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SUBJECT: EXHIBIT 3 — GAS OPERATIONS

QUESTION 1

On page 1-17 of Exhibit 3 (Gas Operations), PG&E describes the Public Awareness
and Emergency Response program and the development of metrics focused on the
effectiveness of messaging. What steps is PG&E taking to ensure that the messaging
is effective in reaching limited English-proficient communities?

a. Ifthey are available, please provide the metrics developed to measure the
effectiveness of messaging.

b. Will these metrics be applied regarding messaging in languages other than English?

ANSWER 1

PG&E provides information through a variety of communication methods in order to
reach limited English-proficient communities including customer communication,
customer service inquiries, partnership with community organizations, direct mail
campaigns, radio ads and other media channels. A summary of some of the outreach
activities developed specifically to communicate safety information to communities with
limited English-proficiency within PG&E’s service territory is provided below:

+ PG&E promotes the availability of non-English language information in customer gas
safety bill inserts and non-customer gas safety mailings using in-language text
presented in Spanish, Mandarin Chinese, Vietnamese and Tagalog. Gas safety bill
inserts are distributed at least two times each year to all PG&E gas and electric
customers. Non-customers receive information by mail annually.

+ PG&E partners with community organizations focused on serving limited English-
proficient communities through our CARE program. Gas safety information is

included in packets provided to partner organizations for distribution through their
outreach network.
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+ (Gas safety information is available in more than 190 languages for all customers and
non-customers who call PG&E’s call center through call center staff and our
language-service partner (Language Line Services). The availability of non-English
information is promoted on PG&E’s website and on customer communication
materials. In 2012, PG&E provided information through our call center and
translation service partner to more than 744,000 non-English speaking callers,
including answers to safety questions.

+ (Gas safety information and employee training materials are provided in Spanish to
companies that perform excavation activities or agricultural activities that involved
excavation.

+ Gas safety messages are provided on PG&E’s website in Spanish and Mandarin
Chinese.

+ PG&E makes phone calls utilizing an auto-generated phone call system to
communicate with impacted customers about construction and maintenance
projects. Phone messages are provided in Spanish.

+ PG&E places ads to increase awareness regarding and the need to call 811 before
digging in areas identified by Gas Operations has having higher incidents of third-
party damage gas pipeline assets. In 2012, the 811 awareness ad campaign
included Spanish-language radio stations. Approximately 19% of the total 811
awareness media buy was directed to Spanish-language radio ads.

« Community open house meetings are staffed by PG&E representatives that speak
languages commonly spoken in local communities. Representatives that speak
Spanish, Mandarin Chinese and Vietnamese regularly attend appropriate face-to-
face meetings in limited English-proficient communities.

a. Metrics for measuring the effectiveness of messaging leverage operational data
regarding excavation damage and use of the 811/One Call System and survey
questions designed to assess comprehension and recall of messaging related to:

+ Awareness that they live or work near a gas pipeline

+ Awareness of hazards associated with an unintended gas pipeline release

+ Damage prevention awareness and need to call 811 before digging

+ Pipeline leak recognition and recommended response procedures

+ How to obtain additional safety information from PG&E including multi-lingual
contact number for non-English language content

+ Pipeline reliability and what PG&E does to keep pipelines safe

+ Recall of general gas safety information

+ Perception of safety and PG&E’s efforts to maintain safe gas pipelines
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Survey questions and operational data are also used to understand behaviors and
behavioral intent related to key gas safety messages including:

+ Behaviors that demonstrate they are ready to appropriately respond to a potential
gas pipeline problem

+ Behaviors that demonstrate that they take appropriate actions to protect gas
pipeline infrastructure from excavation damage

+ Behaviors that demonstrate that they follow safe excavation procedures near
pipelines

+ Behaviors that demonstrate that they know what to do if they damage a pipeline
while digging

Survey data and operational metrics related to assessment of the effectiveness of
public awareness messaging have been included in the CPUC Outreach report
provided for 2012 found at GRC2014-Ph-I_DR_Greenlininginstitute_001-
QO1Atch01. Data is also collected, analyzed and reported as part of PG&E’s formal
public awareness effectiveness evaluation process every four years found at
GRC2014-Ph-I_DR_Greenlininginstitute_001-Q01Atch02.

b. Yes. Metrics are designed to assess awareness and understanding of concepts,
actions and information and will be tracked over time to assess the need to modify
messages or communication methods.

To date, PG&E has conducted surveys in Spanish that assess awareness,

understanding and recall of key gas safety information as well as perception of
safety and PG&E’s efforts to maintain safe gas pipelines in their community.
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2012 CUSTOMER SAFETY & PUBLIC AWARENESS
COMMUNICATION ACTIVITY REPORT

I. INTRODUCTION

In accordance with Ordering Paragraph 1(f) of CPUC Decision 11-07-004, PG&E submits
this report summarizing 2012 activities conducted by PG&E to promote public awareness
regarding the location of PG&E’s pipelines and confidence in the safety of gas transmission
facilities that are located in urban and high consequence areas. This report also describes
PG&E's partnership with community-based organizations for this effort.

In addition to summarizing 2012 activities, this report also cites key metrics the company
monitors to measure the impact of customer safety outreach efforts.

II. CUSTOMER SAFETY COMMUNICATION
Summary of 2012 Activities

PG&E communicates pipeline location and safety information through a variety of methods
throughout the year including bill inserts, e-mails, postcards, brochures, customer letters,
facility signage, mass media advertising, phone calls to customers, press releases,
participation in community meetings and events, graphics on our service vehicles and
content on our web site.

Our safety communication activities include a mix of planned activities and those that were
conducted in response to customer questions or community concerns.

The following is a summary of significant outreach and public awareness safety activities
conducted in 2012:

- Distributed safety-focused bill inserts in two separate monthly bills and e-bill
statements (April and October) each reaching more 4.1 million gas and electric
customers in our service territory.

+ Mailed a gas safety brochure to approximately 4,500 Core Gas customers and more
than 900 residents and businesses located near compressor stations, storage
facilities or gas gathering pipelines operated by PG&E.

+ Mailed 335,695 postcards to non-customer homes and businesses located near PG&E
transmission pipelines to promote awareness of the pipeline location and reinforce
key safety messages including leak recognition, emergency response and damage
prevention.

« Gas safety information distributed throughout the year encouraged recipients to use
the company’s online map to identify the location of PG&E transmission pipelines
near their home or business or to call the Gas Helpline for more information about
gas pipelines and gas safety. In 2012, PG&E recorded more than 24,000 visits to the
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pipeline location page of our web site and more than 10,000 calls to our Gas
Helpline.

Utilized auto-calling technology to notify customers by phone regarding upcoming
pipeline testing or maintenance activities near their home or business. Calls were
conducted in English and Spanish. More than 645,000 calls were made to customers
to ensure timely updates regarding project progress. Seventy-three percent of these
calls were successful in reaching a customer or their voicemail.

Mailed 270,473 customer letters with enclosed pipeline safety brochure before,
during and after gas transmission and distribution pipeline testing, maintenance and
construction projects.

Provided gas safety bill insert to all new gas customers within the first 90 days of
service.

Provided information through our call center and translation service partner to more
than 744,000 non-English speaking callers last year, including answers to safety
questions. PGR&E'’s translations services are offered in 192 different languages.

Worked with schools in PG&E's service area and near transmission lines to educate
children about gas and electric safety and increase school administrator awareness
regarding the location of PG&E pipelines. In 2012, PG&E initiated a combination of
e-mail communications, phone calls and face-to-face meetings with more than 7,000
district and school safety contacts at public and private schools near gas distribution
and transmission pipelines. PG&E’'s safety education materials reached students in
8,243 classrooms at 5,372 different schools and resulted in more than 29,500 visits
to the web site.

Sponsored “Call Before You Dig” public service advertisements on Spanish and
English radio stations from June through September reaching into communities
across PG&E's service territory including: San Francisco, San Mateo, East Bay, North
Bay, Monterey, Salinas, Santa Cruz, Fresno, Visalia, Tulare, Hanford, Stockton,
Modesto, Merced and Sacramento.

Outfitted PG&E service vehicles with “Call Before You Dig” bumper stickers to
reinforce damage prevention messages.

Distributed targeted agricultural excavation safety messaging and pipeline location
awareness information to more than 3,800 individuals and businesses that own or
operate farms or ranches adjacent to PG&E's transmission pipelines.

Posted signage with gas safety messages in all 75 service center locations and
provided gas safety brochures to individuals who visited these centers.

Created and updated safety communication materials including the development of
safety videos for the general public and training materials for excavators working
near underground pipelines. Launched new gas safety information and resources on
the PG&E website.
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Activities Planned for 2013

In 2013, PG&E will continue ongoing safety communication through bill inserts, e-mails,
customer letters, mass media advertising, the web and other customer communication
vehicles. E-mail communication with customers will be expanded in 2013 and community
meetings and open houses will continue to provide an ongoing forum for face-to-face
communication of issues affecting local communities.

PG&E plans to continue direct communication with residents, businesses and schools within
the distribution service territory and near transmission lines, compressor stations, storage
facilities and gathering lines to promote awareness of the location of pipelines and provide
information about pipeline replacement, testing and maintenance activities.

III. COMMUNICATION IN PARTNERSHIP WITH COMMUNITY-BASED
ORGANIZATIONS

Summary of 2012 Activities

Partnerships with community-based organizations expand the reach of PG&E’s efforts to
communicate safety information to residents in our service territory.

For purposes of safety communication partnerships, PG&E defines a community-based
organization as: 1) volunteer-driven Community Emergency Response Teams (CERT) and
Neighborhood Emergency Response Teams (NERT) 2) any 501(c)(3) organization that
promotes safety and/or regularly provides safety information and resources for segments of
the population living in our service area 3) any neighborhood association or homeowners
association that provides safety information to members and 4) organizations identified for
inclusion in CARE program outreach activities. During the public awareness program
annual review process, other organizations will be evaluated on a case-by-case basis for
inclusion in the program.

PG&E conducted the following partnership outreach, research and strategic planning in
2012 both proactively and in response to requests from community-based organizations:

« Participated in emergency preparedness and safety events sponsored by the
American Red Cross in San Francisco, Fresno, Salinas, Bakersfield and Paso Robles.

» Hosted and attended 72 open house and community meetings in 44 cities to discuss
local issues and provide information about pipeline replacement, testing and
maintenance activities. Approximately 600 individuals met with company
representatives at open house meetings in 2012.

« Delivered emergency response training to 666 CERT and NERT members and
volunteers using new training and reference materials specifically developed for this
audience. CERT and NERT participation in our training workshops expanded
distribution of key information to community-based organizations with emergency
response capabilities in addition to professional and volunteer emergency responders
agency contacts.

(Note: In 2012, PG&E hosted and co-hosted 411 First Responder Training
Workshops. A total of 8,320 emergency responders attended workshops, including
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the 666 CERT and NERT members and volunteers mentioned above. In addition, we
mailed emergency response materials to 1,825 individual emergency response
agency contacts in our service territory.)

- Identified contacts for more than 5,900 homeowner’s associations and neighborhood
associations in our service territory to distribute and promote gas safety information
and resources.

- Delivered interactive gas safety display presentations more than 150 times at
community events in 2012.

Activities Planned for 2013

In 2013, PG&E will continue to sponsor emergency response training workshops for CERT
and NERT members and volunteers. In addition, PG&E will continue to utilize open house
and community meetings as a way to meet face-to-face with community leaders and
residents and will seek opportunities to provide gas safety information at strategic
community events.

To increase the distribution of safety information through community-based partnerships in
2013, PG&E plans to:

« Expand gas pipeline safety communication with homeowner’s association and
neighborhood association contacts in our service territory and encourage them to
share and distribute gas safety and pipeline location information to members.

«  Work with local government contacts to expand distribution and availability of gas
pipeline safety information on municipal websites within our service territory and
near our transmission pipelines.

IV. EFFORTS TO MEASURE THE IMPACT OF SAFETY COMMUNICATION

In addition to tracking safety communication activities and their effectiveness, PG&E
periodically conducts surveys and monitors operational data, including damage trends, to
evaluate the impact of safety communication activities.

The graphs below summarize survey results from PG&E’s gas safety customer survey!
conducted in early May 2012, PG&E’s gas pipeline testing communication surveys?
conducted in the second and fourth quarters of 2012 and key operational metrics used to
evaluate the impact of safety communication activities.

1 Telephone sample survey conducted by PG&E in May 2012 with 402 individuals who live in geographic areas where PG&E operates gas pipelines.
The 2012 gas safety customer survey has a margin of error of +/- 5% at the 95% confidence level.

2 Telephone surveys conducted by PG&E in June/July 2011 with 600 individuals who received pipeline testing communication materials; in June/July
2012 with 608 individuals and in November/December 2012 with 610 individuals.

4
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Pipeline & Meter Location Awareness

Most gas customers are aware of the location of their gas meter; however, less
than a fourth of PG&E’s combined gas and electric customers living within the
company'’s gas distribution service territory are aware that they live near
underground natural gas pipelines.

As noted in the graph below, feedback from a 2012 gas safety customer survey indicates

that 92 percent of gas customers who participated in the survey know the location of their
gas meter.

“Is your gas meter located...”

ok Sure

Ingide lporage, buserment, e} :

Dhgtside Nadr Your Property Line

Dusside Wext to Your Home Bu%

Base: Total Hesporsderty (n=304)
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However, survey feedback also indicates that PG&E’s combined gas and electric customers

living within the gas distribution service territory are relatively unaware that underground
gas pipelines are located near their home.

“To the best of your knowledge, is your home
located near an underground natural gas pipeline?”

Mot Sure /9%

Wo

Yoz

Base: Tolal Respondents [n=402)

Awareness of Signs of a Leak & Response Protocols

Feedback from the 2012 gas safety customer survey indicates strong awareness
of odor and hissing/whistling noises as indicators of a possible gas pipeline leak.
On average, respondents identified 4.5 ways to identify a possible leak. Nearly all
respondents (93 percent) would notify PG&E and/or 911 if they suspect a leak.

The graph below outlines awareness regarding various signs of a potential gas pipeline
leak.
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“Which of the following would you consider possible signs of a gas leak?”

Urnpleasant odor {sulfur-like/rotten egg
wdor)

A hissing, whistling or roaring sound
coming fror 8 gas applisnce

A hissing, whistiing or roaring sound
underground Mean number of

ways aware;
Lirt spraying Into the alr 43

Continual bubbling in 3 pond or creek

Dead or dying vegetation In an otherwise
mitist srea

Base: Tota Responderds n=40d)
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The graph below details the actions that respondents say they are likely to take if they
detected a gas leak or damaged pipeline in or around their home.

“What actions, if any, would you take if you detected a gas leak or
damaged pipeline in or around your home?”

Nothing/Don't Know/No Answer 1%
Open windows

Turn off gas

Leave the Area®

Make Calls/Notify Others 93%

Base: Tolw! Hespondunts (nedliz)
*Nearly all of those who would leave the area said they would also
call PGRE and/for 9-1-1 [31% of total respondents).
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Recall Receiving Information

Almost two-thirds of customers say they recall seeing, hearing or reading natural
gas pipeline safety information from PG&E within the previous six months.

As noted in the graph below, feedback from a May 2012 customer safety survey indicates
that 64 percent of customers recall hearing, reading or seeing safety information from a
variety of sources.

¥ Bmve you seen, heard or read anything from PGRE In the
past sy mosihs regarding selurel ges plpeling safely
through any of the following?”

B Tow By Seuanins

W s oyl b elnn
Wi Wgading Setidn ’
PORE Gil an

Tty s 8arplintaribvn
PGRE Yoot Myor

B letser feam PURL

oottt Prssitd Mooy Wi
Eommniey Drgavisathor |

Bt Torn PHBE

Conspmaity Byt
Base Toll inealid)

[
§

e i L i B,
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Excavation Damage to Underground Facilities

Operational data show that PG&E's underground facilities were damaged 1,749 times last
year due to excavation activity. This equates to almost five damage incidents per day and
an average of 4.5 times per 1,000 One Call tickets® in 2012.

Dig-ins per 1,000 One Call Tickets
(PORE Internal duti: Rolling Average of First-Party/ Third-Party dig-ins 1o PORE underground facilities per 1,000 One Cull
Vhekers corvbined Trapsrission and Dintribution)

Ay X X an

S ;
gl s w
k. i

2008 2008 2010 2011 2012

3 Ticket count methodology changed in 2011.
10
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Satisfaction with Pipeline Testing Project Communication & Impact on Perception of Safety

Results from PG&E’s pipeline testing communication effectiveness surveys
indicate that PG&E’'s communication program for gas transmission and
distribution project work is valued by those who receive it and is helping improve
the perception of safety among PG&E customers.

As noted in the graph below, 79 percent of survey respondents in the fourth quarter survey

said they were very or extremely satisfied with the communication they received from
PG&E regarding pipeline testing in their neighborhood.

Overall Satisfaction with PG&E Communication

» Satisfaction with the communication is consistently high. In fact,
satisfaction was significantly higher in 2012 Q4 than it was for either of
the two previous waves.

2011 Q3 2012 Q2 2012 Q4

10 Extremely Satisfed

Pt
9

Top & Box
F

Extrernely Dissatisfied

& irdary 08/ 610
satisfaction withthe communications you recelved §
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As noted in the graph below, 90 percent of survey respondents said that they feel safer
knowing that PG&E has completed gas pipeline testing in their neighborhood.

Impact on Safety and Assurance

» The percentage of customers who said they feel safer as a result of PG&E
gas pipeline testing is at an all-time high, with nine in ten saying they feel
safer as a result, compared to four in five in 2011.

2011 Q3 2012 0Q2

Much safer knowing PGEE completed
gas pipeline testing I my nelghborhood

H5+E

Feel safer &+4
Gl

Sormewhat more safe

Somewhatless safe—

Much less safe knowing PGEE completed
gas pipeline testing in my neighborhood

Don't ko

Base: Total Respondents = 600 f 608 f 610
.19 Woaald vou o foed, ?

CONCLUSION

In 2012 our safety communication activities reached more than 335,000 non-customer
homes and businesses located near our transmission lines, 4.1 million gas and electric
customers an average of two times each, more than 600 attendees at open house and
neighborhood association meetings and many more through our participation in community
events and work with community-based organizations.

Feedback from our customers suggests strong awareness regarding how to identify and
respond to a possible gas leak or damaged pipeline and indicates that our communication
efforts are positively impacting customer perception of safety through increased awareness
of PG&E’s efforts to keep pipelines safe.

We are working to rebuild confidence in the communities we serve through our actions and
through our safety communication outreach and community partnerships. This will
continue to be an area of focus in 2013 and beyond.

12
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APPENDIX - Samples of 2012 Safety Communication Materials

PG&E 2012 Bill Insert

Front/Back Panels:

We maonitor our gas pipeline operations
26 hours a day, 7 days a weel, and we conduct
regular inspections and leak surveys.

To T ot roore aboul DU CornDTE DRNE RS

safely and moniloring program, visit
pipeli '

.
o

4 Bill Insert-Distributed April 2012 and October 2012

13
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PLAL ollers 3 oomprehensie antine map ot
e poe cony poalinelecations You ran viow
any location in our serice area—your home,

place of work or any other areas of interest—

to see which transmission pipelines run nearly.
Alsg, the National Pipeline Mapping System,

wwwe npms phmesa dot gov/ PublicViewa, shows
the location of bgud fuel and natural gas pipelines
across the country, viewable by county,

PG&E regularly inspects all of our pipelines lo
check for possible leaks or other signs of damage.
As an additional safely precaution, we also add

a sulhur-like odor to natural gas. fyou smell

this distinctive "roften egg” odor, move to a safie
location and immediately call 911 and PG&E at
1-B00-743-5000.

But dont rely on your nose alone. Other signs of

a possible gas leak can include dirt spraying into
the air, continual bubbling in 3 pond or creek and
dead or dying vegelation in an otherwise moist
area.And always pay attention to bissing
or ruaring sounds coming from underground.

Hyou suspect a gas leak, leave the area
immediately and move toa safe location, Then
call 911 to notify tocal police and fire and contact
PG&E at 1-800-743-5000. Warn others nearby
to siay away from the area. Until you are a sale
distance away, do not light 2 match or operate
any device thal might create a spark, including
electric switches, doorbells, radios, lelevisions
and garage door openers.

Uamage from excavation is 3 common cause of
pipeline accidents. That's why you must abways call
877 at least two working days belore you dig—even
inyour own yard. Underground Service Alert [USA]
is a free service that will notily underground utility
operators in the area of your planned work. PGAE
will then locate and mark our underground gas

and plocto Bolibes,

Always be aware of pipeline markers
that indicate the need for extra care
around a high-volume transmission
line. These markers specily the
approomgbe locelion, byl not all
pipelines follow 3 straight path
between markers. i you oryour
contractoracodently digs into 3 gas
pipeline, do not attempt to stop the
Hlowing gas orextinguish any fire.

14
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SAMPLES OF COMMUNICATION MATERIALS

PG&E 2012 Transmission Right-of-Way Mailing

Postcard (Front):

15
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Postcard (Back):

There's safety in knowledge. Know where pipelines are located near your home or business
and how to recognize and respond to a leak. If you smell 3 “rotten egg” odor, move to a
safe location and immediately call 911 and PG&E at 1-B00-743-5000. Dther signs of a leak
include: hissing, whistling or roaring sounds near the pipeline; dirt spraying into the air;

You can help prevent a natural gas fire. H you suspect a pipeline leak, warn others to stay
away from the ares. Do not lght a match or operate any mechanical or electronic device
that might create a spark.

Damage from excavation activities is a common
cause of pipeline accidents. Always call 811 at least
twio working days before starting any project that
involves digging -~ even in your own vard. Calling 811
connects you to Underground Service Alert [USAL a
free service that coordinates with local utilities to
mark the location of underground lines including
pipelines.

Delivering natural gas safely to customers and
across the state is PGAE's highest responsibility. We
monitor our gas plpeline operations 24 hours a day,
every day. We conduct regular inspections and
surveys. To find out more about our safety and moni-
toring program, visit www. pge.com/piptinesafety.

"POLE" refers to Pacific Bas and Electric Company, & subsidiary of POAE Corporation. B2 Pacific Gas and
Electric Compary. AL right reserved. 1110

continual bubbling in a pond or creek; and dead or dying vegetation in an otherwise moist area.

16
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Farmer Excavation Safety Postcard

Postcard (Font):

17
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Postcard (Back):

Your address indicates that you own property or operate a farm or ranch near a PBAE natural gas
transmission pipeling, Always call B11 to have lines marked at least two working days before
conducting the following activities:
Plowing

Titling

Terracing

Scraping

Chizel plowing

Subsoeiling

Drain tile installation or repair
Fence installation or repair
Shaping of waterways

Use of backhoes or bulldozers

& & ® % ® ¥ € » & @

PG&E will mark the location of our pipeline using temporary Hlag markers and paint. Dig with care
uging appropriate tools and techniques. A PB&E representative may request to monitor excavation
activity close to the pipeline and can help you determine the most appropriate excavation method.

if you dent, scrape or hit a PGAE pipeline while digging, immediately notify us at 1-800-743-5000
from & safe place and call 911 i you suspect a pipeline leak.

"PBAE" refers to Pacific Gas and Electric Company, a subsidiary of PGRE Corpuration. ©2012 Pacific Gas and
Electric Company. All right reserved. 1112
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Gas Safety Brochure for Residents Near Compressor Stations & Storage Facilities

Brochure (Front):

19
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Brochure (Inside):
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Gas Gathering Safety Brochure

Brochure (Front):
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Brochure (Inside):
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Gas transmission and distribution project communication samples:

Letter (front)

Pacific Gas and

A Elevtrle Company
Jarwary 25, 2013 Natural gas pipeiine
work is starting soon
in your neighborhood

OF CURRENT DOCUPENT
000 & WITH ST
GAN JOSE CA SBTIE243T

Diear Valued Cuglomer:

Facific Gas and Becic Comparsy (PEEE will be in wour nel test
o onr potoral ges pipeling. ngmgnmﬂwwwamwmmmrmmemwm m@mmvmmm
pipeiines that deliver gae across the region. We will be testing along “‘”my Foad mmem Fernitard Couet sng

% King Foad in San Jose, Wik il begi i mid viary i last vl s, ar
factors afscting sefe working condifions could dhange the schedule.
Asterd ar open s

T team more aboud this profect and PEAE's safety programs, shop by aovline dudng our oper houss:
Wednesday, February 67, 4:30 pm. 1o 830 pm.

Bridpes . T702 Micksughiin Avenue, Sen Jose
Wbt to sxpect
Thite Best invobves excavatiog arourd parts of the il Filiog the e with water, ard
incressing the pressure: o & lewet that i ruch higher than the b s Nk i with
mfmﬂaﬁ gae. The test will confirn the pipeling’s sale arwd revent h . i e
ek et . iwill be i o it rea pipes. Bumgﬂmtesi Y

will ses PGAE and cordracior trocks, mmz tarks, and maw a&qumﬁm Ve gan serdos will corfinue without

m&mwm iy st cases, i that a PGRE wilt contact you.

& fimes, you may omel gos and heor & bod, sleady nolse a8 we vent natural gos from e pipeline using safe
atwek common technigues. &fthough this s normal when crems are working, we snoourage anyons who has
conterns abot e sl of gas o call us 24 hows o doay ot 4-BO0-T43-5000.

Fratfic mpacts

e ek wili D fare and s ) alorg sections of Story Foed, west of Highway 101 during
conetruction. POEE wil deady mark ol work, reas, and traffic Teggers will help bo direct rafle. Flease plan for
miror d&%&ﬂ» witery deivivg through s ares.

To ize ot i durivyg peak inirs, crews Wil work in e evecdng and sarty moring
hiours. Wod will begin et 8:00 g and el ot 5 O . e folloadng day.
We sppreciabe wour pod ani This ietter does mot reaudre any aclion or your part.
Sincerely,

e

TJeFe. Patl
Ehies el
Expoutive
Erergy Soktioes s Bervice
HYOPRE-T-226.4%

Condant s

« Faor questives shout 1hs project, ooniac your oot POLE mpresentative Derise York a2 (408) 282-7284
« B yovore ipdorcnstion vy plpetine safely peogrars, ool our Bas Systers Help Use of +-8088-743-7451
« T laaurrr oot POGEE"s niatural gas syster, sk waw pge comiges
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Letter (back)
mfhrmese soercs det i e ¥ i b s de gas de s vecindario
vaﬁmmaew’“ : PEEE) o6 ealfuerze por e 8 3 i e aus o iy b
ey i de imion de atursl. La ian de presidn hidrostitica e une téonica

comprobeds que svaliia s Resistencia de las tuberiss, verfics seguridad a presiones operatives & ienifice
wusiguier punto 08kl que pueda exdslr en las mismas.

ﬁtmesﬂaw%mmmm
i [ i presin fica, POAE rellena la taberis con agua y sumenta ia
it 5 ek b Mmmmmmﬁegmmmafnpmmmmg wmwmﬁe

s e mantiene v monilores por varkss hores, umaﬂemmiammmadehnmmmvmeé
B, BR BELG Y BE DO Br seninio ruevarnenis. S&%mﬁmmwmc&mzdemamwﬂammaaiawem
Wmﬁ&mm&q@iﬁmmﬂu@wmmmwmw e PED y e
tubseris serd eveluada nosvaments.

Cue puede oourdr

b L i sentir clor 2 ges v ol un nddo fuerte v constante mientras of gas ge

e Ja idien, Eabe en noral en este ipo de proyecios, pero puede lamamos wl

1m74mmﬁmmwpwmmaamwm Eﬂmnmwmﬁemm B BERACIo e
mmmmmmMmmmW&famﬂm@m%mﬁwwmmw&mv@zﬂm
&e%&&ymmmﬂe i 1 frfifice i fuers Cuamdo
hups [ it
¥ propietarios pars restaursy e Sres,

Pars syuds &n espahol por Tevor leme o 1-800.880.6789.

ERBERETHEGECLEEES

Pacitic Gus and Blectric Company IPOLEI OB RRER LU LN REBEIKOES. BREE MY
[Hydrostatic Pressure Testing) B BB AR RS E | ARbeRED R BN ENELED B
EmBaReEHEaTREL.

wBnanHTE

ERTEUEETME  PoLERRBEEY  RESTREIBRUETERERARNEIERMS HEE
- RBABRHEERABREE Y EUEHEE. ¥ROOE-ERARE  ERRRRERFHAs

 BRERBLVEEEMANRESH. UREEREEMUMTTENED  DIRRENE. nURR

EERERTHRTERY AR EHERE TR,

R

BEOGERANSEROAGSEE - HREEAHNE. BEAGRTENNTRNE. BEEANABEEY

EEES LOEM  BTRELA00-743 5000 R PIRE. EXSRNETENENRETREUEE. B
BRETHRMSUPC FENAARNIRBERNSENE Y  SROSANRENE. THRBANTY

BECRSNR RS TRASEBTRRR.
W TR/ RS, W 1-600-893.9558,

Kung bl i ap 95 e v T 3 o 1-BB0-T43.7434.

& duge gip 6 bling ting Vigt, xin ool 1-800-208-8438.
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Enclosure with letters:

Brochure (cover)

GRC2014-Ph-[_DR_Greenlininginstitute_001-Q01Atch01

o

vy

PGEE {s bullding » safer,
stronger netural gas system
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Brochure (inside pages):

Pacific Gas and Electric Company IPGLE]
hag @ robiust programcto improve the safiely

ol our natursd gas sestem, which serves

e than four million customirs In Northern
sl Central California, These efforis foous on
high-pressurg, lrge-diameter transmission
pipelines detheering gam across our senvics area.
Hira's wilvat wee e dioing:

inspecting and

misdernizing pipelines

We're testing, studying and upgrading
our gas system to ensure thal plpelines
risar you are operating safely,

Wydtustabic prossars tusting

We Bl the plpeline with water and irerpase

thie prassure bo a level that is much bigher than
the pipeline & n L operating pressure with
natiral gas. These festsverify the pipeling's
strangth srd safe operating pressure,

W install pipeti e with new
and take the oider pipstines i of service,

We use vooks with sdvanced carneras ard
pensors inside our pipelings 1o inspect the
welding and pipeline thickness and identily
sigreof corrosion or othe ki .

Pigsting relrolits

When internal inspection tobls can't get
thrisugh 3 pipetine for some reason, we retrafit
the Tines to te thess device
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Modernizirg pipeline valves

We're upgrading and installing
valves to allow faster response during
gas ernergencies.

Falen anstoromtion

[ acted ions, we arg autorrat

q prpel
walwes s they can be operated rernotely frorm our
H-bour ges cortrol certer. Sorne of thesevalves
will alwo close sutarnatically I a significard chenge
i plpaling pressure s detected.

Irnproving record keeping
Wie're overhauling our pipeline records

system, making sure that all records are
traceable, verifiable and complets.

Ginyy wheeleoric

Wi are collecting, stanring, and i iy dincurnant:
frarn dozens of PGEE field offices, ard transitioning
away rorn paper-besed record keeping toward o
roodern electronic data management systarn,

Taking immediate

safely steps

We've already taken action to improve
the safety of cur systern while our
long-teren projects are being planned
wr under construction.

We: routirwely survey our entire retwork of gas
pipalines for leaks. Wa will suon incresse the
Frequency of those surveys, and we have added
e techrology to irnprove their effectivensss.

In melected arens, we have lermporerily
redurerd the pressure of gas Sowing throug
our pipelines as an added safety resasure,
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resinre Bee v lamdnon
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Gas salely

Plunalwad, st s
Call 871 betorn you dig:
i

Eemin geri
LB 5

Sonpar b SO LSRN et s,
i Follow indy sipns my indicate 3 gas teak:

-
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Web-based Map:

L 5 s 2 W 0
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Additional fact sheets available for customers at open houses:

In-Line-Inspection:

Inspecting Inside Plpeling

i,
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e e
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Pipeline retrofitting:

for Pi th %Vmgmc;%ém ns

g

it Yo e # i G S G,
@‘@M}E" : i

b e )

ok i “aonae g

it plg
Gt 3 e
v .
Tt e vasie S v T Sowe R R B R U,
B s ot
e itk i

ki
iswrisgdiots DRSSO, 5 FEBE R e,
[

b ok g e 5 i Ry
sk e R L RS, VA A T
glon pasimivaiiy Suting s Rt Teisi el
ot s sl i D

Y R

Valve automation:
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Hydrostatic pressure testing:
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Pipeline Safety in Your Community

GRC2014-Ph-[_DR_Greenlininginstitute_001-Q01Atch01

Hydrostatic Pressure Testing
Yeritying the safe pipeline
operating pressure and identifying
any areas for repair

Thank you for your patience while we
work as quickly and safely as possible.

= T Learn about vur natiursl gas systern, visit
www.pge.com/gas

 fgr ation on e and pipeling safety
programs, call our Gas Systern Help Line at
1-888-743-7431

« For general questions, call our Customer Servics
Line at 1-800-743-5000 at any time

S

|
|
|
|
|
|
|
|
|
|
|
i
|

T-48-12
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-15

PG&E File Name: GRC2014-Ph-I_DR_Greenlininglinstitute_001-Q15 (c,d,e)

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001

Date Sent: February 19, 2013 Requesting Party: Greenlining Institute
Jess Brown/Steve Requester: Enrique Gallardo

PG&E Witness: Phillips

SUBJECT: EXHIBIT 5 — CUSTOMER CARE

QUESTION 15

On page 1-10 of Exhibit 5 (Customer Care), PG&E states that it seeks to “engage [its]
customers in discussions regarding the gas and electric safety and reliability work going
on in their communities so that they have a clear understanding of the safety measures
[PG&E is] taking, the necessity of the work, and the potential impact on their
neighborhood.” To accomplish this, the Customer Care testimony states it is
“‘committed to expanding [its] communications and involvement in this area.” Please
explain how PG&E intends to expand communications in this area.

a. How does PG&E plan to expand communications in the area of electrical safety and
reliability? Will surveys be conducted?

b. Which customers, if any, will PG&E ask to participate in the assessment?

c. Will any of the public safety outreach and education initiatives led by the Safety
Committee, mentioned on page 1-10, be tailored for limited English-proficient
customers? If so, please explain how.

d. What steps will PG&E take to ensure limited English-proficient customers are
engaged in providing input into PG&E’s Key Safety Initiatives?

e. Will any of the Key Safety Initiatives led by the Safety Committee, mentioned on
page 1-10, be tailored for small and medium business customers? If so, please
explain how the Safety Committee will tailor the Key Safety Initiatives program for
small and medium business customers.

ANSWER 15

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q15 (c,d,e) Page 1
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c. PG&E aims to make a reasonable effort to provide safety information in the
customer’s primary language, with a focus on English, Spanish and Chinese
speakers, and with knowledge of the targeted audience. For example, if PG&E
knows that a particular geographical area has a large Spanish-speaking population,
PG&E makes a reasonable effort to ensure materials are available in-language. The
team distributing the information decides exactly which pieces must be translated, as
they can best determine the specific needs of their audience. Across PG &E’s
service area, PG&E provides a dedicated Spanish-language hotline which received
more than 500,000 calls in 2012, as well as an on-demand translation service that
allows PG&E to provide in-language phone service in more than 100 languages.
PG&E also has safety information available online in both Spanish and Chinese.

Selected examples of in-language safety outreach for 2013:

i. Pipeline Safety Enhancement Plan customer materials: customer letters and
fact sheets about projects such as hydrostatic pressure testing, valve
replacement, in-line inspections and pipeline replacement all include Spanish
and Chinese translations. In areas where PG&E is hosting an open house
regarding the work and there is a large population of non-English speakers,
PG&E will make a reasonable effort to have a PG&E staff member who can
speak the preferred language.

ii.  Electric Safety and Reliability improvements: customer letters and fact sheets
about projects such as TGRAM (Transfer Ground Rocker Arm Main) all
include Spanish and Chinese translations.

iii. 811 Radio Advertisements: In 2012, PG&E ran radio advertisements in
Spanish and English describing Call 811 Before You Dig. PG&E plans to re-
use these ads in both Spanish and English in 2013.

iv.  Contractor and Agricultural Worker safety information: PG&E makes safety
information for contractors and agricultural works available in English and
Spanish. Free materials are available upon request at www.pge.com/safety.
In addition, if a contractor digs in to a PG&E pipeline or causes damage to an
electrical facility, PG&E provides a booklet of safety information in English,
Spanish and Chinese.

v. PG&E has committed to offering customers the choice to receive paper
energy statements in English, Spanish or Chinese in 2013. The energy
statements typically include a “bill message” often a safety tip, such as 811
information, that is printed directly onto the energy statement.

d. PG&E makes a reasonable effort to engage and gather feedback from all customers,
including both English and non-English speakers. However, selected surveys on
particular outreach plans do include outreach specifically to Spanish and Chinese

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q15 (c,d,e) Page 2
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http://www.pge.com/safetv

speakers. PG&E also works closely with its community based organizations through
the CARE program to gather input and ensure communications are effective.

e. The Key Safety Initiatives outlined on page 1-10 represent a summary of safety
initiatives within Customer Care, one component of which is the Customer Care
Safety Committee (Safety Committee). The other activities, outlined on p. 1-10 lines
33-34 through p. 7-11 lines 1-7, are examples of safety initiatives that support
Customer Care’s goal of promoting safety for customers and employees. These
examples are executed by other lines of businesses within Customer Care, not by
the Safety Committee.

To support Customer Care’s goal to promote safety for customers, the Customer
Energy Solutions (CES) organization has plans to expand in the area of electric and
gas safety reliability (see response to part “a”). Below is a summary of the electric
and gas safety and reliability activities discussed in the CES Chapter Exhibit (PG&E-
5) Chapter 7 (see Table 7-4, see testimony p. 7-27).

Work Category Description

Local Events Event coordination, event collateral, event promotion
and display materials to support locally focused
events at schools, fairs, community events etc.

Locally Targeted Locally targeted media and outreach focused on
Media seasonal, weather related or other safety and
reliability issues - Examples include: What to do in the
event of downed lines in areas with heavy vegetation.
Digging safely in agricultural areas (multi-lingual).

Locally Targeted Targeted and integrated customer education and
QOutreach outreach (direct mail, leave-behinds, door hangers,
etc.) to inform customers about how to safely handle
electricity and gas, avoid hazards and deal with
dangerous situations.

Printed collateral Support materials and online content - includes multi-
and online lingual and materials formatted for visual and hearing
communications accessibility.

Labor Labor costs associated to manage production of

collateral and execution of safety and reliability
campaigns and events.

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q15 (c,d,e) Page 3
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This work is intended to increase general understanding of how to handle potentially
hazardous situations involving electricity and gas. PG&E plans to focus electric and
gas safety and reliability outreach efforts in schools, community events, and other
customer interactions in field. PG&E will also tailor events, collateral and other
outreach for Large Commercial and Industrial (LC&l) and Ag Customers, Small and
Medium Business (SMB) customers, and the local community based on customer
needs. For example, PG&E has developed a fact sheet specifically for SMB
customers, to communicate some of PG&E’s efforts to upgrade its electric and gas
systems to improve safety and reliability for customers.

PG&E will continue to tailor messaging for SMB customers (e.g. “call before you dig”
messaging specifically for contractors, landscapers, etc.). PG&E will also develop
printed collateral and online communications in multiple languages and formats (e.g.
low vision customers), which will allow customers to self-select and adjust language
preferences and size of text.

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q15 (c,d,e) Page 4
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-03

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_001-Q03

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 15, 2013 Requesting Party: Greenlining Institute
PG&E Witnhess: Rich Yamaguchi Requester: Enrique Gallardo

SUBJECT: EXHIBIT 3 — GAS OPERATIONS

QUESTION 3

On page 1-27 of Exhibit 3 (Gas Operations), PG&E describes hiring an additional
120 gas service representatives through 2014. How will PG&E ensure that these gas
service representatives will communicate effectively with limited English-proficient
customers?

a. Wil these representatives receive training in cultural competence?
b. Will the company actively seek to hire locally within the community being served?

c. Please describe how PG&E will ensure that the new hires reflect the diversity of the
community/ies the new hires will serve.

ANSWER 3

a. New GSRs receive training on effectively communicating with customers. When
working with non-English speaking customers, GSRs contact PG&E'’s Customer
Call Center language hotline for assistance. Alternatively the GSR can contact
another GSR if he/she knows that the GSR can speak the language that is needed
at that time. Cultural competency is not part of the curriculum at this time.

b. Yes, PG&E hires locally within the communities it serves. Local area management
is involved in selecting local applicants where the GSR positions are open. For
most yards, GSRs are required to live within a 30 minute drive from the yards they
work out of.

c. As stated in the response to part (b) above, PG&E hires locally within the
community it serves. Our recruiting team seeks to source a diverse pool of
applicants and ensures that hiring managers follow a consistent selection process
which together should result in hires that are reflective of the relevant labor market.
For additional information see Exhibit (PG&E-8), Chapter 2, “Workforce Diversity
and Inclusion Policy.”

GRC2014-Ph-I_DR_GreenliningInstitute_001-Q03 Page 1
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-05

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_001-Q05

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 19, 2013 Requesting Party: Greenlining Institute
PG&E Witnhess: Barry Anderson Requester: Enrique Gallardo

SUBJECT: EXHIBIT 4 — DISTRIBUTION

QUESTION 5

On page 1-9 of Exhibit 4 (Electric Distribution), PG&E describes providing Enhanced
Customer Communications to keep customers informed about outage information and
estimated restoration times. What modes of communication (online, phone calls, text
messages, etc.) will be used to communicate to customers?

a. In which languages will messages be sent?

ANSWER 5

PG&E provides phone calls, text messages and, once PG&E has implemented a
preference tracking system, emails to notify customers about outage status.

Additionally, PG&E already offers an outage map, with estimated restoration times as
available, on PG&E’s website.

a. Atthis time, outage notifications are only planned in English.

GRC2014-Ph-I_DR_GreenliningInstitute_001-Q05 Page 1
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-06

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_001-Q06

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 19, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Kevin Dasso Requester: Enrique Gallardo

SUBJECT: EXHIBIT 4 — DISTRIBUTION

QUESTION 6

On page 2-40 of Exhibit 4 (Electric Distribution), PG&E describes its Customer
Connections Online initiative. PG&E describes several means of communicating with
customers, including automated outbound calls, emails, SMS text messages, etc. In
which languages will communication be possible for each mode of communication?

ANSWER 6

The communications will initially be in English until the application is stable and PG&E is
confident it is meeting customer needs. PG&E will consider expanding to additional
languages in the future.

GRC2014-Ph-I_DR_GreenliningInstitute_001-Q06 Page 1
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-04

PG&E File Name: GRC2014-Ph-I_DR_GreenliningInstitute_001-Q04

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 21, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Susie Martinez Requester: Enrique Gallardo

SUBJECT: EXHIBIT 4 — DISTRIBUTION

QUESTION 4

On page 1-6 of Exhibit 4 (Electric Distribution), PG&E describes a public education
campaign concerning electric safety and what to do when a wire is down. If they are
available, please provide any metrics developed to measure the effectiveness of
messaging.

a. Will these metrics be applied regarding messaging in languages other than English?

b. What procedures is PG&E taking to ensure that the public education is effective for
limited English-proficient communities?

ANSWER 4

in 2012, there were two metrics used to measure the effectiveness of the
campaign: Brand Favorability and Trust. The Brand Favorability metrics are available
in attachment GRC2014-Ph-I_DR_Greenlininglnstitute_001-04Atch01.

a. In 2012, the metrics drew on respondents from English speakers only, rather than
any specified ethnic/cultural group. For 2013, PG&E will instruct our third party
vendor to segment populations (general and ethnic) for effectiveness metrics.

b. PG&E communicates Safety “Wires Down” messages through various channels:
ethnic print, out-of-home, digital banners, radio, video and internet, in multiple
languages, to include: Spanish, Cantonese/Mandarin, Tagalog, and Hmong. As
discussed in response to subpart “a” of this question, the Company will measure the
effectiveness of our outreach through our third party vendor.

GRC2014-Ph-I_DR_GreenliningInstitute_001-Q04 Page 1
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Critical Work Metric — Brand Favorability

Month: November 2012
Metric:  Brand Favorability
Description:

* A survey that measures overall opinion of the
PG&E brand throughout the service territory
* Survey responder target is 2,500 per month

Performance
Results:

Explanation:

*  Methodology changed in October to broaden

PG&E service territory.
* Progress based on Customer Satisfaction and
Brand Advertising Campaign.

sample size and enhance polling parameters across

Source: Ad Awareness and Impact Study, Targetbase telephone survey, October 2012.
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October: Methodology
changed to better reflect
PG&E customer
demographics in sample
population.

2012 YTD Brand Favorability

52%  52%

37%
34%  34% 334 34% 34%

31%

32% 32%
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Actions:

For December, run print ads throughout
the service territory and bus wraps in
Sacramento

12/31/2012 -

Coordinate with business units on 2013
brand campaign strategy

1/31/2013 -
3/31/2013 -
5/31/2013 -

Establish agency of record for 2013

Launch next phase of brand campaign,
focusing on back to basics strategy

Not Started

On schedule
On schedule with some concerns

. At risk requiring leadership support

Complete
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: | Greenlininginstitute_002-02

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_002-Q02(f)

Request Date: April 26, 2013 Requester DR No.: | Greenlining-002
Date Sent: May 9, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Jess Brown Requester: Enrique Gallardo

SuBJECT: SMB SERVICE IMPROVEMENT

QUESTION 2

On page 1-2 of Exhibit 5 (Customer Care), PG&E explains that it is “increasing and
improving the energy services available to [its] small and medium business customers.”

f. How many accounts does each ES&S account manager handle at a time?

ANSWER 2

f. Energy Solutions & Service (ES&S) has two groups of account managers, one
assigned to large commercial & industrial and agricultural (LC&l and Ag) customers and
the other assigned to small and medium business (SMB) customers. Account managers
working with LC&l and Ag customers have designated customer account assignments.
Account managers working with SMB customers are intended to provide customer
service to the overall SMB population and do not have specific customer account
assignments.

On average, in 2012, LC&l and Ag account managers managed approximately 59
customer accounts each (total number of LC&l and Ag customers with an assigned
account manager in 2012 divided by the total number of LC&l and Ag account
managers in 2012). On average, in 2012, SMB customer account managers were
assigned to manage approximately 4,069 customer accounts each (total number of
SMB customers in 2012 divided by the total number of SMB account managers in
2012).

Note: The total number of SMB customers is based on Person ID. The number of
customer accounts managed by SMB account managers is also based on Person ID.

GRC2014-Ph-I_DR_GreenliningInstitute_002-Q02(f) Page 1
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PG&E Data Request No.: Greenlininglnstitute_001-16

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_001-Q16

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 13, 2013 Requesting Party: Greenlining Institute
PG&E Witnhess: Jess Brown Requester: Enrique Gallardo

SUBJECT: EXHIBIT 5 — CUSTOMER CARE

QUESTION 16

On page 1-13 of Exhibit 5 (Customer Care), PG&E indicates that “the basic service
PG&E will provide to customers in 2014 will require an increase of approximately

145 full-time employees compared to 2011” which PG&E says “will improve business
customer satisfaction with a return to higher staffing levels to provide basic customer
service for small and medium business customers.” Please explain how this change will
improve customer satisfaction among small and medium business customers.

a. How did PG&E determine that an increase of approximately 145 full-time
employees would improve customer satisfaction?

b. Will these new employees solely focus on improving customer satisfaction for small
and medium business customers? Will new employees assist residential customers
as well?

c. Wil any of these new employees be bilingual? If so, what languages will they
speak? How many new employees will be bilingual? Does PG&E provide a pay
differential for bilingual employees?

d. What process does PG&E plan to use to determine how to meet the needs of
limited English-proficient business customers? What criteria will PG&E use to
determine how many bilingual speakers to hire? What criteria will PG&E use to
determine which languages will be needed? What data will PG&E used to
determine this need?

e. Will PG&E assess customer satisfaction once the new employees are hired? How
will PG&E assess customer satisfaction?
ANSWER 16

a. In 2007, PG&E was able to provide a higher level of service and address basic
customer service needs by having a staff of approximately 176 full-time
employees. By 2011, there were 64 equivalent employees providing basic
customer service to customers.
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Given the complex environment of time-varying rates, energy tools and
resources that are available to customers, PG&E recognizes the growing need to
‘get back to back to basics’ and provide customers with basic customer services,
including, but not limited to; addressing billing issues, new service requests,
planned gas or electric shutdowns, providing outage and reliability
communications; helping customers understand rate options; providing a higher
level of direct support so customers can better manager their energy costs; and
resolving other utility issues as a result of these increased interactions. PG&E
believes that providing these basic customer services and meeting these basic
customer needs will improve business customer satisfaction.

PG&E is proposing an increase of 145.8 full-time employees, moving PG&E to a
staffing level comparable to 2007, to increase time spent with assigned Large
Commercial & Industrial (LC&l) and Ag customers and provide service to 30% of
the Small and Medium (SMB) population compared to approximately 3% of the
SMB population in 2011. The increase of 145.8 full-time employees was
determined based on several assumptions and calculations provided on WP 7-
23, lines 1-3. PG&E has also provided a break-down in the table below.

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q16 Page 2
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Cost Assumptions: Assumes 1920hrs = 1 full-time position; labor rate of $150,000/position (see WP 7-69); labor escalation rate of 2.75% (see Exhibit (PG&E-

10), Chapter 3). Reference: WP 7-20

Line Customer Account Services Assumptions Calculations Full-time Reference
Resource Requirements Positions
(FTEs)
Large Customers An estimated increase of approx. Based on 2011 hours 93,950 hours x 25% = 122 WP 7-69 line
23,490 hours will be required in order to | spent providing customer 23,490 hours 7
increase time spent providing customer | service fo Large
service to LC&l and Large Ag Customers (~93,950
customers by 25% from 2011. hours) and an increase by | 23,490 hours /1920 hours
25% from 2011. per position= 12.2 positions
1 Assumes 1920 hours per
position.
SMB Customers An estimated increase of approx. Based on 2011 hours Approximately 28,930 hours | 133.6 WP 7-69 line
256,625 hours will be required in order | spent providing customer x 8.8 = approximately 7
to successfully increase customer service to SMB Customers | 256,625 hours
service and interactions with SMB (~28,930 hours)and an
customers more than eight-fold over increase of more than 256,625 hours /1920 per
2011. This considers the time required eight-fold from 2011. position = 133.6 positions
for meeting preparation, in-
person/phone based interactions, and 324,000 SMB customers x
follow up subsequent to meeting. This 30% = 97,200 SMB
will allow PG&E to service customers
approximately 30% of the SMB
population. Assumes 1920 hours per
position.
Assumes 324,000 SMB
2 customers.
3 Total Positions 145.8

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q16
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b. The increase of 145.8 full-time employees will focus on increasing time spent with
LC&I and Large Ag customers and increasing service and interactions with SMB
customers (see response to 16a). The Energy Solutions and Services (ES&S)
department is also involved in community events, such as energy management
workshops, to promote the efficient use of energy and ways to manage energy costs.
During these events, the ES&S customer account managers also help address basic
customer service needs and questions from residential customers related to, among
others, rate options, reliability, billing, etc.

c. Given the diverse population within PG&E’s service territory, PG&E’s Energy
Solutions and Service Department (ES&S) leverages its current account manager staff,
and other internal and external resources to meet the basic customer service needs of
its diverse customer base.

Currently, ES&S has 62 employees who are bilingual, either fluent or proficient in one or
more of the following languages: English, Spanish, Chinese, Viethamese, Tagalog,
among others. ES&S customer account managers utilize their language skills in their in-
person and over the phone interactions with customers, on an as needed basis.
Customer account managers may also utilize other resources to communicate with
limited English-speaking customers. For in-person interactions, customer account
managers may partner with third party programs/local government partnerships and
leverage their language skills to communicate with customers. For over the phone
interactions, customer account managers may utilize PG&E’s internal language line,
which provides translation services to over 190 languages to communicate with
customers (see Exhibit (PG&E-5) Chapter 2).

ES&S recognizes the need to communicate with customers based on the customer’s
language preference. ES&S will continue to adjust communications based on customer
preferences and utilize current customer account manager staff, as well as internal and
external resources to meet language needs. Similarly, ES&S will take language skills,
including types of languages, into consideration for future ES&S staffing as needed.

PG&E does not provide a pay differential for bilingual employees.

d. ES&S account managers follow a general process (see response to 9a) to determine
the needs of their customers regardless of language. ES&S account managers may
determine that language barriers exist based on interactions with customers and/or
experiences within their local community. Currently, if these situations occur, customer
account managers may utilize their language skills and/or seek other language sources
to help communicate with the customer.

To determine how to meet the needs of limited English-proficient customers, including
the number of bilingual speakers to hire and languages needed in the future, ES&S will
take several factors into consideration, including but not limited to; assessing
demographics in PG&E’s service territory; identifying customer language preferences;
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speaking to customer account managers to determine language needs and/or barriers
experienced during interactions with customers and the community; assessing customer
account manager language skills; evaluating available resources for language
interpretation and translation (e.g. PG&E’s language line); and other resource options
such as increasing bilingual ES&S staff.

e. PG&E will continue to assess customer satisfaction through the on-going, GRC-
funded customer service tracking studies conducted by the customer research staff.
The GRC-funded customer service tracking studies conducted by the customer
research staff, for the Customer Care organization are summarized in the table below.

a. Survey

Customer Type

Survey Description

Frequency/Survey Timing

Gas Utility Residential
Customer Satisfaction Study

Residential Customers

Online survey of
residential customers
nationwide to assess
satisfaction with their
utility (conducted by
J.D. Power &
Associates).

Online survey of
approximately 1,100 PG&E
residential gas customers;
surveyed over four waves
per 12-month period;
reported annually.

Electric Utility Residential
Customer Satisfaction Study

Residential Customers

Online survey of
residential customers
nationwide to assess
satisfaction with their
utility (conducted by
J.D. Power &
Associates).

Online survey of
approximately 2,400 PG&E
residential electric
customers; surveyed over
four waves per 12-month
period; reported annually.

Gas Utility Business Customer
Satisfaction Study

Small to Large Business
Customers (average monthly gas
bills of $200 to $50,000)

Online survey of business
customers nationwide to
assess satisfaction with
their utility (conducted by
J.D. Power &
Associates).

Online survey includes
approximately 580 PG&E
business gas customers;
surveyed over two waves
per 12-month period;
reported annually.

Electric Utility Business
Customer Satisfaction Study

Small to Large Business
Customers (average monthly
electric bills greater than $250)

Online survey of business
customers nationwide to
assess satisfaction with
their utility (conducted by
J.D. Power &
Associates).

Online survey of
approximately 970 PG&E
business electric customers;
surveyed over two waves
per 12-month period;
reported annually.

Residential Customer
Satisfaction Survey

Residential Customers

Random telephone
survey of residential
customers within PG&E’s
service territory
(conducted by BMI).

Ongoing telephone
interviews of 750 residential
customers completed each
quarter (3,000 annually);
reported quarterly.

Business Customer
Satisfaction Survey

Small Business Customers (with
three or fewer service agreements
and $20,600 or less per year in
charges, or with four or more
service agreements and $11,300
or less per year in charges; gas-
only customers who pay $5,000 or
less per year in charges also
qualify)

AND

Random telephone
survey of small and
medium business
customers within PG&E’s
service territory (survey
conducted by BMI).

Ongoing telephone
interviews of 900 business
customers completed each
quarter (3,600 annually);
reported quarterly.

GRC2014-Ph-I_DR_Greenlininginstitute_001-Q16
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Medium Business Customers (with
three or fewer service agreements

and between $20,600 and

$136,000 per year in charges, or

with four or more service

agreements and between $11,300
and $136,000 per year in charges;

gas-only customers who pay

between $5,000 and $50,000 per

year in charges also qualify)

Account Manager Customer
Satisfaction Survey

All business customers with an
account representative

Email and phone survey
of assigned business
customers o measure
satisfaction and
experience with account
reps and identify ways to
improve satisfaction
(survey conducted by
Hiner & Partners)

Email and phone survey of
approximately 1,800
assigned business
customers; Survey
conducted and reported
annually (one wave per 12-
month period).

Gas Pipeline Venting
Communication Survey

Residential Customers

Evaluate effectiveness of
and satisfaction with the
communications around
pipeline testing among
affected customers.

Phone survey of residential
and business customers;
reported semi-annually in Q2
and Q4.

Wireless Satisfaction Study

Telecom Business Customers
(e.g. AT&T)

Measure satisfaction with
the program and identify
ways fo improve if.

Email survey of business
customers leasing space via
our NRD product offering;
reported annually.
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: | Greenlininglnstitute_002-08

PG&E File Name: GRC2014-Ph-I_DR_GreenliningInstitute_002-Q08(a)

Request Date: April 26, 2013 Requester DR No.: | Greenlining-002
Date Sent: May 9, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Jess Brown Requester: Enrique Gallardo

SuBJECT: Basic SERVICE HIRING — SMB Focus

QUESTION 8

On page 1-13 of Exhibit 5 (Customer Care), PG&E indicates that “the basic service
PG&E will provide to customers in 2014 will require an increase of approximately
145 full-time employees compared to 2011” which PG&E says “will improve business
customer satisfaction with a return to higher staffing levels to provide basic customer
service for small and medium business customers.” PG&E indicated that PG&E is
proposing an increase of 145.8 full-time employees, moving PG&E to a staffing level
comparable to 2007, to increase time spent with assigned Large Commercial &
Industrial (LC&I) and Ag customers and provide service to 30% of the Small and
Medium (SMB) population compared to approximately 3% of the SMB population in
2011.

a. Please explain how PG&E determined that 30% of the SMB population should be
serviced.

ANSWER 8

a. Inresponse to DRA-82-Q17Atch01, PG&E shows that the number of service
interactions with SMB customers in 2012 has more than doubled compared to 2011
(11,069 interactions in 2011 compared to 28,767 interactions in 2012), which has
resulted in increased time spent with these customers on service related activities
from 3% of the SMB population in 2011 to 8% in 2012. With approximately 310,000
SMB customers defaulting to Peak Day Pricing in 2014, PG&E recognizes the need
to continue to provide greater communications and service to these SMB customers
given the complexity of rates and availability of detailed energy usage information as
a result of metering technology. The increased interactions with SMB customers
regarding PDP will also lead to increased basic service interactions with some of
these customers. PG&E determined that 30% of the SMB population will need
support from PG&E to address their basic service needs based on historically
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increasing service needs, interactions and time spent with SMB customers as a
result of increased outreach to SMB customers in 2014.

Note: The 310,000 SMB customers defaulting to PDP is based on the number of
service agreements eligible for PDP out of the total SMB population of 490,000.
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.:

Greenlininglnstitute_002-02

PG&E File Name:

GRC2014-Ph-i_DR_Greenlininginstitute_002-Q02(a)(b)(c)(d)}eXg)

Request Date: April 26, 2013 Requester DR No.: | Greenlining-002
Date Sent: May 8, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Jess Brown Requester: Enrique Gallardo
SUBJECT: SMB SERVICE IMPROVEMENT

QUESTION 2

On page 1-2 of Exhibit 5 (Customer Care), PG&E explains that it is “increasing and
improving the energy services available to [its] small and medium business customers.”

a. Are bilingual assessors assigned to conduct assessments for SMB customers with
limited English-proficiency (LEP)?

b. If bilingual assessors are not assigned to conduct assessments for LEP SMBs, are
interpreters provided to conduct the assessment?

c. Are SMBs asked if they prefer an Energy Solutions and Services (ES&S) account
manager that speaks a particular language?

d. Are assessments programmed for every customer or only customers that request
them?

e. How many ES&S account managers does PG&E currently employ?
f. How many accounts does each ES&S account manager handle at a time?

g. Is PG&E tracking customer awareness of the use by SMB customers of energy
management tools developed by PG&E?

ANSWER 2

a. PG&E interprets the term “assessors” to mean the customer account managers
within the Energy Solutions and Service (ES&S) department. Currently, PG&E has
62 bilingual ES&S account managers serving PG&E’s Large, Commercial, Industrial
& Agricultural (LC&l and Ag) customers and Small and Medium Business (SMB)
customers, and local communities (see response to Greenlining-001-Q28). These
ES&S account managers are not assigned to customers based on language, but will
utilize their language skills based on the needs of the customer.

b. As PG&E stated in response to Greenlining-001-Q17c, ES&S account managers
follow a general process to determine the needs of their customers, then tailors and
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adjusts based on customer needs. ES&S account managers may determine that
language barriers exist and bilingual services are needed based on their interactions
with customers and/or experiences within their local community. Currently, if these
situations occur, customer account managers may utilize their language skills and/or
seek other language resources to help communicate with the customer.

In response to Greenlining-001-Q16¢, PG&E states that it provides translation and
interpretation resources used by ES&S customer account managers for both in-
person and over-the-phone customer interactions

c. ES&S account managers follow a general process to determine the needs of their
customers (see response to Greenlining-001-Q9a). During an interaction with the
customer, an ES&S account manager may determine that a language barrier exists
and ask if the customer prefers to speak with another ES&S or PG&E representative
that speaks a particular language. When an SMB customers calls into the Business
Customer Service Center (BCSC) they may also indicate if they would prefer an
ES&S or PG&E representative that speaks a particular language. As stated in
response to Greenlining-001-Q16, PG&E provides translation and interpretation
resources used by ES&S customer account managers for both in-person and over-
the-phone customer interactions.

d. PG&E interprets this question as it relates to whether the assessments, similar to the
example provided in response Greenlining-001-Q9a, are available to all customers.
PG&E provides energy assessment solutions for all business customers, which are
available in the form of a “do-it yourself’ energy assessment, over-the-phone energy
assessment, and onsite energy assessment. Customers can utilize the Business
Energy Check-up tool available through My Energy that allows SMB customers to
compare their energy usage to similar businesses and receive customized
integrated demand side management recommendations for saving energy and
reducing their energy costs (see response to Greenlining-001-Q9b). Customers also
have the option of contacting PG&E’s Business Customer Service Center (BCSC)
where representatives are available to guide them through the Business Check-up
tool over the phone. Customers may also request an onsite energy assessment by
contacting the BCSC or their ES&S customer account manager.

e. In 2012, there was an average of 204 ES&S account managers providing service to

Large Commercial, Industrial and Agricultural (LC&I and Ag) and Small and Medium
Business Customers (SMB).

g. PG&E interprets this question as it relates to the tracking of SMB customer
awareness of energy management tools developed by PG&E.

The customer research staff within the Customer Insight and Strategy (CIS)
department conducts two awareness surveys for small business customers. The
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Small Ag Awareness Survey and SMB Awareness surveys measure the
effectiveness of the outreach in educating customers about the transition to Time-
varying rates. This includes, among other things, educating transitioning customers
about energy management tools (e.g. My Energy) that are available to help
customers manage energy usage. These surveys are targeted for Small Agricultural
customers and Small and Medium business (SMB) customers prior to defaulting to
TVP. PG&E also plans to measure awareness and understanding of key
messaging elements, including energy tools for each customer segment defaulting
to TOU and PDP.
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: | Greenlininginstitute_002-09

PG&E File Name: GRC2014-Ph-I_DR_Greenlininginstitute_002-Q09

Request Date: April 26, 2013 Requester DR No.: | Greenlining-002
Date Sent: May 8, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Jess Brown Requester: Enrique Gallardo

SuBJECT: ES&S ASSESSMENT — LEP Focus

QUESTION 9

PG&E also explains that to determine how to meet the needs of LEP customers,
including the number of bilingual speakers to hire and languages needed in the future,
ES&S account managers will take several factors into consideration, including but not
limited to; assessing demographics in PG&E’s service territory; identifying customer
language preferences; speaking to customer account managers to determine language
needs and/or barriers experienced during interactions with customers and the
community; assessing customer account manager language skills; evaluating available
resources for language interpretation and translation (e.g. PG&E’s language line); and
other resource options such as increasing bilingual ES&S staff.

How does PG&E assess demographics in PG&E’s service territory?

How does PG&E identify customer language preferences?

c. How does PG&E assess customer account manager language skills? Does PG&E
seek customer feedback about customer account manager language skills?

d. How does PG&E evaluate available resources for language interpretation and
translation (e.g. PG&E’s language line)?

e. How does PG&E assess other resource options such as increasing bilingual ES&S
staff?

ANSWER 9

a. To determine how to meet the needs of Limited English Proficient (LEP) customers,
including the number of bilingual speakers to hire and languages needed in the
future, the Energy Solutions & Service (ES&S) department may leverage other
research that has been conducted to help assess demographics within PG&E’s
service territory. ES&S may collaborate with marketing to help identify languages
necessary to communicate effectively with customers based on previous outreach
efforts. For example, ES&S may utilize the data provided in response to NAAC-006-
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Q1Atch01, which summarizes outreach efforts to SMB customers for key language
groups for specific areas within PG&E’s service territory.

b. PG&E’s ES&S department identifies customer language preferences based on their
interactions with customers and/or experiences within their local community (see
response to Greenlining-001-Q17c.). ES&S may also leverage information shared by
other departments regarding customer language preferences.

c. PG&E does not have a formal process for assessing customer account manager
language skills. PG&E is aware of the number of ES&S account managers who are
fluent and proficient in Spanish, Chinese, Viethamese, Tagalog, among other
languages; where these employees are located within PG&E’s service territory; and
whether their language skills have been utilized to communicate with customers.
Customers may provide feedback through the surveys outlined as part of PG&E’s
response to Greenlining-002-Q06a. ES&S Supervisors may also contact customers
directly to obtain feedback from customers regarding their experience with a
particular customer account manager as part of the performance evaluation process
for customer facing ES&S employees.

d. Please refer to PG&E’s response to question 18 (c) of the Greenlininglnstitute_001
data request.

e. In response to Greenlining-001-Q17c., PG&E explains that ES&S account managers
follow a general process to determine the needs of their customers, then tailors and
adjusts based on customer needs.

ES&S account managers and ES&S Leadership may determine that language
barriers exist and bilingual services are needed based on their interactions with
customers, community leaders, and other organizations within the local communities
they serve. If PG&E finds there is a need which may not be met with existing
resources, PG&E leadership would look to fill this gap and recruit candidates with
the bilingual skills required to meet the needs of that local community. ES&S may
also leverage information from other departments to help determine if there is a
need for increasing bilingual staff.
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PACIFIC GAS AND ELECTRIC COMPANY
2014 General Rate Case Phase |
Application 12-11-009
Data Response

PG&E Data Request No.: Greenlininglnstitute_001-25

PG&E File Name: GRC2014-Ph-I_DR_GreenliningInstitute_001-Q25

Request Date: February 4, 2013 Requester DR No.: | Greenlining-001
Date Sent: February 13, 2013 Requesting Party: Greenlining Institute
PG&E Witnhess: Steve Phillips Requester: Enrique Gallardo

SUBJECT: EXHIBIT 5 — CUSTOMER CARE

QUESTION 25

On page 4-29 of Exhibit 5 (Customer Care), PG&E explains that its “automated
collections system ensures all necessary steps and notifications are completed,”
regarding collections of delinquent payments.

a. Please describe what necessary steps and notifications must be completed.

b. Are notifications sent in languages other than English?

c. Please describe if any steps or notifications are tailored for limited English-proficient
customers?

ANSWER 25

a. Pursuant to PG&E’s tariffs, Rule 8 Sections A and B define notifications that

PG&E must provide to residential and non-residential customers,
respectively, regarding collection of delinquent payments:

Residential
+ 15-Day Notice
« 48-Hour Notice
+ Qutbound phone call attempt

Other Residential Circumstances

In addition to the items above, when it is known to PG&E that individually
metered residential service to a tenant(s) in a multifamily accommodation is in
the name of the owner, manager, or operator and the account is in arrears,
PG&E shall make every good faith effort to give the tenant(s) notice at least

10 days before service can be terminated.
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Also, in addition to the items listed in the “Residential” section above, when
service is master-metered (with or without sub-meters) to a multifamily
accommodation and the account is in arrears, PG&E shall make every good
faith effort to give posted notice at least 15 days before service can be
terminated.

In the event a customer has designated a third party on their account for
notification, PG&E will send a Third Party Letter to the designee at the same
time a 15-Day Notice and 48-Hour notice is sent to the customer.

In the case that a customer is coded as medical or life support, in addition to
the items listed under “Residential” above, PG&E will also send a warning
letter followed by a certified letter as well as make phone call attempts. As a
last attempt PG&E will make a field visit to the premise to deliver a
disconnection warning letter that provides the customer with options on how
to pay their bill.

in the event that a customer is coded as vulnerable, in addition to the items
listed under “Residential” above, PG&E will make a field visit to the premise to
deliver a disconnection warning letter that provides the customer with options
on how to pay their bill.

Non-Residential
+ 7-Day Notice

b. Currently, the notifications are sent only in English. PG&E plans to provide
notices in Spanish and Chinese later in 2013.

c. A limited English-proficient customer may submit a Third Party Notification
application that will allow PG&E to send notification to a third party of the
customer’s choice when the customer receives a 15-Day Notice and 48-Hour
Notice. Customers may also contact PG&E via phone, where PG&E supports
many different languages.
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SUBJECT: NOTIFICATIONS — Low INCOME & LEP

QUESTION 14

On page 4-29 of Exhibit 5 (Customer Care), PG&E explains that its “automated
collections system ensures all necessary steps and notifications are completed,”
regarding collections of delinquent payments.

a. PG&E states that in the event that a customer is coded as vulnerable, in addition to
the notifications made to residential customers, PG&E will make a field visit to the
premise to deliver a disconnection warning letter that provides the customer with
options on how to pay their bill.

b. How does PG&E determine that a customer is vulnerable? Which characteristics or
factors indicate vulnerability?

c. PG&E states that currently, the notifications are sent only in English but PG&E
plans to provide notices in Spanish and Chinese later in 2013.

d. What steps are being taken to ensure notifications will be sent in Spanish and
Chinese? Who will provide the translation?

e. Are LEP customers given notice in their native language at any point prior to the
disconnection? Are interpreters used during the call attempt? Are bilingual workers
sought out to make these calls?

ANSWER 14

a. The sentence is a statement and does not require a response.

b. PG&E does not make the determination; customers are able to self-certify that they
meet the criteria for being a vulnerable customer. Customers who declare they
have a serious illness or condition that could become life threatening if service is
disconnected are considered vulnerable and the account in PG&E’s Customer Care
and Billing System (CC&B) is then coded with that designation.

c. This sentence is a statement and does not require a response.

d. PG&E plans to make credit notices available in Spanish and Chinese as part of
PG&E’s Bill Redesign project in 2013. PG&E is making the system and process
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changes to allow credit notices to be issued in both Spanish and Chinese if a
customer indicates they would prefer to receive their bills and notices in those
languages. The translations are provided by an external vendor PG&E retained to
provide translation services, and are further reviewed by PG&E staff with fluency in
these languages.

e. Automated disconnect outcalls are only made in English. Also, as described in the
Response to 3 d., CSR handled credit related outreach calls are only conducted in
English. However, if a Credit Representative reaches a customer who indicates a
preference to conduct the call in a language other than English, the CSR can utilize
the third party language service to complete the call in the customer’s preferred
language.

In addition, under the provisions of Senate Bill (SB) 120 (2009), PG&E is required to
notify tenants by letter of the possible disconnection of service resulting from non-
payment of the utility service it provides to the premise. In addition to English, the
letter is translated into Spanish, Chinese, Tagalog, Viethamese, and Korean. SB 120
only applies to customers whose mailing addresses are different from the premise
which indicates a possible tenant/landlord relationship. Calls are not made to tenants
to notify them of the potential for disconnection. Calls to PG&E by the tenants in
response to receipt of the letter can be accommodated by PG&E’s language
interpretation services in any of 180 languages.

Tenants of a master metered facility will receive a physical disconnection notification
posted at the premise that is also translated into Spanish, Chinese, Tagalog,
Vietnamese, and Korean. Calls are not made to tenants to notify them of the
potential for disconnection. Calls to PG&E by the tenants in response to the posting
can be accommodated by PG&E’s language interpretation services in any of 180
languages.
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