/" ’ ' ' 7-8QO-66C. tTcJ

1-800-683-8555 
1-800-298-8438 
1-8QB-743-5QBQ

1-800-743-5000
1-800-6524712i

i
The phone numbers are 
easy to spot. I I«er\icir. ’si C’ e~’-e en Espcnol iLpcr Ah < 

, * r Ch nese i 
aaa (Vietnamese}

Smarter Energy Line 
Energy thefi hotline 
To request a claim form

1-800-933-9555 
1-8 DO-854-62 50 
1-8M-743-5M0

Other Languages

larger type size.
■ Very few participants claim 

ever to have reviewed this 
information and most indicate 
they are likely to do so.

That said, some like the 
convenience of its 
presence on the bill in 
case they ever need it in 
the future.

season and your heat source. The energy mat you use within your 
allowance I s. charge# at the towest rate (Tier 1).

» Gas meter iBulSplkv: The gas imidptier eeroefts fie eubfc test of 
as, measure dy pur gas, meter, to sneims a?energy anti adjust 

hi tie heal. careens of-gas.
*• Electric meter conetamt: Coweris the eSSerenoe to ysur -meist 

rea*sp to tie actual eiecatesy used.
* MU»2Piaipo^Pn^'OTfPPf=i:t::li!mcdfe3teltepa^-tor^s.iK:r« 

tow-tncorrae customers-ana grergy-sficseficy programs.
* Competadora Transition Charge {CTCj: Tfse coss of certain purcnasea 

power agreements as well as a portion e? electric industry restructuring
ffifflaeon costs as aulftsr&afs By we cpuc.

* DWR bond charge: The charge mat recovers aie cost ef tsanete 
a poriohi of ire fitetarlfc cost of power purchased fry

Cai&mia BspaRrhent a? water Resources. |DWR] to serve e lectio 
customers.. DWR tend charge's are crttectecf on aefi,
.no! beteng to PSE.E.. '

» OWE power charge: included for He parson of pr energy usage 
provided ay ®e Oteparirnetrt of water Resources. DWR recites 3.750 
©eras tor earn kliawas tour ft prow idee.

Rules and rates
You rnayceeiigtoijerora lower rate, to anooutateus curcpnanai rates 
or tor a complete list of eur rules and rates, visit www.pge.cofn or oaK
1-sot::r
i you Relieve there is an error on your bill

SB*.

Era *...»-<‘cce com, wcss l-aoo-743-SOD&?«ran expianascfi, it 
you are not satisfies wan oar response 
unites Corwwtesfcjn jCPUCy Consumer Affairs Branch, 505 van Ness 
Awentte, San Ff3!KlSS0,.CA941-B2, 1-3KHE49-7&70 or415-7D3-20-32
iTOOfTTY).

. cantact trie Cali

TO arvoto hsavtng service Hared otT MrtHte you watt tor a CPUC oecssicri, 
enclose a deposit checfc ^payable to the CPUC) to the amourfi owed. 
The cpyc wi oray accept deposits formatters that relate directly to 
Ming accuracy. if K is, not. pes&BUe toe you to pay your deposit, you must: 
asMse tee CPUC. P66.E can ret turn of? your service to nonpayment 
Me l is under review cy tie cpuc„ however, you iranS cccrtaue » pay 
your ciirerachargesto teep your service turned on..
If y ou are not able1 to pay your bill 
cat KSEtodiMms tovweeaoteji. you may quairy to reduced 
rates under PG&E‘s CARE '
age rates may ee
Energy Partners Program which is an energy sticfency program for 
freoitte-qualffled resMefiltef
Important

« Rstaiiag «jlagetslcict: Customers.are gratiped 
on ttoinacKcn.. i n me evera trat He caliomta ii 
Operator
certain ttocta may ejfertenee cower su pp»y (oteirupdori s based on 
Siefrhxaltoft. Rctetlng oirt^ ttocfeareaitefesi to change wiltoiJ 
advance

Issae* ^

afoTOWRarafcto

pragram. or oeier special progrars and 
?osssis8vosj. ’itou mav asj» to PG&E * Energy Coot Recovery Amount (ECRAJ; Ttiese ate ctratoses 

approved by the CPUC afKSaiAortzed byCaftfornte FuPIte tlilttes 
€a®> Seclton 848 el seep Ttie puipsee of these charges is to pay tee 

and other oasts assessed 'Mi Energy Recovery 
(Sarsts] test were issired by a Special Puipose Ert%{^E).
' teeee charges is He Dsaeatea Rate Component {OfiC}, which 

per ivff*. The rig is to reserve EMC revenues has been 
11® SPE and does not belong to PG& E. Thts right te

Many find it sufficient to access 
the content via the PG&E

» Bands 
One of 
I&5X.XXXXX 
transtored Is
catted Reco/ery Property. PG&E cotocis 'tee- DRC an behalf or tbe 
spe, wtrsh uses tnese ttnos. m- pay Bore prisipi. mtoest, and s/Sm 
Eond-felated cc^Ss. The SPE fcraflsferfed 'Ihe net Bond prsceeds to 
PG&E S3 ptiFcnase Reoavefy PK^er^ from PS&E.. PG&E used the 
proceeds of the sale of Recovery Properly to Fe3nartce sis teankraptoy 
f^guialory Asset, wfiteh was 
■finance PG&E's emergenee ton banfenptoy.

a pen^r emerge rcy energy sMrtage,

website. due is aperattoftai ccnattois.
At) residenttai custcmers are gten a baseine 

:teftesaits a peroerrtage of average cxistarner
and winter moniis. Yourtotai aflcMrance Is your■ Several suggest that the 

section could be moved to a 
second sheet, thus allowing 

• more critical information 
to be positioned on the 
first page,
customers to discard the 
second page.

&f tes Caramise ion to ftaHpusage coring
usap level Based m IM climate were you lire, its oiiirem

THIS BILL tS MOW DOE AND PAYABLE Has your billing contact intormatiem charged?

| | change my masting address 
| } change my telephone number for hiiirvg csontac^ 
| 1 change my primary emai

Options for paying your bill

■ QmMne at ww^p§e.c&m
■ Automatic Payment Service: Sign up to authorize automatic 

payments sent from your bar * ; c • .;shmcnii.
8 By mail. Send ycur payment along with this payment stub to 

envelope proofed,
8 By Star det»f card: Call 1-366-707-0682 at any time. (Our 

independent semes provider charges a fee fer each transaction.)
■ At a FG&£ payment center or local office: To fed a payment 

you, please visit vmw.pg@'..£&frt or cal
1 -800-743-5000. Please bring a copy of your tM with you..

Account number: 123456788-0

Pirsimame. Last:iwne.

Address. Apt.#.

City. State. ZIP code.
of local office

Phene. Emai.
2.
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RESIDENTIAL

PROTOTYPE BILL (Page 3 of 4) Contains confidential information, provided pursuant to PUC § 583

Account No: 102:3456789-0 
Statement Date: Aug 03, 2011 
Due Date: Aug 27, 2011

ENERGY STATEMENT
www.pge.conJMyEnergy

Service Information 
Serial
Rotating Outage Block 
Meter#
Prior Meier Reading 
Cwresrsi Mete Fteacing 
Difference

Betels of Electricity Charges

imm dd, yyyy to imm dd, yyyy (XX billing days)
F

5M
XXXXXX

4,385
Service ID: SS87654321
Rale Schedule: XX XX Ressderrfial

4,857 While most consumers are stumped 
regarding these charges, they are a 
recognized fact of life. Having them 
aggregated in this manner is 
perceived positively.

271.
I

Usage 278 kWh

Baseline Quantity
Tier 1 Usage (up to Baseline)
Tier 2 tts&gz (101V130% e# Baseline) 
Tier 3 Usage (131%-200* of Baseline) 
Tier 4 Usage (.201 %-300% of Baseline)

Energy Commission Tax:
UB&y Users Tax (7.50ffl%!

xx.x ic'.Y- 
o.s kW" 
toe.* itW" 
xx.x kW> 
xx .x WM

Presenting the tier information 
vertically seems clearer to some.

Electricity Charges Breakdown 
Your electrical charges indude the following:

Generation
Public Purpose Programs 
Nuclear BeecHwiisionang 
DWR Bond Charge 
Ongoing CTO
=nergv '.w. Recovery Amount 
T he above may not sum to your charges due So 
rounding

@ $x...xxxxx
@ $xjsxx»t.
@ $35-XXXXX 
ig! ix-xxxxx

Sx.xx | 
Sx.xx I
SX.ES
s

*
$e.t9
$2 m
S0.11S....

Sx-xx “On the other bill, there was a 
page full of all this stuff that you 
didn’t understand. All of that is in 
this little tiny box, which I think is 
really neat.” (Sacramento, RES)

m.m
11.53

A few note that this duplicates 
the tier information on the front 
page.

$0.32AdditawtaS Program Charge Is. JOS

$138,95Total Electricity Charges

UrKfcerstartdirrg Year Electricity Usage

L ArThe Daily Usage graph is a 
favored aspect of the redesigned Like the Daily Usage chart, many are 

drawn to the visual depiction of data. 
However, some suggest that given 
the nature of the data being reported, 
the graph is unlikely to show 
significant differences from period to 
period.

bill.
Daily Ektoiriciti! Usage This Period: 2: : r g c.vs Average Daily Usage■ It is an interesting visual that 

catches most eyes.
■ At a glance, consumers can 

see their consumption 
patterns.

■ It serves as an aid to those 
families who can use it to help 
identify energy misuse and 
take corrective measures to 
remedy.

■ Some suggest this chart be 
moved to Page One.

kWh kWh 7U
6.0- 8J3- 6.2fcWhfday 5.5

r d.-.y |8.0- 6.0-

6/2 m m 8/11 8/14 6/17 6/20 8/23 8/28 8/20

4.0-

2J-
When compared to a table showing 
the same information, the majority 
prefer the graphical depiction.

o.
LastSame Period 

Last Year
This

Period Period

JMessages:

JV 3
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RESIDENTIAL

PROTOTYPE BILL (Page 4 of 4) provided pursuant to PUC § 5833 confidential infori

Account No: 1023456789-0 
Statement Date: Aug 03, 2011 
Due Date: Aug 27,2011

General Comments: ENERGY STATEMENT
www.pge.eom/MfEne:rgy

Comments similar to those made regarding Page 3 of 
the bill apply here as well.

»
Service InformationDetails of Gag Ciiaiges

Mmm dd, yyyyto imm dd, yyyy{XX billing days)
Serial 
Meter#
Prior Meter Reading 
C«rrefii Meter Re*feg 
Difference- 
Multaer 
Usage-

F
XXXXXX

5,686
0,707

Service- ID: 8€S7S5432t
Rata- Schedule: XX XX RessdentoaS

21
1.023838 

22 Therms

Baseline Quantity
Tier 1 Usage (up so Baseline)
Tsesr 2 Usa@e (over Basafce)

Gas PPP Surcharge ($0,084 QO/Therm) 
Utility Users lax (7j50Q0%5

xxx Themis
tot..* Themis @ $*jxx*xx |x.xx
xx.x Themis @ $x..xxxxx Stuot

Gas Charges Breakdown 
Your gas charges include the fc.icwihg- 
Gas procurement charges 
Gas toamportation charges 
Public Purpose Program

$23.80Sx.JOC
$0.88Sx.xx $0.07

Additional Program Charge Ijocx The above may not sum to your charges due to

$3478Total Gas Charges
U-raters tari-d frig Your Gats Usage

The summer baseline season began on May 1.
Your total haseii ne quantities shown were cafcu fated 
using your daiy summer baseline quantities starling 
May 1 and yc^ daiiywmfer baseline c^uanlities for 
any days in your billing period poor to May T

Oa% -Gas Usage This Period: 29 toiling days Average Daily' Usage

Therms Therms
B.EP S...0-

8.0-

' lili.ll,,
40-

1.5 1.0 07020- Therms(day Therms/tiay
0-

Same- Period' 
Last Year

Last Thism e/s 8® am 6/14 6/17 &2Q 6/23 &2Q &2S
Period Parted

4
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COMMERCIAL

CURRENT BILL Contains co ial information, provided pursuant to PUC § 583

Echoing the sentiment of the Residential participants, the Commercial customers are generally pleased with the current bill.
■ Most feel fairly adept at navigating the bill and finding the information they require.
■ Being so familiar with the bill seems to contribute to their favorable impressions.
A few overall negative comments are raised:
■ 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.)

“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 if there was some way to 
label...actually have a little label for us for our 
different meters.” (Sacramento, AG)

The smaller paper format raises objections:
• It is more cumbersome to file
• Business-sized checks do not fit the return envelope unless folded.

“We use big checks, computer checks, and we 
have to fold them and I don’t like folding checks.” 
(Fresno, AG)mmetommmm.

Sir —B!,„

MXotMi iuMumr
sr-

- mil 1
SB... :

T;'A'S'r;l2'As"ww"''"“'toAT SfSSrASrtlSTC?

1
■

?.v
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COMMERCIAL

CURRENT BILL (Page 1 of 3) Contains confidential information, provided pursuant to PUC § 583

Like the residential participants, the 
business audience appreciates the 
colorful header that clearly identifies the 

| bill as PG&E.
BiW Date 4Mmm% Humber Amount Due Du® Date Amo

87,844.74 09/28/201109/11/2011

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

mm.-s.s2,mm % at a.ms
PG&E
BOX 8973®
SACRAMENTO CA 
95899-7300

REDDING CA 96049-3416

200.0212 Please intium Hus portion milt your payment. Thank you. -*s “It’s very clear what you owe and 
what you paid and what your balance 
is and when it’s due. ” (Fresno, SMB)

ACCOUNT SUMMARY 
Service.
Electric

1-800-468-4743
Assistance is avwfatte by 
telephone' Monday - Friday,

am-?.30pm and 
bay 7:00 am -4:30 p m

.AmountService Pates
06/12/2011 ToOQ/10/2011 >92

7.00 elEnergy Commission Tax 
TOTAL CURRENT CHARGES

Satuf

$7,044,74
9.497.39
8,497.39-

3603 MEADOW VIEW DR 
REDDING CA 96C02 08/24 Payment - Thank You

f" teeount Hbm&w $7,844.74TOTAL AMOUNT DDE
due date ■■ mmiztm 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.

September 2011

“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)

Daylight Saving Time wi end on November 6, 2011, ana start on March 11,2012 Between October 29 through November 
5, 2011, and March i 1 through April 7. 2012. me fuse of use periods will begin and end one tour M&

Ostfiooai rates we available to many customers and may Iwm your PG&E tells To find out 4 you 
please call 1-800-468-4743. The back fifth* tell to other nyKrtant'..........

For ail of your account, Mimg or service news, please contact.

m Page 1 of 4
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COMMERCIAL

CURRENT BILL (Page 2 of 3) Contains , 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.

;MU.

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

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

lJustraw ftw&is «
*TO| itJif-KBtmt

ks

« ■ .... ,

» f ‘ Ihi mil. I
(MR!

■m

HMM - 'STM SsfiJM ***«!
as

'khwmqks i pff|»riH*i
i *.,1 HUf «

»**■1.
(8!

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

IS
CaumE&rai!.1

-Bi*i rdlixv. in ») |Hy imvKM*
\ i

A
BS»

S. Kill itoi
citsi 1*11 ;W«10!

■mm
9 D. SaiitssMtaihUi*

maa/^tinmvKHmtWflKni 
I- *W»0* Gati Kaumwy Missus* '* ilHKotnq t*m*%««?

■.mmm
Tl.rf a* if® .life iliwauidiyM (SiO if i

Wltll
« Bi imtf t 
■Jssmirn.

HgaiKW. Thfertflhlrt

BM
kmtm, R8C“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)

lUylta .."5'Vi . ..

SS'iSSS8, :P?0 hi! I ,-aerMs

*88'
8»B|g. Pm

mu
il'BM

ilia m
SSS
fcCPtlC idi l*«(* 3l»fKf, UnriMUlBi ftissiii*.

»v(ja&r«rr.........
I

a« malted*! I HoOHfCwl . 
Hits a>x o...

i uiemii amwte ’«« «■*
Uui da ml itarSjffBifc in !tomid

n W*

Pags 2 of4
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COMMERCIAL

CURKEf c pursuant to PUC § 583ntial informatzo

“The terminology is really confusing.” (Fresno, 
SMB)

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.

ELECTRIC ACCOUNT DETAIL
Service ID#,
Rate Schedule: AIOSX AfOX

'"fctlitae.Skys; 30 days The miscellaneous charges and fees are universally 
disliked, but again, most are resigned to these taxes 
and fees.

MeterPrior Current 
iter Read Me ,

Rotetin 
®risl Outage! 
M SM

UsageMeter
003743825 30,400 Kwh77 4001,801 1,878

mnmn -08/10/2011
Electric Charges
Net Charges

$7,835.92
$7,836.92,

The net charges shown above include the following co mponertjs). 
Please see definitions on Page 2 of the blit. “They give you too much information to 

confuse you, so you just go, ‘Okay, 
whatever. ’” (Fresno, SMB)

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

$3,558 63 
1,289.33 
1,988.41 

445.97 
20.0® 

153,52 
236.51 
143.49

Generation
Transmission
Distribution
Public Purpose Programs

DWRBond Charge 
Ongoing CTC
Energy Cost Recovery Amount“I 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)

Energy Commission Tax

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

Season: Summer 
Peak
Partial-Peak
Off-Peak

“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)

“I like to know what I 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)

Demand Summer
lOfAt CHAKOr®

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

Kwh per ua^K; h cihhDays BilledJ j Usage Comparison 
I h This Year' 10,40030

1,200.038,4QCLast »>MI

Rotating outage blocks are subject to change without a h a ru>N t du << or*r vnr tlronii

Generation includes
,d»rj

to bundled customers. The average amount returned for each kWh of energy provided by DWR is projected 
to be 10.873 cents. DWR also eoHects the Power Charge indifference Adjustment component of the Cost 
Responsibility Surcharge from CCA, Direct Access and Transutfenai Bundled Service customers.

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

Page 3 of 4

travis*' miln 27BILL REDESIGN QUALITATIVE RESEARCH I RESULTS OF RESEARCH

SB GT&S 0305212



COMMERCIAL

PROTOTYPE BILL Contains confidential information, prc pursuant to PUC § 583

IV *■IIISil Account No: 102345678943 
Statement Date:
Due Date: Aug

Account No: 1Q2345676S-0 Account No: 1G234S6789-0ENERGY STATEMENTENERGY STATEMENT ENERGY STATEMENT
www.pse.eom/MyEnef3V 

imporam Pto* » atn - 24 hours per *», 7 da»« per w«*

Aug 03, 
27,2011

2011 Aug 03, 2011 
27, 2011

Date: Aug 03, 
Aug 27,2011

2011
Due Date: Aug Due Date:www.pgs.eom/M:yEnei:g:y www.pge.com/MvEneEgj'

For Service At Your Account Summary Details of Electricity Charges

Mmm dd, yyyy to Mimm dd, yyyy (XX billing days)
English

TDO/T7Y (Speech.iHeartnq impaired}
300-743-5000
300-652-4712

T224 Main Siree, 
Anylown, CAAXXXX

S2.4C! 
S1.2DC 
S1.201 00

Roraiing Curage B^xk

Sx-si
1 Payments) R«

1234 Main Sire?'1-3IM-333-.9554 
1-31X1-3 54-5330 
1-SDS-743.5C-D0

Service (D: M876M321 
Rm*Seh«BUI«:AI0/t Ncrt-Res-iSentiai rs

Other Chargest 37=
3S03

OiWhlEmn 00, yyyy - fwmm dd, (Summer Rats Perea)
$2,371.18Total Amount Due by Mmm dd, yyyy

&
Sal, Is Si­ ll Siisss II

i no C-:s
use Ungber bil^s To sav

. si32CA CrigoirgCTC^ ^ ^

B^UyU^.^P^: 20 »ng days
$2,371.18Totaf Electricity Charges

m rsr D»K‘ Messages;

S -rg r 8 p EJt
'W-F'tsi-MEs.m -KKa.rr..:M-

era e.*e em e,™

svr a ecSIS 2 Electricity Usage Monthly Comparison Average Baity Usagem Tcrtai Amc
1023456789-t) Aug 27,2011 52,371.18 5 THt BlU-i N * BLEAK PA/Al

ITTT: :
,'OrW 34COB S*M=L£ By I ;,s,tMPLt err' e* ixxxx-iKxs: SAC1V4IWT0. CA ?S5?=-7MCi APIA.By 1 ttoiioam! Call 1-666-70-7-

999Oi234S6J89ai00885XXXXXX4OOOO::xxXXXXX ssr*
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COMMERCIAL

PROTOTYPE BILL - VERBATIMS Contains co ial information, provided pursuant to PUC § 583

...Overall Preference for New Bill...

“It looks a lot more professional. I 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 I 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)

“I 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

i'fiHHCfilfclential 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 I 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. I 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

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

Account No; 1023456789-0
Statement Date: Aug 03, 2011 
Due Date: Aug 27,2011

ENERGY STATEMENT
www.P5e.eom/MyEnergf

For Service At Your Account Summary
Previous Statement Balance 
1 Payments) Received Simce Last Statement

The amount due is exceptionally easy to 
read.

1234 Main Street 
Extra Address Line 
Anykmn, CA XXXXX

£2,401.52
- $1,200.52Graphs in general - and the 

Daily Usage in particular - 
are well received by the 
business customers. 
Providing daily usage offers 
several advantages:

■ At a glance 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.)

Past Due Amourel $1,2CH.0G

Curnerot Electricity Changes 
Other Charges Line t

$1,138.05 
$ 31.23 t Most seem not to notice the message.

02-3?i:i8.j,Total Amount Due by Mmm dd, yyyy wmaammmimemmmmmimmmvmmmmmiwsmmi twar/

Being able to see the distribution of peak 
vs. off-peak usage is welcome.

Questions about your bill? 
Phone: 1-800-xx:
Emat
24 hours per day, 7 days per week

c or

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

Be winter-wise! Cold weather can triple heating use; fewer daylight hours can it 
indoors and billing periods with 5 weekends can also cause higher bills. To save money, set heaters lower and turn Sights off when 
not needed.

lighting use by a third. Spending more time

Based on comments heard in the earlier 
sessions, the peak hours were added to the

Daily Electricity Usage This Period: 29 bilng days

Average daly usage IWs petted IkWh iaaaa
Off-Pea it* 79%

mm Part Peat4 14%

| On-Peak* 7%

bill.w- $564

60- S1D4

1-■ Thereafter, several respondents 
A spontaneously praised its inclusion.

mi

r'Off-Peas; i :30p,m, - ScMa/n, p - f% 
ail day sal.... Si®, and HoBOays 

“Partial Peak: &:30 am. -1 tM p.m, 
fe.0Dp.rn.

‘Peak: 12:

¥/, O'VlWM'lMWMI « // •mmmjmtm
0 mmtffflmmm/famfflmtfflMMMmmimmim wmimmmmmmmmmimmmmmmwmmf- 9:30 pm. (M -

D3 pm. - 8:00 p.mJM-n
6/(4 8/17 aao as eras arcs

Having the return payment stub located on 
the bottom of the bill is even more well 
received among the Commercial customers.

For detats of charges, iascesand surcharges, dally usage tSeMs fromyotrJ&rsBSileier, anil addlUanal payrnent options, you may access your account 
online at www.pg%.cfjmmy£mrgy. ' 4Jk
PtSfla? IT::- siap-'es, p-ss&e.

^he QR code is spontaneously mentioned by a couple of the 
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 
seamlessly integrated with the company accounting software, it 

Vwould be welcome. J

Account Number:

1&23456789-0
Due Dale:
Aug 27,2011

Total Amount D«*:
$2,371,18

Amount Enclosed::

i

eH*A33.iiD.niso:h nAf s.ai*

mm JACOB SAMPLE
123 MAIN STREET
SAMPLE CITX CA XXXXX-XXXX

PS&E
BOX 997300
SACRAMENTO. CA 95893-7300

V
99901234E»&7a9QlOOOOOXXXXXXOOOOOaQXXXXXXX
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COMMERCIAL

PROTOTYPE BILL (Page 2 of 3) Contains pursuant to PUC § 583

Account No: 10234567890 
Statement Date: Aug 03, 2011 
Due Date: Aug 27,2011

A couple respondents 
wonder whether reducing 
the width of the header on 
this and subsequent pages 
may assist in efforts to 
reduce the bill to a single 
sheet.

EMENTGeneral 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

wwwpge con/MyEnergy

important Phono Numbers - 2:4 hours per day, 7 days per week

Customer Service - English
Impaired},

1-800-743-5000

Servicio al C< er'e en Essanoi (Spanish 
W5o;x. ■' ■

- ' ■

Other Largi aces

:DC-CoC-CTs3
-Ej - ■ -:‘:L
-a
EI “43 ?DC3

Smarter Energy Line 
Energy theft hotline 
To Bequest a claim form

1-5Cl-<33: }
1-FCC-5:4 _«=■( i.■ \ s-Chtnese), ?

-'' t i'' eT

I The phone numbers are 
easy to identify.

season and your heat source. The energy that you usekWMn your
allowance ls.cnarge3al ttie towest rate <fner 1>,

Rules and rates 
Yov may ee eligible Tear 3 lower ra*. TO ins out about mr optKssai rat 
or tar a oampteia list of our rules and rates, tfeit. www.Fge.Gom or caK
■ etc:.
If you believe there is an error on your bill
Ernst 
ym
unties Comm&yan toPUCk t
Avenue, 5a r? FrancfBco. CAS41B2, i-SDG«649-?57d or 415-703-2032 
ITOOTYY5,
to aw* having service tunes off wnae you wait xm a cpuc cession, 
enclose a deposit cfieds i payable to sue CPUC) for the amount owed. 
The CRJC wit only aeeept: aepcsrts far rraacters that relate directly to 
Wing accuracy, SfKis rad passtote for you is pay your deposit, you 
advise ate cpuc. pg&E can not turn at your &&r®e tor nompaynser* 
wi* l is under r©viewbv Sie CPUC„ however, you xmU codhtue m pay 
year currera eft arges to keep your service turned an.. 
tf you are not able to pay your bill

- Gas meter ratilipliw: the gas mutapfler converts- tie sue® feel of 
gas, as measured tsy your gas meter, to storms of energy and adjusts 
TOrv

■
In ne heat earned o£§3&.

- Eteetric
readings to irse aefeiss etecsisly used.

• Puttte Purpose Program |PPP]: Funds Detected to mf tor assistance 
programs tor fcw-trscome customers ana eneffystfibency programs..

coMtant: corswati the di®tfww« in yaw m*&?.com, or can 1 -3C0-743-6B0S tor an espianaiort. «r 
3*£h our response, contact SheCalBbmia Public 

Consuiwer Alters Branch 50&van Hess
are not

Competition TTanwtarT ctwge {CTC}: The cod or certain pursaassc 
power agreements as well as a portion of elec^lc Ireliseay resfniclijifrig

costs as authorizea ey the cpuc.
- OWR Pond charge: The cfiarge that recovers She east of donas 

toed to Stnanos a porton of tie historic, cost of power purchased By 
serve electric

af? of OWR and dsit being located on the bill 
itself.

Department of water Resources §UVM) to
k. DWR bond charges are collected: on beh;

CaUMTUa 
customers, 
nd belong to PGEE.

- DWR power charge: fn<asxiedfcir®eporSoharyaur energy usage 
provided by tie Department sf Water Resources. OWR fecsfties 8.753 
cents tar each KttawaK few it provides,.

- Energy cast Recovery Amount (ECRA): These are charges 
approved by the CRJC mdauiic^sed byCaftofa PuSffe UHfes 
Co® Section 648 el seq.. me purpose of these ona^es is- to pay ffle

w® Eneigy Recovery 
(Ssn«&3 drat were Issued By a Special Purpose Eniy |SPE). 
these charges to tie Dedicated Rate Component (DRC)i„ which 

is SX.XXXXX per KWh. The rigltto receive C«C revenues has been 
trartsierreg to the SPE smd tusss not eewng to P&&E. This tigm 
called ftecaery PrqDerty. PG&E coiects the DRC on be haFf of toe 
SPE, wMch uses these ton Oslo pay Bsfiiprfcis|3ali tileresl, ardo^ier 
Bond-refated eosss. The SPE trafisferred toe net Bond proceeds to 
pg&e to psin^iase Recovery Propeny from pgse: pg&e used the 
proceeds & the sai & Recovery1’Property to refinance is bankropScy 
Regulatory Asset, wfiKsn was esiabished &f toe Commission to fiefi 
flnaiffie PG&E'setnefgertoefrwn banteiptoy.

Call PG&E ?o discuss hov* »e can help. Vbu ir^ quaify tor reduced 
races under pg&E'e CARE 
agencies may be avatia&te■ There are some definitions that 

seem to be lacking (e.g., 
Demand Charges).

■ Some would find it acceptable 
to 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.

or oner special programs sna
you. you may quafffy fur PG&E’sESS

Energy Psrtnefs Program wnash te an energy efficiency program for
ireoine-quaiEllea resKSejillaf
Important defnittom

• f%ck84aig «jiage block: CuEtooiera are graiped 
on tiveir »c*ort in tfie -ewenl toal Caibmia ii 
Operator oectares a power emergency ®ue to an eneigy sboriags, 
certain btoefee may eqierletce power ssjj^ify kiberippeone base# on 
toeir location. Relating outage btodusare sub^cl lo'aiai^e wiltrou 
advance notice due to operational coMfficms.

* Baaeilfts aioranea: Ai residentlai cuEtomm ase fven a bassire 
swnfob represents a percentage of average customer

usage ourmgsutmterarto wtntsr ns3i®B. 'fturic^ai atowemce is your 
usage level based m tne climate wnere you tte, sne surreri

Bonds
- r: -: Mo ■ctoOis' based 

iftdsperaefil Systerr

Hi
THIS BILL IS NOW DOE AMD PAYABLE Has. yewur billing contact information cha^igert?

[ | change my maaiing address 
[ | change my telephone number for billing contact 
[ 1 change my primary emai

Options for paymgi your bill

* Online at
* Automatic PaymeRt Service': Sign up to authorize automatic 

payments sent from your bank, account each mcfsii.
■ 8y nidHl: Send your payment ator^g with tots payment stub m iie 

envelope pravsefed.
■ By Star debit card: Call 1-866-707-0882 at any lime. (Our 

independent service provider charges a fee for each transactor..)
■ At a PG&£ payment centef or local office:: To'tod a payment: 

cesser or ioc^ office near you, please visit mm.pQt.ccm or cM 
1-SOO-743-5O0CI. Please bring a copy orf your Mvc4h you.

Account number: 12345678S-B

First, name. Last. name.

Address. Apt.#.

City. State. ZIP code.

Emai.
2
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COMMERCIAL

PROTOTYPE BILL (Page 3 of 3) Contains confidential information, provided pursuant to PUC § 583

Account No: 102:3456789-0
Statement Date: Aug 03, 2011 
Due Date: Aug 27,2011

ENERGY STATEMENT
www.pge.conVMyEnergy

As noted earlier, Commercial 
customers are frustrated when their 
meters do not clearly identify their 
location. Most would prefer identifying 
information that is more meaningful to 
them (e.g., livestock).

Service informationDetails of Electricity Charges

Mmm dd, yyyy to Mmm dd, yyyy (XX billing days)
For Service At: 1234 Main Street
Service ID: 9087654321
Rale Schedule: A1 OX Non-Residerrtial

Serial
Rotaton Outage 8fa;k

m
13R

Meter# XXXXXX

Energy
Prior Meter Reading 
Current Meter Reading

4,365
4,667Participants 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).

■ In general, there seems to be 
confusion between kW and kWh.

27S
Meter Constant
Usage

2,300 
271,000 kWhMnrndd.ym-Hmmdd.Hflw (Summer Bate Penal)

tftdays® IscjcoDot 
IS days @ Sxjocxxx

Customer charge I K-Wt

TMeter charge
iEnerav Usaae

|x.Kk

I Like Residential, most of the 
I 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 to it. 
Placement of these charges on the 
new bill is well liked.

Net Electricity Charges Breakdown 
Your electro tv cr'3rges r-cNoe the fdlowng: 
Generation
Public Purpose Programs 
Nuclear Decorrumissioning 
DWR Bond Charge'
Ongoing C1C 
Energy Cost Recovery Amount $0.08

The above may not sum so your charges due to 
rounding.

Pea*
Partial peal 
Off peal

X.XXX.X kWh @ Sxjgosxx 
X.XXX.X kWh @ Rlxxxxx 
XJPXX kWh fl •

Sx.xx

► $0.61Ix.k
$0.26 4Demand

t Max
“ ....."Energy Commission Tax

$0.01Sx.*xDemand■4
$0.08-Sx.ra
$0.12:Additional Program Charge $x.x*

$2,371.18Total Electricity Charges

There is a general lack of 
awareness regarding Demand 
charges.

Messages: J
r

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

Electricity Usage Monthly Comparison Average Daly Usage

Again, most appreciate seeing data 
graphically depicted. In this case the 
impact may be somewhat lessened by 
the relatively small differences that 
may exist.

8D-

■ Consumption over time, at a 
glance

60- 4.03.83.S
IWUda, Mhitfay

40-

20-

■ Ability to identify trends 0
Same Period 

Last Year
Last This

Period Pernod
■ A clear comparison against the 

previous year.V y
3
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RESIDE MMERCIAL

DEPICTION OP AVERAGE DAILY . information, provided pursuant to PUC § 583

Two alternative methods to depict Average Daily Usage were presented.

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

■ However, given the modest anticipated differences from one period to another, some say the non-graphical approach is 
actually easier to assimilate.

PREFERRED

Average D«iif Usif®

kWh
7.0 This Period 8.2 kWh/dayj8.0 6.2kWh/day 5.5 kWh/daykwtvday6.0-

Last Period 5.5 kWh/day
4.0-

2.0- Same Period Last Year 7.0 kWh/day
oil

LastSame Period 
Last Year

This
Period Period

“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. I 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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RESIDED wV Oil '< UMMERCIAL

/ ! ' ' ! 1 , Jf(/ i /'.I / il’1' I, / / , '/"[i, os confidential information, provided pursuant to PUC § 583

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.

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 1/2” X 1 f ” sheet include:

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. I 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 14” X 14” page with the pay stub at the bottom, thus preserving a remaining, single 8 !4” 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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RESIDE iMMERCIAL

“‘l K’ < , , / I' ' , 1 ,fv- -'ll,'/<• | rr^tfZj/., P , S' Vt» i 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 GR code is rather modest amongst those 
participating in the focus groups. “They might want to explain what it is because I 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 
fear it provides an avenue for public disclosure of their personal 
information.

“I would not use it. I do not mind it being there for people who 
are, and it is not that distracting as long as it is not going to hack 
information if somebody steals my mail. ” (Fresno, RES)

“I think I would probably only do it if you could click it (QR code) 
to pay if you had it set up. But other than that, I 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
Contains confidential information, provided pursuant to PUC § 583DISCUSSION GUIDE

travtsreseareh- -SeptemfeeF-QST^&M-
ProjectNo. 11-099-4

BILLING FOCUS GROUPS 
Discussion Guide

Introduction (5 -10 minutes)

Double-click on 
image to view 
Discussion Guide

...Residential... ...Business...>
■ Introduction of moderator ■ Introduction of moderator

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

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

■ Self introduction of respondents 
v Name
v Position/title 
v Company 
v Type of business 
v Years with company

■ Self introduction of respondents 
v Name 
v City
v Household size/composition
v Number/ages of children (if 

any)
v Occupation (you/other adults)

Warm-up (10-15 minutes)

Tonight we are going to be talking about bills you receive at (home/work). To start our discussion, I 
would like you to start thinking about your PG&E bill. As you may know, some people choose to get 
their bill online. I believe you folks get your bill printed and it is sent in 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 
record your thoughts. 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 
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?
■ In general, 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 billing changing over time?

How else? Why?
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