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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. If they 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-l_DR_Greenlininglnstitute_001- 
Q01 AtchOI. 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-l_DR_Greenlininglnstitute_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. PG&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.

2
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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 survey1 
conducted in early May 2012, PG&E's gas pipeline testing communication surveys2 
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

SB GT&S 0050683



GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q01Atch01

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.

*1* m

NStb J't m

Hsidt* feMtsc, bavenent, ett I ' 1

Ot, tiide Sear four Property tine

mme Next to Yot.* Horn*

itm.

Base: Total RmpmOents <rt»324|

5

SB GT&S 0050684



GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q01Atch01

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 belt of your knowledge, is your home 
located near an underground natural gas pipeline?”

Not Sure

1 2S%Ms

12*fes

SCI*

>: Total Respondents |n»4§2)

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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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 action*, if any, would you til® If you detected a gas leak or
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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.
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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 tickets3 in 2012.

Dig-ins per 1,000 One Call Tickets
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3 Ticket count methodology changed in 2011.
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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.
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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.
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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, 
continue to be an area of focus in 2013 and beyond.

This will
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APPENDIX - Samples of 2012 Safety Communication Materials

PG&E 2012 Bill Insert

Front/Back Panels:

Safety is PS&Es highest responsibility 
We monitor our §as pipeline operations
24 ho days a weeK and we conduct
regular inspections an# teak surveys.
IP fin# out more about our comprehensive 
safety and monitoring program, visit

xom/pipetinesafety.

• mmm

■I llJillilMM

SHI

4

4 Bill Insert-Distributed April 2012 and October 2012
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Inside Panels:

Gas pipeline locations
PG&E off mprehensive online map at
wvm.p9e.com/pipelinelocation5. You can mm
any location in our service area-)- - ' - - me, 
place of work or ary other areas of interest- 
to see which transmission pipelines run ntartjf. 
Also, the National Pipline Mapping System, 
wwwnpms.phmsa.d0tgov/PubUc\fiewer/, shews 
the location of liquid fuel and natural gas pipelines 
across the country, viewable by county.

In cast of emergency
if you suspect a fas teak, leave the area
immedatety amt move to a safe location. Then 
cal § 11 to notify local pic# and fire and contact
: -to .1 ■ -.Warn ethers nearly
to stay away from the area. Of * mm .0 - -j .ree 
distance away, do not tight a match or operate 
any dre ' ~ -if mtg ht erea - 1' nark, including 
electric switches, doorbells, radios, televisions 
and garage door openers.

Before py dig, know wfiat's below 
Damage from excavation imon cause of
pipeline accidents, • you must always call
If 1 at least two wording days before you dig-even
inyair own fart. Underground Sereice Alert {USA! 
is a free service that wit notify underground utility 
operators in the area of your planned work, PG&E 
wilt then local# and mark our undergmuni gas 
and etectric facilities. ' ’

Spot the signs of trouble
PG&E regularly inspects alt of our pipelines to 
check for possible leaks or other signs of damage.
As an aiiitiofiat safely precaution, we also add
a sulfur-tike' odor to natural gas. if yew smelt 
this distinctive “rotten egg" odor, move to a safe 
location and immSiaMfOll f If and P6&E at
1-800-743-5000. ’

But don't rely on pur nose atone. Other sips of 
a possible §as leak an include dirt spraying into 
the air, continual bubbling m a per: >•- and 
dead or dying vegetation m an otherwise moist 
area, And always pay attention to hissing, whistlin'* 
or roaring sounds coming from underground.

Always be aware of pipeline markers 
that indicate the need for extra car# 
around a high-volume transmission 
uni. These markers specify the 
r: a. x ate location, but not all 
2 r •" mm Mk a -• re tot path 
between markers. If you or your 
contractor aeeiffer*|r digs into a fas 
pipeline, do not attempt to stop the 
flowing gas or extinguish any fire.

■B—
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SAMPLES OF COMMUNICATION MATERIALS

PG&E 2012 Transmission Riqht-of-Wav Mailing

Postcard (Front):

——
GAS
—

■111111111
'TiS»FHj.A
—

Then's safety in knowledge. Scan with you' smartphone's 
UK reaaer or v;stt www.pge/pipeimetocations m
enteryourGG:idr(GG5andlcarPimDr£G:G:)outthelocai!onas

*■
',zro?r .InrAfAe*' GDeuies feat t'anspc* n3^,-3; yjs iron' o~e reg=cr- 1c enc r-t.r -?.. cr^rect vv.rn d.str-’jut-cr :-r*:s th.n
^jj
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Postcard (Back):

' Pacific Gas & Electric Company 
551 East Street 
Hollister; CA 95023

There's safely 'n civwledge. Know where pipelines are located near your home or business 
and how tc -i.coym/e and respond to a leak. If you smell a "rotten egg" odor, move to a 
safe location and immediately call 911 and PS&E at 1 -800-743-5000. Other signs of a teak 
include: hissing, whistling or roaring sounds near the pipeline; dirt spraying into the air; 
continual bubbllnfl in a oond or creek; and dead or dying vegetation in an otherwise moist area.

natural gas fire. If you suspect a pipeline leak, warn others to stay 
ght a match or operate any mechanical or electronic device

toil ' Jrt hi Ip LlIiw.T'*

-wj; ‘rn”' I"., .re.., Lh u.
i.'ijI '*t ip’t i 'uj11. j _ p it /.
Damage from excavation activities is a common 
cause of pipeline accidents. Always call 811 at least 
two working days before starting any project that 
involves digging - even in your own yard. Calling 811 
connects you to Underground Service Alert (USA), 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 slate is PG&E's highest responsibility. We 
monitor our gas pipeline 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/piplinesafety.

"’PG&E” refers to Pacific Gas and Electric Company, a subsidiary of PG&E Corporation. ©2012 Pacific Gas and 
Electric Company All right reserved- 11/10
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Farmer Excavation Safety Postcard

Postcard (Font):

*

Ely*0 Cali 811 before plowing, tilling or installing a fence.
s

&:if,;'x;U,nrH excava^o'; act1,' nee,, Scs~ wan yc-j" EPoanproRe's OR reader :<j •a.vc*' a ■j^ori video„ a„

0
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Postcard (Back):

Pacific Gas & Electric Company 
551 East Street
Hollister, CA 95023

Your address indicates that you own property or operate a farm or ranch near a PS&E natural gas 
transmission pipeline. Always call 811 to have lines marked at least two working days before 
conducting the following activities:

• Plowing
• Tilling
• Terracing
• Scraping
• Chisel plowing
• Subsoiling
• Drain tile installation or repair
• Fence installation or repair
• Shaping of waterways
• Use of backhoes or bulldozers

iill iillllliiMplfilS
jg|PJ|||pjj I;®,

mmmMil iiif

* IB amt

II jjjjjliil iHH!
fiipi«giiiiiii

*

PS&E will mark the location of our pipeline using temporary flag markers and paint. Dig with care 
using appropriate tools and techniques. A P8&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 PS&E pipeline white digging, immediately notify us at 1-800-743-5000 
from a safe place and call 911 if you suspect a pipeline leak.

■RG&E* refers to Pacific Gas and Electric Company, a subsidiary of PG&E Corporation. ©2012 Pacific Sas and 
Electric Company. Alt right reserved. 11/12
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Gas Safety Brochure for Residents Near Compressor Stations & Storage Facilities

Brochure (Front):

Compression and Storage Facilities

There's safety m knowledge.
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Brochure (Inside):

nmmM i*. «m ef »i* moat #(****■!. telitm, mi aAonMH* tmmm of
•nutty mi pfutlhm mt 9m lilnit way ef torapMling «to mt ammmllim 
Mwortne itttfc mui Mtabte Knki i* PS&E'* highlit prtaiity

4ng Ms material baoaua* youth* or work near one Ottomans
* ftil tetlji tmmm rettefet* pm eervtoe noosa CaBfernie. PK 
amaiMeNaNaiafidmaMMringachNlkile Is mmtt tmliimm 

■ ' .tourtyMemapamang juttoefiij* andprwMt '

In awMen f» tiwfcff rettsi minima. ‘Hitt mum m oowrat types ul p* ii»oStit*.

Mow PS&E keeps you safe

itimrci simtjran* *te
*»•* foopandoi* ts tl* pnqnnrt I* MMk

to me #»«l *s «:«*, *1* jl*s. mm Kimuml mtf»
la emur* •* si ppifwit that on tiicaliti » sanatM
or hijtiiif popuMod «m «* aswet,- *»M out ppifcis.

»turn HJ*C mn-mm «m m*mt si our ootimt j**
■ • , ft'/ r,;y pi

Ktm whirs below. Cal 8-1! tiirfort you cfcg
* mm. mtiiltsf HfmMmt, iMfijlft# »!»««*, «r tf,inrnn§ 

*m iffw*? t* me* ««»•#»», Ci8t**,tj i«» meu*«e yew

dip itesw® iifptf, Hmmmirmm, miriiiim, axttraefert and
pmimmhimt mxmmm tmi Ie to*# •#*»«• p» 
and •fcwe ftwt So vnanvewndte pmem 
fc;tvtoo property damage and outages Urns 
mourn Ii»*tmairjm»*mm-rnh 
send a rmmrnmmm * more 9* lasmm sf 
urns atsimptiupifiimiitm. 1m otmerge

Know Bit tocKicr of PG4E That®**

Three stops too safe pigging project

t Stmey propondaatoMtton araas. and <mrti #w dig tmrwffc 
whit Mk. part or ttour.

2 £sitt#1! Morayottdg. andoUoMr rtiMMsuch os PMC
Ihi iunjiitwitiiw working i«p ia mat* ary noorfty

wwio;
riRfaiowlaffc**® 

wt! t»*ift you mopfilie * teak and retfitati siteti

i ftp wiiisir*
Its* % yolagfcmd toots to >

•tho : DONOR *1 tho tmdrgreund
'■rnmmM'iMimofm

S(j»

Sound
Smalt

Ts report an emergency or unsafe digging aroune a 
pipetme. cent 1-0)3-743-5000 24 bount a say! ttmoMelylim #*•»«*

un •' - Tf»* sitt m£ it t -m-w-tm
J KmmsMima mmf lmmtm tm,

hmftmtmtlHfm
hfmore Tiartters

tnetoOeanemncv astsc* ipiwmrm. rta*«*«; s!«s,tr«s 
wv *;ft <«*?»* a stf«s«ii»i tw» tata*n i*n*«f»* mer**r*, **

i *11 nekw noor e ssiaMmt matter.

, • 0* a*i*>*n rmU «•*** * tis* or iwilt ♦ opork tr»Stii»»*
; -
; - •»( or,
: • Swot.

»■*
[ arputorteltai mins wt a rwm mms s s,w am a
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Gas Gathering Safety Brochure

Brochure (Front):

Pipelines
There's safety m knowledge

wiwiiiifift

■
■
■■

mmt twmm m $m
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Brochure (Inside):

kecojsitt »ti r«»t»ntl to « gas leak

Natural iifm f*»i» »ws *w acctdant* irt r»t». twt ttetf *>
♦wpl***, u»*f »tii« •»«•» *«i < acapnia aMt «tw»

r**|wn* wfclf

% magnaa » intent f« l»* i» smargmcp

9mmm4 mfimUm mats 9taw»m- <Jf *•» to 
sijto n»sMl *»l m tetf kismimf *i«an

uiWfaKMara* of flora**

Kfto» wh*l It below. €,ii! SI I 'oefitr.

Pfirifimf «t»» r,•«*»«* *|»f .Biter*. fc«Ili 
planning olfi#i flfffnf I Hi m»l **««*:»• 
fKfijirts fo<» #r iiffttrs #s«<| 8 «*«»,« • 
lit Ism* fito -ffflf-tofi* days i»i4k« digging. 
»#sri.#»P«nttit;»ef« *««f t»*af«<iw«'.»4»» 
to (we* where gat #»>ii Inn *>• 
untfergruind 1st injur «w. proparti
damage amt MBps.. Miff you till Ilf. 
Uflffij spar *ii»f»fft» TOM «tt »•««( » 
taptMumlaliu* fa mwh f**» latamm ef fha 
uMtrgratiftd ’maMtm.tmt stdurtje.

ftf6« steps to« Piste digging p<C|* 
I Si«f Wjf mmrmtkm mmn mk

wilh white ifeiiSi. pfcfd p tmm

the repaired t¥#g»&r*;rtf da?* te r«* 
a'n4ef3r&md'!«ts.

3 Deter??*** the exact tec,
miMr$pmni w* tiy sfef>»| band teete I 
|4 irts*w* «C dm rawnd tm#

To import m emergency s$c *
j#elirw, rail I 24 iiwrt

Ifle

f3ip«!

if-tei A mfmih- martRf m
Srr<H A ador similar fe rc«®r, *ggs.

{

h

2 Citttt

I M.»t> 1

rSmi>

® & a wf m 2 fern m crnm *
apart

■ Stan
" „ P-^Ust mArScfs

. 4mkptm
fi» #4 p*p^knw 4^ Imk 

tsrmmm, Haw«* 
mi km » mrnqH p&m. Im 

m0?k*tH. m plmm c#H II t 
— ft 4p:p0l(m nmkm

Am tmu mmump mu 
ts lifisl mcne
f er asS'Stmvr*m Imiimmeassc#!

* WMiSSW'pt W!I •&I .4#: #r.

pteat**. sn » e#?# «iw 
ftateir^. iwit of a »l« er

Pipmm Arnmmmm arid |3ftasfiS&n
AUfteyjjh yrs!*#^. safi fet
% natal at da Aster* ar *n>- rw - mailt aasmis A
«
it,, ujmfuippir fermmj*
jy.

10 . «**
m.

s te ptmw# piimhm 
immng a pr&^ct to
araften at -any urstfergraancl

tan5kait*Xf»gm^2pne usnpsa 

rn Aaq: qws 43 bjnq tifens V 4:. im
St

}
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Gas transmission and distribution project communication samples:

Letter (front)

wm
Natural gas pipeline 
work Is starting seen 
in your neighborhood

January 25.2013

i
KXUPAMT

1GQ0 S 1STH ST 
8ANJ05E CA 95112-2437

Pacific Gm and Bectric Company (PG&E) wHbeft your neignBomooo penotirang a hydrostatic pressure test 
on our natural gas pp«fne. This Is part of our systeflvwide program to ensure fte safety of tse ftammissiofi
pipelines that deliver gas across the region. We m! be testing atong Stay Road between Rem«ard Court and
S King Road in San dose. Wat w§ begin m mid-February and last until mid-April, although and other

Attend an open house
To Seam more about §»s project and PG&E’s safety pn y anytime durrng our open house:

Wednesday, February 6**, 4:30 p.m. to 6:30 pm
2 r- - i d%^t7E2PifcLaughSn Avenue, San Joae

This test Hwohres excavaaoq around parte of Hie underground psoetBe. tang tie pipeline 'with water, and 
increasing the pressure to a level that is much higher than the p^etnes normal oferatrg ; remire with
natural gas. The test wit coni mi tie pipeline s safe operating pressure and n „ lltie
pipe does not meet acceptable standards, it mg be repared or replaced with new pipe. Qurtog tws test, you 

Panics, and heavy equipment Your gas service
imem/pBon In most
At time& you may smel gas and hear a feud, steady rase as we vent natural gas from the pipeline using safe 
and common techniques. Athougft ft® is normal when omm are working, we encourage anyone who has 
concerns about fie mwM of gas to cal u® 24 hours a day at 1-80O-743-50W.

closures atong sections of Story Road, west of f-fi^-way 101 duringThis work w® have lane and 
con n. wi dearly mat a!! wwfe area®., and traffic flaggers wit help to direct traffic. Please plan for
minor delays when driving through Sis

To roMmiae traffic impaste during peak commute hours, 
hours. Worts wiB begin at 8:00 p.m. and end at 5::® a.m. tie fctowing day.
We appreciate your paSenee and cooperation. This tetter does not require any action on your pat.

Sincerely,

wil wot in ite evening and early morning

.h+t c r~
Dm Hal

ifroPRE-T-mia

Contact u&
. . . , . Denise York a£ {4S8J 282-72*4

* Far srsore information m pipeline safety programs, sai of 5as System Help Line 3ft t-SM~743-?43.t
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Letter (back)

Informese m&m del trafaajo de aegurMad m tat tuberias de flat de su vectodario
-acHK. Gas and Beetle Company (PG&E) se esfuerza par gararfear la segurtdad de as cSefies y te
Megndad de m asfcma de MramwioR * gas natural. La e^itiadon de presnn hj^esgtalea es aw teenies

ewe ewalua la Resisteneia de to tutoartas, segufidad a presiones eperafivas e Meniftcs

to
taifc el prase® de evafesaraon de presort Mrostiiica, re* E reftem ia tutwia con agua y aumeria la 
presion a un fwd mudio mas eievado del que te iuiwrta de ga» natural opera nr r . La presicn de
ague aemanienevmanittNea per vanas boras. LueypdevsdSeaf la e-Mr- arv c. niserfa, se vaeia et 
agua, se sera y * peoe en same® rwevamerie. Sf Is totofa esincapaz de mitaa la presiari a ia epe tie 
O'^eWj ukG3 I g j '<&■ cj jrmq^mmamt^mfimpmBidQwmegiaten'e'Se *> ■<
fubesrk sem evataaefa iw»an'ei te

ooc !ar '•-or 3 gstuorunrisktofueftey ©Igasse
•at

am ei tern En la ma^ona de tes 
podr® Wf et m

de PG&£ y etreffi ipts® de eqppos pesaefos. S fraSc© si -

Para ayuda an esparal per imm lame at 1-8©®-66©-«m

*»*«*• x« g < £ mtmam
Pacific Gas and Electric Comp*, |PS&0*A«#J8|S**»;r4«***U»j* *. *-■ 1
[Hydrestalic Pressure Testlng)»-«i***4S«»t#* , JWMtitMlIMl* , ,*

a , rntmmmmm*-, mmwmmuummmnmMmtmmmmmmmm
, mnmmmM»*m»MMm, mamma. mmm~.

nmmm
mmmnm

mnmmmmmmmimmtammmmm.
»!'<** • y‘ *• i ?!«■<

Kung -743-7431.

Be One mm <® bang twig Viet, sdn goi 1-800-298-84*
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Enclosure with letters:

Brochure (cover)

I
I
:
I

Pipeline Safety%

in Your Community
PG&E is bulling a safer, 
stronger natural gas system

I

!
I^ gg«l l»Mf afe lii

—

-

i««S

i. ■
H|
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Brochure (inside pages):

Pacific has and Electric Company IPG&E1
has a robust program to Intftfw® the safety 
of our natural fas if stem, which sarves 
mors than four mlUJon customar* In Northern 
amt Cantrat California. These •Itortt focus on 
hlfh-pr##sur». large-diameter transmission 
ptpuAtai iilfcsrtnf gas across our service area. 
Here’s wfatwe'r# doing:

Inspecting and 
modernizing pipelines
We're testing, studying and upgrading
our gas system to ensure that pipelines 
near you are operating safely.

Hydrostatic pressure testing
We II the pipeline with water and increase 
the pressure to a l«*t that is much higher than 
the pipeline's normal operating pressure with 
natural gas. These tests verily the pipeline's
strength srd safe operating pressure.

Pipeline replacements
We install pipelines made with new materials 
and late the eider pipelines, out of service.

Internal pipeline inspections
We use tools with advanced cameras and
sensors ins de our pipelines to inspect the 
•welding and pipeline thickness, and identify

BJBM

te;..:.
retrofits

When internal inspection tools can't get
through a pipeline for some reason, we retrofit

__________
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i fr«|i ng
We're upgrading and installing 
valves to allow faster response during 
gas emergencies.

We’re overhauling our pipeline records 
system,
traceab

Is are

Valve automation
In selected locations, we are automating pipeline 
valves so they can be operated remotely from our 
24-hour gas control center. Some of these valves 
will also close automatical^ if a significant change 
in pipeline pressure is detected.

Going el. ...
We are collecting, scanning, and fndeeing documents 
from dozens of PG&E field offices, and transitioning 
away from paper-based record keeping toward a 
modern electronic data management system.

Taki e
sa
We'm already taken action to improve
t.K w
It anned
0

■■Ml
Leak surveys
We routinely survey our entire network of gas 
pipelines for leaks. We will soon increase the 
frequency of those surveys, and we have added 
new technology to improve their effectiveness.

Rttlticifif pressure
In selected areas, we have temporarily 
reduced the pressure of gas flowing through 
our pipelines as an added safety measure.
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What to expect

SightsSmelts am! seyfiis
Vou wivlsee rG&t trucks anti heavy segment
toy----------Ll - -,nd maw o* these

cate Tnhkwn;
areas. Alter the works
e with locaUgensties ?o

Occasionally durtn 
smell fas or near , 
gas is safely rsieat 
worms!. Dcairr^rc* 
pipelines, Howevei.

astomers may
f noise as natural 
3speU«e, Thi£?sa
S'wor«?nqonour 
ge you to call us 

at 1400043-5090 ifvou have concerns about a

p-o
bei
car

-dscapim dis'iurbsdres
donna construction.polenta! ops km.

tmkmums eas ss-rvice is customer s
Si mow cas.es, your css sewce wA continue 
without mwmjpton, M that charges, a PG&E 
represents Uvc wru contact you.
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Pipelines in your community

Pipeline maps
Vtst. m antin* at
www.p^xom/pipeUneiocatiiHieS to see 
an interactive map that shears you where 
pipelines are heated in your community. 
Or., call our Gas System Help Ltm at
l-8B8-?i3-74Jt to request a map.

f
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Gas safely

Wan ahead, stay mU 
Cafi«1banrt|wi«gi

smai; digging grmects car- damage 
yrden3*ound ufikiy hnes, Cslt 81* fcefet
dtggmg to have s representative visit for foee 
is mam underground ufofoas r-eartx, Every 
mb requires a caJ-from pfootfog s tree to 
msahng a deck, Per -Tier® information 
about &1\ and sale dmqmc? practices, visa 
wwwxatiB 11 .com or call 8 n.

Safety starts at
loacfofodx a free PG&E aaiefo inspection 
of yc-urqas furnace and agfossnees, call 
l-8S3-743-501f0.

Sas ©dors
WWePG&Eisworkir
sn"'*y 3f hear gas. bee 
Fhis s safe and norns 
yea to call u» at t-iuC 
concerns about a gas odsr.

y you may 
m fbe pipelx®.
ie encourage 
ma hm%

Separate from our ceustructioii presets*
Hit «4t«rtnt sips may Mot# a ps leek:
Smetk Oxoocme "mfosru&acf odor
Soyxtl: Hissing, whistling or '■caring loom 

appliances c<r underground
Kgbi; Or? ssrsymq info tbs afr\ continual 

feubfeimg in a pond or creek., dead or 
4?.tis vegatarfon m an i5ihem4.se
moist ares
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Web-based Map:

f

p"C*E i'm * ms •*«■(» fti p'mittm to
of <* 'ututM <p& wm-nAm. ppmtm mimm 

P04E «efpJo<* »><***« <*»»«» f» <-*» t«>« «»•*2+^»*i*4f tins «« 
•*sa#n>» cm&jm mm matiiimm of jiitof «»•
'«Kuut .jai, vmimnmm itip«n»«fei Arty *jm» iijire-fitiisS «* * to 
a-eise iiartsp *>« Mtnmmtt.

Smitim ti «»t ttot 4** turn yett »«> il*i« •'*«*
WiW*®. <» *«S!

Lo

<*04E 1% Efififg* ca»iw»*»* -ciir. ol**r* 

*t»aiJsi»i our mtrnm ** L

Wap

0«*t tMM» II* *CCOo. .

f

l*e« Imiifmfmmmm mftmmt' *r*it

G 5SS

PCtiE t r*j*»ti*»» «*«*#*•
irnmtm i*fc«*»«!€t» !-l*8-M3-?4S1

—- to»s* «*» twmtf. s»«wm*i,
»*
•<«t»

„«**>«
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Additional fact sheets available for customers at open houses:

In-Line-Inspection:

Inspecting Inside Pipelines
!

#' ■?» &*««**. *»SWW»WI spot*** <MI

f> '•»* %mmw< mmm mmim****-

mu

I
,

Pipeline Replacement:

Replacing Pipelines
« rn*« » «h*«. iraym »tapf^w m mm >M ms rnmm
ett»*mm rmimtempmwm 'mum m.%m'Mjsmmasmm 

{*p»» tmmmm mnrkm.

# *■*«“« «*«»* **■*- iM- «** ***** *>•*.#« «w m» mmpj&mtm

^ 4*Wl»..S ?»., -c. i «• •* ..«#*#»#»* «*»****?«*«#
ip «**• *»*« m mm<

«*»* ««**»«- ***» ***««*« *»»•*»'***» ***!
m#> *». *>•«.»*»♦#»* r*»»* «*<»•>. e* «#««**% «*«»*» #*

§*»»«*#•# 
..................•* ■•■■

■HHH
■Mlmm ■BBIB■

■
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Pipeline retrofitting:

Retrofitting lor Pipeline Inspections

M pan al mu miMpsx prvaam m am**;* m atm *# mt *m.ri 
F&wmn, Partic&KSPKfttoftc tmvm r«Sisasw«rtej m 
cmSUm E#s*rl*^6<rsRsm«s»fi p WmswMs wrtr ef aS*wK*{ 
pm&k re tes®« tfrasAtagstiatea f*» awra ofaurpitmiiiK,.
PSM ii itoMB wM sttemratfrtef
ooftw al ptpsiws ass!*** «ra*l srwqMsm.

wmm'mums
imm***fi»t*ii»**»t* 

m* m*£“VmiM^lgr«
te»* : • «*rt ***** S
Q r sfw ss »*. s?*r**M% , *BS 1

0!nS<Mi*» *:</»»* p«« <........#»«»«<
f|kt«% f«« pi ?<***' r»maksur* 'wwi!|ip'a«« ntta

*«*>“***-•
Cliwi**iwv w*M ■

!
I!
!

*>sm fMS

?
(?»/ BK*tc MtKCWt

Valve automation:

i:Cp*.,r,» ViWtV'C Oaf ■ aaaaaanC

Automating Pipeline Valves

W;.#i f ,,

«#«•#* *»%*»*♦

Sj- »-fe-Sv4«»-,iW>-■! i Sfat*

€0 : *
«** *»f»* «'*#a!#.,*.*#**#*#

0- r «* W swsew?- V
#t*M« *•»>»«»

<*»$WiW«*|«****

»2S*-

if*.

Q'imM, mm m&im

*

Hydrostatic pressure testing:
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Hydrostatic Pressure Testing !
5

C|^»ik4-« *»frowt

# »«#**;**!• «£w********** ’*»n*
*»•*** « !** (•"*«#* *#«*? »■** -«w#
*•*•»»» * *mt W4.rwmr# Da **m>*.M^

0 *', ->'» »w ».* J... W*#*. »•*■**** *•* ***«*»»* >«s«sffr-
»*«!» Jw*( «*4««s«»s •*» #w*« .* ****« rfww. S”«l *«41

*
4

(.#« t**.t***»•
■- ' ■■ ■:■ ■ ■ ■■I
r^Mtrwtpt* ».

SSss?

Sample of construction signs posted during project:

Pi /

■

i vU111 Flvl 11

W i
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i Your Communityr' "
f vat
sc i

t

and safely as possible.

! 4

N1-048-12

operating pressure a 
any areas for repair
Thank you for your patience while we 
work as quickly and safely as possible.

www4jge.com/gas
< afety

programs, call our Gas System Help Line at
1-888-743-7431

* For general questions, call «
Line at 1-800-743-5M0 at at

Service
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PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenliningln stitute_001-15
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q15 (c,d,e)

Requester DR No.: Greenlining-001Request Date: February 4, 2013
Date Sent: February 19, 2013 Requesting Party: Greenlining Institute

Jess Brown/Steve 
Phillips________

Requester: Enrique Gallardo
PG&E Witness:

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-l_DR_Greenlininglnstitute_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

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.
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.
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.
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/safetv. 
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.
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.

i.

IV.

v.

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
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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 
Media

Locally targeted media and outreach focused on 
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 
Outreach

Targeted and integrated customer education and 
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.

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

Printed collateral 
and online 
communications

Labor Labor costs associated to manage production of 
collateral and execution of safety and reliability 
campaigns and events.
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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&I) 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.
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PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlining lnstitute_001-03
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q03
Request Date: February 4, 2013 Requester DR No.: Greenlining-001
Date Sent: February 15, 2013 Requesting Party: Greenlining Institute
PG&E Witness: 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. Will 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.”
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PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlining lnstitute_001-05
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q05
Request Date: February 4, 2013 Requester DR No.: Greenlining-001
Date Sent: February 19, 2013 Requesting Party: Greenlining Institute
PG&E Witness: 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. At this time, outage notifications are only planned in English

GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q05 Page 1

SB GT&S 0050720



PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlining lnstitute_001-06
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_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.
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PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenliningln stitute_001-04
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_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-l_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 Flmong. As 
discussed in response to subpart “a” of this question, the Company will measure the 
effectiveness of our outreach through our third party vendor.
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GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q04Atch01

Critical Work Metric - Brand Favorability October: Methodology 
changed to better reflect 
PG&E customer 
demographics in sample 
population.

60% 2012 YTD Brand Favorability

'I if November 2012 52% 52%

50%

8>Met Brand Favorability 37%S 40% -
C

S
34% 34% 34% 34%33% 32% 32%31%

>. 30%Description:
re
° 20% -s

LLA survey that measures overall opinion of the 

PG&E brand throughout the service territory 

Survey responder target is 2,500 per month
10%

0%

£.-A -A &
aP

V S'
cp<A

f 'in1 I- ce Actions:

ex, run print ads throughout 
tne service territory and bus wraps in 
Sacramento

12/31/201252% 52% 0% 52% 52% 0%

Coordinate with business units on 2013 
brand campaign strategy

1/31/2013

52% 41% 11%

3/31/2013Establish agency of record for 2013

Launch next phase of brand campaign, 
focusing on back to basics strategyMethodology changed in October to broaden 

sample size and enhance polling parameters across 

PG&E service territory.
Progress based on Customer Satisfaction and 

Brand Advertising Campaign.

5/31/2013

Not Started 
On schedule
On schedule with some concerns 
At risk requiring leadership support 

_ CompleteSource: Ad Awareness and Impact Study, Targetbase telephone survey, October 2012.

SB GT&S 0050723



PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlininglnstitute_002-02
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_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&I and Ag) customers and 
the other assigned to small and medium business (SMB) customers. Account managers 
working with LC&I 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&I and Ag account managers managed approximately 59 
customer accounts each (total number of LC&I and Ag customers with an assigned 
account manager in 2012 divided by the total number of LC&I 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.
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PG&E Data Request No.: Greenlining lnstitute_001-16
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q16
Request Date: February 4, 2013 Requester DR No.: Greenlining-001
Date Sent: February 13, 2013 Requesting Party: Greenlining Institute
PG&E Witness: 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. Will 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&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. 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.
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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 
Resource Requirements

Assumptions Calculations Full-time
Positions

(FTEs)

Reference

Large Customers An estimated increase of approx.
23,490 hours will be required in order to 
increase time spent providing customer 
service to LC&I and Large Ag 
customers by 25% from 2011.

Based on 2011 hours 
spent providing customer 
service to Large 
Customers (-93,950 
hours) and an increase by 
25% from 2011.

93,950 hours x 25% = 
23,490 hours

12.2 WP 7-69 line
7

23,490 hours /1920 hours 
per position= 12.2 positions

1 Assumes 1920 hours per 
position._____________

SMB Customers An estimated increase of approx. 
256,625 hours will be required in order 
to successfully increase customer 
service and interactions with SMB 
customers more than eight-fold over 
2011. This considers the time required 
for meeting preparation, in­
person/phone based interactions, and 
follow up subsequent to meeting. This 
will allow PG&E to service 
approximately 30% of the SMB 
population.

Based on 2011 hours 
spent providing customer 
service to SMB Customers 
(-28,930 hours) and an 
increase of more than 
eight-fold from 2011.

Approximately 28,930 hours 
x 8.8 = approximately 
256,625 hours

133.6 WP 7-69 line
7

256,625 hours /1920 per 
position = 133.6 positions

324,000 SMB customers x 
30% = 97,200 SMB 
customers

Assumes 1920 hours per 
position.

Assumes 324,000 SMB 
customers.2

3 Total Positions 145.8
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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, Vietnamese, 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.
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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 to 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 to improve it.

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 I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlininglnstitute_002-08
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_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. In response 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 POP 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 I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlininglnstitute_002-02
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_002-Q02(a)(b)(c)(d)(e)(g)
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&I 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-Q16c, 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 I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenlininglnstitute_002-09
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_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.

a. How does PG&E assess demographics in PG&E’s service territory?
b. 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, Vietnamese, 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 I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greenliningln stitute_001-25
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_001-Q25
Request Date: February 4, 2013 Requester DR No.: Greenlining-001
Date Sent: February 13, 2013 Requesting Party: Greenlining Institute
PG&E Witness: 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
• Outbound 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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PACIFIC GAS AND ELECTRIC COMPANY 
2014 General Rate Case Phase I 

Application 12-11-009 
Data Response

PG&E Data Request No.: Greeniininglnstitute_002-14
PG&E File Name: GRC2014-Ph-l_DR_Greenlininglnstitute_002-Q14
Request Date: April 26,2013 Requester DR No.: Greenlining-002
Date Sent: May 10, 2013 Requesting Party: Greenlining Institute
PG&E Witness: Steve Phillips Requester: Enrique Gallardo

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, Vietnamese, 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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