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Introduction
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Cotams confidential information, provided pursuant to PUC § 583 l’! !%!

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 address areas of possible confusion and update its overall appearance.

In September 2011, Travis Research was commissioned by PG&E to conduct qualitative research among residential, small
business and small agricultural customers. Segment specific bills, both current and prototype, were presented to respondents in
order to gather their reactions and feedback. The research ultimately led to several enhancements to the bills.

As a next step in the research process, PG&E tested the new prototype designs quantitatively with the same customer segments.
The objective of the research was to confirm that the new design accomplishes the following:

= Simplifies the bill
= Enhances its visual appeal
= |ncreases its user-friendliness.
_omponent objectives included:
= (Gauge the level of acceptance of the redesigned version
= Measure acceptance of the redesigned versus the existing bill
= |dentify most/least liked features and elements of the new design
= Measure key attributes, including:
*  Qverall appearance
>  Ease of reading
= Ability to find the most important information
= Layout appeal
= |dentify further areas for improvement.

The quantitative phase provides PG&E with additional recommendations for further optimizing the effectiveness of the new bill
design.
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STUDY PARAMETE

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

= An online survey was conducted among Residential and Commercial customers using a list
provided by PG&E.

= The survey was conducted as follows:

* Residential customers — December 16, 2011 — January 4, 2012
» Commercial customers — December 27, 2011 — January 9, 2012.

= A total of 1,146 online surveys were completed with PG&E customers:

Residential Customers 581
Non-CARE/BPP 279
CARE 151
Balanced Payment Plan 151
Commercial Customers 565
Small-Medium Business 304
Large Commercial/Industrial and Agricultural 109
Small Agricultural 152

= |n addition to segment quotas (shown above), sub-quotas were applied for the following variables:
* Residential customers — gender, age, geographic area, education, race/ethnicity

* Commercial customers — business size, industry (categorized with NAICS codes), geographic
area.

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 4
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STUDY PARAMETE

(continued)

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

Respondents were screened to meet the following criteria:

...Residential Customers...

* Person in household at least jointly
responsible for reviewing/paying utility bill
*  PG&E electricity and/or gas customer

* Receives monthly PG&E bill in the mail or
online (if online, must at least occasionally
review an electronic copy)

*  Age 18+
« Sensitive industry screen.

...Commercial Customers...

Person at business at least jointly
responsible for reviewing utility bill

PG&E electricity customer (no gas only
customers)

Receives monthly PG&E bill in the mail or
online (if online, must at least occasionally
review an electronic copy)

Sensitive industry screen.

The data have been weighted to better represent the actual distribution of Residential and
Commercial segments as follows:

CARE Customers 28% Small/Medium Business 87%
BPP Customers 6% Large Business/Large Agriculture 4%
All Others 66% Small Agriculture 9%

= The base sizes shown in the report reflect the unweighted totals.

travisresearch 5
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Executive

Summary
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KEY FINDINC

Contains confidential information, provided pursuant to PUC § 583 Pl

»  This summarizes the findings from the online study conducted among PG&E Residential and Commercial customers December 16,
2011 to January 9, 2012.

...CURRENT VS. NEWBILL...
= VWhile impressions of the current bill were generally neutral to positive, there was a clear preference for the new bill design among
both Residential and Commercial customers.
= About nine out of ten respondents, across both segments, favored the new bill over the current (89% Residential, 93% Commercial).
= At over four out of five, more respondents gave top-3 box scores to the new bill on all key measures:

Overall impressions

Overall visual appeal

Ease of read

Ease of finding the most important elements

Ease of understanding

Effectiveness of communicating usage 69

Effegliyeng5s A RIATRING.INQUaNIS, APOHL H520Gngs)  B3% - 83%
Letter next to data point means significantly higher than indicated group at the 95% level of confdence

»  Across subgroups (Residential: CARE, BPP and Commercial: Small/Medium, Large Comm/AG, Small AG), findings were

consistent, with a strong preference for the new bill.

The primary reasons for favoring the new bill were: ---REASONS FOR PREFERENCE...
] User-friendliness

¢ Appealing format/layout = Appealing graphs/charts
o Ease of reading/scanning/finding details o Clarity on usage
«  Clarity/ease of understanding . Additional information.
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 7
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KEY FINDIN

Contains confidential information, provided pursuant to PUC § 583

= The areas of the new bill that appealed most and least to customers are:
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= The graphs overall, but especially the monthly and daily comparison graphs, had strong appeal to

new bill apart from the current.

customers and set the

= The dense areas of page 2 with small type, in particular the Rules and Rates and Important Definitions, were least
appealing. The Important Definitions were disliked more so among Commercial than Residential customers.

...SUGGESTIONS FOR IMPROVEMENT FOR THE NEW BILL...

= Customers offered few suggestions for the new bill, with over half indicating there is nothing they can recommend adding.

= Among the few who did have recommendations, some suggested more detail/information, in particular related to usage and
charges, while others would have preferred less information and a more concise bill.

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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{continued)
Contains confidential information, provided pursuant to PUC § 583 oy

...SPECIFIC ELEMENTS...

~spondents were glven choices for a series of bill elements and asked their preference Followmg summarizes the ﬂndmgs

Residential C

= Smaller vs. Larger Font in “Service For” Area 61% Larger font
44% Willing to sacrifice size in other areas of bill
39% Not willing to sacrifice size in other areas of bill

w  Vertical vs. Horizontal Usage Tiers 49% Horizontal boxes

»  Historical vs. Average Daily Usage 68% Preferred monthly (historical) usage graph
69% Found monthly usage graph more useful

= BPP Graph vs. No Graph 80% Image with graph
= Most/Least Useful Graphic Elements Most Useful Least Useful
31% Daily electricity usage graph 45% Tiered electric usage graph

31% Monthly comparison usage graph  32% Average Daily usage graph

Commercial Customers

»  Historical vs. Average Daily Usage 55% Preferred monthly (historical) usage graph
55% Preferred monthly usage graph on first page of bill

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 9

SB GT&S 0849028



CONCL

NS AND RECO

CONCLUSIONS

v As with the qualitative research conducted in September 2011 among the same
customer segments, there was a strong preference for the new bill over the
current.

= On a variety of attributes, the new bill consistently outperformed the one currently
in use.

RECOMMENDATIONS

Proceed with finalizing development of the new bill
design.

= Customers found the new bill easier to read and perceived it as more user-
friendly, from its organization to its overall appearance.

= The graphs, in particular the monthly and daily usage comparison graphs, set the
new design apart from the current and appealed to customers who considered the
information displayed in this manner useful.

Keep the overall layout of the new bill, including the
graphs featured.

= The least valued part of the bill was the small-print reference information on page
2.

If possible, remove the Rules and Rates and
Important Definitions from the bill and provide a link
to the website where this information can be found.

If not possible 1o eliminate this information from the
bill, maintain its less prominent, backside placement
to be consulted only when needed.

= Most considered the new bill fine as is and had no suggestions for improvement.

= Those who did make recommendations were mixed on whether to add or remove
information.

v Given alternative elements on the bill, customers tended to prefer visuals with the
following characteristics:

Graphs — Historical usage (monthly/daily) over average usage
Larger font for key pieces of information

Horizontal display of usage (tiers)

Simpler numbers (fewer decimal places).

& = & 8

Incorporate the preferred characteristics where
relevant to enthance ease of read and visual appeal.

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH

travisresearch 0

SB GT&S 0849029



™
a0
T}
W
O
-
o
O
=
e
c
©
>
&N
B
>
o
o
@
§e;
>
o
Sanas
o
=
©
=
@©
=
oo
L
£
=
=
c
@
o
e
c
O
S
o
£
©
8
c
o
O

.

o
W
/{”/{l

.

i

i

U

I

.

0
.

|
i

.

\

.

.
i

i
)

v

.

|

i
i
.

|
.
.

.

i

|

"
.

|

v

|
i

1
.
/";‘r/:n

.

i
|

/

0
.
.

i
.

.
.
.

.
|

L

.

.
|

|

I

.

i

L
5,{;u“,x

i
.
.

.
i

|

i
.

.
L
il

.
.
0

|
i
i

o
.
o

|

|

i

i

.

o
|

1

travisresearch

RESULTS OF RESEARCH

BILL REDESIGN ONLINE RESEARCH

SB GT&S 0849030



BILL REVIEW PROCESS

THOROUGHNESS OF REVIEW M@o Xaﬁ@ gio@ﬂ&g’vmed pursuant to PUC § 583

= Nearly half of Residential customers claimed to read their monthly bills thoroughly, while fewer Commercial

customers reported the same.
= At about two out of five, nearly equal proportions of Commercial customers at least glance at their bills if not

read them thoroughly.
= Only 3% of each group reported they pay their bills without looking at them.

(A) (B)
Residential Commercial
(n=581) (n=565)
3% 3%

MThoroughly read every page
Glance at bill but don't read thoroughly

Briefly scan/look at front page only

[ Just pay bill and don't look at it

Q.2. “How THOROUGHLY do you usually review your monthly printed bills from PG&E?”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
Q.2

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. 19

travisresearch 02
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BILL REVIEW PROCESS

MOST IMPORTANT ELEMENTS OF B

Je
m%ﬁfonﬂdential information, provided pursuant to PUC § 583

Payment due date and details
of  electricity/gas  charges
(including taxes and fees) were
the bill elements Residential
and Commercial customers
found most important.

Commercial customers placed
greater importance on service
address than did Residential
customers.

= Although small on an absolute

basis, billing terms/conditions
and electric industry definitions
were more important to Resi-

dential customers than they
were to Commercial
customers.

Payment due date

Detailed electric/gas charges, taxes and fees

Service dates

Previous balance/amount paid

Discounts/rebates received

Account number

1-800 customer service number

Service address

Customized messages about products, services,
discounts, rebates or tips for savings energy

Billing terms and conditions 9B 5%
PG&E website 8% 5%
Electric industry definitions 6B 3%
Local PG&E office address 4% 3%
Specialized customer service phone numbers 3% 3%

* Other than name, billing address and amount due,

Q.3. “Please select your top five most important elements of the PG&E bill (other than your name, billing address or amount due).”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
Q.3
Letter next to data point means significantly higher than indicated group at the 95% level of confidence. TA13
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 13
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BILL REVIEW PROCESS
SATISFACTION V

TH PG&E’S BILLING/PAY

Mlmggnmpgﬁd%ﬁpumuam to PUC § 583 Py

= Two out of three Residential satisfaction with Billing/Payment Process* -
customers expressed a high degree Top-3Box 67%B

; ; : ' s Bottom-5 Box 19%
of satisfaction with PG&E's billing and o biccatistactions

payment process, slightly higher than (Base: Rated PG&E 1-5 on Satisfaction with Process*) (n=111)
that for Commercial customers. Bill/Billing-Related 31%
Not user-friendly 13% 18%
W Those Wlth some degree Of dlssatis_ Billing cycle/bill disbursement-related 9% 18%
. . . Lacking details 6% 6%
faction most commonly attributed itt0 gm0 ormaiayout 3% e
billing issues or the bill itself. Payment-Related 27% 21%
Website payment-related 16% 9%
« At nearly half, more Commercial Can't pay with a credit card 5% 4%
than Residential customers gave Not allowed to use credit/debit card for online payment 4% -
. < Phone payment-related 3% 3%
this reason and specifically gier payment mentions 4% 3%
mentioned the billing format or cost-Related 15% 15%
layout. Bill/charges/fees too high 8% 7%
Skepticism about costs/charges 6% 5%
Other cost mentions 1% 3%
General website-related 14% 12%
Customer service 6% 9%
Q4. “How satisfied are you with the PG&E BILLING AND PAPRE KPRWBORBS W 18% 1%

Q.4.1  “Why are you less than satisfied with the current billing and payment process at PG&E?”

* 10-point scale: 10="Extremely Satisfied”; 1="Extremely Dissatisfied.”
** Multiple responses allowed. Mentions of less than 3% of both Residential and Commercial not shown.

Base: Total Residential: (n=581); Banner 1A

Total Commercial: (n=565); Banner 1U Q.4/4 .1
Letter next to data point means significantly higher than indicated group at the 95% level of confidence. T.14115
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 14
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BILL REVIEW PROCESS
FREQUENCY/IMPORTANCE OF MATCHING DETAILED CHARGES
TO TOTAL ANMOUNT DUE Contains confidential information, provided pursuant to PUC § 583

=581)

Every Month

= Although nearly half of respondents
(both Residential and Commercial)
rarely check that their detailed
charges match the amount due,
about four out of five in both groups
indicated it's important that they are
able to.

Most Months

Sometimes

44%
46%

Rarely or Never

Top-3 Box

0% 20% 40% 60% 80% 100%

Q.18.  “How often do you add up the detailed charges fo see if they match your TOTAL AMOUNT DUE?”
Q.18.1 “How important is it that you are able to sync up the bill detail with the total charges?”

* 10-point scale: 10="Extremely Important”; 1="Not At All Important.”
Base: Total Residential: (n=581); Banner 1A

Total Commercial: (n=565); Banner 1U TQ.11088//1180.;
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 15
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BILL REVIEW PROCESS
IPACT OF RATE VS. USAGE ON_

Qowfxﬁ&yngwﬁo@@rﬁﬁed pursuant to PUC § 583

Greater Impact on Charges

= \When Residential customers were asked
to identify the element that has greater
impact on their monthly utility charges,
directionally more believed that the rate
for higher usage tiers trumps the actual
gas/electricity usage.

Q.17 “In your opinion, which of the following has greater IMPACT on your monthly PG&E charges?”

Base: Total Residential: (n=581); Banner 1A

Q.17
T.107

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 16
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BILL REVIEW PROCESS

OVERALL SATISFACTION Wi

Ttﬂoﬁﬁé&g}ﬂdential information, provided pursuant to PUC § 583

= Satisfaction with PG&E was similar for
the two customer groups, with over
half of both assigning top-3 box
scores to PG&E.

Q.1. “How would you rate products and/or services offered by PG&E?”

10-point scale: 10="Extremely Satisfied"; 1="Extremely Dissatisfied."

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

100%

80%

60%

40%

20%

0%

Satisfaction with PG&E Overall

Residential
(n=581)

.Middle—3 Box

Commercial
(n=565)

Q1
T.11

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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REACTIONS TO CURRENT BILL
OVERALL IMPRESSIONS/VISUAL

Eﬁsﬁ&%ential information, provided pursuant to PUC § 583

= Residential and Commercial customers had neutral to positive impressions of the current bill and its
appearance.

[ Top-3Box

[ Middie-3 Box
100%
80%
60% -
40%

20%

i s

(A) (B) (C) (D)
Residential Commercial Residential Commercial
(n=581) (n=565) (n=581) (n=565)

Overall Impressions Overall Visual Appeal

Q.6.1  “What are your OVERALL IMPRESSIONS of this bill?”
Q.6.2  “Whatis your opinion of the OVERALL VISUAL APPEAL of this bill?”

3

10-point scale: 10="Extremely Favorable”/“Outstanding”; 1=“Not Favorable At All’/“Extremely Poor’’

Base: Total Residential: (n=581); Banner 1A Q6.1/6.2
Total Commercial: (n=565); Banner 1U T.16/17
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 19
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REACTIONS TO CURRENT BILL
EASE OF READING THE BILL

Contains confidential information, provided pursuant to PUC § 583

-Middle—3 Box
= The current bill received high marks on 100%
ease of reading from over half of
respondents, both Residential and 80% -
Commercial.
60%
40%
20%

Residential Commercial
(n=581) (n=565)
Q.6.3a “In your opinion, how easy or difficult is it to READ this bill overall?”
10-point scale: 10="Extremely Easy”; 1="Extremely Difficult.”
Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U Q.6.3a
T.18
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 20
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REACTIONS TO CURRENT BILL
EASE OF FINDING MOST |

IPORTANT ELf

= The majority of respondents in both groups
gave high marks to the current bill for ease of
finding the bill elements most important to
them.

@Nn};%ation, provided pursuant to PUC § 583 Py

«  Among Commercial respondents, more
Small/Medium Business than Large
Business/Agriculture customers reported  Einding Most Important Elements 65% =
an easy time finding the most important

elements (60% Small/Medium Business  Einding Specific Elements

vs. 48% Large Business/Agriculture, not  1oia1 amount due 91% 91%
ShOWl’l). Account number 87% 85%

= As for finding specific elements, the Total Paymentduedate 87% 88%
Amount Due topped the list at about nine out Remaining account balance (BPP only*) 83% N/A

of ten Residential and Commercial 1-800 phone number 6%  80%
customers, followed closely by Account PG&E website address oo g
Number and Payment Due Date. Discount and rebates (CARE only*) 47% N/A

Q.6.3b. “In your opinion, how easy or difficult is it to FIND THE MOST IMPORTANT INFORMATION on this bill?”
Q.6.4a-g ‘Please rate the ease of FINDING each of the bill elements.”

Rated 8-10 on 10-point scale: 10="Extremely Easy"; 1="Extremely Difficult."

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
* BPP only (n=151), CARE only (n=151)

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q.6.3b/6 4a-g

T.19/22
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REACTIONS TO CURRENT BILL

CLARITY AND EASE OF UNDERSTANDING SPECIFI

¥

StolebEMENTSbuc § 505

Over half of Residential customers indicated th

to understand, somewhat more than the Comir

same.

expressed a high degree of understanding of al

Residential customers reported greater ease
in understanding the following bill elements
than did their Commercial counterparts:

"

Account summary
Information on paying the bill
Electric industry definitions

Electric account details.

Q.6.3c.
Q.6.5.1-6.5.4

Rated 8-10 on 10-point scale: 10="Extremely Easy"; 1="Extremely Difficult."

Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
* CARE only (n=151), BPP only (n=151)

Base:

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.

With the exception of Electric Industry Definitig

bns, the majority of respondents
bill components listed.

Understanding Bill Overall

Understanding Specific Elements
Page 1
Total amount due (BPP only*)
Account summary

Remaining account balance (BPP only*)
CARE discount (CARE only*)
Page 2

Helpful phone numbers
Information about paying your bill
Electric industry definitions
Page 3

Gas account detail

Page 4

Electric account detail

“In your opinion, how easy or difficult is it to UNDERSTAND this bill?”
‘How CLEAR and EASY TO UNDERSTAND do you find each of the bill elements?”

Q.6.3¢/6.5.1-6.5.4
T.20/26-34

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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REACTIONS TO CURRENT BILL
EFFECTIVENESS OF BILLIN CO
PROMPTING THOUGHTS ABOUT®

= Two out of three Residential customers gave the current bill top marks on communicating monthly energy
usage, slightly more than those who reported the same among Commercial customers.

UNICATING USAGE AN

hfidential information, provided pursuant to PUC § 583

= Similarly, more Residential than Commercial customers felt the current bill does a strong job of spurring
thoughts about the amount of energy one uses.

[ Top-3Box

.Middle—3 Box
100%

80%
60%
40%
20%
0% -

G

(A) (B) (C) (D)
Residential Commercial Residential Commercial
(n=581) (n=565) (n=581) (n=565)

Communicating Monthly Energy Usage Prompting Thoughts About Usage

Q.6.6  “In your opinion, how effective is this bill in communicating your monthly energy usage?”
Q.6.7 “How effective is this bill in gelting you to think about the amount of energy you use each month?”

10-point scale: 10="Extremely Effective”; 1="Not At All Effective.”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

Q.6.6/6.7
Letter next to data point means significantly higher than indicated group at the 95% level of confidence. T.35/36
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 23

SB GT&S 0849042



™
a0
T}
W
O
-
o
O
=
e
c
©
>
&N
B
>
o
o
@
§e;
>
o
Sanas
o
=
©
=
@©
=
oo
L
£
=
=
c
@
o
e
c
O
S
o
£
©
8
c
o
O

i
.

.

.

i

o

I

.

.

\

.

.
.
I

i
)

v

.

|

.
i
.

.
.

.

i

|

.

v

|
i

.
/";‘r/:n

|
.

.

i
|

/

0
.
.

i
.

.
i

i
.

.
|

|

i

.

9o
25
o
= =
me
bz
o

|

|
.
.

.
,
.
.

0

.

.

.
i

0

i

.

"
o

.
.

i
i
D
|

i

.

o

itk

.
0
.

/
.
o
|

.
.
.
.
7

]
.
.
.
.
.
.

i
il

.
.

i

.

i
.
o

.

.

.

.

o

.

i

|

|

i

A
|

o
i

i
.

i

.
i

o
.
.
i

.

i
i

/

24

travisresearch

RESULTS OF RESEARCH

BILL REDESIGN ONLINE RESEARCH

SB GT&S 0849043



REACTIONS TO NEW BILL
OVERALL IMPRESSIONS/VISUAL APP

R‘Tdential information, provided pursuant to PUC § 583

= Qver four out of five in both groups gave top ratings to the new bill on its overall appearance.

= Only a small proportion assigned low-end ratings, fewer among Commercial than Residential customers.

[ Top-3Box

.Middle—3 Box
100% —

80%
60%
40% -
20%

SR

(A) (B) (C) (D)
Residential Commercial Residential Commercial
(n=581) (n=565) (n=581) (n=565)
Overall Impressions Overall Visual Appeal

Q.7.1  “What are your OVERALL IMPRESSIONS of this bill?”
Q.7.2  “Whatis your opinion of the OVERALL VISUAL APPEAL of this bill?”
10-point scale: 10="Extremely Favorable”/“Outstanding”; 1=“Not Favorable At All’/“Extremely Poor.”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q-'rY_ 317//73§
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REACTIONS TO NEW BILL
EASE OF READING THE BILL

Contains confidential information, provided pursuant to PUC § 583

-Middle—3 Box Bottom-4 Box

= Across both groups, four out of five found the 100% -
new bill very easy to read.
80%
60% ~
40% —
20% ~
(A) (B)
Residential Commercial
Q.6.3a “In your opinion, how easy or difficult is it to READ this bill overall?” (n=581) (n=565)
10-point scale: 10="Extremely Easy”; 1="Extremely Difficult.”
Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
Q.7.3a
T.39
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH travisresea rCh 26
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REACTIONS TO NEW BILL

EASE OF FINDING MOST IMPORTANT ELEMENTS

R e Rl RLEMEN

= On finding the most important elements,
again more than four out of five gave top
ratings to the new bill.

= Qver nine out of ten in both groups assigned  Finding Most Important Elements
top-3 box ratings to ease of finding key front

page information: Finding Specific Elements
Payment due date
«  Payment due date Total amount due 96% #
. . Account number 92% 94%
« Total amo_unt due (shghtly _hrgher among  1gog phone number 89% 90%
Commercial than Residential customers)  Remaining account balance (BPP only*) 89% N/A
PG&E website address 85% 83%
Account number. Discount and rebates (CARE only*) 74% N/A

Q.7.3b. “In your opinion, how easy or difficult is it to FIND THE MOST IMPORTANT INFORMATION on this bill?”
Q.7.4a-g ‘Please rate the ease of FINDING each of the bill elements.”

Rated 8-10 on 10-point scale: 10="Extremely Easy"; 1="Extremely Difficult."

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
* BPP only (n=151), CARE only (n=151)

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q73k¥74§74§
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REACTIONS TO NEW BILL

CLARITY AND EASE OF UNDERSTANDING SPECIFIG EJE

= The new bill also garnered top scores from about
four out of five respondents on ease of under-
standing.

*  While over three-fourths of CARE customers
gave high marks on this measure, fewer did
so than among Residential customers who
do not participate in CARE or BPP (76%
CARE vs. 84% Non-CARE/BPP, not shown).

= Qver seven out of ten found all specific elements
of the bill tested clear and easy to understand.

Q.7.3c. “In your opinion, how easy or difficult is it to UNDERSTAND
this bill?”

Q.7.5.1-7.5.4 “How CLEAR and EASY TO UNDERSTAND do you find
each of the bill elements?”

Rated 8-10 on 10-point scale: 10="Extremely Easy"; 1="Extremely Difficult."

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U
* CARE only (n=151), BPP only (n=151)

Understanding Bill Overall

Understanding Specific Elements

Page 1

Monthly usage comparison graphs 88% 91%
Account summary 88% 91%
Important messages 82% 78%
Savings alert discount (CARE only*) 76% N/A
Average daily usage graph N/A 89%
Page 2

Important phone numbers 83% 86%
Options for paying your bill 79% 79%
Important definitions 73% 73%
Rules and rates 2% 73%
Page 34

Daily usage graph 85% 86%
Average daily usage graph 85% N/A
Charges breakdown 84% 80%
Service information 81% 80%
Tiered usage information 76% N/A
Details of electricity charges N/A 81%
Peak usage table N/A 81%

Q.7.3¢/7.5.1-7.5.5
T.41/47-62

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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REACTIONS TO NEW BILL
EFFECTIVENESS OF BILL IN COMM

PROMPTING THOUGHTS ABOUT ©¢

UNICATING USAGE AND

= Qver four out of five Residential and Commercial customers gave the new bill top marks on communicating
monthly energy usage as well as getting customers to think about their usage each month.

[ Top-3Box I Middle-3 Box
100% ~
80% ~
60% —
40%
20%
(A) (B)
Residential Commercial
{(n=581) {(n=565)
Communicating Monthly Energy Usage
Q.7.6  “In your opinion, how effective is this bill in communicating your monthly energy usage?”

Q7.7

10-point scale: 10="Extremely Effective”; 1="Not At All Effective.”

Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

Base:

Bottom-4 Box

(C) (D)
Residential Commercial
(n=581) (n=565)

Prompting Thoughts About Usage

“How effective is this bill in getting you to think about the amount of energy you use each month?”

Q767
T.66/67

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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REACTIONS TO NEW BILL
LIKES/DISLIKES

Contains confidential information, provided pursuant to PUC § 583

= Respondents were asked to complete a highlighting exercise in which they indicated areas of the new bill
they like (in green) and those they do not like (in red).

= Most areas of the bill received overall positive reactions, in particular on pages 3-4. The area of greatest
concern was page 2 with its small font and dense type, primarily the Rules and Rates section.

mmm  VETY pOSitive = The following pages

show respondent

Positive 00D reactions to the various

. elements of the new bill

—————— Somewhat positive (both Resi-dential and
Commercial).

= The legend to the left
provides an explanation
of the colors and lines.

______ Somewhat negative = Please see the Appendix
(page 61) for an explana-

Negative _ CONSIDER tion of the algorithm used
MODIFICATION to determine the

Very negative color/line assignments.
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REACTIONS TO NEW BILL
LIKES/DISLIKES ~ RESIDENTI

%@htains confidential information, provided pursuant to PUC § 583

{(Page 1 of 4) {(Page 2 of 4)

g T G GRS VAR WO VPR DS SR G UG GGG O G OGS GRS DO WOSD UHER GO G GO OO GRDR W S GO GEN N GG BNE S GES
o

ENERGY STATEMENT

Account No: 1023456789-0
Btatement Date: Mar 18, 2011

Account No. 1023456789-0
Statement Date: Mar 16,2011

ENERGY STATEMENT

o . + o : -
weaipge comMyEreray Due Date: Apr 6, 2011 [ W poe corm My Energy Due Date: Apr 6, 2011
e e S R s U GG G G D MEDD SR DENE NS W0 G SN GOn SEG WD WMOR SS NN EUR UNS 0S5 W DNE UDE 5 SN GED WS
r_—_—_- SR ENES . BUE BSNS NOUR MR SRS WA GEGE OGRS UGN SN GEON N SO W S IS PRGN VNSNS NRRE) GENE DR BRED GOE BOW S0 S 0NEN MENy GRES SN
j Service For: Your Account Summary i important Phone Numbers — 24 hours per day, 7 days per week I
I Residential Customer I Amount Due on Previous ’Statement $143.52 l I
1234 Main Street I 1 Payment(s) Since Last i - #143,52 | Customer Service (English; Relay Calls Accepted) 1-800-743-5000 i
i Emf Add?foé?fo I Past Due Amotnt $ 0.00 | TDD/TTY-{Speech/Hearing impaired) 1-800-652-4712 |
nytown,
[ g—— Current Electricity Charges $ 74.35 I Bervicio al Cliente en Espanol {(Spanish)  1-800-660-6789 Smarter Energy Line 1-800-933-0555. I
Current Gas Charges $104.55 J P0000MKXNXXKEXX (Chinese) 1-800-893-0555 Energy Theft Hotline 1-800-854-6250 |
3 I KAXUEXKKXKAAXKKXK, (Vietnamese) 1-800-208-8438 To Request a Claim Form 1-800-743-5000 I
Questions about your bill? | Total Amount Due by Apr 6, 2011 $178.90. | Other Languages 1-800-743-5000 I
!2;:] :::srs; 53?;0 dgzé 7 sg?);éso;:er week T Y Y Y N <P Y e cHOw T T Rules and rates elimate where you live, The current season and your heat source. The
wiait binfo@pge c-om w:xlcltt‘?s reﬂZc{ed()iz the t(;i?:ki amou:ﬂ due. es et ) l You may be gligible for a lower rate:. To find out about our optional rates o T energy thal you se within your aiowalice is charged ot ne frate
€ 3 8 % 3 may be eligible for & lower i T optionai raes of o 3 {Tier 13, The purpose of your basefine is fo provide for basic needs at an
complete list of our rules and rates, visit www.pge.com of call 1-800-743-5000, aforaable price And to encourage conservaion,
#f you believe thers is.an error.on your bill, email infogpge com, of calt Gas meter multiplier: Converts the cubic feet of gas, as measured by
1-800-743-5000 for an explanalion, I you are not safisfied wills our respanse, . : " ®
Electricity Usage Monthly Comparison Gas Usage Monthly Comparison I contact (he Calfornia Public Utiies Commission (CRUC), Consumer Affars ggz;e giso sf'ﬂeal:r, {o-herms of energy and adjusts for vanances in the hea
Branch, 505 Van Ness Avenue, San Frantisco, CA 94102, 1-800-648-7570 o7 N gas- 3
. 415-703-2082 (TODITYY). f.l;:ﬂu: mﬁer!e z@sﬁt;m: (éonveﬂ-s the difference in your meter readin
BH WS N 0 the acl £ iCiy Uses
PR 2 P e o avold having service tumed off while you wait for 8 CPUC decision, enciose
s s 308 sl // ;ﬁ 06 ;; 7 % 2 l & deposit check {payable fo thé CPUC) for the amount owed. The CPUC will Public Purpose Program {PPP): Funds collected o pay for assistante B P P CUStome s
wr B ] i v o ?//{ % /% i g Z% //z’? 5 é onty accept deposits for matters: that retate directly to billing accuracy, #11 is not. programs:for § a gy-effich progran: re ported a
7 % %{ i{g %;f? f/é(r? % g{ % fé f % fé %//ﬁ o % l possible for you {0 pay your d2posit, you must agmseme GPUG. PGRE can Competition Transition Charge (CTCE The cost of certain purchased .
% % % % é % % % éf é % ] / ﬁ R not furn off your service for nonpayrnent while it is under review by the CPUC, power agreements as wel as a porion of electric Industry restructuring 4— Stron er dISl 'ke
] % % %ﬁ % . g ?é ?;g % 1 % v W ‘% % j;% (g Jj Povwerer,you mstcontnie 0 pay your e charges o ke you sevice implementation costs a5 authorized by fhe CPUC, g )
% % % % %f g % ";35; % >// - % fZ ; ' 5; %’% // {e’/f O{g/f med on. . . DWR bond charge: Recovers the cost of bonds issued 1o finance a for the Important
2 ;] | | 11 B | B | L i1 %L/, vl o . 1 you are not able to pay your bill, call PGEE 1o discuss how we can help. portior of the. historic cost of power purchased by Galifornia Deparfmen
e HECS e e ~ : 5 s CARE program of other . . it
g e P D s oo ey b horo (v e e s S definitions.
T LN Y LT N S gygpea o g}mmm e m;igy Py ;Yp%gmm o charges are collected o betalf of DWR and 4o fiot beiong 10 PGAE.
T

i DWR power charge: Included for the portion of your enesgy usage

provided by the Depariment of Water Resources. DWR recedves $0.087

For details of charges, taxes and surcharges, dally usage details from your SmartMeter, and additional payment opfions, you may :;n";;:::f‘::znm:? Custormers are grouped into “blocks" based on (heir per Wit provides. .

BcGESE Your account onfine at www.pge.comiMyEnergy. The California Allernate Rates for Energy {CARE) Program provides Iocation. i ihe event that she California Independent System Operator declares xgggﬁxﬁ?&xgﬂ;g&?&?&iﬁ;ﬁ: e&;‘:;::’:g

a monthly discount on energy bills for income-qualified household, Applving Is free, easy and confidential. To see if vou qualify, ‘A power emergency due 1o an energy shortage, certain blocks may experience. (DRE), which is 50.00518 per kWh. The right fo receive DRC fevenues

please visit www.pge.com/care or call 1-866-743-2273. power supply interruptions based on their location. Rolating oulage blocks are has been soid fo a special purposs enfity, PG&E Energy Recovery
subject to change without advance notice due to operational condiions. Funding LLC, and PGAE is collecting this charge on behalf of PGSE

El programa de California alternate Rates for Energy {(CARE} ofrece un en la cuenta de energia a los hogares Basels All Fiesi are given a baseline allowance, Recovery Funding LLC. This charge does not belong fo PGAE.

que califican. Inscribirse-en el programa es gratis, facl v confidencial. Para determinar f caffica, por favor visite nuestra pagina which a of ayerags cu sage during summer and Gas Procurement: This is the purchase price for nafural gas and is sel

e el Internet www pge com/care o lamenos al 1-866-743-2273
A

s returrr s porion with your payrment. Thank von. b stapies,

This Bill Is Now Due And Pavable Has your billing contact information changed?
Account Number. Dug Date: Total Arount Due: Amount Enclosed;

1023456789-0 Apr 6, 2011 $178.90

change my mailing address
change my telephone number for billing contact
change ray primaty email

Options for paying your bilf
* Online at www.pge.com

4200.22.526.414921 1 AT £.308 e + Automatic Payment Service: Sign up to auth A t number: 123456789-0
. ) E] :E payments sent from your bank account each month.

bbbt g Bt 3 w e - By mal: Send your payment along Wi this payient S n e First name Last name

RESIDENTIAL CUSTOMER Che.] PGSE envelope pie ?V’ded« )

1234 MAIN STREET ﬁ- BOX 997300 » By Star debit card: Call 1-866-707-0882 at any time. (Qur Address Apt#,

EXTRAADDRESS LINE Somn t N ' SACRAMENTO, GA 95899-7300 independent service provider charges afee for sach fransaction.)

ANYTOWN. CA 00000 orine biing. + At a PGAE payment center or locat office: To find a payment Gty S ZPeode

> m it cerier or local office niear you, please visit waw.pge.com or call
9990123456 7890100000XXXXXX0000000XKEXXKE 1-800-743-5000. Please bring & copy of your bill with you. Phone Email
Seoetrann,

L 2
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REACTIONS TO NEW BILL
LIKES/

SLIKES — RESIDENTIAL (continued)

ntial information, provided pursuant to PUC § 583

{(Fage 3 of 4)

ENERGY STATEMENT

W pae com My Enery

r Uetslls of Eiactnc:?y.sh?ré;s_ =0

I Feb 12,201 to-Mar 14, 2011 (31 billing days)

I Service For: 1234 Main Street
SBervice 1D: 9087654321

Rate Schedule: £1 Standard Service-| Resxdenhal
Vo o e e R R N AR BN W W N S G BOE DES) WS EEE

. .
§ repiz 2011 Feb2s 2011 wuwteUsase | 0 2 - B
I Baseline Allowance 166.6000 kKWh I
B viert usage 1665000 KWh @ 90.12233 52038 §
I {up to Baseling} I
Tier2 Usage 4B9E00 WAR gD 5013007 $ BY5
I {101%-130% of Baseline} I
[ rer3usage 367748, KWh @ 5028011 $10.30
I {131%-200% of Bassline) l
I Energy Commission Tax l
I Lility Users Tax (7.500%) l
I e |
I Mar 12011~ Mar 14 2011 Yo Tier Usage: %{%f// ) @%{W/% I
J Beseine Atowance 137.2000 KWH [
i Tier 1 Usage 137.2000. kwh @$0.12233 $ 1878 i
{up to Baseline}
I Ter2Usage 414600 KWR @ $0.13007 s 572
f (101%130% of Baseline) [
Tier 3 Usage 02852 KWh @ $020385 $ 890
b (131%200% of Baseline) | =
I Energy Commission Tax. $ 006 I
Uity Users Tax {7 500%; $ 236
! Total Electricity Charges $74.35 |

Dally Electricity Usage This Period: 21 billing days

Kih
40.00 waen = Avetage Dally Usage
30.00

20.00 -

1000 -

& xﬁ*&h

WVisit www.pge. comimyenergy for a detalled bill comparison.

Account No: 1023456789-0
Statement Date: Mar 16, 2011
Due Date: Apr 6, 2011

r-—-—----_--
Service Information ]
i Meter & 1008765432 ||
I Current Meter Reading 4,200 I
I Prior Meter Reading 3,828

Uifferance 482 |
f veter Constant 1

Total LUsage 462 KWh I
I Serial F I
I Rotating Outage Block 5M

| Eisctriciy Charges Breakdown ]

I cenesation $.22.93 I
Transmission 3 8.4 l

I Distribution $°28.73

I Public Purpose Programs & 707 I
Muclear Decommissioning $ 0.31 I

b owR Bond Charge $ 233

i Ongoing CTC $ 407 f
Energy Cost Recovery Amourd §- 249

| Taxes $ 5.31 I

I Totat Electricity Charges $ 74.35 :

l See page 2 for definiions. I

Additional Bill Mesaages

Average Daily Usage
WWhiday
400
3.0
| 149
206 Kihiday

Period

{(FPage 4 of 4)

Account No. 1023456789-0
Statement Date: Mar 16, 2011
Due Date: Apr 6, 2011

ENERGY STATEMENT

R i poe com iy Eneigy

I Details of Gas Charges
i
j Feb 12,2011 to Mar 14, 2011 (31 billing days)

| j Service nformation i
I Service For: 1234 Main Street I N I
Weter# 1234512345
§ Service iD: 9087654321 o g Current Mater Reading 3,017
g ate - G1 Sery B Prior Meter Reading 2,801 i
T S T S N N R | S S V|
T 3 VS W TV, 0, 0, S0, W, WO, WS, A S, i, W I Difierence 116
B rFen 12 2011 Febas 20 1y ;f)‘:;‘;ﬁfége “w?hae;?‘g |
| IS 30.43000 Therms i Serial F :
Tier 3 LUsage 30.43000 Therms @51.08707 532,47 I o o SR EOE SN BN M D EEE BN ESm EEE
I {up to Bassling) l T g g g R
I Tier 2 Usage 34.82807 Therms @ $1. 32646 $46.20 Gas Charges Breakdown I
I {over Baseline) l I I
Winter Gas Savings Program Credit ~$50.17 I l PGEE's gas procurement costs for this I
Gas PPP Surcharge (5 0.08400/Therm) 5.5.47 | | Do oydeare
B Usity Users Tax (7.500%) $ 214 [ 1 (ete Schedue G.CP) SfThem) I
i BB revizo01i-renzs 201 5083475 i
I Mar 1. 2011 -~ Mar 14 2011 I I ar4, 2011 ~ Mar 14, 2011 $0.53544
) I I See page 2 for definitions. I
Baseline Allowance 25,.068000 Therms l
[
j T Usane 2506000 Therms @ $0.96776 §24.05 [ B0 e e e
{up fo Baseline)
l Additional Bill Messages
Tier 2 Usage 28. 68194 Therms @ $1.22715 $35.20 I
l {over Baseline) I
I s PrP Surcharge ($0.08400:Therm) $ 4.52 i
I Utitity Users Tax (7.500%} % 4.48 I
j Total Gas Charges $104.55 I
SR AR |

The sum of your gas charges meay not equal the
amount of your Total Gas Charges due to rounding.

Daily Gas Usage This Period: 1 billing days Average Dailly Usage

Thems
- = =Average Dally Usage

Thermsiday
: j
.§ 32
4 1 Thermsfday

i i

Same Pariod Lasi
Last Year

38
Themmsiday

Period

o &
& @

Wistt www pge comimyenergy for a detailed bill cormparison.

BPP customers
responded more
favorably to the

Average Daily
Usage graph —
both gas and
electricity

BILL REDESIGN ONLINE RESEARCH |
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REACTIONS TO NEW BILL

LIKES/DISLIKES — RESIDENTIAL/CARE

idential information, provided pursuant to PUC § 583

= There was a more positive response from CARE
customers to the Savings Alert area on page 1 that
shows their precise CARE discount.

= The Details of Electricity Charges, which shows the
CARE discount as a line item, also received a more
positive response from CARE customers (page 3).

Feb 12, 2011 to Mar 14, 2011 (31 billing days)

Berdoe P 1234 Main Sireel
Bervice I BOATES4321

Hate 1

with CARE

(Page 1)
___________________________ 3
i
e ]
{Page 3)
Details of Electricity Charges

FEb 12 2001 - Feb 78,2010 vy Ber Usane W%%%}%ﬁ% :

Ganaling Alowance
Tier 3 Usogm

{up 1o Basehing)
Tier 2 Usage

i
£ %1 30% of Baseline)

Tier

TEEBOMA K
18680000 Kwh 4 §0.12253

ADBEODD W @ 8013807

11862000 Wvh @ 5028011

{131%-200% of Buseling}

Tior 4 4

LA of Baseling)

CARE Dlsconst

B BE000 R0 gD 058078

Enprgy Coemmission Tax
Lty asens oo {7 B0K0%)

War 1, 208 - Mar 14,2011

Ty 1 Lo
fup fo Basoling)

Tiew 2 Usage
U5 5% of Baseling)

Tier 3 Usage

(431%2050% of Baseline)

Tier 4 Lisage

AT 20000 KM
THETL2000 B $0.12223

AT UBU00 KR 5013607
BE G0 WD 4 30. 20385

8914000 KW @ 50400982

[244% of Pasaline)

.

CARE Discouh
Ererpy Damiagion Ty
Uity Liomrs Taw (7.500%)

#20.58 g
e |
32,67 :
532,73 [
55481

5942
5 2.82 i

|

§ 5.72 I

$16.78

8.2z I
527 .90 I

-saz.a0 B

Total Electricity Charges

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH
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REACTIONS TO NEW BILL
LIKES/DISLIKES — RESIDENTIAL/BP e

Fé?omciderrziaI information, provided pursuant to PUC § 583

(Page 1)
= The “Account Details” area on page 1 of the
BPP bill garnered a favorable reaction from
BPP customers.
BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH traVisreS@arCh 34
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REACTIONS TO NEW BILL
LIKES/DISLIKES - CO

ERCI

@"oiﬁtains confidential information, provided pursuant to PUC § 583

{(Fage 1 of 3) {(Page 2 of 3)

‘ Account No: 1023456789-0 ‘ Account No: 1023456789-0
NERGY STATEMENT Statement Date: Jul 20, 2011 ENERGY STATEMENT Statement Date: Jul 20, 2011

Wi pge om /My Energy Due Date: Aug 8, 2011 W pge tomiMy Energy Due Date: Aug 8, 2011

EEER BNNR GO RS GARRW DN EESS RN SR
| Service For: i Your Account Summary Important Phone Numbers - 24 hours per day, 7 days per week
; 5
: oot oo paroway | Amount D on Provious Statement b hidod Customer Service (English; Relay Calls Accepted) 1-800-743-5000
j Anyiown, CA 12345 [ Past Due Amount s oo TDD/TTY (8peech/Hearing Impaired) 1-800-652-4712
B o e e o SR GER GG WEE l $8.244.85 Servicio al Cliente en Espanol (Spanishy  1-800-860-6789 Smarter Energy Line 1-800-833-9555
Current Electricity Charges ¢ 000 XXXXOKAKXXKXAXK (Chinese) 1-800-893-0555 Energy Theft Hotline 1-800-854-6250
Additional Charges/Credits ) JOOOCKXXKOOKRK (Vietnamese) 1-800-296-8438 To Request & Claim Form  1-800-743-5000
N N Other Languages 1-800-743-5000
Questions about your bill? Total Amount Due by Aug 8, 2011 $8,244.85 L L A L A L L A
24 hours per day, 7 days per week n!uies and rates ﬂwmate where you live, Bie current season and your heat source. The i
Phone; 1-800-468-4743 or Yous may be eligible for & lowsr rate. To find out about our optional rates or for & energy that you use within your allowance is charged af the lowest rafe
Email” info@pge com l complete ist of our rules and rates, visitwww.pge.com or eall 1-800-743-5000. l l ,,(T,:em}' ?b;n‘ég’gnoie of your baseline 1s 10 provide for basic needs at an l

if you believe there is an error on your bill, small ifo@pge.com, or call

l 1-600-74%-5000 for an explanation, If you are nol safisfied with our response,
contact the California Public Utifties Commission {CPLIC), Consumer Affains
Branch, 505 Van Ness Avenue, San Francisco, CA 94102, 1-B00-649-7570 or
415-783-2032 (TODITYY}

' Gas meter multiplier: Converts the cubic feel of gas, as measured by l
I l your gas meler, o herms of energy and adjusts for variances in the heat

Elpctric Usage Monthly Comparison Average Daily Usage content of gas.

Electric meter constant: Converts the difference in your meter readings. l

v KWhiday To avoit aving senvice fumed ol whe you wall Tor 8 GPUC decision, encioss [ § 10 T actual electriclly used.

80,000 4,000 | l @ deposit check (payatle 1o the CPUC) for e amount owed. The CPUC wi Public Purpose Program (PPF): Funds coliected to pay for assistance l
2 8 3 only accept deposiis for matters that relate directly to biling accuracy. If it is not I l programs for low-ncome it energy-eiiciency programs. I
£0,000 - g = g % F ﬁ 3,000 l pussible. for you fo pay your deposit, you must advise the CPUC, PESE can l Competition Transition Charge {CTC): The cost of certain purchased
2 3 g % T oo 3 o6 14860 14550 not i off your service for nonpayment while 1t is urder review by the CPUC, l power agreements as well a5 a portion of elechic industry restructuring I
40,000 - ?V% V/ g’@ W 5; ﬁ% 500 - \Whiday k} w1 f/iaay KWhiday l however, you must continue to. pay your current charges to keep your service l impiementation costs as authorized by he CRUC.
i | 1 7 y turned on.
20,005 f/,, ?//f 9;///% é ;{é % 1,000 ~ V//// / %/ ; l N l DWR bond charge: Recovers the cost of bonds issued lo finance a I
% é ?/? % % . / | M # you are not able to pay your bill, call PGEE o discuss how we can help. J portion of e tistoric cost of power purchased by California Department l
o . AL L R - AM ,/‘; O AR B RS B - ‘You may qualify for reducert rates under FGAE's CARE progrant of ofher specia l of Water Resources (DVWR) Ip serve eleciric customers. DWR bond
& cﬁ‘% %.9 & S Same Period Last This. programs and agencies may be availlable to assist you. You may qualify for charges are collected br behalf of DWR and do not betong lo PGAE. l
o N2 & P o Last Year Feriod Period PG&E's Energy Pariners Program which is an energy efficienty program for
i S income-nualified residential customers. F?{Wvlfdm;% charge: lncrmtie‘: ‘fzg ‘tgre F&(mmo? efs Your energy usage s B
et e o e Department of ESOUIERS: i 1
For detals of charges, taxes and Surchares, & talls rom your SmanMeter and aditianal payment optons z mportant definiions per O i pravies.
O details o Tges, 1axes and surcharges, daily usage 5 your eter, al payrrient Oplions, you mey access your l Rotating sutage block: Customers are grouped into “blocks™ based o their Energy Cost Recovery Amount (ECRA): These charges are imposed

account onfine at www pge com/MyEnergy. i incation, In the event it the California Independent Sysiem Opesalor declares  pursuant to. kaw, One of these chiarges ’s e Dedicated Rate Componiert ||

@ power emergency due fo'an energy shorlage, cerain blocks may experience {DRCY, which Is $0.0051% per kKWh. The right fo receive DRC revenues
important Messages l power supply interruptions based on theirjocation. Rolating outage blocks are has been soid to a special purpose entity, PGAE Energy Recovery I
Be winter-wisel Cold weather can friple heating use; fewer daylight hours can increase lighting use by a third. Spending subject to change without advance notice.due io operational conditions. Funding LLC. and PGAE s collecting inis charge on betall of PGSE
more time indoors and billing periods with 5 weekends can also cause higher bills. To save money, et heaters lower and fi Baseiine ailowance: All residential customers are given a baseline allowance, Recovery Funding LLC. This charge does ot betong fo PGSE.

tumn lights off when not needed. ' which represents-a percentage of average customer usage during summer and Gas Procutement: This Is the purcrase price for natural gas and is set l

e G S R T Y 0 0SSR L e O B R S s e i s s e s s s e

Pleases retun s portion with your payrment. Thank you. No staples, plesse.

o B g e g e e g g T e ] This Bill Is Now Due And Pavable Has your billing contact information changed?
Account Number: Due Date: Total Amount Due: Amount Enclosed: ] ehange my mailing-address
g e s ) s 1023456789-0 Aug 8, 2011 $8,244.85 $ Options for paying your bif [] ehange my telephone-number for billing contact
. [] ehange my-primary emalt
I Agricuttural | ; Omine &t W pde.com
g I 1508.22.576. 414824 1 AT 0,358 ’ i « Automatic Payment Service: Sign up fo authorize aufomatic Account number: 123456789-0
CUStome rs I B gay:‘\::tssser:: from your bank xaccoug; e;ch month. N - Lot
| i i = By mail: Send your payment afong with this payment stub inthe st namg ast name:
] I esponded Py ——— —_ envelope provided.
gmore negativel 1234 CORPORATE PARKWAY BOX 897300 = By Star debit card: Call 1-866.-707-0882 at any time. (Our Address Apt#
g yl p - - independent service provider charges a fee for each transaction.)
ANYTOWN, CA 12345 Sean to enroll in SACRAMENTO, CA 25899-7300 ’
fto the QR code e o + At a PG&E payment center or local office: To find a payient city _ State ZIP code.
' l center or local office near you, please visit WWW.GE. COM oF call .
" ;" =" """ V. Y, v 99901234567890100000XXXXXKO0G0000XIXXLLK 1-B00-743-5000. Please bring a copy of your bill with you. Phone Emait
Regzg!ed Paper
% Pl Consumer Wasie
1 2
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R
LIKES/

EACTIONS TO NEW BILL

ISLIKES - CO

ERCI

%gﬂt%?sngw&%@ntial information, provided pursuant to PUC § 583

{(Fage 3 of 3)

ENERGY STATEMENT

WA pge com /iy Erergy

F A DR VR RS
[ Details of Electricity Charges
i

Service For: 1234 Corporate Parkway
I Service 1D; 9087664321

Jun 17, 2011 to-Jul 18,-2011 (32 billing days)

I Rate Schedule: A105X Medium General Demand-Metered Service — TOU
o R R A DR WEN SN G NS W W NN A A NN W MESY GNI EN W

I Jun 17 2011 -~ Jun 13 2011 I

I Jln 20, 2041 = Jul 18 2011

Customer Charge 3days. @ § 3.94261 % -11.83
Demand Charge” 154.0kW @ $11.05000 § 158.53
Energy Charges

Peak 1,280.0 kWh @ § 0.15833 $ 201.87
Pari Peak 1,140.0 kWh @ $ 0.13602 $ 186.00
Off-Peak 1,835.0 K4h @ -5 0.12838 § 242.57
Taxes. $1.27

Customer Charge 29days. @ -§ 3.84251 § 114.33
Demand Charge®  154.04kW @ -$11.08000 $1,542.17
Energy Charges

Peak 12,470.0 kWh @ $ 0.15633 $1,948.44
Part Peak 11,020.0 kWh- @ $ 0.13692 $1,508.86
Off-Peak 18,705.0 kWh @ § 0.12586 $2.,344 .88
Taxes §  12.24
Total Electricity Charges $8,244.85

“Demand charges aré prorated for the number of days in each rate perod

Daily Electricity Usage This Period: 32 billing days

KWt
1,600.00 ?

1,200.00
80000

40000 1

Account No: 1023456789-0
Statement Date: Jul 20, 2011
Due Date: Aug 8, 2011

Service Information

Meter # P20382
Cuprent Meter Reading 17,835
Prior Meter Reading 17644

Difference 281
Meter Constant 160
Total Usage 46,550 kKWh
Serial &
Rutating Outage Block 50

e e ee a0 o ||

i Electricity Charges Breakdown i
Cenerstion §4,249.87
Transmission § T714.48 I
Distribution $1,736.14

§ PublicPuose Programs  §  683.03 [
Nuclear Decompmissioning $ 480.78 I
DWR-Bond Charge $ 235.12
Ongoing CTC 5 aez.z24 [
Energy Cost Recovery Amount § 219,76 l
Taxes $ 13.81 l

I Total Electricity Charges $8,244.85 l

P —

Messapes

Usage Energy Charges

- Paak’ 44% $2,1581.10
m Pari Peak® 26% $1,664, 95

30% $2.587.43

TPeak. 12:00 pm ~ 500 pm (M~ Fy
Part Peakl 830 am~ 1200 pm,

5:00 pm - 930 pm M- £}
SOff-Peak: 9,30 pro — 8:30.am (M ~ F,
alt day Sat., Sun. and Holidays
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http://www.pge.com/MyEnergy

REACTIONS TO NEW BILL

SUGGESTIONS FOR

ﬁiﬁi@\% “‘ p%@ﬁﬂ@ursuant to PUC § 583 Pl

= No suggestions for improvement stood out
for the new bill, with a plurality of respon-
dents indicating:

« The billwas fine as it is

« There was nothing they would suggest
to make it more appealing.

= Qver half reported there is nothing that they
feel is missing from the bill.

= Although small on an absolute basis, those
who did offer suggestions were somewhat
split between those who recommended
adding information and those who preferred
limiting the bill to essential information.

Q.14 “In your opinion, what could be done to this bill o make it more
appealing overall?”

Q.19 “What, if any, information do you feel is MISSING or YOU
WOULD LIKE TO SEE IN THE BILL that is not there currently?”

* Less than 5%

Mentions of less than 3% of both Residential and Commercial not shown.

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

Suggestions for Improvement
Fine as is/looks good as is

More information/details

More concise/essential information only

Finding information

More clearly explain tier/baseline information “S%;QB . *
Different order of information 4% 5%
Improve graphs 3% 4%
Larger print/font 3% 3%
Make bill less busy/less crowded/cluttered 3%

More clearly explain charges/breakdown

Eliminate/less specific information

Nothing/no suggestions
Don't know/no answer

Missing Information
Usage-related information 8% 7%
Charge-related information 7% 8%
Fine as is 7% 4%
General usage/charges-related information 6% 8%
Like the new bill/design/changes 2% 5%A
None/nothing 54% 52%
Don't know/no answer 11%B = 7%

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.

Q.14/19
T.87/110
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BILL PREFERENCE AND COMPARISONS
BILL PREFERENCE BETWEEN CURRENT.AND NI

iomgju\ﬂded pursuant to PUC § 583 &

= Both groups clearly favored the new bill over the current, with a slightly stronger preference expressed by
Commercial customers.

(A) (B)
Residential Commercial
(n=581) (n=565)

Q.8. “Now that you have seen both PG&E bills, which ONE BILL do you prefer?”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U Qs

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. T.e8
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BILL PREFERENCE AND COMPARISONS
REASONS FOR PREFERENCE

Contains confidential information, provided pursuant to PUC § 583

Pl

= Among those who favored the new bill, their primary reasons were
its:

« User-friendliness (format, ease of read, clear presentation)

« Graphs/charts.
= Of the fewer who
preferred the current

User-Friendliness
Format/layout

Easier to read/scan/find details

bi”, the majority also Layout provides understanding/ciarity

mentioned its user- Graphs/Charts
friendliness, followed | Less/no graphs/charts
by‘ Graph/charts (general)
; Graphs provide understanding/clarity
« A lack of gra phs/ Graphs/charts are clear/quick/easy to read/understand 7%
charts Graphs/charts that show/compare daily usage - 4% - 2%
Graphs/charts that show/compare monthly usage - 5% 4% 4%
° Familiarity with the Graphs/charts that show/compare usage (general) - 10% \ 1% 10%
il Lot of/iGood Information/Details 5% 25% A 3% 28% C
bill. Lot of/more information/more details (general) 2% 10% - 9%
Usage-related 1% 10%A 1% 17% C
Aesthetics 2% % - 9%
Better looking/more aesthetically pleasing/better visual appeal 2% 5% - 8%
Familiar with it/used to it 16%B 28% D
Satisfied with current bill/ldon't need any changes 5% B 10% C
Don't know/no answer 8%B 3%

Q.8. “Why do you prefer this bill over the other?”

* Less than .5%.
Multiple responses allowed. Mentions of less than 3% for both Residential and Commercial not shown.

Base: Total Residential: (n=581),; Banner 1A/B
Total Commercial: (n=565); Banner 1C/D

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.
+» Caution: Small base.

Q.9
T.69
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BILL PREFERENCE AND COMPARISONS
KEY ATTRIBUTES

Contains confidential information, provided pursuant to PUC § 583

= Across Residential and Commercial respondents, over four out of five preferred and gave top scores to the
new bill, significantly more than those who did the same for the current bill.

Overall Preference 11%
Top-3-Box*

Overall Impressions 48%

Overall Visual Appeal 44%
Ease of Read 59%
Finding Most Important 65%
Elements

Understanding Bill Overall  56%

Q.6.1/7.1 “What are your OVERALL IMPRESSIONS of this bill?”
Q.6.2/7.2 “What is your opinion of the OVERALL VISUAL APPEAL of this bill?”
Q.6.3a/7.3a “In your opinion, how easy or difficult is it to READ this bill overall?”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

* Rated 8-10 on 10-point scale: 10="Extremely Favorable"/"Outstanding"/"Extremely Easy"; 1="Not Favorable At All"/"Extremely Poor"/"Extremely Difficult."

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q-6-1/6-2/6-3a/7_.|_1 g78./2£.1363/?
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BILL PREFE CE AND COMPARISONS
BILL COMPARISONS - EASE QF

ngiﬁns Qﬁ%gtial information, provided pursuant to PUC § 583

= Respondents from both Finding Most Important Elements
groups reported greater Finding Specific Elements
ease in finding both the  Total amount due
most important ele-  payment due date
ments and most of the  Account number
specific elements on 400 customer service number
the new bill than they PG&E website address
did on the current bill.

Discounts and rebates (CARE only)
Remaining account balance (BPP only)

Q.6.3b/7.3b “In your opinion, how easy or difficult is it fo FIND THE MOST IMPORTANT INFORMATION on this bill?”
Q.6.4a-g9/7.4a-g “Please rate the ease of FINDING each of the bill elements listed below.”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

* Rated 8-10 on 10-point scale: 10="Extremely Easy"; 1="Extremely Difficult."

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q.6.1/6.2/6.3a/7 1/7.2/7.3a
T.0116_1
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BILL PRE E AND COMPARISONS
BILL COMPARISONS - CLARITY AND EASE OF

UNDERSTANDING BILL Contains confidential information, provided pursuant to PUC § 583 Py

= \When elements were shown in
both the current and new bills,  Understand Bill Overall
respondents found them easier page1

to understand in the new bill. Account summary
Information about CARE discount (CARE only) 76% A
Total amount due (BPP only) 93% N/A N/A N/A
Remaining account balance (BPP only) 83% N/A N/A N/A
Monthly usage comparison graphs (RES and CARE
only) N/A 88% N/A 91%
Important messages N/A 82% N/A 78%
Average daily usage graph N/A N/A N/A 89%
Page 2
Electric industry/important definitions
Information about/options for paying your bill
Q.6.3c. “In your opinion, how easy or difficult is it to Helpful/important phone numbers
UNDERSTAND this bill overall?” Rules and rates
Q.6.5.1-6.5.4/7.5.1-7.5.5 “How CLEAR and EASY TO Page 34 _
UNDERSTAND do you find Gas account detail 4% NA
each of the bill elements listed Electric account detail 63%C 81%C
below?” Service information N/A 80%
Tel} g,
* Rated 8-10 on 10-point scale: 10="Extremely Easy"; gle.ctrlmty c.hgrges breakdown N/A N/ﬁ\ N/A 800/0
1="Extremely Difficult." aily electrlplty/gas usage graph N/A 85% N/A 86%
Average daily usage graph N/A 85% N/A N/A
Tiered usage information N/A 76% N/A N/A
Base: Total Residential: (n=581), Banner 1A Peak usage table N/A N/A N/A 81%
Total Commercial: (n=565); Banner 1U
Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q-6-3C/6-5-1'6-5-4/7-30/?531'1765-?
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FERENCE AND COMPARISONS
ARISONS - EFFECTIVENESS OF BILL IN COMMUNICATING
| HMIE RSB EUTPrEEA G Pvided pursuant to PUC § 583

BILL PRE
BILL CO
USAGE AND PROMPTING TH¢

= Respondents also perceived the new bill to perform better than the current bill on both communicating
monthly usage and prompting thoughts about the amount of energy used each month.

= As mentioned previously, more Residential than Commercial customers considered the current bill more
effective on both these measures.

Communicating Usage
Prompting Thoughts About Usage

Q.6.6/7.6 “In your opinion, how effective is this bill in communicating your monthly energy usage?”
Q6.7/7.7 “How effective is the bill in gelting you to think about the amount of energy you use each month?”

* Rate 8-10 on 10-point scale: 10="Extremely Effective"; 1="Not At All Effective.”

Base: Total Residential: (n=581); Banner 1A
Total Commercial: (n=565); Banner 1U

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.
Q.6.6/6.7/7.6/7.7
T.0116_1
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BILL PREFERENCE AND COMPARISONS
SUMMARY OF SUBGROUP FIN

i%ﬁ@of@ﬂnt@ﬁXr gﬁ@%&@&r&ﬁt&%@

= There were no differences among Residential or Commercial subgroup findings on key measures of the
current bill, with the exception of more Small/Medium Business than Large Business/Agricultural
respondents reporting a greater ease of finding the bill elements they consider most important.

= As shown in the Detailed Findings, more overall Residential than Commercial customers favored the current
bill on:

e Overall preference
« Ease of understanding the bill
« Effectiveness of communicating usage and prompting thoughts about energy usage.

Overall preference

Top-3 Box*

Overall impressions 48% 50% 46% 48% 42% 42% 44% 34%
Overall visual appeal 39% 44% 42% 42% 42% 36%
Ease of read 58% 58% 54% 55% 47% 47%
Ease of finding most important information 60% 65% 58% 60% G  48% 51%
Ease of understanding bill overall 60% 55% 49% 50% 44% 43%
Effectiveness of communicating usage 68% 69% 57% 58% 57% 56%
Effectiveness of prompting thoughts about usage 56% 50% 41% 41% 40% 41%

* Rated 8-10 on 10-point scale (various scales)

Base: Total Residential: (n=581); Banner 1A-D
Total Commercial; (n=565); Banner 2A-D

Letter next to data point means significantly higher than indicated group at the 95% level of confidence: test A/E, B/C/D, F/G/H Q-G-1/6-?|_/61-232'8;§56§é/7£
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BILL PREFERENCE AND COMPARISONS
MMARY OF SUBGROUP FI

RINGS AN LR MEASHRER . MM BLL, &

= There were no differences among Residential or Commercial subgroup findings on key measures of the
new bill, with the exception of slightly fewer CARE customers assigning top ratings on ease of reading.

= As shown in the Detailed Findings, at over nine out of ten, more overall Commercial than Residential
customers favored the new bill.

Overall preference
Top-3 Box*
Overall impressions

Overall visual appeal

Ease of read

Ease of finding most important information 84% 81% 86% §87% 87% 86% 88%
Ease of understanding bill overall 81% 79% 85% %81% 82% 80% 7%
Effectiveness of communicating usage 85% 85% 89% %88% 88% 84% 89%
Effectiveness of prompting thoughts about usage 83% 85% 83% %83% 83% 7% 83%

* Rated 8-10 on 10-point scale (various scales)

Base: Total Residential: (n=581); Banner 1A-D
Total Commercial; (n=565); Banner 2A-D

Letter next to data point means significantly higher than indicated group at the 95% level of confidence: test A/E, B/C/D, F/G/H Q717 217 3a-c/7 6-7.7/8

T.37-41/66-68
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL H!
SMALLER VS. LARGER FONT Contains confidential information, provided pursuant to PUC § 583 Py

Respondents were shown a series of images and asked to indicate a preference. The following pages
detail the results of this exercise.

J Service For: \

Residential Customer}
1234 Main Street  §
§ Extra Address Line §
%, Anytown, CA 00000 §

/ Service For: |
Residential Customer §
1234 Main Street

§ ExtraAddressline §
W, Anytown, CA 00000 §

As illustrated on the following page:

= The majority of Residential customers preferred the larger font (L) in the “Service For” section of the
new bill

= However, they were mixed on whether or not they were willing to reduce font size on other areas of
the page in order to have the larger font in this section.

Q.15.1/15.1a
T.88/89
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL
SMALLER VS. LARGER FONT (congigued

ks confidential information, provided pursuant to PUC § 583 Py

Font Size Preference Sacrifice Font Size in Other Parts of Bill for “Service For’

Q.15.1  “In the ‘Service For' portion of the bill, the font size is larger for one image and somewhat smaller for the other. Which of these two do you prefer?”
Q.15.1a “Would you still prefer the larger font in the ‘Service For' area of the bill if it meant reducing the font size in other parts of the bill?”

Base: Total Residential: (n=581); Banner 1A

Q.15.1/15.1a
T.88/89

BILL REDESIGN ONLINE RESEARCH | RESULTS OF RESEARCH trav ISresea rCh 49

SB GT&S 0849068



SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL
VERTICAL VS. HORIZONTAL USAGE TIERS

information, provided pursuant to PUC § 583
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\s illustrated on the following page:

= Of the three presentations of tiered usage, nearly half of Residential respondents preferred Image B that
shows the information presented horizontally as boxes.

*  Among both those who favored this version (B) and Image T, ease of reading/scanning topped the list
of reasons for their preference, followed by ease of understanding (fop reason among those who
favored Image V).

Q.15.2/15.2a
T.90/91x
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL

VERTICAL VS. HORIZONTAL USAGE TIERS (contignso)

jon,

provided pursuant to PUC § 583

Tiered Usage Information Preference Reasons for Preference”
Base: Total Residential (n=581) Base: Prefer Image Indicated

preference

Easier to read/scan

Easier to understand

User-friendly format/layout 7% 3% 4%
General format 6% 5% -
Simpler/simplified/basic 4% 3% | 3% |
Informative 3% 4% 5%
Don't know/no answer 8% 8% 7%

Q.15.2  “Here are three possible ways to present tiered usage information on Page 3. Which of these do you prefer?”
Q.15.2a “Why do you prefer this version?”

* Mentions of less than 3% (both columns) not shown.
Base: Total Residential: (n=581); Banner 1A

Letter next to data point means significantly higher than indicated group at the 95% level of confidence. Q.15.2/15.2a
T.90/91x
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SPECIFIC FLEMENTS OF NEW RESIDENTIAL BILL

HISTORICAL VS. AVERAGE D. gﬁ%n@@ﬁf@nﬁal information, provided pursuant to PUC § 583

Electricity Usage Monthly Comparison

wWh

Q.15.3

Q.15.3a

&
s
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#

2
@
4

\%’}x\\\\\%

ko2 %%/% Yol

- r
1111111
11111111

21 8 28R

FEL P LES

A b

Graph Preference

“One of these images show historical usage and the other average daily usage. Which of these two do you

prefer?”

“Still thinking about the same images, which do you believe provides more useful information to you?”

Average Dally Usage

KWhiday
40.0 4

a0 i
E 133 132
o { WWhiday  Whidey e

e 1 P

Same Perlod Lagt This
Last Year Period Period

14.%

More Useful Information

Q.15.3b  “Why do you find this information more useful?”
* Mentions of less than 3% (both columns) not shown.

Base: Total Residential: (n=581); Banner 1A
Letter next to data point means significantly higher than indicated group at the 95% level of confidence.

Nearly seven out of ten...

»

»

preferred the graph

showing comparative
monthly usage (H) over average daily usage (D).

found the monthly comparative information more

Regardless of the graph favored, the leading reason
for preference was the comparison of time periods
that the exhibit provides.

Reasons Perceive Graph More Useful*
Base: Prefer Image Indicated

Comparison of time

periods

User-friendliness 19% 19%
More useful for 19% 19%
tracking

Reasons criticizing 12% 12%
other graph

More information 10% 3%
More represen-tative 4% 5%
of usage

Like both images/ 3% 6%
want both

Don't know/no 5%

answer

Q.15.3/15.3a/15.3b
T.94/95/96x
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL

FORCE ROUNDING VS. MORE D

E@@Iﬁns confidential information, provided pursuant to PUC § 583

.

i
Feb 12,2011 ~Feb 28,2011 YouTerUsage | & |
Boseline Allowans i :

e 1 Usrem § 205
g o Basaling )

Tien 7 Uisnoe 5680
CHN S 1 30% of Bassling)

Tior 3 Usane K So.aR0T $10.30
VI3 %200 o Baselion) b

Eratgy Commission Tax e §opor
Loty Ulsars T (15007} L R

As illustrated on the following page:

Feb 12, 2011 - Feb 28, 2011  You T

Baselion Aawpnieg
Ther 1 Usew

{up o Basling)
Tier 2 Uisagn
FHO1%- 1 30% of Baseling)
T 3 Usarm:
V20000 of Baseling)

Enpray Commssion Tax
Lty Users Taw {1 500

& 2030

S o880

$10.30

ooy
5w

= Qver half selected the image with force-rounded figures over that showing numbers with more

decimal places

= Nearly half indicated they still prefer the rounded figures even if they result in a different amount than

that shown in the Total Charges line.

Q.15.4/15.4a
T.98/99
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL
FORCE ROUNDING VS. MORE %@i@nwggr(ﬁggfﬁ%@n%rmation, provided pursuant to PUC § 583

mpact of Slightly Different Amount in
Total Charges Line

mage Preference

Q.15.4  “Some people prefer rounded numbers because it makes the bill less cluttered. Others prefer a more exact accounting with more decimal points even if that
means a more cluttered bill. Which of these two do you prefer?”
Q.15.4a “How much does it matter to you if rounded numbers result in a slightly different amount than the amount shown in the Total Electricity (or Gas) Charges line?”

Base: Total Residential: (n=581); Banner 1A

Q.15.4/15.4a
T.98/99
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SPECIFIC BL

BPP GRAPH VS. NO GRAPH

MENTS OF NEW RESIDENTIAL BILL

Contains confidential information, provided pursuant to PUC § 583

Ayt Aecount Detalls

Ty Lbvges
g
Total Current Aecount Belanice
Veiuar BPP. 00 0 i Bt 0
ehgns Hengbois i yoor,

How BPP Aflects Your Eneray Pavments

§ o Aesoant Balen From You Provious Sletemernd % 59,57 TR Pe—
q ’ e L Staforaaid - o8 iy
Batance Forind

‘aur Account Detalls

Aerourh Belanos Frow Your Proviois Stalament 568,52
1 BPP Payinent(ss Received Since Last Sialemant =$100.00

Your Aveourd Balanon Forwing
Fiowe Eptricily Uhpritg
Mew Gag Slwsgey

Total Current Avcount Balance 448,42

Nour BEE ot dunof $100.00 bs based o yul sveisgl enehgy shanges troughiont Sheyear,

=  Among BPP customers, there was a clear

Image Preference

preference for the image with the graph over

that without the graph.

Q.15.5  “Shown below are two alternative ways of showing account details on
the Balanced Payment Plan (BPP). One includes a graph that shows
how BPP affects your energy payments and the other does not. Which

of these two do you prefer?”

Base: Total BPP: (n=151); Banner 1D

Q.15.5
T.100
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SPECIFIC ELEMENTS OF NEW RESIDENTIAL BILL
IOST/LEAST USEFUL GRAPH|G ELEN

Electricity Usage Monthly Comparison Average Daily Usage (Electicty)
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Your Tier Usage

=  The graphs considered more useful among Daily electricity usage (C)

Residential customers are: Electricity usage monthly comparison (A)

* Monthly usage comparison (A) Tiered electric usage graph (G)

« Daily electricity usage (C).

Average daily usage (D)

= |n contrast, the ones perceived less useful are:

« Average daily usage (D)
« Tiered usage (G).

Q.16  “Which one type of information do you find most useful to see displayed graphically on your PG&E utility bill?”

Base: Total Residential: (n=581); Banner 1A

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.

Q.16
T.101x
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ONTHLY USAGE VS. DAILY %@Aﬁsﬁonﬂdential information, provided pursuant to PUC § 583

SPECIFIC ELEMENTS OF NEW COMMERCIAL BILL

Daily Electricity Usage This Period: 31 billing days

Electricity Usage Monthly Comparison
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\s illustrated on the following page:

Over half of Commercial customers. ..

preferred the monthly usage graph over that showing daily usage.

"

also preferred this graph for the front page of the bill.

"

favored the daily graph (D) than those who preferred the monthly (U) attributed their preference to the

While the top reason for selecting either usage graph was the comparison of time periods, more who
image’s user friendliness and reasons why they dislike the other graph.

58
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SPECIFIC ELEMENTS OF NEW COMMERCIAL BILL
IONTHLY USAGE VS. DAILY %@Aﬁs&oﬁ%@%ﬁﬁ}ormation, provided pursuant to PUC § 583 Py

Image Preference Preference for Page 1 Reasons for Preference for Page 1

Comparison of time
periods
User-friendliness

Reasons criticizing

other graph

Like both images/ 8% 10%
want both

Don’t know/no answer 12% 14%

Q.16.2  “Which of these two alternative [graphs] do you find most helpful?”
Q.16.3  “If you were to choose one of these alternatives to be positioned on Page 1 of the bill, which would you select?”
Q.16.4  “Why would you prefer this graph to appear on Page 17"

Base: Total Commercial: (n=565); Banner 2A

Letter next to data point means significantly higher than indicated group at the 95% level of confidence.

Q.16.2-16 4
T.103/104/105x
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Contains confidential information, provided pursuant to PUC § 583 l’! !%!

Demographics/

Firmographics
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DEMOGRAPHICS/FIRMOGRAPHICS
DEMOGRAPH

ICS Wam 1of 2) Contains confidential information, provided pursuant to PUC § 583 I'! !%’!

Among Residential respondents:

= Most, with the exception of the marital Status
CARE customers, were married/

Married/Living with partner

living with a partner.

Single 20% 15% 15%
= The CARE group also had the Divorced 7% 6% 5%
highest incidence of single-person  Widowed 3% 4% 3%
households. Separated 1%
Household Size
= AcCross groups, no more than about 5 o0
one in three had children in the >"° >
household. Two 3%
Three 16%
Four 16% 15% 18% 16%
_ _ Five 5% 6% 6%
Q.20 “What is your marital status?” - "
Q.21 “Including yourself, how many people in each of the Six or more 4% 8% 2% 3%
following categories currently live in your household? Mean 266 268 256 2 66
Household Composition
Base: Total Residential: (n=581); Banner 1A No children 70% 65% 1% 73%
CARE: (n=151); Banner 1C :
P g Serer Children 30% 35%  29% 27%
All Others: (n=279); Banner 1B 12 years and under 21% 271%D  20% 18%
Letter next to data point means significantly higher than _ o
indicated group at the 95% level of confidence. 13-17 years old 14% 17% 12% 12%
Q.20-23

T.111-118
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DEMOGRAPHICS/FIRMOGRAPHICS
DEMOGRAPH

ICS Wam 2 of 2) Contains confidential information, provided pursuant to PUC § 583

Among Residential respondents:

= A slight majority of respondents in Employment Status
each group were employed, but
CARE customers were less likely
than others to have full-time  Full-time
employment. Part-time

Employed

= With the exception of the CARE Retired
group, respondents were relatively Not Employed
upscale (mean household income
hovering around $90,000). Homemaker

Student

Annual Household Income
$50,000 or less

35%

Q.22 “Which of the following best describes your current

employment status?” 0 o
Q.23 “Which category below best describes your $5O’OOO to 31 OO’OOO 32% 15%
) : on
household’s total annual income before taxes: Over $1 O0,000 15% 1%
No response 18% 10%
Base: Total Residential: (n=581); Banner 1A Mean $72,030 $35,060
CARE: (n=151); Banner 1C
BPP: (n=151); Banner 1D
All Others: (n=279); Banner 1B
Letter next to data point means significantly higher than
indicated group at the 95% level of confidence. . ?1%01?2
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DEMOGRAPHICS/FIRMOGRAPHICS

FIRMOGRAPH

ICS me 1of 2) Contains confidential information, provided pursuant to PUC § 583

Among Commercial respondents:

Q24
Q.25

Q.26

Q27

Most, with the exception of those
representing large commercial/
agricultural companies, were in
senior management.

More than half of the small/
medium size businesses had only
one PG&E account. By contrast,
most of the large
commercial/agricultural companies
had six or more accounts.

“What is your position or job title?”

“Is your office location your company headquarters,
division or branch unit headquarters, or a branch
office, local office or other non-headquarters
facility?”

“How many locations or sites do you oversee in
fotal?”

“How many PG&E service accounts or service
agreements does your company or organization
have in total?”

* Less than .5%.

Base:

Total Commercial: (n=565); Banner 2A
Small/Medium Business: (n=304); Banner 2B
Large Commercial/Agriculture: (n=109); Banner 2C
Small Agriculture: (n=152), Banner 2D

Letter next to data point means significantly higher than
indicated group at the 95% level of confidence.

Position/Job Title

Senior Management

Accounting or Financial

Office Management/Executive Assistant

Facilities/Engineering 4%

Other 2%

Office Location

Company headquarters 82%

Division or branch unit headquarters 3%

Branch/local office or other non- 15%

headquarters facility

Number of L ocations/Sites Oversee

None 1% 2%
One 68% 71% CD
Two to Five 18% 16%
Six to 10 4% 3%
1110 99 3% 3%
100 or more 1% -
Don’t know/no answer 5% 5%
Mean 5 3
Number of PG&E Accounts/Agreements in Total

One 51% 56% CI
Two to Five 31% 30%
Sixto 10 3% 2%
1110 99 6% 5%
100 or more 1% *
Don’t know/no answer 8% 8%
Mean 5 4

. 26%

29% BD

Q.24-31
T.119-126
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DEMOGRAPHICS/FIRMOGRAPHICS
FIRMOGRAPH

ICS me 2 of 2) Contains confidential information, provided pursuant to PUC § 583

Among Commercial respondents:

= The small and medium sized Number of Employees at Current Location

businesses reported an average Fewerthan five 55%
: : Five to 49 35%
PG&E bill of approximately $1 200- 551509 or
$2,200, while the large companies 100t 199 2%
surveyed indicated an average bill of igg to 399 1; 1%
or more o -
more than $10,000. No oo o 55
. Mean 17
= For the large commercial and Average Monthly PG&E Bill
agricultural businesses, energy- Less than $500 54%
lated t ted 20% $500 to $1,499 23%
reigted Cos .S represente o OF $1.500 to $1,999 39,
more of their total monthly costs, on $2,000 or more 13% 10%
Not sure 6% 5%
average.
9 Mean $1.654
Percent of Total Monthly Costs Energy Related
. Less than 5% 33%
Q.28 / (I)—ic;\;il( éza?gy employees do you have at your current 5% to 9% 19%
Q.29 “What is your business' average MONTHLY PG&E 10% or more 31 :/O A
bill, electricity and gas combined?” Not sure 17% 16%
Q.30 “Approximately what percent of your fotal monthly Mean 13%
costs are energy related?” Annual Business Revenue
Q.31  “Whatis your business' annual revenue?” Less than $100,000 19%
$100,000 to less than $1 million 36%
* Less than 5%. $1 million to less than $10 million 13%
Base: Total Commercial: (n=565); Banner 2A $10 ml”l(.m or more 2:/0
Small/Medium Business: (n=304); Banner 2B Not applicable (e.g., government agency) 3%
Large Commercial/Agriculture: (n=109); Banner 2C No answer 27%
Small Agriculture: (n=152); Banner 2D Mean (in millions) $7.50
Letter next to data point means significantly higher than
indicated group at the 95% level of confidence. Q.24-31
T.119-126
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Contains confidential information, provided pursuant to PUC § 583 l’! !%!

Appendix
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APPENDIX

EXPLANATION OF ALGORIT

FSPRAHGREHGHIING FRER IR puc s 562 %!

e following algorithm was used to show resuilts for the highlighting exercises on Pages 30 — 36.

If LIKE > 35% of respondents and difference between LIKE and DISLIKE is... \
70% + then —
50% to 69% then
35% to 49% then - ===mmoma
\ J
™y
If DISLIKE > 5% of respondents and difference between LIKE and DISLIKE is...
0% to 10% then
If DISLIKE > 5% of respondents and difference between LIKE and DISLIKE is...
-01% to -4.9% then = ======
-5% to -10% then
-11% or more then I——
4
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APPENDIX

ONLINE SURVEY —~ RESIDENTI

&iﬁ"tains confidential information, provided pursuant to PUC § 583

Double-click on
image to view
Residential
Online Survey

A\

travisresearch TN oty

PG&E Bill Redesign Research - Residential
E-MAIL INVITATION

PGE Programs {Sample — Quotas Based on Sample Version
-1 Non-CARE/BPP Customers {n =300) -1 Non-CARE {including BPP)
-2 CARE Customers (n =150) -2 CARE

-3 BPPCustomers {n =150)

Area {Sample — Quotas Based on Sample
Areas 1-3 {n = 45% or 270)
Areas 4-5 {n = 25% or 150)
Areas 6-7 {n = 30% or 180)

TO: (Name of Respondent)

FROM: Travis Research on Behalf of Pacific Gas & Electric

SUBJECT: Bill Design Study

Dear PG&E Customer:

Pacific Gas & Electric provides electricity and natural gas to households and businesses throughout

Northem California. The company is in the process of redesigning its monthly bills and is looking for

feedback from its customers.

Please be assured that your individual responses will be kept completely confidential and your feedback will

help PG&E® better design its customer bills. To help ensure confidentiality and allowing for your candid

feedback, the research is being conducted by Travis Research, an independentresearch firm.

Please take part in this important survey by clicking on the link below or pasting it into your browser window.
http:/fravis-surveys.com/(need unique 1D sequence for each segment)

The survey should take no more than 15-20 minutes and your participation is greatly appreciated. To thank

you for completing the survey, you will be entered into a drawing for one of 50 $50 Amazon.com gift cards.

You must answer each question in order to qualify for the survey and for the drawing.

This survey will only be available for a limited time, so please attempt to complete it within three days of
receiving this message.

Thank you for your cooperation!

Should you have any questions regarding sponsorship of this survey, please contact PG&E:
Kevin Sharp
415.973.5651
K250@pge com

{OPT-OUT TEXT + HELP DESK CONTACT HERE)
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APPENDIX

ONLINE SURVEY -~ NON-RESI

wa@ﬁﬂdential information, provided pursuant to PUC § 583

Double-click on
image to view
Non-Residential
Online Survey

travisresearch Tl N oara)

PG&E Bill Redesign Research — Non-Residential
E-MAIL INVITATION

A\

Business Segment (From Sample) (n = 600} NAICS Distribution for Smal-Medium Businesses (From Sample or Q.E05) (n=300}

py E
-4 Small Businesses {7 = 240) -1 Constructi ink & Transportation [23/21/31/32/33/42/48/49]
-5 Medium Businesses (n=60) n=16% or 44-52)
-6 Large Commercial and Industrial Businesses (n =700} 2 F i i 1 dmin {! 1/54/56/92] (n=20% or 56-64)

3 d ita i od Service/Entertainment [61/62/71/72] {n=22% or 62-70}

...Agricuttire Segments... -4 Retall and Other Services [44/49/8 1] (n=37 % or 107-115)
-7 Large Agricuttural Customers (n =50} 6 Unclassified [Al other codes except 00/11/22] (n=5% or 1 1-19) > Alf others to berecoded into
-8 Small Agriculturai Customers (7=7150} quotagroup [-1], [-2], [-3], or [-4] based on response to Q.E05

Area for Commercial Segments ONLY (From Sample) (n =400}

Areas 1-3 {n=50% or 195-205}
Areas 4-5{n=25% or 95-105)
Areas 6-7 {n=25% or 95-105}

T0: (Name of Respondent)

FROM:Travis Research on Behalf of Pacific Gas & Electric

SUBJECT: Bill Design Study

Dear PG&E Customer:

Pacific Gas & Electric provides electricity and natural gas to households and businesses throughout

Northern California. The company is in the process of redesigning its monthly bills and is looking for

feedback from its customers.

Please be assured that your individual responses will be kept completely confidential and your feedback will

help PG&E® better design its customer bills. To help ensure confidentiality and allowing for your candid

feedback, the research is being conducted by Travis Research, an independent research firm.

Please take part in this important survey by clicking on the link below or pasting it into your browser window.
http:/ravis-surveys.com/(need unique |D sequence for each segment)

The survey should take no more than 20-25 minutes and your participation is greatly appreciated. To thank

you for completing the survey, you will receive a check in the amount of $10 (or you can donate the $10 to

one of six pre-selected charities). You must answer each question in order to qualify.

This survey will only be available for a limited time, so please attempt to complete it within three days of
receiving this message.

Thank you for your cooperation!

Should you have any questions regarding sponsorship of this survey, please contact PG&E:
Kevin Sharp
415.973.5651
KZ2S8o@pge com

(OPT-OUT TEXT + HELP DESK CONTACT HERE)
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