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1. Background

PG&E asked Prinova to test the new residential gas and electricity bill format with its low-vision
customers n an effort to ensure the redesigned bill would meet the nceds of all its customers. PG&E
also wants to be seen as an industry-leader and so asked Prinova to also create a large font format of

the same residential bill and test the usefulness of that format with low-vision customers.

Eight one-on-one interviews were conducted at the Lighthouse for the Blind and Visually Impaired
facility in San Francisco on Friday, December 1*, 2006. This report summarizes the results of that
testing and our recommended changes. Although it was not a quantitative study, the findings were
similar enough across customers interviewed that we do not feel the bill formats will need to undergo

further customer review before the redesigned bill is implemented.

2. Objectives

The specific objectives of the research were to help PG&E identify and understand tow-vision

customers’

e ability to find the amount they owe and when it is due,
¢ preferences on the use of chans and graphs,

¢ usefuluess of information throughout the bill, and their
¢ preference for a large font bill format,

L

Methodology

s Prinova conducled cight interviews with residential customers, all of whom were extremely low-
vision and required an assistive reading device, such as a magnifier or a2 CRT,

v The interviews were facilitated by Tamara Sargeant, VP of Design Services at Prinova and
transcribed by Shannon Hadfield, Prinova’s Project Manager assigned to this redesign project.

» The participants were recruited by Alice Wong, a Research Consultant contracted by Melissa
Kasmiz from the DRA. (A summary of the participants is attached as Appendix A.) Participants
received $75 remuneration from PG&E to thank them for their time and to encourage those invited

to show up.
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PGGE - RESEARC ULTs FOP DENTIAL AND LARGE FONT BILL FORMATS

TESTED WIitH LOWVIEION CUSTOMERS

¢ FEach interview lasted approximately 45 minuies. {Detailed interview notes are altached as
Appendix B.)
« Samples of both bill formats tested are attached as Appendix C.

4. Key findings

The key findings from the interviews are organized into the following sections:
{A} Customers’ ability 10 find key information
(B) Customers’ prefercoce on the use of charls and graphs
{C) Usefulness of information

(D} Preference for a large font bill format

A. Customers’ ability to find key information

When asked how much they owed, all customers were able to find the amount due and the duc date.
{They noted that they appreciated seeing the bold and the new Account summary format was seep as
simple.) They also noticed the breakdown of electricity and gas charges and indicated they preferred

to see totals for cach.

They were also able to find the call center aumber and their account number in the top right-hand
corner. It was supgested, however, that there be more dashes in the account number or a bit more
space between the numbers as that would make it essier for them to follow as they write the number

on their check, (All customers indicated they paid using a check.) The format for “the Questions

black of information” on the large font bill was preferred as the phone number appears on its own line.

Some customers had difficulty reading the billing date (it is in a Jighter font) and also indicated they

would prefer to see the billing period and not just the billing date.

All customers but one indicated that text on a white background is easiest for them (6 read, and the
one exception preferred a reversed view — Le. white text on a black background as her eyes are very

sensitive 1o anything bright. The key is to make the contrast as high as possible.

Fanrinova’ CONFIDENTIAL PRINOVAD — 12/5/20¢
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DENTIAL AND LARGE FONT BILL FORMALS

B. Customers’ preferences on the use of charts and graphs

All customers indicated that they loved the line graphs on the first page of the hill, but that the
“{Therms/day)” and “(kWh/day)” would need 1o be larger. They commented that the full year was the
appropriate time period. A couple of customers indicated they would monitor their usage and by

having this information, it would prompt them to take action to try to conserve energy.

The bar graphs on pages 2 and 3 were not as easily understood as the customers could not view both
bars at the same time and for some, they could not even see the height of one entire bar in their line of
vision. [t was not possible for them to compare their usage at o glance. Nevertheless, some customers
indicaled they liked having these graphs, but that the strong preference was for the line graphbs on the
first page. It is also interesting to note that one customer reversed the view on the CRT, so that the bill
background was black with the text in white. In this particular view, the first bar in grey did not
display well (it was very “grainy” or “fuzzy”). Grey is quite difficult to see in a reversed view and
somewhat harder for those viewing black type on a white background as well. Apain, the higher the

contrast, the better.

C. Usefulness of information

Messages — Most customers commented that the messages were usefil and when asked about what
types of messages they would like PG&E to provide, they indicated they would Jike to know more
about their programs. Other suggestions for messaging were to promote ways to save money, reduce
ugage and educate on community events. One gentleman recently moved from Seattle and he said his
utility provider there was very community focused and his bill included messages about upcoming
events in hig area and showed how that utility company contributed te the community, etc. He found

that information to be very helpful and showed the utility company cared and was proactive.

Some indicated that the messages would be better on the first page (it is difficelt for these customers
to scroll through their entire bill) or to at least use page one to refer them to the marketing page at the
end of the bill.

Details of charges — A couple of customers thought that the meter reading was “cool” and wanted to
see if their meter was estimated or not. However, for the most part low-vision customers find it
difficult to read a lot of information and indicated they would not read through the details of their
charges. When probed, they were able to explain the concept of tiers, but were confused by “gas

meter multiplier”.
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PGARE - BESEARCH RESULIES FOR SJEMTIAL AND LARGE FONT BILL FORMATS

1 ED WITH LOW-VISION CUSTOM

Things you should know — Customers all appreciated secing this information, but some noted that
pages 2 and 3 (Details of your charges sections) should refer them to where the definitions are located

~ or perhaps even include some definitions with the detailed charges.

Marketing page — Customers indicated they would be less likety to throw this page out (compared to
inserts, which they don’t read) but the information would still need to have large titles they could scan
and the information would have to be relevant/meaningful to them 1o read it.

It was also imponant 1o note that Jow-vision customers are not able (o read the letters on their phone
keys, so having a format such as 1.800.PGE.5000 or 1.866.PGE.CARE does not work. PG&E must

also provide the actual numbers in addition {0 the letters.

D. Preferemce for a large font bill format

All eight customers indicated that the large font bill format would be a great service and all but one
indicated they would opt to receive it — even if they had to call to request it. It was exciting (and
heart-warrning) to hear customers comment that they would be able 10 read it without their assistive
devices. For a couple of customers, having a large font bill would save thera a trip to the Lighthouse

for the Blind as they do not own their own CRT machine.

The one gentleman who indicated he would still choose the existing one — even though he thought the
large font format was “much better and very cool” - said that he didn’(t want (o receive too many
pages. The other custorners did not mind receiving the number of pages and commented that they are

in fact used to that with other large font documents.

[t is also important to note, however, that customers want to ensure that they receive all the same
information as the “regular sized” bill. They do not feel they should be treated any differently because
they have low-visien in terms of the information they receive. (Note that the large font bill format we

showed them did not contain the line graphs on the first page.)

A couple of customers indicated their ultimate preference would be to receive an online bill (as long
as it was an exact replica) as they can use the “JAWS” or other software. (We indicated that this

service was available for them to choose today.)

Having information in a single column i1s much easier for mast low-vision customers than having to
read two columns. People with low vision are typically only able 10 see few words in close
proximity and large gaps are hard 10 navigate. For example, in the Account summary, customers
needed to scroll across to see the amounts associated with the descriptions as they were not able to
see al) of thig information at once (unlike normal vision people, who are able to span an entire

page width and see the relationship of groups of text). When the second column was encountered,
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they found it difficult w0 identify that this information was messaging and not retated or still pant

of the Account surmnmary table ({irst column). The only time that 2 columns was preferred was in
the Things you should kmow page as the columns were even width so they could fold the paper in
half and the line length was shorter,

Bullets are also good — especially if they are used to help customers associate fike pieces of

information. The bullets were seen as usetul in the Things you should know section.

5. ‘Recommendations

Based on the key findings noted above, we strongly recommend that PG&E provide a large-font bill
format for its tow-vision customers and promote it on the “regular” bill and wherever possible. They
will call to request this format when they know it is avallable to them and they will appreciate the
convenience afforded to thern. What a tremendous difference PG&E cao make in the lives of so many
of its customers! For the large font bill format, we recommend makiog the following adjustments:

1. Keep it as simple as possible, The fewer the words, the better for this audience as it takes them
much longer to read the information. As an exarople, you don't need to put “We are available to
serve you 24 hours a day, 7 days a week.” Under the phone number, Simply put;

Questions?
Call 1-800-743-5000
Website: www pge.com

Also, change the “Details of your gas charges™ to simply be “Your gas charges’ and “Detalls of
your electricity charges” to “Your electricity charges” and remove the icons.

[se]

Put the line graphs on the second page and move the messages o the end of each section (if there

is room) or on a page before the Things you should know information,

3. Ensure that the lines in the line graph and both bars in the bar charts appear in black and not grey.
The billing date and legend in the graphs must also be in black.

4. Change the title “Your energy siatement” to be "Your bill” and move this title to be at the top
under the logo. Customers need to be able to flip through their mail and documents and readily
identify the document. Some use their 20420 pens to write “BILL" at the 1op, so by having the

title closer to the top, 1t would save them having to do this.
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PGAE - R LH R 15 FOR R DENTIAL AND LARGE FONT BILL FOHMATS

TESTED W]

5. Change the billing date to be the billing period (if in fact the gas charges and electricity charges
would be for the same peried and this information would be accurate) and move this hne so it s

closer to the top - aligned with “Questions?” on the right.

6. Move the amounts op the right hand side to be as close to the descriptions on the left as possible,

while still allowing for maximum field lengths.

7. Incorporate more bullets as they serve as a key navigational guide for low-vision custormners. We
recommend putting them in front of messages and also used more throughout the Things you
should know section; for example, in froot of the Youwr Tier | baseline and some of the Opnions for

poying vour bill,

8. Ensure the paper stock has a low brightness. (Typically, paper ranges in brightness from 1 to 3,
80 we recommend going with a number 3 stock. It would have more recycled fibre and not use asg

rauch bleaching compound.)

9. Delete the math symbols (minus and equal signs) as these can be misleading {or some low-vision
customers. They view these symbols as extra *marks” they need to decipher and they don’i really

make sense when they can only sec one figure al a time and not in relation (© the others.
10. On the “Gas meter multipher” line, add “(see esplanation on page 4)”.

11. If possible, include more dashes in the Account number. I{ the data cannot be passed that way,

then use tracking so there is more space between cach number.

If PG&E chooses not to proceed with a large font bill version, and/or it wants to improve its “regular”
format so it 1s easier for its low-vision customers to read, we recommend that it make the following

minor adjustments.

1. Remove the blue gradation so the background is white. (And again, ensure the paper stock has a
low brightness of a number 3 stock.

2. Change the line in the graph on the {irst page 1o be black and outline the bars in the Details of

vour gas charges and Details of your electricity charges scetions,

3. Increase the font size of “Please retum this portion with your pavment” line that is on the payment

stub, the page numbers and the (therms/day) and (kWh/day),
4. Add a thin vertical line to separate the columns.

5. On the “Gas meter multiplier” line, add “(see explanation on page 4}

waprinova’ CONFIDENTIAL PRINOVA® ~ 12/5/2006 8
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6. If possible, include more dashes in the Account number. If the data cannot be passed that way,

then use tracking so there is more space between each number.
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Participants summary
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TO: Redacted

cc: {Redacted ‘
Redacted PG&E
FROM: Research Consultant
DATE: December 2, 2006
RE: PG&E Consumer Usability Test low-vision participant suromary

PG&E consumers with low-vision were recruited for the Consumer Usability Test from
November 17, 2006-November 30, 2006. Flyers were sent via ¢-mail to several non-
profit orgamizations, schools and agencies that serve blind and visually impaired people
in the San Francisco Bay Area such as the LightHouse for the Blind and Visually
Impaired, Independent Living Resource Center of San Francisco, Mayor's Office on
Disability, Planning for Elders in the Central City, California Council of the Blind, San
Francisco State University Office of Disabled Student Services, Orientation Center for
the Blind and National Federation of the Blind-California.

Ten participants were screened and scheduled for interviews on Decernber 1, 2006, The
interviews took place at the LightHouse for the Blind and Visually Impaired, a hub for
the blind and visually impaired community, at 214 Van Ness Avenue, San Francisco. All
ten participants arrived and were paid $75. A total of ¢ight participants were interviewed
with the interviews taking approximately 45 minutes to | hour.

Five men and three women were interviewed. Among all eight participants, five
participanis were 36-65 years old and three participants 18-35 years old. All participants
identified as having low-vision and they used a variety of assistive devices to read their
PG&E bills (see table below). Closed-circuit televisions and hand magnifiers were the
two most commonly used devices that facilitated reading.

1D # Interview time | Interviewed? | Assistive devices/technology used
44 9 a.m. Yes 7x magnifier

#3 G g.amn. Yes Magnifier, CRT (video magnifier)
#9 10 a.m. Yes Eves only and occasionally CCTV
#8 Il a.m. Yes Closed-circuit TV; magnifying alass
#6 12:30 p.m. Yes Magnifying glass

#5 1:30 p.m. Yes Magnifying glass, reading glasses
42 2:30 pm, Yes Magnifiers

#10 3:30 p.m. Yes Closed-circuit TV

47 3:30 p.m. No Eves, magnifying glass

#1 4:30 p.m. No Closed-circuit TV; magnifying glass
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APPENDIX C

Testing samples
(2 bill formats)
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| Pacific Gasand
Electric Company”
WL DGR, Com

Your energy statement

Billing date: May 2, 2006

Your account summary

Amount of your last bill $131.4
Thank you for your payrent on April 13, 2006 ~$13134
Balance lonsard = $0.00
Your gas charges 448,78
Yeiir electricity charoes 15646

Total amount dus by May 23, 2006

Your average gas and electricity usage at a glance

(Thigrmisdayl

$105.24
Gas
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RESIDEMNTLIAL

Please 1ottt this portion with vl pavient, Thark you, No staphes, please,

1

1900.22.520.114921 1 AT ¢.308

Account number
52094381480

Total amount due by
May 23, 2006
$105.24

Billing date
May 2, 2006

"IIIIIJll)!lllllIr!!l!hlll]lllllll!lllllllll MH'IIIII

JOHN JACOB SAMPLE
123 MAIN STREET,
SAMPLE CITY, CA 94177-0001

John Jacob Sample

123 pain Street,
Sample City, CA 94177-0001

Account number: 92094381390

page 1 of &

Questions? Call 1-800-743-5000
Yisit www pge com

We are avaiiable 1o serve vou

24 houts a day, 7 days a week.

Your time is important

Spend less of it payng your pills.
Save time. Pay your bills online
with safe. secure and free 24-hour
access 1o your accound Yol can
view, pay and track vour bills and
receive email alerts when your bills
are ready 1o be viewed and paid.

Knowledge is power. You can help
reduce your energy bills if you
know how much energy you've
been using.

Visit www. pge.com 1o review

up to 3 years of history on your
energy usage so you can find ways
1o save money.

@ Rucyiipdd gt g 305 S ooty wikde

Amount enclosed
3

"Il|III'MJIIIIIIIHII’IIII'IIIIIH!

PG&E
BOX 887300
SACRAMENTO (A 95899-7300

22 £22 0250 0000077 000000DCOOGOOOY760000019523
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Johm lacob Sample

Pacific Gasand
Electric Company” Service agreement 1D; 9209438010
WwWwL.pge.Lom fate schedule: G1 R Residential Rate

page 2ot d

E}eftalls of your gas charges
il 1, 2006 to May 2, 2006

Current reading on May 2 2006 267 ’
Priot eading on Apdl 1, 2006

Gas you used ng period mm;;%;f

Here’s how we calculated your gas charges

1, 2006 to May 2, 2006 {32 days) = ok
1600000 thenms 8% 1.75835 $15.45 Aﬁﬁ‘f? - « i?‘ bﬁﬁjfﬁd |’7lew \

Tier2 13.00000 thermns @ $1.44970 $27.55 have changeo’ slightly from previous
Subtotal of your gas charges =$47.04 yaars. Please see page 4 for detalls.
Gias PRP surcharge 35 00000 therms £ $0.04568 3174

Your total gas charges = $48.78

CARE Program

The CARE Program provides a 20% discount on your energy bill for qualifying households. Eligibility depends on current
program income guidelines. Applying is free, easy and donfidential. To see if you qualify or for more information, please call
1-B66-743-2273 or visit www. pge.com/care.

El Programa CARE le proporciona un 20% de descuento en la factura de epsirgia a los hogares s rhunen los requisitos.

Los criterios de elegibilidad dependen de las pautas actuales del programa. inscribiise en eliprograma es gratis, facily
confidencial. Para determinar i califica, o para-obtener masinformadion, por favor llame al 1-865-743-2273 ¢ visite nuestro
Sitio web www.pge .com/icare.

Are you moving? Account number 9209438005
[] change my addrass | FIRST NamE y LAST WANIE
| | change my I
" telephone number STREET 4 STREET HANE APAITMENT #
[ change my ganail
& STATE B COnE
&
B TELEPHOMNE # Ebana ADRAESS
o ,
@
“-'[
8
b 4
]
[
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http://www.pge.com/care

John jacob Sample

Pacitic Gas and
Eleetric Company’ Service agreement ID: 9209438010
wWywLpge.om Rate schedule: Bt RB Residential Rate

Rotating outage block: 50

poge 3 olh

Details of your electricity charges
From April 1, 2006 to May 2, 2006

Meter: 6H5881 Serial g Your average electricity usege

‘orit ~ . , 500 Kh ey
Current reading on May 2, 2006 e 15,00 kb iy

Prior reading on April 1, 2006 60,367 ,
Difference = 48! ' ;
Electrinity meter corsla , . -

Electricity you used this b t?mg pe;icyd {kWh) = 481 :&%W ﬂﬁ;‘ Y%i%bp;fk@;;
bilng 2 bilon s

468 40 A58 hwn
Here's how we calculated your electricity charges
From April 1, 2006 to April 30, 2006 (30 days) Find out why the emount you owe on
363 00000 kWh @ 5011430 341.49 this bill 15 different from this time last
87.94000 kwh @ $0.12989 $11.42 year. Visit our website, www pge.com
and check out our hill analyzer tooli to
COMmpare your energy usage.

From May 1, 2006 to May 2, 2006 (2 days)

Tiar 1 baseling 30.06250 kwh @ $0.11430 $3.44
Substotal of vour slectriclly charges = $56.35
Eneroy commission fax  481.00000 kwh @ $0.00023 $0.11
Your total sleciricity charges = '556.46

Do you quallfy for aavmgs“’
| jualify fo ¢ Rate Assistance (FERA) program
r eie{:trf ﬁy rates Bpeﬂ to aangé famnly,

v ore nformation, visit :
oreallus at para mfarmamn atficional,
oot tavor visite nuestro sitio en
la web www pgecomvfers o
Hame al 1-800-660-6789,

For additional rebates anid energy saving resources: www.pge.com/res/rebates

;
&
§
i
2
-
v
k3
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IDEMTIAL _ E-1/G-1 WERSICRE 1.0

RES

WWwW.pge.com

Things you should know

Customer service
2 hoursiday, Tdaysieek

DD/ M{.gg&::hm%mg impaired;

Servicio al Cliente en Espanol { w;pmmwz
ﬁ%%%iﬂ%ﬁ%ﬁ@%m%

Dich u Khach Hang (Vistamete

Other nsuages
Seoacter Energy Line

1:800-743-5000
M%ﬁ*ﬁﬁl%’? 12

R

{6t fosidentiol eneroy o deney infommations . 18009330558
Energy thelt hotine ~ 1-800-854-6250
To request a daim fomm  1-800-743-5000

Your Tier 1 baseline & the number of theors o keh biled 2t the
Iowest mte. B you use more Dan vour baseline marioim, evory Sherm
or kWh abowe iwi L be b lled ot bigher rates.

Your gas baseline maximum:
Apnil 1, 2006 to May 2, 2006 16.00000 therms.

Your electricity baseline maximum:

Bprl 1, 2006 1o April 30, 2006; 363 00000 Kiwh

hiay 1, 2006 10 ay 2, 2008: 35 00600 kK,

Baseline quantities are-datenmined by your location or “¢limate zone,
your heating sourte, and the seaso

The gas meter multipller adiusts your metered volume by coreling
for gifferences in-elevation, delivery pressure and the heating cuntem
present 1o the natural gas.

The electrichty mater constant converts your meter reading 1o the
actual electrioty used.

The following items are already included in your gas charges,
« Delivery costs for gas transmission and distribution,

« Procurement costs for purchased gas delivered 10 PGAE's service
territory border at the following rates (rate schedule G1 R):
Aprit 1, 2006 to May 2, 2006: 50,8397 1/herm.

« Your gas Public Purpose Program (PPPY surcharge of $1.74 for
the cost of state-mandated gas assistance programs for low-income
customers; anergy efficiency programs, aml public interest research
and development.

The following items are Included In your electricity charges,

« Delivery costs of $28.47 for transmissicn, disrbition and public
PLIDOSE DIOUFaMS.

« Energy costs of $27.88 for the commodity costof elecinnity for
customers that purchase slectncity from PGEE and 3 Competition
Transition Charge (CTC) The CTC is the costof certain purthused
power agreer ments and restructuring implementation costs and

is determingd by the CRUC. Custormers thetelect to purnthase
eIef:v:\irir;iw form othersuppliers pay this charge.

= Energy cost recovery smount of 31.89, which covers the principal,
Interest, ancl other costs asstoiated with Energy Recovery Bonds
sued by a Special Purpose Entity (SPE). One of these charges is
e Dedicated Rate Compunent (DRC), which §s $0.00382/4wh.
PGRE collects the DRC or behalt of the SPE, which uses these
funds to pay Bond prindgle, interest. and other Bono-related costs.
The SPE-trarsterred the net Bond proceeds to PGARE 10 purchase
Recovery Property from PGAE. PGRE used the proceeds Trom thie
sale of Recovery Property 1o refinance is bankruptcy Regulatory
Asset, which was established by the CPUC 1o belp finarice PGREs
emergence from bankruptcy.

pagp ol s

* DWH bond charge of $0.99 for recovenng thecost of bonds seued
10 Hnance 2 pocion of Uik histoie cost of qowver purthased by
Callorni Departinent of Water Resources (DWR) o serve epcine
sustomiers, DWK bond reverues are collecied on behal of DWR and
do not belenn 1o PGRE,

Options for paying your bill

By phone - Call 188870700687 ot ary Uime. You can use 4 debi

Cord voiths S5 ot Back o an elecironic check (Ouy Wlﬁf%;){%ﬁﬁﬂﬁt

serace provider chaoes a fee lor each tansection)

Online at wwrwe pge.com - Meke a ane-time pavment ar sion un for

AUomatic ety

At your ne&g%t@nrhwd Payment Center- T iind a Pa%mmt Conwr

NRAT you, please visil vavisioge cam o Gl LBOG-74 2. 5000 Ploase
by this notce with you,

By mail - Send you payoent along with he payment stub in the

envelupe provided.

At any of our loca offices - Pl

wildress for your ool plhce is 705 Aoy

with g T
resno LA 9RTE0.

iy thi

If you disagree with your bill
If you believe we have billed you ingonzetly, we encourage you (o
contact us for an exalanation. f you igre dissatin fied with our response,
send the bill and a letier to

Calforrie Public Ulifes Commission (CPUC)

Cengarnir Affairs Branch

505 ¥an Ness Averiue

San Frangisco, CA 94102
Be sure 1o entlows a deposit for the ameunt owed made pavable
to the CPUL o avold having serice turned off while you wait for a
CPUC decision. The CPUC vill only accept deposts for malters that
sielate diretlly to theaccuracy of a bill Mathers suth o the guality of
autility's service, general level ol rates, pending rate applostions and
soues of fuel of powet arg niot matters related 1o billatcwacy
H 1135 not possible foryou to pay your deposit, you must advise
the CRUC, Inthe mesntirme, we cannol Turn off your service for
nonpayment as lonc s the CRLIC Ts reviewing your claim.

Past-dur bills

Your bill i due whien you receive it and becomes past due 19 days
alfterthe date presented. Closing bills are considered past due if not
paid 15 days alter the mailing date,

1 youare unabie 1o pay on time, call vsto discuss howwecan help,
Yournay qualify for educed] rates under PORES CARE prograrm or
other speckal programs.and agendes may bisavaduble 1o asistyou,

1 you feabwe sre not offerding you @ payment arrargement ot is
reasonible for vou, vou may comact the CPUC at 1-800-649-7570 or
415:703-2022 CTDD’TYY}

Deposits

Wi imay require s deposit from yvou 10 establish service, 10 reestablish
it or to lncrease an-existing deposit. Typically, deposits for new

ine gy be twite the average monthly bill; or exsing customers it
miay be up 1o twice the maximum monthly bill.

Rules & Rates

We offer optional razes that may lower your PGEE bills. To find out
about gur pplional rates o for 2 compliete fist of our rules and rates,
visit wiswpgecom of call our custonier service number,

Rotating outage blocks

Rotating outage blocks are subjecl to change without advance notice
due to operational conditions.
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Pacific Gas snd
Electric Company’
WWwWWLpgE.COm

FREE Homebuyer’s Kit:
Savings to $400 plus
valuable coupons

Get money
saving detatls oit
ENERGY STAR®
New Homes.

Lowsar the total cost
ot your raw home
by cutting energy
bills $200-8400
avery year. Geta
handy video end bradhiiits, mags
1o nearby energy-eficient dévaldprmants
plus valuable coupons for products and
Senvices.

Call 1.800.474.3468 or visit
pye.com/newhomes

John Jacob Sample

Cool Off Your Summer Energy Bills.

Take aclvantage of three easy ways to stay in control,

including a special rebate.
The heatie on But voucan put a chillon

vour POAE electricity usage. [t sasy and
W cen make your sumimer a lol more
comiorable.

Get a new home desklop compit
| o serves Ut uses BOFL
powier supplies, For more if
visit wiw, 80plus org

Why we trim trees and
ways you can help

» it's the Law. State lew requires PG&E

1o keep clearances between high-voltage

poviesi lings and all vegetation

For Publie Safety. Maintaining required

clearances keep people safa from injury

if they ol &f work in tress locatad near
power lifes.

% For Fire Safety. Timming trees to
maintain reguired clearances prevents
them from fouching high-voltage power
lings, which can start firgs. Lowaer voltage
lines, such a3 phons ahd Cabile TV links,
et are installed lower & e Uiy pols,
don't requirs clearing betauss thay
prasent litlle or no firs hazard,

= To Reduce Qutages. Trimming treas
o mamtain required cledrnges reduce
outegss caused by falling branches.

7Y Have your airconditioning ducts tested
when vou buy o service a unit.
Py Pocket 8 $100 rebate on a fitration
L purno end motor for vour swirbiming pool.
For detals about this as well as additional
rebates and ensrgy savingresources,
visit www pge com/res/rebates o call
the Simartes Energy Line ot 1.800.933 9555

20% CARE savings off
your PG&E bill

Find out if you'ra
eligible 10 s3ve 20%
gach month through the
Calitornia Alternats Bates
for Energy (CARE! program.
i vou're already enrolled, you must be
recertfied gvary two years.

Call 1.866.PGE.CARE (o apply or
recertfy nove,

Sidewalk or yard project?
Call before You Dig!
1.800.227.2600

Don'thit an underground utility fine.
Whether youl'1é & horneowner or conlraclor,
call Underground Service Alant at least two

‘ Bl momlle~. AL ?v;:fw‘,;@u&gzr;czseslﬁo rees working days before you dig.
‘ B o i when trorning is necessany ™. For rore informaton on this free service,

LOWER YOLTAGE : & Don't plant trees under or nesr wisit wwwpge‘comfsafetv

b averhaad power lines.

5‘ ‘ « Clear flammable vegetation from

%‘ around your home.

. » Never trim rees 8 high

2 voltage powaer fEs yourself,

u:‘ GE.B0D0.

g %mmm&?m

a

&
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Www.pge.com

1 13%

wdlar POAE whioculnd coanponts 1
W rowiviond for o ODarinon:

apyes o bess hemicals

NOTICE OF APPLICATION FILING:
PG&E'S 2007 ENERGY RESQURCE RECOVERY ACCOUNT
(ERRA) AND ONGOING COMPETITION TRANSITION CHARGE
(CTC) FORECAST REVENUE REQUIREMENTS
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Pacific Gas and John Jacob Sample
Eloctric Company 123 Main Street

Hpgscom Sample City, CA 94177-0001
Account number: 9209438199-0-1

page 1 of 10

Questions?
Call 1-800-743-5000
Visit www_pge.com

We are available to serve you
24 hours a day, 7 days a week.

Your energy statement
Billing date: Nov. 8, 2006

Your account summary

Amount of your last bill $29.24
Thank you for your payment on Oct. 23, 2006 - $29.24
Balance forward = $0.00
Your gas charges $10.56
Your electricity charges $22.76
Total amount due by Nov. 28, 2006 = $33.32

The charges above include your CARE discount of $11.10.

Account number  Total due by Nov. 28, 2006: $33.32 Amount
9209438199-0-1 enclosed
$

1900.22.520,114529 1 AT 0308

!ll]ltlIII!‘lIHllIllll'llll[l!ll[!IIIIIIMIIlliUhIIll

JOHN JACOB SAMPLE nl;li“l'l||l|llhlllil!"llllll\l&!'

SR PRIV

& 123 MAIN STREET PG&E

B SAMPLE CITY CA 84177-0001 M BOX 997300

; ’ 1 SACRAMENTO CA $5899-7300
g&

2 22 222 0250 0popope? 000000D0COOGOO4?LOO000L9523
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Pac "FGas and
Electric Company”

WWW.pge.com

page 2 of 10

Explanations of terms used in this statement begin on page 5.

Winter rates began on Nov. 1, 2006

The winter baseline season began on Nov.1, 2006. Your Tier 1 baseline and
its rate were adjusted. Please see page 3 for more information.

Your time is important

Spend less of it paying your bills. Save time. Pay your bills online with safe,
secure and free 24-hour access to your account. You can view, pay and
track your bills and receive email alerts when your bills are ready to be
viewed and paid.

Do you qualify for savings?
The Family Electric Rate Assistance (FERA) program provides savings on
electric bills. To see if you qualify, call us at 1-800-743-5000.

TFirst marne }l L &t Senrrie |
|

Stireet # Street naime APE tmeat #

4

LBRGE FORIT Wi g

Clity State “Zip code

£ GA)

TelephOlqe #: JE-mail dddress
%

|
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Pﬁt}iﬁgg Las and John Jacob Sample
Electric Company Service agreement I1D: 9209438010
Www-pge.com Rate schedule: G1 R Residential Rate

page 3 of 10

) Details of your gas charges
 From Oct. 11, 2006 to Nov. 8, 2006

Your meter reading

Meter: 51529755, Serial C

Current reading on Nov. 8, 2006 4,729

Prior reading on Oct. 10, 2006 - 4,716

Difference =13

Gas meter multiplier x 1.0190

Gas you used this billing period (therms) =13

Your average gas usage at a glance

0.60 therms/day
0.45 therms/day
This period ‘05 This period ‘06

Here's how we calculated your gas charges

Previous rates — Oct. 11, 2006 to Oct. 31, 2006 (21 days) |

Tier 1 baseline 9.41390 therms @ $0.93755 $8.83
g New rates — Nov. 1, 2006 to Nov. 8, 2006 (8 days)
M Tier 1 baseline 3.58621 therms @ $1.15552 $4.15
£ Subtotal of your gas charges =$12.98
¢ Gas PPP surcharge 13.00000 therms @ $0.01457 $0.18
. Your CARE discount ~ $2.60
¢ Your total gas charges = $10.56

GRC2011-Ph-IlI_DR_TURN_001-Q01Atch06
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John Jacob Sample

, Service agreement ID: 9209438010
wni-pge.com Rate schedule: G1 R Residential Rate
Rotating outage block: 50

. Details of your electricity charges
<) Ffrom Oct. 11, 2006 to Nov. 8, 2006

Your meter reading
Meter: GH5883, Serial C

Current reading on Nov. 8, 2006 55,723
‘Prior readina on:Qct. 10, 2085 - 55,450
Ditference =273
Electricity meter constd .t +X 1:00
Electricity you used this billing period (kWh) =273

Your average electricity usage at a glance

10.2 kWh/day 041 KWh/day

e

This period ‘05 This period ‘06

Here’s how we calculated your charges
Previous rates — Oct. 11, 2006 to Oct. 31, 2006 (21 days)

Tier 1 baselire 197 68966 KWh'@.$0.11430 220060
= New rates — Nov. 1, 2006 to Nov. 8, 2006 (8 days)
5 Tier 1 baseline 75.31035 kWh @ $0.17430 $8.60
¢ Subtotal of your electricity charges =$31.20
5 Energy commission tax  273.00000 kWh @ $0.00024 $0.06
“ Your CARE discount -$8.50
2 Your total electricity charges = $22.76

GRC2011-Ph-IlI_DR_TURN_001-Q01Atch06
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Elciic Conpr John Jacob Sample
Electric Company®

WL pge.com

page 5 of 10

Things you should know

Customer service

24 hours/day, 7 days/week 1-800-743-5000
TDD/TTY (Speech/Hearing impaired) 1-800-652-4712
Servicio al Cliente en Espanol (Spanish) 1-800-660-6789
EBRPRFBIESH (Chinese) 1-800-893-9555
Dich u Khach Hang (Vietnamese) 1-800-298-8438
Other languages 1-800-743-5000
Smarter Energy Line :

(for residential energy efficiency information) 1-800-933-9555
Energy theft hotline 1-800-854-6250
To request a claim form 1-800-743-5000

Your Tier 1 baseline is the number of therms or k\Wh billed at the lowest
rate. If you use more than your baseline maximum, every therm or kWh
above it will be billed at higher rates.

Your gas baseline maximum:

Oct. 11, 2006 to Oct. 31, 2006: 10.50000 therms

Nov. 1, 2006 to Nov. 8, 2006: 15.20000 therms.

Your electricity baseline maximum:
Oct. 11, 2006 to Oct. 31, 2006: 369.60000 kWh
Nov. 1, 2006 to Nov. 8, 2006: 96.80000 kWh.

Baseline quantities are determined by your location or “climate zone,” your
heating source, and the season.

LARGE_FONT_ V1 0
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Pacific Gas and
Electric Company”

WwWw.pge.com

page 6 of 10

The following items are already included in your gas charges.
* Gas delivery costs for gas transmission and distribution.

* Gas procurement costs for purchased gas delivered to PG&E’s service
territory border at the following rates (rate schedule GNR1):

Oct. 11, 2006 to Oct. 31, 2006: $0.57856/therm
Nov. 1, 2006 to Nov. 8, 2006: $0.79653/therm.

* Your gas Public Purpose Program (PPP) surcharge of $0.18 for the cost
of state-mandated gas assistance programs for low-income customers,
energy efficiency programs, and public interest research and development.

The gas meter multiplier adjusts your metered volume by correcting for
differences in elevation, delivery pressure and the heating content present in
the natural gas.

The following items are included in your electricity charges.

e Electric delivery costs of $11.53 for transmission, distribution and public
puUrpose programs.

* Electric energy costs of $19.67 for the commodity cost for electricity
for customers that purchase electricity from PG&E and a Competition
Transition Charge (CTC). The CTC is the cost of certain purchased power
agreements and restructuring implementation costs and is determined
by the CPUC. Customers that elect to purchase electricity form other
suppliers pay this charge.

G

. ¢ Energy cost recovery amount of $1.19, which covers the principal,
Interest, and other costs associated with Energy Recovery Bonds issued by
a Special Purpose Entity (SPE). One of these charges is the Dedicated Rate
Component (DRC), which is $0.00393/kWh. PG&E collects the DRC on
behalf of the SPE, which uses these funds to pay Bond principle, interest,
and other Bond-related costs. The SPE transferred the net Bond proceeds

E-UG-1_LARGE FORT W1

agsine
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B Pacific Gasand John Jacob Sample
| Electric ﬁﬁmpmyy‘ﬁ*

WWW,pge.com

page 7 of 10

to PG&E to purchase Recovery Property from PGRE. PG&E used the
proceeds from the sale of Recovery Property to refinance its bankruptcy
Regulatory Asset, which was established by the CPUC to help finance
PG&E's emergence from bankruptcy.

* DWR bond charge of $0.99 for recovering the cost of bonds issued to
finance a portion of the historic cost of power purchased by California
Department of Water Resources (DWR) to serve electric customers. DWR
bond revenues are collected on behalf of DWR and do not belong to PG&E.

The electricity meter constant converts your meter reading to the actual
electricity used.

Options for paying your bill
By phone — Call 1-866-707-0682 at any time. You can use a debit card

with §aR on the back or an electronic check. (Our independent service
provider charges a fee for each transaction.)

Online at www.pge.com - Make a one-time payment or sign up for
automatic payments.

At your neighborhood Payment Center — To find a Payment Center near
you, please visit www.pge.com or call 1-800-743-5000. Please bring this
notice with you.

By mail — Send your payment along with the payment stub in the envelope
provided.

At any of our local offices — Please bring this notice with you. The address
for your local office is 705 Any Street Fresno CA 93760.

BOoF]

&1

LARGE_FOT,
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Pacific Gas and
Electric Company”

. www.pge.com

page 8 of 10

If you disagree with your bill

If you believe we have billed you incorrectly, we encourage you to contact
us for an explanation. If you are dissatisfied with our response, send the bill
and a letter to

California Public Utilities Commission (CPUC)
Consumer Affairs Branch

505 Van Ness Avenue

San Francisco, CA 94102

Be sure to enclose a deposit for the amount owed made payable to the
CPUC to avoid having service turned off while you wait for a CPUC decision.
The CPUC will only accept deposits for matters that relate directly to the
accuracy of a bill. Matters such as the guality of a utility's service, general
level of rates, pending rate applications and sources of fuel or power are not
matters related to bill accuracy. .

If it is not possible for you to pay your deposit, you must advise the CPUC.
In the meantime, we cannot turn off your service for nonpayment as long as
the CPUC is reviewing your claim.

Past-due bills

Your bill is due when you receive it and becomes past due 19 days after the
date presented. Closing bills are considered past due if not paid 15 days
after the mailing date.

= If you are unable to pay on time, call us to discuss how we can help. You

= may qualify for reduced rates under PG&E's CARE program or other special
s programs and agencies may be available to assist you. If you feel we are not
offering you a payment arrangement that is reasonable for you, you may
contact the CPUC at 1-800-649-7570 or 415-703-2032 (TDD/TYY)

RESIDENTLIAL _ E-1/G-1_ LARGE
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I8 Pacific Gas and John Jacob Sample
N Electric Company”

WWW.pge.com

page 9 of 10

Deposits

We may require a deposit from you to establish service, to reestablish credit
or to increase an existing deposit. Typically, deposits for new service may be
twice the average monthly bill; for existing customers it may be up to twice
the maximum monthly bill.

Rules & Rates

We offer optional rates that may lower your PG&E bills. To find out about
our optional rates or for a complete list of our rules and rates, visit www.
pge.com or call our customer service number.

Rotating outage blocks

Rotating cutage blocks are subject to change without advance notice due to
cperational conditions.

S
A
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Electric Company”

WWW.pge.com
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FREE Homebuyer’s Kit:
Savings to $400 plus
valuable coupons

Get money
saving details on
ENERGY STAR®
New Homes.

Lower the total cost
of your new home
by cutting energy
bills $200-3400
every year, Get a
handy video and brochure, maps
to nearby energy-efficient developments
plus valuable coupons for products and
Services.

Call 1.800.474.3468 or visit
pge.com/newhomes

Why we trim trees and
ways you can help

:

* [t's the Law. State faw requires PG&E
10 keep clearances between hign-voltage
power lines and all vegetation.

For Public Safety. Maintaining required
clearances keep people safe from injury
i they climb or work in trees located near
power lines.

 For Fire Safety. Trimming trees to
maintain required clearances prevents
them from touching high-voltage power
lines, which can start fires. Lower voltage
lines, such as phone and cable TV lines,
that are installed lower on the utility pole,
don’t require clearing because they
present little or no fire hazard.

« To Reduce Outages. Trimming trees
to raintain required clearances reduce
outages caused by falling branches.

— LOWER VOLTAGE

Ways You Can Help

* Allow "G&E access to trees
when trimming is necessary ™,

e Don't plant trees under or near
overhead power lines.

* Clear flammable vegetation from
around your home.

* Never trim trees near high
voltage power lines yourself.
Call us first at 1.800.PGE.5000.
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