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PACIFIC GAS AND ELECTRIC
COMPANY
Gas Operations Data Response

ES:&E Data Request Index 10707.08 Supp02

Request Date: 03-27-2017 Date Sent: 06-06-2017
Requesting Party: GOST-CPUC SED/CPSD

External Requester: Darryl Gruen PG&E Contact: Jon Pendleton

PG&E’s responses to the following SED data request(s) are intended to comply with the
Instructions provided on March 27, 2017. PG&E has no objection to SED’s instructions that
restate  Commission Rules of Practice and Procedure, such as the duty of candor, since PG&E is
required to follow such rules regardless of such instructions.

Per the Instructions, PG&E has provided the name of the person(s) answering each request, their
title, the name and title of the person to whom they report, and contact information.

Question Respé)ynded Title Contact Reports To Title
08 Suppol | Vincent SupeQr\l/jzﬁr, o VEW4@pge.com | Frances Yee | $2S Qty Mgmt Specialist,
PP Whitmer ty pyc. Principal
Management

QUESTION 10707.08: Please provide the following information regarding PG&E’s IRTHNet
database in another spreadsheet organized in a similar fashion to the spreadsheet requested in
qguestions 1 and 6 above. Specifically, for each question, provide a breakdown of entries by
month, starting with January, 2012 and ending in February, 2017.

a. Please provide the total number of late tickets for each division beginning in January,
2012 and ending in February, 2017.

b. Please provide the total number of late tickets for each district beginning in January,
2012 and ending in February, 2017.

RESPONSE 10707.08:

a) PG&E has prepared a yearly breakdown of late tickets for each division, 2012 to
February 2017. See attachment “Index 10707-08_2012 - Feb 2017 Total Late -
Division.xIsx.” PG&E is still gathering late ticket information broken down by month
for each division and anticipates delivering it by May 22, 2017.

b) PG&E does not have data available for late tickets broken down by districts. The
data source used includes districts in the counts for divisions and cannot be
separated.
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RESPONSE 10707.08 Supp01: See attachment “Index 10707-08 2012 - Feb 2017 Total Late
- Division_Monthly.xIsx” for the previously provided late ticket data broken down by month for
each division January 2012 — February 2017. After further reviewing the late ticket data for the
preparation of the monthly breakdown by division, PG&E would like to update the number of late
tickets for 2015 to 3,450 (from 3,385). Refer to tab “2015” of the spreadsheet for these updated
numbers.

RESPONSE 10707.08 Supp02: PG&E is providing additional data, which has been collected by
the Quality Management (QM) organization, a group whose function is to perform quality
assurance (QA) for gas work streams.

For the time period of January 1, 2016, to May 31, 2017, QM identified USA ticket responses that
were not handled in accordance with PG&E procedures. These “field late” tickets would be
identified as on-time in IRTHnet, but would have been a late ticket if processed correctly per
PG&E procedures. These “field late” tickets identified by QM were not included in the original late
ticket report. As a result, these late tickets were excluded from the late ticket counts provided in
PG&E Responses 10707.08 and 10707.08 Supp01 (delivered to SED on April 19, 2017, and May
22, 2017, respectively).

Locate and Mark QM Review
“Field Late” Tickets
January 1, 2016, to May 31, 2017
# of Late .
Year Tickets # of Tlckets Find Rate
Reviewed

Found
2016 31 1,984 1.56%
2017* 5 563 0.89%

As of 5/31/2017

For the “field late” tickets included in the table above, QM identified the following reasons for why
a USA ticket was showing as being responded to on-time in IRTHnet, but would be considered
late per PG&E procedures.

o ‘“Left message with excavator but no verbal discussion”: A message regarding a
renegotiated start time was left for the excavator; however, the locator did not speak to
them directly about renegotiating a new start time.

¢ “Did not call to inform excavator”: The locator did not contact the excavator to renegotiate
the ticket; however, a response was issued that closed the ticket on-time.

¢ ‘“Inclement weather”: The locator was unable to locate and mark facilities due to weather,
but failed to renegotiate the ticket with the excavator prior to selecting the “inclement
weather” status in IRTHnet.

e “Phased a single address ticket”: Phasing a ticket for a large excavator project is
acceptable as long as the locator works with the excavator to properly schedule an
appropriate locate scope and frequency for the large project; however, locators should
not phase a ticket involving a single address as that would not constitute a large project.

e “Did not mark by renegotiated new start time”: The status of the ticket showed a
notification of new start time, but the locator failed to perform the locate and mark by the

new start time.

A breakdown of “field late” tickets identified by QM, by QM reason, for the January 1, 2016 to May
31, 2017 time period, is provided in the following table:
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Locate and Mark QM Review
“Field Late” Tickets by Status Change Reason
January 1, 2016, to May 31, 2017

Reason for Status Change 2016 2017*

Left message with excavator but no

: : 14 4
verbal discussion
Did not call to inform excavator 7 0
Inclement weather 3 1
Phased a single address ticket 4 0
Did not mark by renegotiated New Start 3 0
Time

TAs of 5/31/2017

Note, starting in January 2016, in an effort to bring greater visibility to the specific reasons for field
late tickets, QM developed the reason codes as depicted above. Prior to January 2016, all late
tickets identified by QM included tickets identified as late by IRTHnet (which would be present in
the original late ticket reports), as well as tickets that were on-time in IRTHnet but should have
been late per PG&E standards (“field late” tickets). Refer to the table below for the results from
QM'’s entire Locate and Mark ticket review for the time period of January 1, 2012 — May 31, 2017.

Locate and Mark QM Review
Total Late Tickets
January 1, 2012, to May 31, 2017

# of Late # of Tickets .
rear Tickets Found? Reviewed Find Rate
2012 96 2,396 4.01%
2013 84 1,319 6.37%
2014 77 1,565 4.92%
2015 30 1,702 1.76%
2016 40 1,984 2.02%
2017 8 563 1.42%

These ticket counts include tickets considered late in IRTHnet, as well as
tickets that were on-time in IRTHnet but should have been late per PG&E
standards.

’As of 5/31/2017
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I. Introduction

Guidepost Solutions LLC (“Guidepost”) submits this report to Pacific Gas and Electric
Company ("PG&E") following its investigation of the Locate and Mark function ("L&M") at PG&E.
We explain here our mandate, our methodology, and our findings. We note that PG&E
cooperated fully and without reservation during the investigation and made clear numerous
times that we could have access to any and all information we deemed relevant, and could
speak to or interview any PG&E employee at any level. PG&E also made clear that it would not

seek to influence our judgement in any way. All of these promised conditions were met.
A. About Guidepost

Guidepost Solutions is a global leader in investigations, due diligence, security and
technology consulting, immigration and cross-border consulting, and monitoring and compliance
solutions. We help companies, government agencies, individuals and their advisors solve
problems, advance business opportunities, mitigate risks and resolve disputes — among many
other services. Our professional team includes former federal and state prosecutors and law
enforcement officials and leaders in the security, investigations, and intelligence and public
safety communities.

Our experience includes assisting a variety of multi-national companies around the globe
in various industries. Guidepost professionals have experience working with companies in the
public and private sectors throughout the world, including the United Kingdom, Canada, and

Mexico, and the continents of South America, Europe, Asia, and Africa.

Guidepost Solutions LLC |
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II. Mandate

The investigation focused on the PG&E Gas Operations Division. Specifically, PG&E
asked Guidepost to investigate its response to notices from construction contractors and others
who sought to excavate in furtherance of their building projects anywhere within PG&E's
geographical area of operation. As will be explained in more detail below, upon such notice of
an excavator’s intent to excavate, utilities, pursuant to California law, have 48 hours to locate
their underground facilities, such as gas pipelines, and mark them, as a means to indicate the
existence of the subsurface installations, and so that the excavators do not mistakenly damage
the facilities.! Hence Locate and Mark. The safety implications are obvious, making PG&E's
proper performance of this function extremely important. With some exceptions discussed
below, in instances where the utility does not perform the L&M function within 48 hours, the

response is considered “late”.

PG&E already had been tracking and reporting late responses for years but had also
determined that many responses which appeared timely were in fact, upon further

investigation, actually late. PG&E asked us to investigate the reasons for this discrepancy and

! Cal. Gov. Code §4216.2 provides that “an excavator planning to conduct an investigation shall notify the
appropriate regional call center of the excavator’s intent to excavate at least two working days, and not
more than 14 calendar days, before beginning that excavation. §4216.3(a)(1)(A) provides that “unless
the excavator and operator mutually agree to a later start date and time, or otherwise agree to the
sequence and timeframe in which the operator will locate and ...mark, an operator shall” perform the
locate and mark function “before the legal excavation start date and time.”. 8§4216.3(a)(1)(A) also
provides that an operator shall advise the excavator if it “operates no subsurface installations in the area
delineated for excavation”, and §4216.3(a)(1)(B) provides that an operator must also indicate the
presence of any abandoned subsurface installations. Because the law (“hereafter” “4216") allows as little
as two working days’ notice, in actual practice, the requirement is treated as a requirement of action
within 48 hours and PG&E operated on that basis in the years in question. We will therefore refer to this
legal requirement accordingly.
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to determine approximately when the discrepancy began. Finally, PG&E asked us to determine

whether certain senior officers had been aware of this discrepancy.
III. Scope and Methodology

On September 1, 2017, PG&E selected Guidepost to perform this investigation.? We
began by reviewing background materials regarding L&M, so that we would have a good
understanding of the job itself and the way it is organized at PG&E. Specifically, we reviewed
L&M policies and procedures including a handbook which sets forth, step by step, how the L&M
function is to be performed. We also reviewed certain audits of the L&M function and materials
relating to a peer review of L&M performed by the American Gas Association ("AGA”) in March
2017. We also received data provided by PG&E regarding late responses from 2012-17 as of

the date of our engagement.?

Additionally, we reviewed all the relevant document and information demands issued to
PG&E by the California Public Utilities Commission ("CPUC") and its Safety and Enforcement

Division ("SED"), as well as all of PG&E's responses* as of the date of our engagement.

We reviewed emails and other documents culled from the electronic files of a

representative sample of L&M supervisors between 2012 and 2017, and from the files of certain

2 Guidepost had submitted a proposal on August 18, 2017.

3 Guidepost did not validate the data provided by PG&E; PG&E has apparently retained a third-party to
conduct this analysis.

4 We understand that the SED has conducted interviews of certain PG&E personnel regarding the issue at
hand. We did not attend the interviews and did not have access to transcripts of the interviews. We are
informed by PG&E that PG&E did not attend the majority of such interviews and that PG&E has not
received copies of the transcripts.
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officers of PG&E, and other relevant PG&E personnel. We accomplished this review by agreeing
with PG&E on certain search terms to apply to the data, in keeping with current legal and
investigative practice, so that we would review only documents likely to be relevant to the
inquiry.> In order to manage the large amount of data to be reviewed even after application of
the search criteria, Guidepost retained contract attorneys to conduct a “first-level” review. The
contract attorneys then reviewed 258,072 potentially relevant documents and forwarded 10,007
documents to Guidepost for further review. Guidepost's team of three reviewed these

documents.

Finally, we conducted 40 interviews, including the personnel mentioned above and

selected L&M supervisors from the years before 2012°,
IV. Executive Summary

In general, and as explained above, PG&E is required by California law to locate and
mark its underground facilities within 48 hours of a notification from a construction contractor
or other third-party excavator of its intent to excavate. It is therefore obviously important to
perform these tasks on time. In 2012, and particularly from 2014 to 2016, there was a

dramatic rise in the number of such notifications.

> We shared the proposed search terms with PG&E’s federal monitor, Kirkland & Ellis, LLP, in advance of
their application to the data. In this regard, we note that we briefed the monitor team on the
investigation on a weekly basis, and that the monitor team attended most of the interviews we
conducted. Additionally, that team attended daily briefings at the end of all six interview days as well as
a final briefing on March 14, 2018.

6 These interviews of selected “early years” L&M supervisors who remained with PG&E in 2018 were
designed to provide information on the origins of the practices at issue. We did not review emails or
other electronic data for these individuals.
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During most of the period in question, and particularly from 2012 -2017, PG&E struggled
to maintain a sufficient staffing level in L&M to complete its work in a timely manner and
thereby to meet the 48-hour requirement on a consistent basis. Locators (employees who
actually perform the L&M function and who are assigned to geographic “divisions”)’ therefore
felt great pressure to meet the 48-hour requirement, particularly from 2013 to 2016, when the

L&M Director made it clear that he would not tolerate any violation of the 48 hour requirement.

Locators reacted by making false notations in their records, which had the effect of
“stopping the 48-hour clock”. This had the effect of creating records which appeared timely,

but which upon further examination, were actually late.

These practices were common knowledge among L&M supervisors, and certain leaders
also knew or should have known of these practices. Meanwhile, L&M leadership reported
precipitously dropping numbers of late “tickets”, as each job was known. Thus, in the face of
rising numbers of tickets and continuing staffing challenges, and in the face of indicators that
locators were falsifying records, L&M leadership claimed to have reduced late tickets to
implausibly low levels. We therefore find that the discrepancy discussed above arose from a
confluence of factors: insufficient staffing, inherent pressure on locators to complete the work;

added pressure from the Director to avoid any late tickets; falsification of records designed to

7 Each division consisted of locators, lead or senior locators (who were more experienced), a clerk and a
supervisor. The supervisors reported to a Superintendent (one responsible for the Southern and one for
the Northern part of PG&E's service area.). The Superintendents reported to Joel Dickson, who was the
Director. As used in this report, “supervisors” are the supervisors within a division. “L&M leadership”
refers to the Superintendents and the Director of L&M.
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avoid criticism for lack of timeliness; and failure to recognize and/or failure to report the

inaccuracy of timeliness data created by these factors.
V. L&M Overview
A. The L&M Function

California law provides that a person or entity seeking to excavate whether in
furtherance of a construction project or for some other purpose must notify a call center of its
intent to excavate. The relevant call center for PG&E is the Underground Service Alert of
Northern/Central California and Nevada, ("USA North 811”). The excavator calls the telephone
number 811 or logs the request online. USA North then generates a “ticket” and conveys it to
PG&E. The ticket essentially constitutes a work order. PG&E then generally has 48 hours to

locate and mark the proposed excavation site. See explanation of 48-hour requirement supra.

Upon receipt of a ticket, PG&E allocates the tickets on a geographic basis, distributing
them in “folders” within specific geographical areas, or “divisions”. A supervisor then allocates
the work among the locators. The locator then proceeds to the location of his or her assigned
tickets and locates the underground facilities by using equipment which receives a signal
emitted by the underground facility and marks the location, usually with paint or flags, as we

were told in numerous interviews, and as the aforementioned handbook makes clear.

Certain aspects of the L&M work made it intrinsically difficult to complete the work in 48
hours. First, in certain locations, there are not only gas facilities, but electric facilities. Under
certain circumstances, a Qualified Electric Worker ("QEW") must be present to assist the

locator. The L&M function, in the relevant years, did not have QEW’s within its ranks and had
Guidepost Solutions LLC |
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to seek help from the Electric Department. This caused significant delay and was a factor in
causing late tickets. For instance, one senior locator, | told us that the lack of
QEW’s was a “huge issue” and this is confirmed in many email communications between

supervisors and the Director of L&M, and involving other PG&E employees.

Additionally, inclement weather can cause delay. Locators usually mark the location in
question with paint or flags. The paint washes away in the rain and this often necessitates
“renegotiating”, (rescheduling) the locate and mark service. It is also difficult to perform the
work within 48 hours when the excavator is unresponsive to calls from the locators or fails to

delineate the proposed excavation area.

Locators may legitimately extend the 48-hour window in several ways. First, they may
renegotiate the start time of an excavation, and thereby extend the time within which they
must locate PG&E’s facilities and mark them. Second, if the proposed excavation site is too
large to complete the L&M function in one day, the locator may arrange with the excavator to
complete the project in phases. This is called “phasing”. Phasing is generally only appropriate
for large or complex jobs. For instance, if the excavator is proposing to build a shopping mall,
as opposed to a single-family home, the project is appropriate for phasing. Importantly,
Section §4216, as described above, requires that there be “mutual agreement” between the
excavator and the utility in order to extend the 48-hour window in these ways. The PG&E L&M

handbook makes clear that in order to achieve mutual agreement with an excavator, the locator

CONFIDENTIAL Guidepost Solutions LLC | Page 9

SED-00016



CONFIDENTIAICONFiENTI AurGENERALOORDER SIGH ANCIDEDGISION 16-08-924

> Guidepost

www.guidepostsolutions.com

must make “positive contact” with the excavator. Positive contact means a two-way
communication, and simply leaving a message is insufficient®.

B. The L&M Organization

Before 2013, L&M was part of the Maintenance and Construction Department. That
department was also responsible for other very important damage prevention tasks, such as
Leak Survey and Corrosion. Responding to and preventing gas leaks and corrosion in gas
pipelines are obviously crucial safety initiatives. Damage prevention employees performed
these tasks as well as L&M duties, so that an employee might one day address locate and mark
needs and the next, leak survey, as we were told in interviews of supervisors for the years

before 2013.

Between 2013 and 2017, L&M was a separate department, and in 2017, it became part
of Field Services. Our primary focus in this report is the 2013-17 time period. In 2013, Joel
Dickson became the Director of the newly separate L&M group. He also had Leak Survey
reporting to him.

VI. High Pressure, Late Tickets and “"Gaming the Late Ticket Metric”
We have discussed the L&M function and the requirements that govern it, including the

48-hour window, the legitimate ways to extend it, and the goal of avoiding late tickets. We

8 Leaving a voicemail is therefore insufficient to constitute positive contact. We note that this method of
contact was only recently removed as a drop-down option for locators documenting their communications
with excavators. It appears that some locators in years before 2017 believed that leaving a message
such as a voicemail was sufficient to constitute positive contact, while others knew it was not. At least
one supervisor told us that in 2006-2008, it was acceptable merely to leave a voicemail. The confusion
demonstrates at least that training programs had failed to make this point clear.

Guidepost Solutions LLC |
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now turn to the events that underlie this report. In short, as the number of tickets grew to
unmanageable amounts, PG&E struggled to keep up with the demand, while at the same time
increasing the pressure on locators to meet a goal of “zero late tickets”. Locators responded by
cutting corners. Specifically, they entered inaccurate and false notes in the database which
tracked tickets. These notes “stopped the 48-hour clock”, thereby giving the misleading

impression that the tickets in question had been timely handled.

We discuss our findings in this regard as to three time periods: a.) the years before

2008; b.) 2008-2012; c.) 2013-2017.
A. L&M Before 2008

We interviewed several employees who are or had been L&M supervisors or locators
before 2008. They confirmed that avoiding late tickets was and had been a goal. In these
years, locators tended to be senior employees, with years of experience. Although avoidance of
late tickets was a goal, there was much less scrutiny of late tickets. As Supervisor Scott Farrell
told us, in 2003, “either they got done or they didn't get done...and the tickets simply got
resolved when they got resolved.” There was no on-line management of tickets, and instead
tickets were managed with a “paper” system. Locators received their assignments from the
mapping department, and the tickets were stapled to a map. There was no way to check
locator’s whereabouts or timeliness. Locators documented their completion of a particular ticket

by writing their initials on the ticket. We uncovered no evidence of false notes or other

9 See discussion below at subsection B.
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inappropriate actions before 2008. We do note that we did not review emails or other data
from this time period, and that the employees denied seeing such practices. We also note that
in the absence of high demand and high pressure, there was presumably no reason to “cut
corners”.

B. L&M 2008-2012

In 2008, PG&E introduced an on-line system to manage its L&M function, including the
tickets which were generated by the 811 system. The system, which is called IRTHnet, can
track ticket volume and the timeliness of the locators’ completion of the L&M tasks. Between
2008 and 2011, total tickets remained relatively constant, but their numbers began to rise in
2012. One employee, . attributed this to the nation’s recovery from the 2008
financial crisis and an increase in construction associated with it.'° A public awareness
campaign which promoted the 811 system surely contributed to the rising ticket numbers as
well. The total ticket data, whether or not related to the financial recovery or the public
awareness campaign, played a part in the growing problems we discuss here. See the chart

below!!:

10 We did not obtain data regarding construction in PG&E’s service area and as mentioned above, did not
validate the data supplied by PG&E.

11 Note, that the late ticket data are missing for 2008, and that late ticket numbers are as reported. They
may or may not be valid for the reasons giving rise to this investigation.
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Late Tickets

(as initially reported)
17,603 19,395 7,674

Total Tickets 512,682 481,662 470,254 509,949

See also, the chart for 2012-2016.

Late Tickets

(as initially reported)
4,623 13,546 13,391 3,450 44

leticec 760,177 671,015 702,275 820,455 898,120

*Dig-in rate for 2017 was 1.89.
“Data Supplied by PG&E

Meanwhile, the experienced employees who performed L&M work among their other
duties apparently did not like IRTHnet. Supervisor Scott Farrell described the advent of
IRTHnet as a "big change for the locators”, who did not feel comfortable with the technology,
and may not have been comfortable with the increased level of scrutiny and oversight that was
now possible. As another supervisor, William Seib, explained, “the “[0]ld timers didn't like the
technology changes.” As a result, the demographic characteristics of the L&M function
changed, and evolved from a senior and experienced organization to one featuring

inexperienced and entry-level employees. Soon after PG&E began to use IRTHnet, the

CONFIDENTIAL Guidepost Solutions LLC | Page 13
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company had reason to believe that locators were entering falsified notes in IRTHnet in an

effort to “stop the 48-hour clock”.

In 2009, The Gas Operations Quality Assurance group (“QA")!? conducted an audit of
the Damage Prevention department (Audit Number 2009-0115) and reported on its findings on
March 10, 2010. QA reported in its Nonconformance Report ("NCR"”) that “3.8% of all
September 2009 tickets indicated that a new start date/time was negotiated. The majority of
these tickets were entered into IRTHnet as ‘negotiated’ primarily as a means to keep the ticket
from going overdue. As a result, incorrect data is being used to report on-time results.” The
NCR further explained that “employees are indicating that a new start date/time was
negotiated, when, in fact, no mutual agreement was reached. Furthermore, when the
negotiation occurred after the date/time the ticket originally came due, the ticket is not included
in the reporting of late tickets.” Finally, QA was told during the audit that some Mark &
Locate!®> employees entered comments into IRTHnet stating that a new start date/time had
been negotiated specifically as a “work around” to keep from going late. The NCR analyzed the
impact of such practices as follows: “Incorrect data is being used to report on-time results.
This data, in turn makes the M&L on-time performance appear better than it is. This may result
in too few resources being provided to Mark & Locate personnel to timely respond to tickets"*.

Indeed, Dean Churchwell, a supervisor we interviewed who had worked in L&M from 2007 to

12 | ater “Quality Management” ("QM").

13 The function was apparently called “Mark and Locate” and then changed to “Locate and Mark” to
comport with the actual sequence of the tasks in question.

14 These findings were incorporated in a broader report on Damage Prevention issued on March 18, 2010
See EO SR&S Quality Assurance Final Report, Gas QA Audit, Damage Prevention Program.
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2009, told us that the “the volume and size of the requests are unmanageable, and it is not
reasonable to believe that the workload can be completed properly in 48 hours and with a fixed

amount of resources”.

By 2011, there had been little change. In 2011, PG&E’s Internal Audit Group (“IA”)
conducted an assessment of the damage prevention program, upon which it reported on
February 10, 2012. The report noted that the earlier assessments by IA and QA regarding
“recordkeeping processes used to establish the on-time performance of [PG&E’s] mark and
locate program had a system glitch, in that the time-clock feature of the software would be
halted just by opening the record without performing the work or documenting an agreement
with the excavator to perform the work. As a result, the report for on-time performance using
this software showed a 99% on-time response for 2010 that cannot be relied upon.” As of the
date of the report, that deficiency had not been corrected. We note that the 2009/10 materials
produced to us contained no discussion of such a “system glitch”, and instead, as described
above, discussed deliberate “work arounds” by employees, with the intent to avoid tickets from

“going late”.?>

IA noted that it had, in 2011, received information from field employees that tickets in

certain divisions were “several weeks behind schedule” and attributed this circumstance to

15 As such, the January 2012 IA report appears to have missed the mark, at least in part, but
nevertheless, to have raised questions about the accuracy of on-time data for locate and mark.
Moreover, there was apparently some confusion about whether the “glitch” had been addressed and/or
when. A 2012 document entitled "Damage Prevention 1. Mark & Locate Timeliness — Action Plan — 2012”
claimed that the “glitch” had been corrected as of November 2011, while the audit report of February 10
claimed that it would be corrected by April 20, 2012. In any event, we believe the “glitch” has in fact
been addressed, and that as stated, the real issue is not the glitch, but the “workarounds” by locators.
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“unexpectedly high demand for mark and locate services coupled with shortages of employees

qualified to perform the work..."”.

The 2012 audit recommendations were to correct the “system glitch”, and create a
weekly “late ticket metric” to be “used by supervisors to evaluate their team’s performance, and
to be used by superintendents and directors to evaluate [the] supervisor’s performance.”
Additionally, the report recommended that the IRTHnet application require more detailed
information when a locator negotiates a new start time, including the name and telephone

number of the excavator and the method of communication® 1. See Damage Prevention Mark

and Locate Timeliness — Action Plan — 2012. The audit was closed on December 27, 2012.

Meanwhile, in 2011, Nick Stavropoulos joined PG&E as Executive Vice President, Gas
Operations (now President and Chief Operating Officer), and recruited Jesus Soto, Senior Vice
President, Gas Operations to join him. Mr. Stavropoulos told us that upon his arrival he
believed that things at PG&E were “a mess”. Of course, the 2010 San Bruno explosion was very
much on the minds of PG&E's leaders (and others), and safety was very much at the forefront
of the Company’s concerns. In fact, Mr. Stavropoulos told us that his efforts, which he
undertook with “great intensity”, were designed to prevent “another San Bruno”. Indeed,

Messrs. Stavropoulos and Soto began a major series of initiatives and improvements, of which

16 One method of communication which was available was voicemail. This undercut the requirement of
“positive contact” and apparently led some locators to believe that a voicemail was sufficient without
actual contact (See fn. 7).

17 The weekly late ticket metric had been created by 2010. The IRTHnet application upgrade was
supposedly in place by the end of 2012. We note that in 2017, additional upgrades required locators to
enter the very same information in order to renegotiate a ticket, indicating that the recommendation had
not in fact been satisfied in 2012.
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L&M was only a small part. For instance, they found that PG&E’s pipelines right-of-way had not
been protected. In other words, there were encroachments, including dwellings and other
structures which had been built over the pipelines, incompatible vegetation that had been
allowed to flourish near the pipelines, and other obstructions. Stavropoulos and Soto therefore
embarked on a $500 million, 5-year project to clear the right of way for thousands of miles of

pipeline.

PG&E also began efforts to confirm the exact centerline location of the entire pipeline
system, to confirm the “depth of cover”, which means the depth of the pipeline in all locations,
and to confirm the presence of pipeline markers. An article in the Pipeline Gas Journal of April
1, 2014, called these efforts, “one of the biggest pipeline testing, enhancement and
replacement efforts in the industry’s history.” Stravropoulos also worked to improve the “safety
culture” of PG&E. During our discussion with Mr. Stavropoulos, he told us about an employee
who had self-reported mapping errors which led to missed leak surveys, and told us that the
company had been required to pay a penalty of approximately $17 million. He had made it
known that PG&E would continue to self-report in such circumstances, despite the possibility of
penalties, thereby strongly affirming the “safety culture”. Finally, he oversaw the construction
of a new gas control center in San Ramon, California. In connection with these projects, as Mr.
Stavropoulos told us, PG&E hired 2,000 field workers in the first several years of his tenure. It
is clear that Stavropoulos and Soto oversaw many large strategic projects. Damage Prevention

was but one of these, and L&M was one part of Damage Prevention.
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With regard to L&M, the officers focused on reducing the dig-in rate!8, which is
measured by calculating dig-ins per 1000 tickets. In support of this goal, these officers worked
on a public awareness campaign to promote the 811 system and worked to hire more staff and
to obtain better tools and better training for L&M. Additionally, they oversaw the creation of
the Dig-in Reduction Team (DiRT) (which among other things, actively patrols to seek out
excavators who violate the requirements of §4216 and the 811 system), and an L&M handbook.
Thus, these officers both told us that their primary focus was on safety and specifically, the
reduction of the dig-in rate. They appear to have been successful in this regard. John Higgins,
who also joined the Company in 2012, had direct responsibility for these damage prevention
efforts.’® In keeping with this responsibility, Mr. Higgins embarked on a “listening tour” in the
Damage Prevention department. He learned that among other things which could be improved,
locator timeliness was an issue. Additionally, as Mr. Higgins told us, he was aware of the 2009
audit which identified issues regarding the accuracy of late ticket data, and of the 2012 audit.
Mr. Soto was not aware of these audits until the AGA Peer Review in 2017, and Mr.

Stavropoulos also appears not to have been familiar with them.

18 Dig-ins occur when an excavator hits and damages a gas line. This is obviously an important safety
issue. Mr. Soto told us that in 2012 and 2013, he had been “laser focused” on the dig-in rate.

19 Mr. Higgins has held several positions at PG&E. In 2012, he was Director of Operations, and
responsible for scheduling and field safety. In 2013, he was Senior Director, Field Services, responsible
for meters and leak investigations. In 2014, he was assigned to “Super Gas Operations”, responsible for
process flow and work effectiveness. In 2015-16, he was VP Transmission and Distribution, responsible
for System Maintenance, Pipeline Operations, Leak Survey, L&M and damage claims. His LinkedIn page
lists his responsibilities from 2012 to present as “Resource Planning and Scheduling; Labor Strategy;
Quality Assurance; Operations Safety, and System Damage Prevention”.
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In keeping with these officers’” goal of improving the performance of Damage
Prevention, PG&E conducted an Analysis of Damage Prevention in August 2012. A primary goal
of the exercise was to understand and reduce dig-ins, and particularly “at-fault dig-ins”, which
are dig-ins caused by PG&E’s errors. Sixteen percent of the at-fault dig-ins studied had been
caused by locator errors and/or failure to follow work procedures. Among the most common
work procedure infractions were “[c]alling contractors to delay response to tickets without
reaching mutual consent” and “[c]onsistently utilizing start date renegotiation as a work load

|II
.

management tool.” The analysis also stated:

“During most interviews with production locate

employees, time pressure is  mentioned. The
employee can see the workload as it is created in
real time, [and] this creates an overwhelming feeling of the
need to hurry and lends itself to the justification of taking
shortcuts when unsure of locate accuracy.”°

Following the Damage Prevention Analysis, there were continuing indications that
staffing was still an issue and that ticket timeliness was in question because of it. For example,
on September 17, 2012, John Higgins wrote an email to Chris McGowan, an L&M “process
owner” and others, supporting the use of contractors to address staffing needs, writing that this
would help in identifying how many locators each division needed, so that locators could do the
job “properly...and complete tickets on time without using a negotiated start time to manage

tickets.” 1In our interview, he told us that late tickets were “not necessarily bad from a leader

20 The reason the locators could see the work being created in real time is that they could see it on their
tablets. This underscores the fact that the advent of IRTHnet, ironically, contributed to the feeling of
pressure experienced by the locators. See the discussion of the reaction of older locators to the IRTHnet
technology, supra.
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perspective...and were an indicator that you need to shift resources.” A supervisor, William
Pierce, told us of a meeting in 2012, during which Mr. Higgins had indicated that although the
company claimed to have no late tickets, there were in fact, late tickets, and they needed to be

exposed so that resources could be properly allocated.

Importantly, there were also indications that PG&E’s reported on-time performance data
were significantly overstated, as the audits discussed above had stated. For instance, on
October 5, 2012, John Higgins wrote to Lorene Harden, stating: “I'm worried about the safety
goals for 2013 as it relates to Damage Prevention. There is a current metric that indicates an
“on time” ticket completion percentage of 99.2%. The supervisors tell me it's more like 60%."
In the fall of 2012, Mr. Higgins continued to receive distress signals regarding staffing problems
and its relation to on-time ticket performance. On October 11, 2012, he was copied on a series
of emails between PG&E and the International Brotherhood of Electrical Workers (“IBEW")
regarding the proposed use of contract workers. Steven Rayburn of PG&E cited the
“tremendous amount of turnover” in L&M as a reason for the staffing shortages. On October
15, 2012, Maria Arquines wrote to Mr. Higgins that the staffing issues were “affecting [sic]
performance metrics for the on-time locates and if it continues without assistance, we will not

meet our target goal.”

On October 25, 2012, Dawn Curtis, a supervisor, wrote to Mr. Higgins to say that her

division had late tickets because it had more tickets than employees to address them. He
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replied, “I agree that this is no way to run a company.”?! On November 1, 2012, Katherin
Mack, at that time a supervisor and later a superintendent, wrote to John Higgins to discuss a
“mark and locate QC scoring system” whereby a late ticket caused a 25 point deduction. She
told Higgins that locators were apparently checking the box indicating positive contact, when in
fact, they had not been able to reach the excavator, so that it was “not a truly renegotiated
[ticket] anyway it like [sic] we are just stamping the box”. Ms. Mack explicitly linked these
issues to staffing challenges.?> Jesus Soto, in an effort to address staffing and other issues in
Damage Prevention, convened a Special Attention Review ("SAR") on November 19, 2012. The
SAR document noted that both dig-in rates and at fault dig-in rates had improved over a 12-
month rolling period. The document cited an on-time ticket completion rate of 98.7% for the
year 2012. Curiously, several pages later, the document stated “we respond to approximately
60% of tickets on time”. It alluded to poor tools and a high “rate of churn? in Locate and Mark

role (estimated 80% turnover in last two years).”
The report identified the following areas for improvement:

» Mapping records
»= Automated systems

» Increased public awareness

21 Mr. Higgins did write a second response indicating that “if a ticket’s late, it’s late...as long as we've
reached out to the contractor, you‘ve done your best with the meager resources we've given you.”.

22 When we asked Mr. Higgins about this document, he did not see it as confirmation that PG&E was
failing to have positive contact in order to renegotiate tickets.

2 “Churn” as found repeatedly in PG&E emails and documents, and in conversations with PG&E
employees, refers to constant turnover in the workforce, caused by employees who move to other parts
of PG&E or leave the company.
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= Clarify work procedures
= Improve field audits

= Improve training quality
= Improve tools

» Reduce employee churn

Mr. Stavropoulos told us that he had been satisfied that the 2012 SAR would address
the serious problems evident in L&M?*, and in November 19, 2012 wrote to Mr. Higgins, “Glad
we are nailing down proper procedures and measurement of “late tickets”. Mr. Soto also
believed that the 2012 SAR and its identified areas for improvement would address the issues

satisfactorily, as he told us.

Finally, on December 14, 2012, Chris McGowan, a L&M “process owner”, wrote to L&M
supervisors, copying Mr. Higgins, that “[I]ate tickets are no longer a success metric. We will still
report on it, but it will no longer be related to your STIP>® metrics. We want to see real late
tickets from now on to better help us staff appropriately and someday get to a place where we
can respond to tickets within the two-working day time frame. Late tickets are no longer
looked at as a bad thing, but more as a sign that your area might need help”. Thus, it was

obviously clear that timeliness statistics were not “real”. Despite this attempt to address this

2 Mr. Stavropoulos told us that he had made it clear that inappropriate notes in IRTHnet were
“unacceptable”.

2> STIP stands for “Short Term Incentive Plan”. An employee may have goals that are not part of STIP
but which are part of his or her overall objectives.
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problem by decreasing the pressure on L&M employees, Joel Dickson was soon to increase the

pressure.
Thus, in 2008-12, important themes had emerged:

= Ticket numbers were rising.
= Staffing was a serious issue.
» Locators had developed “workarounds” to avoid “going late”.

» On-time statistics were therefore seriously overstated.
C. 2013 -2017

As mentioned above, in 2013, L&M became a separate function, so that locators no
longer performed leak survey, corrosion or other work. Joel Dickson became Director, and Jeff
Carroll soon followed as Superintendent.?® Mr. Dickson reported to John Higgins directly in

2015-16.

As Jeff Carroll told us, he and Mr. Dickson focused originally on cost, which made hiring
additional staff difficult. He attributed the high cost of L&M activities to underperforming

locators and poor supervision.

Soon thereafter, however, Mr. Dickson’s focus changed, and his first priority was to
eliminate all late tickets, or as he repeated again and again, “Zero late tickets”. This demand

remained consistent in the years that followed. For instance, on May 5, 2015, Mr. Dickson

26 The Superintendent position was later divided so that Jeff Carroll became Superintendent — North, and
Several other individuals became Superintendent — South.
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wrote an email to the L&M supervisors, among others, stating: "I want to reinforce my
expectation that the only number we should see in the late ticket column is zero™’. Mr.
Dickson did ask supervisors to ensure that locators were making “positive contact with
contractors if we believe we will miss the 48-hour window.”?® On May 20, 2015, the agenda for
the Locate & Mark North All Hands meeting included a “Director’s Message”, which among other
things, stated: “Late tickets and AFDI* unacceptable”, and “no late tickets”. Similarly, the
Locate and Mark Team Meeting agenda for July 14, 2015 was styled: “Theme: Quality: HOW
DO WE GET TO ZERO? AND STAY THERE!.” This message was reinforced by the fact that
supervisors’ performance objectives—as well as Jeff Carroll's—included an item relating to
reduction in late tickets. For example, one supervisor's performance goals dated August 5,
2015 include the following goal: “"Reduce late tickets to ZERO”. Supervisor Adam Mayfield
explained that supervisors felt pressure from above and that it “trickled down” to locators, a
view that was confirmed by Vanessa White, who served as a backup to IRTHnet Administrator

Steven Walker.

27 This stands in contrast to Jesus Soto’s understanding, as expressed to us in our interview, that the
Company had no absolute directive that “thou shalt not” have late tickets.

28 This is evidence that despite Mr. Dickson'’s failure to react to evidence of manipulation by locators, he
did seem to direct them to comply with the required procedures. We note that it may not have been
clear to locators that the 48-hour requirement was a legal requirement, as one senior locator, i
I to!d us that when he joined PG&E in 2013, he had no idea that the 48-hour requirement was
based in California law, and that other locators had a similar lack of understanding. In any event, Mr.
Dickson did reiterate that proper procedures should be followed. For instance, on July 28, 2016 in an
email to supervisors in which he instructed that there should be “no more gaming the late ticket metric”,
he also asked for focus on “quality, safety and compliance.”

29 AFDI stands for “at-fault dig-ins”.
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We learned that this message from Mr. Dickson and Mr. Carroll was delivered in a
heavy-handed way, evincing a rather confrontational management style. Indeed, several
supervisors used strong words in this regard. Katherin Mack called L&M “dysfunctional” under
Mr. Dickson. Ron Yamashita told us that Mr. Dickson led with a “heavy hand” and that the
period when Mr. Dickson led the L&M function was the “dark time”. Mack said that Mr. Dickson
had “unrealistic goals™®, a view which is supported by Mr. Stavropoulos’ statement in our
interview that “nobody in the country gets 100% [on-time tickets] every day”. Similarly, on
July 23, 2015, Jeff Carroll responded to an email from Katherin Mack about locators who relied
on Steven Walker, the IRTHnet administrator, to keep tickets from “going late”. Mr. Carroll,
writing to the North area supervisors, after having congratulated them for “accomplishing ZERO

Late Tickets for almost two weeks”, wrote:

“There have been two late tickets in the last two days-
and as I have shared with you-because we are at ZERO,
ANY Late Ticket gets intense focus. Trust me, NONE of
you want to be in position of explaining why a single
ticket went late.”

Indeed, one supervisor, Fred Charles, characterized Mr. Dickson’s approach, saying that
he led by intimidation and the zero late ticket policy was delivered by pounding his fist on a

table and saying in effect, “if there is a single late ticket on a desk, you will answer to me.”.

30 Mr. Dickson seems to have understood on some level that his demands were unrealistic. He told us
that “[a]s a competitor by nature, I relished mission impossible tasks”. Mr. Higgins, in Dickson’s 2015
performance review, said that Dickson had to “reach a place where the backlog is zero”.
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We note that both Mr. Dickson and Mr. Carroll denied their management style was
intimidating.3! However, the reports we received from others are supported by the extremely
apologetic, - even fearful — responses that some locators and supervisors sent to Mr. Carroll
and Mr. Dickson. On April 11, 2016, one supervisor, Vinny Matsu, wrote: “I am very aware of
the severity of this incident. And I apologize abundantly...I can assure you this is an isolated
incident. With incredibly bad timing. I do take full responsibility for not Making [sic] sure I can
be reached at every seacond [sic]...I hope this does not affect [sic] your assurance on my

Ability [sic] to do this job...".

Meanwhile, the overall number of tickets continued to rise, while dig-ins were being

reduced. See the chart on page 12.

Staffing continued to be a challenge to L&M, bearing on L&M’s ability to complete its
work in a timely manner, and causing great concern. In 2013, 20-25 employees were added to
L&M’s resources, as a May, 2013 Gas Financials report indicated. However, the problems

continued throughout the period from 2013-2017.

A Locate and Mark 2015 Resources Forecast, presented by Jeff Carroll and Katherin
Mack in April of that year, noted that L&M was “severely manpower constrained”, citing
increased ticket count at levels 16% higher for the first 12 weeks of 2015 than for that period in

”

2014. The report also cited “continued locator churn” and the elimination of the “8-inch rule

* I denied that he was intimidating but said that many people are afraid of a “big, bald, Black
guy.ll
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as factors®?, and sought 45 additional headcount. The same month, Joel Dickson wrote an
email to John Higgins and others stating that L&M had grown from “1900 [late tickets] in march
[sic] as reported at rcc® to 2750... We are 6 to 7 day weeks running 30% OT and still cannot
keep pace. Most alarming is this isn't our heavy season yet...[and] we have a definitive short-
term resource issue but an even bigger longer term staffing issue we cannot lose site [sic] of.”
John Higgins wrote the next day (April 22) to | of IBEW that "Joel Dickson had
signaled that we have been crushed with USA requests, and we are unable to keep up.”
Higgins explained to |l that the Company would try to find internal resources before
turning to outside contractors. On May 28, 2015, John Higgins wrote an email to the training
group emphasizing the need for more L&M training classes, and stating that “[w]e cannot live
like this!”. On May 28, 2015, Mr. Dickson, responding to Mr. Higgins’ email, further explained
the need for training classes, and summarized the issue as follows: “The issue today isn't any
different than it has been in the past, churn is decimating the resources needed to handle a
22% increase in ticket demand system wide”. It is also clear that staffing challenges led to late
tickets. For example, on September 22, 2015, |, 2 'ead locator, wrote to Jesus Soto

of “19 past due tickets due to the need for a QEW to locate electrical.” Mr. Soto’s

administrative assistant forwarded this email to Mr. Higgins and Mr. Dickson. Mr. Dickson

32 Shallow excavations had previously been excluded from the locators’ remit and was no longer
excluded, thereby adding to the ticket volume. See discussion of churn, infra.

33 “rcc” refers to the Gas Operations Risk and Compliance Committee. In 2015 this body was chaired by
Nick Stavropoulos and its Vice Chair was Jesus Soto. In 2016, its Chair was Jesus Soto and there was no
Vice Chair. John Higgins and Mel Christopher were members in both years. We have no record reflecting
attendance on the dates to which Mr. Dickson refers.
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explained to Mr. Higgins in response, that the lack of support from the Electrical department

was an ongoing issue.>*

Dickson and Higgins continued to try to find internal assistance to handle the
overwhelming number of tickets. For instance, on January 4, 2016, Dickson wrote to [
I of PG&E's Labor Relations department, copying John Higgins, to ask whether contract
issues had any effect on “compliance reps being trained to complete primary electric
locating....This issue continues to plague our team and hamper our ability to timely respond to
the 800k+ USA tickets we executed in 2015”. In fact, the QPIC Dashboard report for December
2015, in its section addressing L&M?3*, found that “"L&M has been challenged to maintain a
competent highly-trained workforce due to a high level of attrition. Competency issues are
compounded by a 19% volume increase YTD [in tickets] which has resulted in high levels of OT
and 7-day work weeks which is [sic] not sustainable”. The QPIC report also noted that “Jesus
Soto has convened a Locate and Mark SAR...to identify both short and longer term strategies to
address issues stemming from outdated technology and resource churn.” The report also noted
that L&M leadership in conjunction with QM would assess individual locators’ performance. Mr.
Soto told us that he believed these processes were addressing the issue. By June of 2016, a

presentation prepared for the L&M offsite meeting identified staffing as an “improvement area”.

In an effort to combat late tickets, Mr. Dickson created the “war room” at the Bishop

Ranch site. There, the IRTHnet administrator, Steven Walker, functioned as the fifth “layer of

34 In a second response on September 25, Mr. Dickson claimed the 19 tickets were phased, and not late.
35 QPIC stands for “Quality and Process Improvement Council”. In 2015, Messrs Soto, Higgins and
Christopher were members of QPIC.
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protection” to prevent late tickets.3®* The war room contained white boards with running late
ticket statistics. Steven Walker “closed” many of these late tickets. Mr. Walker told us that he
rarely contacted excavators himself but instead indicated in the IRTHnet database that a ticket
had been renegotiated based on the supervisor’s assertion that he or she (or the locator) had in
fact had “positive contact” with the excavator. He admitted that he did not know in such
circumstances whether there had actually been “positive contact”. Walker’s backup, Vanessa
White, told us that Walker also entered data upon the assertion by the supervisor that he or she

“would” make positive contact.

White told us that Walker had said that he entered notes in IRTHnet in order to avoid
pressure from Dickson and that, in her view at least, he “"would add notes to artificially delay
the clock”. White said that Walker had informed her that his goal was “no late tickets on his
watch” and had apparently implied that she should proceed accordingly. When she discussed
this with Katherin Mack, a supervisor and later a superintendent, Mack said, “Don't falsify those
records”. White explained that Walker “was getting pressure. Zero was the pressure”. An
operations analyst, | ] BB to!d us that "it would have been impossible for [Walker]
to make all the calls” necessary to close tickets legitimately. Jeff Carroll told us that when he
learned that Walker was closing tickets without contacting the excavator himself, he told Walker

to stop closing tickets from the “war room”.

36 The others were the locator himself or herself, the lead or senior locator, the division clerk, and the
supervisor.
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The L&M supervisors we interviewed saw staffing as “the main issue™’ making it difficult
to meet the 48-hour requirement, and while acknowledging the “incremental” staffing increases
between 2013 and 2017, saw staffing as an continuing issue. Jeff Carroll explained in our
interview that “we decided we [Carroll, Dickson and Higgins] would staff the valley and use
creativity to handle the peak™?8, but acknowledged that staffing issues were part of the problem
“the entire time I was there and it remains the single most important factor regarding the
number of late tickets.” Mr. Higgins confirmed that PG&E had sought to address peak
demand by using third-party contractors for L&M work. We learned, however, that many third-
party contractors were often ineffective, making this solution to the staffing issues imperfect.
For instance, | 2 scnior locator, told us that in his view, contractors were not
effective, and that in his yard, the L&M group had used only 2 of 7 contractors they had been
sent, and “sent the rest back” because they were unqualified. Supervisors Bobbie Weeck and
Ron Yamashita made similar comments to us. Yamashita told us that contractors often ask how
to do the job. Supervisor Adam Mayfield told us that PG&E did not effectively fill open jobs, and

that in his view, having approved headcount and actual “bodies” in the field are two different

37 We heard this from the following employees: Basham, il Churchwell, Gambill, Mack, Mayfield,
Walker and Weeck.

38 Joel Dickson claimed the L&M was only staffed to 70-75% of workload, and that he “could not get
head count approval...to staff to full volume. I was always in the neighborhood of 25 to 50 people
short”. This stands in contrast to Carroll’'s claim that the staffing approach was a calculated approach
designed to contain cost. Dickson’s claim also seems inconsistent with the account provided to us by one
supervisor, Frank Charles, who characterized Dickson’s and Carroll’s response to supervisors who
complained of staffing shortages as follows: “you are not getting another person and you just need to
figure it out....”. It is also inconsistent with Mr. Soto’s statement to us that staffing decisions would have
been based on the recommendation of Mr. Dickson. Finally, it contradicts his statement in an email to
supervisors on July 28, 2016, that “[e]verything I have asked our Sr. [sic] leaders for; [sic] resources,
money, training, tools etc. we received.”.
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things. He was unsure whether this was a leadership issue or a Human Resources issue but felt

it needed to be addressed.

It was also clear that a significant reason for the staffing problems in L&M was, as has
been mentioned, “churn”. A presentation entitled 2016 Locate & Mark No-Mark/Mis-Mark Dig-
ins, and found in Mr. Carroll’s files, which was prepared in mid-2016 , stated that: * in the first
6 months of 2016, Locate and Mark experienced a 10% turnover in staff.” The report cited
“high levels of stress caused by having to work on too many tickets a day, lack of vacation and
sick days because of ticket counts, and the fact that other positions had less stress for similar
pay”, as reasons for the churn.?® Supervisors we interviewed agreed that stress was a primary
reason for churn. For instance, Supervisor Bobbie Weeck told us that every locator she had
ever met experienced high stress and some lost sleep because of the tension. Lead locator ]
I called L&M “an impossible task in an impossible time frame”. In our interview of Mr.
Dickson, he acknowledged the stress, telling us L&M is “the hardest role” in the company, and

linking that stress directly with churn but said “the goal was still zero”.*

39 The presentation also noted poor training as a basis for churn, and proposed remedial actions.

40 The three officers we interviewed, Messrs. Stavropoulos, Soto and Higgins, did not see stress as a
reason for churn, instead citing more desirable jobs in geographical areas with lower cost of living, and
the fact that union pay scales were the same for easier jobs. Mr. Stavropoulos also identified the lack of
“lines of progression” as a reason for churn. In other words, because there were no identified routes for
advancement for locators, it was not an attractive job. Mr. Stavropoulos told us he had spent more than
a year negotiating six lines of progression with the union. We note that in Mr. Higgins’ 2013 performance
review, Kevin Knapp (his supervisor at the time) gave him credit for “singled [sic] handily [sic]
manag|ing] the line of progression negotiations with IBEW...".
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In the midst of these staffing struggles, perhaps not surprisingly, there were continuing
indications that locators, in order to avoid late tickets and to reduce stress, were still falsifying

their notes with respect to the timeliness of tickets.

Vince Whitmer, of QM, told us that he had conducted an assessment of a sample of
supposedly timely tickets every year since 2011, and had found that his samples contained
numerous instances of tickets which had not been renegotiated properly because there had not
been “positive contact” with the excavator, or because the job had been phased
inappropriately. Whitmer reported these findings to supervisors and locators in 2011 and 2012,
and after L&M became a separate function, to “the director” in 2013, 2014 and 2015. The

director was Joel Dickson.

On April 11, 2013, Chase Zearbaugh, a supervisor in San Jose, wrote in an email (which
was then forwarded to John Higgins) about late tickets in his group by citing the staffing issues,
and by explaining "I have not been faking late tickets...”*! Supervisor Bobbie Weeck wrote on
December 12, 2014 to Mr. Carroll and Mr. Dickson that the “locators were under the impression
that by adding a note to the excavator before the due time that would stop it from going late.”
Additionally, Vince Whitmer of QM continued to report to both Dickson and Carroll that locators
were entering improper notes and that therefore late ticket statistics were inaccurate.

Meanwhile, in 2015 and 2016, Mr. Dickson reported precipitously declining late ticket numbers.

See chart at page 13. In response to a report from Mr. Dickson on July 30, 2015 that there had

41 In our interview of Mr. Higgins, he acknowledged that this was an indication that other employees
were faking late tickets. Additionally, one supervisor told us that he had told Mr. Higgins of such
practices, although he was not sure when that occurred.
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been no late tickets that day, John Higgins wrote to Mr. Dickson on July 31, 2015: “This
continues to sound like good news, but when I speak to people in yards, it sounds like we're
still behind, strapped for help and carrying a backlog for which we're making phone calls. Is
there a better way to help all of us understand our current status? Should we begin holding

over any employee that elects to bid out?*?

In fact, as many we interviewed acknowledged, it was common knowledge among
supervisors that locators entered false notes in the IRTHnet database to avoid “going late.*®
Indeed, I a2~ operations specialist, told us that she had attended meetings in 2015
and 2016 during which supervisors repeatedly addressed the issue of locators who were
“gaming the system”. Other supervisors, such as Bobbie Weeck, indicated that when they saw
evidence of such practices, they would counsel the locator to make clear the practices were
unacceptable. When we asked the IRTHnet administrator, Steven Walker, whether Dickson,
Carroll (and a particular supervisor) knew about such data manipulation he said, “yes, I hate to

say it.”

In the Spring of 2016, Supervisor Ron Yamashita attended a town hall and suggested to

Jesus Soto that he meet with Vince Whitmer of QM to discuss late ticket data. Mr. Soto

42 Mr. Higgins, in response to our questions about this email, told us that there could be a backlog that
did not give rise to late tickets. However, it seems to us there was reason to question PG&E's ability to
reduce late tickets so dramatically.

43 Each claimed it did not happen often or at all in his or her group and that if it did happen, he or she
would “counsel” the locator. We did not have data of a detailed enough level to ascertain whether such
claims are accurate, nor was such an inquiry within our mandate. The following employees
acknowledged that such practices were well known: Churchwell, |l Mayfield, Narte, [N
I \Valker, Weeck, Yamashita and Zearbough.
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followed up on this and met with Mr. Whitmer. Mr. Whitmer told Mr. Soto about the tickets that
did not appear late in IRTHnet but were in fact late because the locators had entered false
notes in IRTHnet. Mr. Soto told us that he “didnt know what to make of this information”, and
“didnt make the extrapolation” that the information could have a bearing on the accuracy of

aggregate late ticket statistics.*

Mr. Soto then asked Mr. Higgins to meet with Mr. Whitmer. Although Mr. Higgins did
not recall such a meeting when we asked him about it, one of Mr. Whitmer’s colleagues,
Jennifer Burrows, does recall the meeting, during which Mr. Whitmer told Mr. Higgins about the
false data. Mr. Higgins wanted to know why he had not received the QM data earlier. Ms.
Burrows told us, and she explained to him, that QM had provided the data to Mr. Dickson on a
monthly basis. She recalled a meeting with Dickson in May 2016 in which he claimed that the
problem of “inappropriate” notes was “due to a few new supervisors — problem solved.”.
Burrows told us that she and her colleagues had instead found the problem to be widespread.
Additionally, we asked Mr. Higgins about an untitled note found in his file and dated May 26,
2016. The note reads, in part, “Late tickets...Mid [sic] characterized...10/667
late...inappropriate phasing...Jeff Joel aware...” He did not recall the note and speculated that

he was taking notes while on a conference call. He was unable to remember when this took

44 It appears that neither Mr. Soto nor Mr. Stavropoulos regularly received late ticket data although Mr.
Soto may have received some information about the issue. In Mr. Higgins’ 2015 performance review, Mr.
Soto credited Mr. Higgins as follows: “Expanded size of locating workforce that ultimately drove a 75%
reduction in late tickets for the full year, and a 99% reduction in late tickets for the second half of the
year, effectively eliminating this issue.” This underscores his surprise at the news Mr. Whitmer brought
in the Spring of 2016.
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place, and again speculated that it might have been when he first joined PG&E.* It is possible
that he wrote the notes during or after the meeting with Mr. Whitmer. Mr. Higgins told us that
he “didnt put two and two together” in the face of indications that the late ticket data was
questionable. Mr. Higgins told us that he did not find it surprising that late ticket numbers
would drop precipitously while staffing remained an issue and total ticket numbers were rising,
reasoning that if the locators had been falsifying data, there would have been more dig-ins. He

said that nobody had ever told him that “people were playing games with late tickets.”.

On June 30, 2016, there was a Locate and Mark and Standby*® offsite meeting, which
apparently took place at Pismo Beach. One supervisor, Adam Mayfield, recognized a
presentation found in Jeff Carroll’s files and linked it with the June meeting. The presentation
listed four different inappropriate ways that the locators avoided late tickets, including
renegotiation of the due date without customer contact and phasing tickets without customer
contact. The presentation also stated that this practice had been noted in the “end-of-day

reports, QC reports, Schedule [sic] D Risk Assessment, and PUC customer complaints”.*

The meeting “deck”, for the June meeting identifies “Late ticket workarounds” as an
improvement area, and identifies the benefit of such an improvement: “[r]easonable targets,

adequate staff, visibility of gaming, shut off tricks. Accurate data so we can work on it.”

4 The date is obviously four years after Mr. Higgins joined PG&E, and we attribute this to fatigue at the
end of a three-hour interview.

6 “Standby” personnel stay and watch excavations near “critical facilities”.

47 This presentation does not appear in the June meeting “deck” discussed below. “Schedule D” is a
misnomer. It should be “Session D”.
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On July 19, 2016, L&M supervisors received an invitation to a supervisors’ meeting
called “to discuss solutions to prevent late ticket workarounds”. A PowerPoint “deck” from the
meeting first set forth “the problem”, citing Schedule [sic] D (an internal risk assessment
report), and referred to “a late ticket where a locator left a voicemail and did not negotiate a
new start time (Invalid/inappropriate notes, phasing a ticket that does not qualify for phasing)”.
The presentation also discussed the “[v]isibility of gaming” and said that the issue was “[e]asy
to see”. Among the identified impacts of “the problem” were dig-ins and PUC [sic]
complaints.*® At around the same time, Jeff Carroll sent an email to supervisors asking for
their observations regarding the kinds of “mistakes” they had seen locators making. Supervisor
Frank Narte, responded on July 20, 2016: “I am trying to get my locators out of bad habits and
change the bad ticket info and late ticket culture...I observed locators putting improper notes on
tickets...”*. Another supervisor, Mike DeJarnette, observed the next day that “[o]ne of the
main reasons for locating issues is time. Locators think they have to rush through each and

’

every job to get the numbers down...”. A third supervisor, Adam Mayfield, responded also on
July 21, that locators were entering inappropriate and incomplete notes in support of the
renegotiation of start times and of phasing. He explained that some locators claimed that they

did not understand the requirements in relation to extending tickets.

8 The presentation asked the question, in relation to the CPUC, “false submissions?”.

49 Jeff Carroll’s response when we asked him about this email was that Narte was a “poor supervisor”.
Additionally, Carroll said that Narte must have been referring to past practices at PG&E and that he
should not have spoken about things which took place before his time. Given that this explanation is an
implicit admission that locators were falsifying notes before Narte joined PG&E and that he joined PG&E
in January of 2016, it only serves to re-affirm that such practices had indeed occurred and that Carroll
was aware of it.
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On July 28, 2016, Joel Dickson wrote a strongly-worded email to the L&M supervisors
following a dig-in for which L&M had, on a daily operations call, been “called out”. Among the

things Dickson demanded from his supervisors was “no more gaming the late ticket metric...”.

When we asked Mr. Dickson about the ways locators “stopped the clock” and his
knowledge of their falsifications, he said "I trust you unless you give me a reason not to. I was
not aware of purposeful falsification. I was never told. Was there innuendo? Allegations? QC
reports by Jennifer Burrows? Yes. But I was not personally aware of L&M falsifying a ticket”.
He also said that he did not know what “late ticket workarounds” or “gaming the late ticket

metric” meant.

In contrast, Jeff Carroll understood “gaming the late ticket metric” to mean
inappropriate notes entered by locators but said that Vince Whitmer gave him the impression

that the instances of such practices “were in the teens”.

In August, apparently nothing had changed. Katherin Mack, by then Supervisor of the
Super Gas Operations group, approached Mr. Dickson that month with a random audit she had
done, which revealed that data manipulation was continuing. Mr. Dickson said, “What do you

expect me to do with this?”.

On October 27, 2016, . 2 scnior locator, sent Jeff Carroll and some other
supervisors an example of “locators inappropriately responding to a ticket. By doing [this] the
ticket will not show up initially as a late ticket, but in the eyes of QM, audit, and the CPUC
[t]here will be late tickets. No attempt to contact the excavator was made, no attempt to

locate was made.”.
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On December 20, 2016, Mr. Dickson texted Jeff Carroll, and said “I'm with Vince
[Whitmer] and he’s sharing in rcc we have 36 late tix QA found that we aren't tracking...”
When we asked Mr. Dickson about this report, he claimed that it was not necessarily factual,

stating, “just because they report it doesn’t mean it is accurate”.

The next day, Vince Whitmer forwarded a chart to Jeff Carroll and several supervisors
which set forth late ticket data through November 2016, and which set forth the status in
IRTHnet, and the reason the ticket was actually late. Mr. Carroll told us in response to our
question about this document that “you cannot look at the IRTHnet data and entries and not
speak with the locator and ascertain why the specific entries were made—were the entries
made in error or were they purposefully made to circumvent the polices and the system?” At
the end of 2016, Mr. Dickson reported 44 late tickets for all of 2016, attributing this result,

during our interview, to “meetings, tools and training”.>®

Following these events, there was a study by QM and a peer review coordinated by the
American Gas Association ("AGA”) which set forth the circumstances we have discussed here.
The AGA peer review was the first that Mr. Stavropoulous had heard of the issues surrounding
late tickets since 2012. It was also the first that Mr. Soto had heard of the falsification issues
since he had asked Mr. Higgins to meet with Mr. Whitmer in 2016. He told us that the
information “rocked” him and that he was “disappointed”, but said that the Company would

learn from these matters.

>0 Dickson claimed in our interview that the 44 late tickets reported excluded “PGR&E tickets”, meaning
excavation requests made by PG&E itself, a distinction missing in any other interview or document.
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Mr. Soto initiated a new SAR in 2017, and among the results was an IRTHnet upgrade
which required locators to include more information about their contact with excavators.
Specifically, inclement weather is no longer an available basis for locators to extend the 48-hour
window. Additionally, renegotiation and phasing now require detailed information about
locators’ contact with the excavator including the name of the excavator, the time of the
conversation, and the new date, and the basis for phasing, to be entered in three separate
forms for each circumstance. Additionally, in November 2017, Mel Christopher, Vice President
of Gas Transmission and Distribution Operations, conducted a “stand down™!. He told L&M
that the QM study and the AGA Peer Review had revealed discrepancies in late ticket reporting.
He said that the “unclear reporting” had given leadership a “false impression that all was going
well with L&M”. He said, "I also understand there was a directive that “0” late tickets were only
acceptable number. At this time I am telling you, there is "NO” directive to achieve “0 late
tickets”. He explained that locators should follow the standards for the work and do their best
to avoid late tickets, and if “you've followed the procedures and done everything you can and
the ticket goes late, then it is late. I do not want anyone to mask, hide or inappropriately avoid
a late ticket. Any action to inappropriately avoid a late ticket is unacceptable and will not be

tolerated”.

3k 3k 3k ok ok ok ok K >k >k >k ok ok ko k ok k

>1 A stand down requires all department members to stop work and participate in a meeting or telephone
conference. We base our detailed recounting of the meeting on talking points dated November 9, 2017
which were in Mr. Soto’s file.
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Thus, between 2013 and 2017 ticket totals continued to rise. While the company made
incremental staffing additions, staffing challenges continued to plague L&M. At the same time,
Joel Dickson and Jeff Carroll bluntly demanded “zero late tickets”. Supervisors felt the
pressure, and it “trickled down” to locators, who continued to falsify notes to “stop the clock”.
In the face of indications that these practices continued and that late ticket data was suspect,
Mr. Dickson reported dramatically falling late ticket numbers, and reported 44 late tickets for all
of 2016. The QM study demonstrated that the late ticket data reported by Mr. Dickson were

seriously inaccurate.

VII. Conclusion

We conclude that the Company failed to address staffing issues sufficiently in the time
period in question, and relating to L&M. Thus, it became an unmanageable task to address the
rising ticket numbers. This fact, combined with unrelenting pressure to eliminate all late tickets,
caused locators to “cut corners”, which is unfortunately a dynamic which has been seen in other
corporate contexts outside of PG&E, when employees face targets that cannot legitimately be
met. The issue was compounded by the failure of some leaders to accept that this dynamic
was occurring and deal with it, perhaps driven by the desire to tout excellent results in what

was, as Mr. Dickson put it, “mission impossible”.

Guidepost Solutions LLC |

SED-00047



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

ATTACHMENT 4

SED-00048



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024
Pacific Gas and
; Electric Company”

Pacific Gas and Electric Company

Mel Christopher 6121 Bollinger Canyon Road
Vice President San Ramon, CA 94583
Gas T&D Operations

May 2, 2018

Elizaveta Malashenko

Director, Safety and Enforcement Division
California Public Utilities Commission

505 Van Ness Avenue

San Francisco, CA 94102

Re: Locate and Mark — Safety and Enforcement Division’s Preliminary Investigation

Dear Ms. Malashenko:

Enclosed please find three documents relating to concerns identified regarding the reliability of late
ticket information from the Locate and Mark program in PG&E'’s Gas Operations. PG&E has
previously indicated in data request responses provided to the Safety and Enforcement Division
(“SED”) that PG&E was conducting this work and would provide these documents to SED.

The first document is a report prepared by Guidepost Solutions LLC (“Guidepost”), a global
compliance and investigative firm. PG&E asked Guidepost to investigate locate and mark late ticket
under-reporting issues and prepare an independent, non-privileged report on the causes of the under-
reporting. The Guidepost report that is provided replaces certain employee names with generic
names for privacy reasons and/or because a review of employment actions related to PG&E’s Code
of Conduct is currently underway.

The second document is a report prepared by Bates White LLC (“Bates White”), an economic
consulting firm. Bates White was asked by PG&E to determine, to the greatest extent possible based
on the data available in the electronic database that PG&E uses to track its responses to USA tickets,
which tickets should be properly categorized as late during the period of January 1, 2012 — February
28, 2017. Bates White’s report describes its methodology and the resulting late ticket counts. We
believe the logic applied by Bates White is conservative and in some instances counts as late some
tickets that may in fact be timely. As we had indicated to SED in data request responses and
conversations, these late ticket counts are different than those previously provided to SED, and
supersede late ticket totals for these years that PG&E has previously provided to SED.

The third document is a supplement to Data Request 11836.10 (provided to SED March 20, 2018)
that includes additional information regarding the number of dig-ins that are associated with the
tickets that Bates White identified as late during the five-year period in question. We have reviewed
investigative and other records concerning the dig-ins that Bates White found associated with tickets
identified as late, and found that of the approximately 3.8 million tickets submitted from 2012 to 2017,
there are 31 dig-ins on which a late response by PG&E may have contributed to, or there is
insufficient evidence to determine whether the late response contributed to, the incident. Based on
currently available information, of these 31 dig-ins over the five-plus year period, we believe that none
resulted in injury to customers, the general public, or PG&E employees or contractors.
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Director, SED

In addition to the Guidepost and Bates White efforts to understand the causes and extent of late ticket
under-reporting, PG&E has implemented operational corrective actions to foster accurate reporting of
any late responses to USA tickets going forward. Among other things, our operational corrective
actions include:

e implemented technical solutions and safeguards to the electronic database used to track
PG&E’s responses to USA tickets, designed to prevent under-reporting of late tickets and
expand the late ticket reporting criteria;

e incorporating ticket reviews into the Quality Control process so that tickets are completed per
PG&E standards and procedures, and to determine if newly implemented controls are
effective;

e providing increased training and additional guidance on the importance of accurate late ticket
information;

e additional staffing to support the locate and mark work; and,

e enhancing ticket routing to prioritize and route tickets in the most effective, efficient manner
and implementing a work plan and daily huddle focusing on aligning resources to the priority
tickets that are coming due.

PG&E recognizes that these reports and the data request response cover long periods of time, many
employees, voluminous data, and detailed data analysis. We want to address any outstanding
questions that the Commission may have about these issues, and, to that end, PG&E would propose
an in-person meeting to discuss these reports with the Commission. At that meeting, we will also be
prepared to discuss the corrective actions that have been implemented and employment actions
being taken based on the conduct that occurred in the Locate and Mark program.

Sincerely,

Mel.CHiristopher
Vice President, Gas T&D Operations

cc: Leslie Palmer, Deputy Director, Office of Utility Safety
Kenneth Bruno, Program Manager, Gas Safety and Reliability Branch
Arocles Aguilar, General Counsel
Darryl Gruen, Staff Counsel
Robert Kenney, Vice President, Regulatory Affairs
Meredith Allen, Senior Director, Regulatory Relations

Attachments
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I. Introduction

Guidepost Solutions LLC (“Guidepost”) submits this report to Pacific Gas and Electric
Company ("PG&E") following its investigation of the Locate and Mark function ("L&M") at PG&E.
We explain here our mandate, our methodology, and our findings. We note that PG&E
cooperated fully and without reservation during the investigation and made clear numerous
times that we could have access to any and all information we deemed relevant, and could
speak to or interview any PG&E employee at any level. PG&E also made clear that it would not

seek to influence our judgement in any way. All of these promised conditions were met.
A. About Guidepost

Guidepost Solutions is a global leader in investigations, due diligence, security and
technology consulting, immigration and cross-border consulting, and monitoring and compliance
solutions. We help companies, government agencies, individuals and their advisors solve
problems, advance business opportunities, mitigate risks and resolve disputes — among many
other services. Our professional team includes former federal and state prosecutors and law
enforcement officials and leaders in the security, investigations, and intelligence and public
safety communities.

Our experience includes assisting a variety of multi-national companies around the globe
in various industries. Guidepost professionals have experience working with companies in the
public and private sectors throughout the world, including the United Kingdom, Canada, and

Mexico, and the continents of South America, Europe, Asia, and Africa.
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II. Mandate

The investigation focused on the PG&E Gas Operations Division. Specifically, PG&E
asked Guidepost to investigate its response to notices from construction contractors and others
who sought to excavate in furtherance of their building projects anywhere within PG&E's
geographical area of operation. As will be explained in more detail below, upon such notice of
an excavator’s intent to excavate, utilities, pursuant to California law, have 48 hours to locate
their underground facilities, such as gas pipelines, and mark them, as a means to indicate the
existence of the subsurface installations, and so that the excavators do not mistakenly damage
the facilities." Hence Locate and Mark. The safety implications are obvious, making PG&E’s
proper performance of this function extremely important. With some exceptions discussed
below, in instances where the utility does not perform the L&M function within 48 hours, the

response is considered “late”.

PG&E already had been tracking and reporting late responses for years but had also
determined that many responses which appeared timely were in fact, upon further

investigation, actually late. PG&E asked us to investigate the reasons for this discrepancy and

! Cal. Gov. Code §4216.2 provides that “an excavator planning to conduct an investigation shall notify the
appropriate regional call center of the excavator’s intent to excavate at least two working days, and not
more than 14 calendar days, before beginning that excavation. §4216.3(a)(1)(A) provides that “unless
the excavator and operator mutually agree to a later start date and time, or otherwise agree to the
sequence and timeframe in which the operator will locate and ...mark, an operator shall” perform the
locate and mark function “before the legal excavation start date and time.”. 8§4216.3(a)(1)(A) also
provides that an operator shall advise the excavator if it “operates no subsurface installations in the area
delineated for excavation”, and §4216.3(a)(1)(B) provides that an operator must also indicate the
presence of any abandoned subsurface installations. Because the law (“hereafter” "4216") allows as little
as two working days’ notice, in actual practice, the requirement is treated as a requirement of action
within 48 hours and PG&E operated on that basis in the years in question. We will therefore refer to this
legal requirement accordingly.

Guidepost Solutions LLC |

SED-00054



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-68-924

> Guidepost

www.guidepostsolutions.com

to determine approximately when the discrepancy began. Finally, PG&E asked us to determine

whether certain senior officers had been aware of this discrepancy.
III. Scope and Methodology

On September 1, 2017, PG&E selected Guidepost to perform this investigation.” We
began by reviewing background materials regarding L&M, so that we would have a good
understanding of the job itself and the way it is organized at PG&E. Specifically, we reviewed
L&M policies and procedures including a handbook which sets forth, step by step, how the L&M
function is to be performed. We also reviewed certain audits of the L&M function and materials
relating to a peer review of L&M performed by the American Gas Association ("AGA”) in March
2017. We also received data provided by PG&E regarding late responses from 2012-17 as of

the date of our engagement.’

Additionally, we reviewed all the relevant document and information demands issued to
PG&E by the California Public Utilities Commission ("CPUC") and its Safety and Enforcement

Division ("SED"), as well as all of PG&E’s responses’ as of the date of our engagement.

We reviewed emails and other documents culled from the electronic files of a

representative sample of L&M supervisors between 2012 and 2017, and from the files of certain

2 Guidepost had submitted a proposal on August 18, 2017.

3 Guidepost did not validate the data provided by PG&E; PG&E has apparently retained a third-party to
conduct this analysis.

* We understand that the SED has conducted interviews of certain PG&E personnel regarding the issue at
hand. We did not attend the interviews and did not have access to transcripts of the interviews. We are
informed by PG&E that PG&E did not attend the majority of such interviews and that PG&E has not
received copies of the transcripts.
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officers of PG&E, and other relevant PG&E personnel. We accomplished this review by agreeing
with PG&E on certain search terms to apply to the data, in keeping with current legal and
investigative practice, so that we would review only documents likely to be relevant to the
inquiry.” In order to manage the large amount of data to be reviewed even after application of
the search criteria, Guidepost retained contract attorneys to conduct a “first-level” review. The
contract attorneys then reviewed 258,072 potentially relevant documents and forwarded 10,007
documents to Guidepost for further review. Guidepost’'s team of three reviewed these

documents.

Finally, we conducted 40 interviews, including the personnel mentioned above and

selected L&M supervisors from the years before 2012°.
IV. Executive Summary

In general, and as explained above, PG&E is required by California law to locate and
mark its underground facilities within 48 hours of a notification from a construction contractor
or other third-party excavator of its intent to excavate. It is therefore obviously important to
perform these tasks on time. In 2012, and particularly from 2014 to 2016, there was a

dramatic rise in the number of such notifications.

> We shared the proposed search terms with PG&E's federal monitor, Kirkland & Ellis, LLP, in advance of
their application to the data. In this regard, we note that we briefed the monitor team on the
investigation on a weekly basis, and that the monitor team attended most of the interviews we
conducted. Additionally, that team attended daily briefings at the end of all six interview days as well as
a final briefing on March 14, 2018.

® These interviews of selected “early years” L&M supervisors who remained with PG&E in 2018 were
designed to provide information on the origins of the practices at issue. We did not review emails or
other electronic data for these individuals.
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During most of the period in question, and particularly from 2012 -2017, PG&E struggled
to maintain a sufficient staffing level in L&M to complete its work in a timely manner and
thereby to meet the 48-hour requirement on a consistent basis. Locators (employees who
actually perform the L&M function and who are assigned to geographic “divisions”)’ therefore
felt great pressure to meet the 48-hour requirement, particularly from 2013 to 2016, when the

L&M Director made it clear that he would not tolerate any violation of the 48 hour requirement.

Locators reacted by making false notations in their records, which had the effect of
“stopping the 48-hour clock”. This had the effect of creating records which appeared timely,

but which upon further examination, were actually late.

These practices were common knowledge among L&M supervisors, and certain leaders
also knew or should have known of these practices. Meanwhile, L&M leadership reported
precipitously dropping numbers of late “tickets”, as each job was known. Thus, in the face of
rising numbers of tickets and continuing staffing challenges, and in the face of indicators that
locators were falsifying records, L&M leadership claimed to have reduced late tickets to
implausibly low levels. We therefore find that the discrepancy discussed above arose from a
confluence of factors: insufficient staffing, inherent pressure on locators to complete the work;

added pressure from the Director to avoid any late tickets; falsification of records designed to

’ Each division consisted of locators, lead or senior locators (who were more experienced), a clerk and a
supervisor. The supervisors reported to a Superintendent (one responsible for the Southern and one for
the Northern part of PG&E’s service area.). The Superintendents reported to Director 1, who was the
Director. As used in this report, “supervisors” are the supervisors within a division. “L&M leadership”
refers to the Superintendents and the Director of L&M.
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avoid criticism for lack of timeliness; and failure to recognize and/or failure to report the

inaccuracy of timeliness data created by these factors.
V. L&M Overview
A. The L&M Function

California law provides that a person or entity seeking to excavate whether in
furtherance of a construction project or for some other purpose must notify a call center of its
intent to excavate. The relevant call center for PG&E is the Underground Service Alert of
Northern/Central California and Nevada, ("USA North 811”). The excavator calls the telephone
number 811 or logs the request online. USA North then generates a “ticket” and conveys it to
PG&E. The ticket essentially constitutes a work order. PG&E then generally has 48 hours to

locate and mark the proposed excavation site. See explanation of 48-hour requirement supra.

Upon receipt of a ticket, PG&E allocates the tickets on a geographic basis, distributing
them in “folders” within specific geographical areas, or “divisions”. A supervisor then allocates
the work among the locators. The locator then proceeds to the location of his or her assigned
tickets and locates the underground facilities by using equipment which receives a signal
emitted by the underground facility and marks the location, usually with paint or flags, as we

were told in numerous interviews, and as the aforementioned handbook makes clear.

Certain aspects of the L&M work made it intrinsically difficult to complete the work in 48
hours. First, in certain locations, there are not only gas facilities, but electric facilities. Under
certain circumstances, a Qualified Electric Worker ("QEW") must be present to assist the

locator. The L&M function, in the relevant years, did not have QEW'’s within its ranks and had
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to seek help from the Electric Department. This caused significant delay and was a factor in
causing late tickets. For instance, one senior locator, Employee 1, told us that the lack of
QEW’s was a “huge issue” and this is confirmed in many email communications between

supervisors and the Director of L&M, and involving other PG&E employees.

Additionally, inclement weather can cause delay. Locators usually mark the location in
question with paint or flags. The paint washes away in the rain and this often necessitates
“renegotiating”, (rescheduling) the locate and mark service. It is also difficult to perform the
work within 48 hours when the excavator is unresponsive to calls from the locators or fails to

delineate the proposed excavation area.

Locators may legitimately extend the 48-hour window in several ways. First, they may
renegotiate the start time of an excavation, and thereby extend the time within which they
must locate PG&E’s facilities and mark them. Second, if the proposed excavation site is too
large to complete the L&M function in one day, the locator may arrange with the excavator to
complete the project in phases. This is called “phasing”. Phasing is generally only appropriate
for large or complex jobs. For instance, if the excavator is proposing to build a shopping mall,
as opposed to a single-family home, the project is appropriate for phasing. Importantly,
Section §4216, as described above, requires that there be “mutual agreement” between the
excavator and the utility in order to extend the 48-hour window in these ways. The PG&E L&M

handbook makes clear that in order to achieve mutual agreement with an excavator, the locator
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must make “positive contact” with the excavator. Positive contact means a two-way
communication, and simply leaving a message is insufficient?®.

B. The L&M Organization

Before 2013, L&M was part of the Maintenance and Construction Department. That
department was also responsible for other very important damage prevention tasks, such as
Leak Survey and Corrosion. Responding to and preventing gas leaks and corrosion in gas
pipelines are obviously crucial safety initiatives. Damage prevention employees performed
these tasks as well as L&M duties, so that an employee might one day address locate and mark
needs and the next, leak survey, as we were told in interviews of supervisors for the years

before 2013.

Between 2013 and 2017, L&M was a separate department, and in 2017, it became part
of Field Services. Our primary focus in this report is the 2013-17 time period. In 2013, Director
1 became the Director of the newly separate L&M group. He also had Leak Survey reporting to
him.

VI. High Pressure, Late Tickets and “"Gaming the Late Ticket Metric”
We have discussed the L&M function and the requirements that govern it, including the

48-hour window, the legitimate ways to extend it, and the goal of avoiding late tickets. We

8 Leaving a voicemail is therefore insufficient to constitute positive contact. We note that this method of
contact was only recently removed as a drop-down option for locators documenting their communications
with excavators. It appears that some locators in years before 2017 believed that leaving a message
such as a voicemail was sufficient to constitute positive contact, while others knew it was not. At least
one supervisor told us that in 2006-2008, it was acceptable merely to leave a voicemail. The confusion
demonstrates at least that training programs had failed to make this point clear.
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now turn to the events that underlie this report. In short, as the number of tickets grew to
unmanageable amounts, PG&E struggled to keep up with the demand, while at the same time
increasing the pressure on locators to meet a goal of “zero late tickets”. Locators responded by
cutting corners. Specifically, they entered inaccurate and false notes in the database which
tracked tickets.” These notes “stopped the 48-hour clock”, thereby giving the misleading

impression that the tickets in question had been timely handled.

We discuss our findings in this regard as to three time periods: a.) the years before

2008; b.) 2008-2012; c.) 2013-2017.
A. L&M Before 2008

We interviewed several employees who are or had been L&M supervisors or locators
before 2008. They confirmed that avoiding late tickets was and had been a goal. In these
years, locators tended to be senior employees, with years of experience. Although avoidance of
late tickets was a goal, there was much less scrutiny of late tickets. As Supervisor 1 told us, in
2003, “either they got done or they didn't get done...and the tickets simply got resolved when
they got resolved.” There was no on-line management of tickets, and instead tickets were
managed with a “paper” system. Locators received their assignments from the mapping
department, and the tickets were stapled to a map. There was no way to check locator’s
whereabouts or timeliness. Locators documented their completion of a particular ticket by

writing their initials on the ticket. We uncovered no evidence of false notes or other

° See discussion below at subsection B.

Guidepost Solutions LLC |

SED-00061



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-68-924

> Guidepost

www.guidepostsolutions.com

inappropriate actions before 2008. We do note that we did not review emails or other data
from this time period, and that the employees denied seeing such practices. We also note that
in the absence of high demand and high pressure, there was presumably no reason to “cut
corners”.

B. L&M 2008-2012

In 2008, PG&E introduced an on-line system to manage its L&M function, including the
tickets which were generated by the 811 system. The system, which is called IRTHnet, can
track ticket volume and the timeliness of the locators’ completion of the L&M tasks. Between
2008 and 2011, total tickets remained relatively constant, but their numbers began to rise in
2012. One employee, Employee 2, attributed this to the nation’s recovery from the 2008
financial crisis and an increase in construction associated with it."® A public awareness
campaign which promoted the 811 system surely contributed to the rising ticket numbers as
well. The total ticket data, whether or not related to the financial recovery or the public
awareness campaign, played a part in the growing problems we discuss here. See the chart

below!!:

1% We did not obtain data regarding construction in PG&E’s service area and as mentioned above, did not
validate the data supplied by PG&E.

1 Note, that the late ticket data are missing for 2008, and that late ticket numbers are as reported. They
may or may not be valid for the reasons giving rise to this investigation.
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Late Tickets

(as initially reported)
17,603 19,395 7,674

Total Tickets 512,682 481,662 470,254 509,949

See also, the chart for 2012-2016.

Late Tickets

(as initially reported)
4,623 13,546 13,391 3,450 44

lotsiliceet: 760,177 671,015 702,275 820,455 898,120

"Dig-in rate for 2017 was 1.89.
“Data Supplied by PG&E

Meanwhile, the experienced employees who performed L&M work among their other
duties apparently did not like IRTHnet. Supervisor 1 described the advent of IRTHnet as a “big
change for the locators”, who did not feel comfortable with the technology, and may not have
been comfortable with the increased level of scrutiny and oversight that was now possible. As
another supervisor, Supervisor 2, explained, “the “[o]ld timers didnt like the technology
changes.” As a result, the demographic characteristics of the L&M function changed, and

evolved from a senior and experienced organization to one featuring inexperienced and entry-
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level employees. Soon after PG&E began to use IRTHnet, the company had reason to believe

that locators were entering falsified notes in IRTHnet in an effort to “stop the 48-hour clock”.

In 2009, The Gas Operations Quality Assurance group ("QA”)'? conducted an audit of
the Damage Prevention department (Audit Number 2009-0115) and reported on its findings on
March 10, 2010. QA reported in its Nonconformance Report ("NCR”) that “3.8% of all
September 2009 tickets indicated that a new start date/time was negotiated. The majority of
these tickets were entered into IRTHnet as ‘negotiated’ primarily as a means to keep the ticket
from going overdue. As a result, incorrect data is being used to report on-time results.” The
NCR further explained that “employees are indicating that a new start date/time was
negotiated, when, in fact, no mutual agreement was reached. Furthermore, when the
negotiation occurred after the date/time the ticket originally came due, the ticket is not included
in the reporting of late tickets.” Finally, QA was told during the audit that some Mark &
Locate'® employees entered comments into IRTHnet stating that a new start date/time had
been negotiated specifically as a “work around” to keep from going late. The NCR analyzed the
impact of such practices as follows: “Incorrect data is being used to report on-time results.
This data, in turn makes the M&L on-time performance appear better than it is. This may result

m4

in too few resources being provided to Mark & Locate personnel to timely respond to tickets™".

Indeed, Supervisor 3, a supervisor we interviewed who had worked in L&M from 2007 to 2009,

12 L ater “Quality Management” ("QM").

3 The function was apparently called “Mark and Locate” and then changed to “Locate and Mark” to
comport with the actual sequence of the tasks in question.

% These findings were incorporated in a broader report on Damage Prevention issued on March 18, 2010
See EO SR&S Quality Assurance Final Report, Gas QA Audit, Damage Prevention Program.
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told us that the “the volume and size of the requests are unmanageable, and it is not
reasonable to believe that the workload can be completed properly in 48 hours and with a fixed

amount of resources”.

By 2011, there had been little change. In 2011, PG&E’s Internal Audit Group (“IA")
conducted an assessment of the damage prevention program, upon which it reported on
February 10, 2012. The report noted that the earlier assessments by IA and QA regarding
“recordkeeping processes used to establish the on-time performance of [PG&E’s] mark and
locate program had a system glitch, in that the time-clock feature of the software would be
halted just by opening the record without performing the work or documenting an agreement
with the excavator to perform the work. As a result, the report for on-time performance using
this software showed a 99% on-time response for 2010 that cannot be relied upon.” As of the
date of the report, that deficiency had not been corrected. We note that the 2009/10 materials
produced to us contained no discussion of such a “system glitch”, and instead, as described
above, discussed deliberate “work arounds” by employees, with the intent to avoid tickets from

“going late”."

IA noted that it had, in 2011, received information from field employees that tickets in

certain divisions were “several weeks behind schedule” and attributed this circumstance to

15 As such, the January 2012 IA report appears to have missed the mark, at least in part, but
nevertheless, to have raised questions about the accuracy of on-time data for locate and mark.
Moreover, there was apparently some confusion about whether the “glitch” had been addressed and/or
when. A 2012 document entitled "Damage Prevention 1. Mark & Locate Timeliness — Action Plan — 2012”
claimed that the “glitch” had been corrected as of November 2011, while the audit report of February 10
claimed that it would be corrected by April 20, 2012. In any event, we believe the “glitch” has in fact
been addressed, and that as stated, the real issue is not the glitch, but the “workarounds” by locators.
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“unexpectedly high demand for mark and locate services coupled with shortages of employees

qualified to perform the work...".

The 2012 audit recommendations were to correct the “system glitch”, and create a
weekly “late ticket metric” to be “used by supervisors to evaluate their team'’s performance, and
to be used by superintendents and directors to evaluate [the] supervisor’'s performance.”
Additionally, the report recommended that the IRTHnet application require more detailed
information when a locator negotiates a new start time, including the name and telephone
number of the excavator and the method of communication'® '”. See Damage Prevention Mark

and Locate Timeliness — Action Plan — 2012. The audit was closed on December 27, 2012.

Meanwhile, in 2011, Nick Stavropoulos joined PG&E as Executive Vice President, Gas
Operations (now President and Chief Operating Officer), and recruited Jesus Soto, Senior Vice
President, Gas Operations to join him. Mr. Stavropoulos told us that upon his arrival he
believed that things at PG&E were “a mess”. Of course, the 2010 San Bruno explosion was very
much on the minds of PG&E's leaders (and others), and safety was very much at the forefront
of the Company’s concerns. In fact, Mr. Stavropoulos told us that his efforts, which he
undertook with “great intensity”, were designed to prevent “another San Bruno”. Indeed,

Messrs. Stavropoulos and Soto began a major series of initiatives and improvements, of which

16 One method of communication which was available was voicemail. This undercut the requirement of
“positive contact” and apparently led some locators to believe that a voicemail was sufficient without
actual contact (See fn. 7).

7 The weekly late ticket metric had been created by 2010. The IRTHnet application upgrade was
supposedly in place by the end of 2012. We note that in 2017, additional upgrades required locators to
enter the very same information in order to renegotiate a ticket, indicating that the recommendation had
not in fact been satisfied in 2012.
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L&M was only a small part. For instance, they found that PG&E’s pipelines right-of-way had not
been protected. In other words, there were encroachments, including dwellings and other
structures which had been built over the pipelines, incompatible vegetation that had been
allowed to flourish near the pipelines, and other obstructions. Stavropoulos and Soto therefore
embarked on a $500 million, 5-year project to clear the right of way for thousands of miles of

pipeline.

PG&E also began efforts to confirm the exact centerline location of the entire pipeline
system, to confirm the “depth of cover”, which means the depth of the pipeline in all locations,
and to confirm the presence of pipeline markers. An article in the Pipeline Gas Journal of April
1, 2014, called these efforts, “one of the biggest pipeline testing, enhancement and
replacement efforts in the industry’s history.” Stravropoulos also worked to improve the “safety
culture” of PG&E. During our discussion with Mr. Stavropoulos, he told us about an employee
who had self-reported mapping errors which led to missed leak surveys, and told us that the
company had been required to pay a penalty of approximately $17 million. He had made it
known that PG&E would continue to self-report in such circumstances, despite the possibility of
penalties, thereby strongly affirming the “safety culture”. Finally, he oversaw the construction
of a new gas control center in San Ramon, California. In connection with these projects, as Mr.
Stavropoulos told us, PG&E hired 2,000 field workers in the first several years of his tenure. It
is clear that Stavropoulos and Soto oversaw many large strategic projects. Damage Prevention

was but one of these, and L&M was one part of Damage Prevention.
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With regard to L&M, the officers focused on reducing the dig-in rate'®, which is
measured by calculating dig-ins per 1000 tickets. In support of this goal, these officers worked
on a public awareness campaign to promote the 811 system and worked to hire more staff and
to obtain better tools and better training for L&M. Additionally, they oversaw the creation of
the Dig-in Reduction Team (DiRT) (which among other things, actively patrols to seek out
excavators who violate the requirements of §4216 and the 811 system), and an L&M handbook.
Thus, these officers both told us that their primary focus was on safety and specifically, the
reduction of the dig-in rate. They appear to have been successful in this regard.
Director/Officer 1, who also joined the Company in 2012, had direct responsibility for these
damage prevention efforts.’® In keeping with this responsibility, Director/Officer 1 embarked on
a “listening tour” in the Damage Prevention department. He learned that among other things
which could be improved, locator timeliness was an issue. Additionally, as Director/Officer 1
told us, he was aware of the 2009 audit which identified issues regarding the accuracy of late
ticket data, and of the 2012 audit. Mr. Soto was not aware of these audits until the AGA Peer

Review in 2017, and Mr. Stavropoulos also appears not to have been familiar with them.

18 Dig-ins occur when an excavator hits and damages a gas line. This is obviously an important safety
issue. Mr. Soto told us that in 2012 and 2013, he had been “laser focused” on the dig-in rate.

19 Director/Officer 1 has held several positions at PG&E. In 2012, he was Director of Operations, and
responsible for scheduling and field safety. In 2013, he was Senior Director, Field Services, responsible
for meters and leak investigations. In 2014, he was assigned to “Super Gas Operations”, responsible for
process flow and work effectiveness. In 2015-16, he was VP Transmission and Distribution, responsible
for System Maintenance, Pipeline Operations, Leak Survey, L&M and damage claims. His LinkedIn page
lists his responsibilities from 2012 to present as “Resource Planning and Scheduling; Labor Strategy;
Quality Assurance; Operations Safety, and System Damage Prevention”.
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In keeping with these officers’ goal of improving the performance of Damage
Prevention, PG&E conducted an Analysis of Damage Prevention in August 2012. A primary goal
of the exercise was to understand and reduce dig-ins, and particularly “at-fault dig-ins”, which
are dig-ins caused by PG&E’s errors. Sixteen percent of the at-fault dig-ins studied had been
caused by locator errors and/or failure to follow work procedures. Among the most common
work procedure infractions were “[c]alling contractors to delay response to tickets without
reaching mutual consent” and “[c]onsistently utilizing start date renegotiation as a work load
management tool.” The analysis also stated:

“During most interviews with production locate

employees, time pressure is  mentioned. The
employee can see the workload as it is created in
real time, [and] this creates an overwhelming feeling of the
need to hurry and lends itself to the justification of taking
shortcuts when unsure of locate accuracy.”®

Following the Damage Prevention Analysis, there were continuing indications that
staffing was still an issue and that ticket timeliness was in question because of it. For example,
on September 17, 2012, Director/Officer 1 wrote an email to Employee 3, an L&M "“process
owner” and others, supporting the use of contractors to address staffing needs, writing that this
would help in identifying how many locators each division needed, so that locators could do the
job “properly...and complete tickets on time without using a negotiated start time to manage

tickets.” In our interview, he told us that late tickets were “not necessarily bad from a leader

% The reason the locators could see the work being created in real time is that they could see it on their
tablets. This underscores the fact that the advent of IRTHnet, ironically, contributed to the feeling of
pressure experienced by the locators. See the discussion of the reaction of older locators to the IRTHnet

technology, supra.
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perspective...and were an indicator that you need to shift resources.” A supervisor, Supervisor
4, told us of a meeting in 2012, during which Director/Officer 1 had indicated that although the
company claimed to have no late tickets, there were in fact, late tickets, and they needed to be

exposed so that resources could be properly allocated.

Importantly, there were also indications that PG&E's reported on-time performance data
were significantly overstated, as the audits discussed above had stated. For instance, on
October 5, 2012, Director/Officer 1 wrote to Employee 4, stating: “I'm worried about the safety
goals for 2013 as it relates to Damage Prevention. There is a current metric that indicates an
“on time” ticket completion percentage of 99.2%. The supervisors tell me it's more like 60%."
In the fall of 2012, Director/Officer 1 continued to receive distress signals regarding staffing
problems and its relation to on-time ticket performance. On October 11, 2012, he was copied
on a series of emails between PG&E and the International Brotherhood of Electrical Workers
("IBEW”) regarding the proposed use of contract workers. Employee 5 of PG&E cited the
“tremendous amount of turnover” in L&M as a reason for the staffing shortages. On October
15, 2012, Employee 6 wrote to Director/Officer 1 that the staffing issues were “affecting [sic]
performance metrics for the on-time locates and if it continues without assistance, we will not

|II
.

meet our target goa

On October 25, 2012, Supervisor 5, a supervisor, wrote to Director/Officer 1 to say that

her division had late tickets because it had more tickets than employees to address them. He
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replied, “I agree that this is no way to run a company.” On November 1, 2012,
Supervisor/Superintendent 1, at that time a supervisor and later a superintendent, wrote to
Director/Officer 1 to discuss a “mark and locate QC scoring system” whereby a late ticket
caused a 25 point deduction. She told Director/Officer 1 that locators were apparently checking
the box indicating positive contact, when in fact, they had not been able to reach the excavator,
so that it was “not a truly renegotiated [ticket] anyway it like [sic] we are just stamping the
box”. Supervisor/Superintendent 1 explicitly linked these issues to staffing challenges.”> Jesus
Soto, in an effort to address staffing and other issues in Damage Prevention, convened a
Special Attention Review ("SAR”) on November 19, 2012. The SAR document noted that both
dig-in rates and at fault dig-in rates had improved over a 12-month rolling period. The
document cited an on-time ticket completion rate of 98.7% for the year 2012. Curiously,
several pages later, the document stated “we respond to approximately 60% of tickets on
time”. It alluded to poor tools and a high “rate of churn® in Locate and Mark role (estimated

80% turnover in last two years).”
The report identified the following areas for improvement:

» Mapping records

» Automated systems

21 Director/Officer 1 did write a second response indicating that “if a ticket's late, it’s late...as long as
we've reached out to the contractor, you've done your best with the meager resources we've given you.”.
22 \When we asked Director/Officer 1 about this document, he did not see it as confirmation that PG&E
was failing to have positive contact in order to renegotiate tickets.

2 “Churn” as found repeatedly in PG&E emails and documents, and in conversations with PG&E
employees, refers to constant turnover in the workforce, caused by employees who move to other parts
of PG&E or leave the company.
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» Increased public awareness
= Clarify work procedures

= Improve field audits

= Improve training quality

= Improve tools

*= Reduce employee churn

Mr. Stavropoulos told us that he had been satisfied that the 2012 SAR would address
the serious problems evident in L&M?**, and in November 19, 2012 wrote to Director/Officer 1,
“Glad we are nailing down proper procedures and measurement of “late tickets”. Mr. Soto also
believed that the 2012 SAR and its identified areas for improvement would address the issues

satisfactorily, as he told us.

Finally, on December 14, 2012, Employee 3, a L&M “process owner”, wrote to L&M
supervisors, copying Director/Officer 1, that “[I]ate tickets are no longer a success metric. We
will still report on it, but it will no longer be related to your STIP?® metrics. We want to see real
late tickets from now on to better help us staff appropriately and someday get to a place where
we can respond to tickets within the two-working day time frame. Late tickets are no longer
looked at as a bad thing, but more as a sign that your area might need help”. Thus, it was

obviously clear that timeliness statistics were not “real”. Despite this attempt to address this

2* Mr. Stavropoulos told us that he had made it clear that inappropriate notes in IRTHnet were
“unacceptable”.

25 STIP stands for “Short Term Incentive Plan”. An employee may have goals that are not part of STIP
but which are part of his or her overall objectives.
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problem by decreasing the pressure on L&M employees, Director 1 was soon to increase the

pressure.
Thus, in 2008-12, important themes had emerged:

= Ticket numbers were rising.
= Staffing was a serious issue.
» Locators had developed “workarounds” to avoid “going late”.

» On-time statistics were therefore seriously overstated.
C. 2013 -2017

As mentioned above, in 2013, L&M became a separate function, so that locators no
longer performed leak survey, corrosion or other work. Director 1 became Director, and
Superintendent 2 soon followed as Superintendent.? Director 1 reported to Director/Officer 1

directly in 2015-16.

As Superintendent 2 told us, he and Director 1 focused originally on cost, which made
hiring additional staff difficult. He attributed the high cost of L&M activities to underperforming

locators and poor supervision.

Soon thereafter, however, Director 1's focus changed, and his first priority was to
eliminate all late tickets, or as he repeated again and again, “Zero late tickets”. This demand

remained consistent in the years that followed. For instance, on May 5, 2015, Director 1 wrote

% The Superintendent position was later divided so that Superintendent 2 became Superintendent —
North, and Several other individuals became Superintendent — South.
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an email to the L&M supervisors, among others, stating: “I want to reinforce my expectation
that the only number we should see in the late ticket column is zero””. Director 1 did ask
supervisors to ensure that locators were making “positive contact with contractors if we believe
we will miss the 48-hour window.”® On May 20, 2015, the agenda for the Locate & Mark North
All Hands meeting included a “Director’s Message”, which among other things, stated: “Late
tickets and AFDI® unacceptable”, and “no late tickets”. Similarly, the Locate and Mark Team
Meeting agenda for July 14, 2015 was styled: “Theme: Quality: HOW DO WE GET TO ZERO?
AND STAY THERE!.” This message was reinforced by the fact that supervisors’ performance
objectives—as well as Superintendent 2’s—included an item relating to reduction in late tickets.
For example, one supervisor’'s performance goals dated August 5, 2015 include the following
goal: “Reduce late tickets to ZERO". Supervisor 6 explained that supervisors felt pressure from
above and that it “trickled down” to locators, a view that was confirmed by Employee 7, who

served as a backup to IRTHnet Administrator Employee 8.

We learned that this message from Director 1 and Superintendent 2 was delivered in a

heavy-handed way, evincing a rather confrontational management style. Indeed, several

%7 This stands in contrast to Jesus Soto’s understanding, as expressed to us in our interview, that the
Company had no absolute directive that “thou shalt not” have late tickets.

8 This is evidence that despite Director 1's failure to react to evidence of manipulation by locators, he did
seem to direct them to comply with the required procedures. We note that it may not have been clear to
locators that the 48-hour requirement was a legal requirement, as one senior locator, Employee 1, told us
that when he joined PG&E in 2013, he had no idea that the 48-hour requirement was based in California
law, and that other locators had a similar lack of understanding. In any event, Director 1 did reiterate
that proper procedures should be followed. For instance, on July 28, 2016 in an email to supervisors in
which he instructed that there should be “no more gaming the late ticket metric”, he also asked for focus
on “quality, safety and compliance.”

2 AFDI stands for “at-fault dig-ins”.
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supervisors used strong words in this regard. Supervisor/Superintendent 1 called L&M
“dysfunctional” under Director 1. Employee 9 told us that Director 1 led with a “heavy hand”
and that the period when Director 1 led the L&M function was the “dark time”.

Supervisor/Superintendent 1 said that Director 1 had “unrealistic goals™°

, a view which is
supported by Mr. Stavropoulos’ statement in our interview that “nobody in the country gets
100% [on-time tickets] every day”. Similarly, on July 23, 2015, Superintendent 2 responded to
an email from Supervisor/Superintendent 1 about locators who relied on Employee 8, the
IRTHnet administrator, to keep tickets from “going late”. Superintendent 2, writing to the

North area supervisors, after having congratulated them for “accomplishing ZERO Late Tickets

for almost two weeks”, wrote:

“There have been two late tickets in the last two days-
and as I have shared with you-because we are at ZERO,
ANY Late Ticket gets intense focus. Trust me, NONE of
you want to be in position of explaining why a single
ticket went late.”

Indeed, one supervisor, Supervisor 7, characterized Director 1's approach, saying that
he led by intimidation and the zero late ticket policy was delivered by pounding his fist on a

table and saying in effect, “if there is a single late ticket on a desk, you will answer to me.”.

30 Director 1 seems to have understood on some level that his demands were unrealistic. He told us that
“[a]s a competitor by nature, I relished mission impossible tasks”. Director/Officer 1, in Director 1's 2015
performance review, said that Director 1 had to “reach a place where the backlog is zero”.
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We note that both Director 1 and Superintendent 2 denied their management style was
intimidating.>* However, the reports we received from others are supported by the extremely
apologetic, - even fearful — responses that some locators and supervisors sent to
Superintendent 2 and Director 1. On April 11, 2016, one supervisor, Supervisor 8, wrote: "I
am very aware of the severity of this incident. And I apologize abundantly...I can assure you
this is an isolated incident. With incredibly bad timing. I do take full responsibility for not
Making [sic] sure I can be reached at every seacond [sic]...I hope this does not affect [sic] your

assurance on my Ability [sic] to do this job...".

Meanwhile, the overall number of tickets continued to rise, while dig-ins were being

reduced. See the chart on page 12.

Staffing continued to be a challenge to L&M, bearing on L&M’s ability to complete its
work in a timely manner, and causing great concern. In 2013, 20-25 employees were added to
L&M’s resources, as a May, 2013 Gas Financials report indicated. However, the problems

continued throughout the period from 2013-2017.

A Locate and Mark 2015 Resources Forecast, presented by Superintendent 2 and
Supervisor/Superintendent 1 in April of that year, noted that L&M was “severely manpower
constrained”, citing increased ticket count at levels 16% higher for the first 12 weeks of 2015

than for that period in 2014. The report also cited “continued locator churn” and the

3! Director 1 denied that he was intimidating but said that many people are afraid of a “[employee
description redacted].”

Guidepost Solutions LLC |

SED-00076



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-68-924

> Guidepost

www.guidepostsolutions.com

elimination of the “8-inch rule” as factors®?, and sought 45 additional headcount. The same
month, Director 1 wrote an email to Director/Officer 1 and others stating that L&M had grown
from “1900 [late tickets] in march [sic] as reported at rcc® to 2750... We are 6 to 7 day weeks
running 30% OT and still cannot keep pace. Most alarming is this isnt our heavy season
yet...[and] we have a definitive short-term resource issue but an even bigger longer term
staffing issue we cannot lose site [sic] of.” Director/Officer 1 wrote the next day (April 22) to
Employee 10 of IBEW that “Director 1 had signaled that we have been crushed with USA
requests, and we are unable to keep up.” Director/Officer 1 explained to Employee 10 that the
Company would try to find internal resources before turning to outside contractors. On May 28,
2015, Director/Officer 1 wrote an email to the training group emphasizing the need for more
L&M training classes, and stating that “[w]e cannot live like this!”. On May 28, 2015, Director
1, responding to Director/Officer 1's email, further explained the need for training classes, and
summarized the issue as follows: “The issue today isn't any different than it has been in the
past, churn is decimating the resources needed to handle a 22% increase in ticket demand
system wide”. It is also clear that staffing challenges led to late tickets. For example, on
September 22, 2015, Employee 1, a lead locator, wrote to Jesus Soto of “19 past due tickets

due to the need for a QEW to locate electrical.” Mr. Soto’s administrative assistant forwarded

32 Shallow excavations had previously been excluded from the locators’ remit and was no longer
excluded, thereby adding to the ticket volume. See discussion of churn, infra.

3 “ree” refers to the Gas Operations Risk and Compliance Committee. In 2015 this body was chaired by
Nick Stavropoulos and its Vice Chair was Jesus Soto. In 2016, its Chair was Jesus Soto and there was no
Vice Chair. Director/Officer 1 and Officer 2 were members in both years. We have no record reflecting
attendance on the dates to which Director 1 refers.
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this email to Director/Officer 1 and Director 1. Director 1 explained to Director/Officer 1 in

response, that the lack of support from the Electrical department was an ongoing issue.**

Director 1 and Director/Officer 1 continued to try to find internal assistance to handle
the overwhelming number of tickets. For instance, on January 4, 2016, Director 1 wrote to
Employee 11 of PG&E’s Labor Relations department, copying Director/Officer 1, to ask whether
contract issues had any effect on “compliance reps being trained to complete primary electric
locating....This issue continues to plague our team and hamper our ability to timely respond to
the 800k+ USA tickets we executed in 2015”. In fact, the QPIC Dashboard report for December
2015, in its section addressing L&M*, found that “L&M has been challenged to maintain a
competent highly-trained workforce due to a high level of attrition. Competency issues are
compounded by a 19% volume increase YTD [in tickets] which has resulted in high levels of OT
and 7-day work weeks which is [sic] not sustainable”. The QPIC report also noted that “Jesus
Soto has convened a Locate and Mark SAR...to identify both short and longer term strategies to
address issues stemming from outdated technology and resource churn.” The report also noted
that L&M leadership in conjunction with QM would assess individual locators’ performance. Mr.
Soto told us that he believed these processes were addressing the issue. By June of 2016, a

presentation prepared for the L&M offsite meeting identified staffing as an “improvement area”.

In an effort to combat late tickets, Director 1 created the “war room” at the Bishop

Ranch site. There, the IRTHnet administrator, Employee 8, functioned as the fifth “layer of

3* In a second response on September 25, Director 1 claimed the 19 tickets were phased, and not late.
35 QPIC stands for “Quality and Process Improvement Council”. In 2015, Messrs Soto, Director/Officer 1
and Officer 2 were members of QPIC.
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protection” to prevent late tickets.®® The war room contained white boards with running late
ticket statistics. Employee 8 “closed” many of these late tickets. Employee 8 told us that he
rarely contacted excavators himself but instead indicated in the IRTHnet database that a ticket
had been renegotiated based on the supervisor’s assertion that he or she (or the locator) had in
fact had “positive contact” with the excavator. He admitted that he did not know in such
circumstances whether there had actually been “positive contact”. Employee 8's backup,
Employee 7, told us that Employee 8 also entered data upon the assertion by the supervisor

that he or she “would” make positive contact.

Employee 7 told us that Employee 8 had said that he entered notes in IRTHnet in order
to avoid pressure from Director 1 and that, in her view at least, he “would add notes to
artificially delay the clock”. Employee 7 said that Employee 8 had informed her that his goal
was "no late tickets on his watch” and had apparently implied that she should proceed
accordingly. When she discussed this with Supervisor/Superintendent 1, a supervisor and later
a superintendent, Supervisor/Superintendent 1 said, “Don't falsify those records”. Employee 7
explained that Employee 8 “was getting pressure. Zero was the pressure”. An operations
analyst, Employee 12, told us that “it would have been impossible for [Employee 8] to make all
the calls” necessary to close tickets legitimately. Superintendent 2 told us that when he learned
that Employee 8 was closing tickets without contacting the excavator himself, he told Employee

8 to stop closing tickets from the “war room”.

% The others were the locator himself or herself, the lead or senior locator, the division clerk, and the
supervisor.
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The L&M supervisors we interviewed saw staffing as “the main issue”’

making it difficult
to meet the 48-hour requirement, and while acknowledging the “incremental” staffing increases
between 2013 and 2017, saw staffing as an continuing issue. Superintendent 2 explained in
our interview that “we decided we [Superintendent 2, Director 1 and Director/Officer 1] would
staff the valley and use creativity to handle the peak™®, but acknowledged that staffing issues
were part of the problem “the entire time I was there and it remains the single most important
factor regarding the number of late tickets.” Director/Officer 1 confirmed that PG&E had
sought to address peak demand by using third-party contractors for L&M work. We learned,
however, that many third-party contractors were often ineffective, making this solution to the
staffing issues imperfect. For instance, Employee 1, a senior locator, told us that in his view,
contractors were not effective, and that in his yard, the L&M group had used only 2 of 7
contractors they had been sent, and “sent the rest back” because they were unqualified.
Supervisors Supervisor 9 and Employee 9 made similar comments to us. Employee 9 told us

that contractors often ask how to do the job. Supervisor 6 told us that PG&E did not effectively

fill open jobs, and that in his view, having approved headcount and actual “bodies” in the field

3 We heard this from the following employees: Employee 13, Employee 14, Supervisor 3, Employee 15,
Supervisor/Superintendent 1, Supervisor 6, Employee 1, Employee 16, Employee 8 and Supervisor 9.

38 Director 1 claimed the L&M was only staffed to 70-75% of workload, and that he “could not get head
count approval...to staff to full volume. I was always in the neighborhood of 25 to 50 people short”. This
stands in contrast to Superintendent 2's claim that the staffing approach was a calculated approach
designed to contain cost. Director 1's claim also seems inconsistent with the account provided to us by
one supervisor, Supervisor 10, who characterized Director 1's and Superintendent 2's response to
supervisors who complained of staffing shortages as follows: “you are not getting another person and
you just need to figure it out....”. It is also inconsistent with Mr. Soto’s statement to us that staffing
decisions would have been based on the recommendation of Director 1. Finally, it contradicts his
statement in an email to supervisors on July 28, 2016, that “[e]verything I have asked our Sr. [sic]
leaders for; [sic] resources, money, training, tools etc. we received.”.
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are two different things. He was unsure whether this was a leadership issue or a Human

Resources issue but felt it needed to be addressed.

It was also clear that a significant reason for the staffing problems in L&M was, as has
been mentioned, “churn”. A presentation entitled 2016 Locate & Mark No-Mark/Mis-Mark Dig-
ins, and found in Superintendent 2's files, which was prepared in mid-2016 , stated that: " in
the first 6 months of 2016, Locate and Mark experienced a 10% turnover in staff.” The report
cited “high levels of stress caused by having to work on too many tickets a day, lack of vacation
and sick days because of ticket counts, and the fact that other positions had less stress for
similar pay”, as reasons for the churn.*® Supervisors we interviewed agreed that stress was a
primary reason for churn. For instance, Supervisor 9 told us that every locator she had ever
met experienced high stress and some lost sleep because of the tension. Lead locator
Employee 1 called L&M “an impossible task in an impossible time frame”. In our interview of
Director 1, he acknowledged the stress, telling us L&M is “the hardest role” in the company,

and linking that stress directly with churn but said “the goal was still zero”.*°

¥ The presentation also noted poor training as a basis for churn, and proposed remedial actions.

“ The three officers we interviewed, Messrs. Stavropoulos, Soto and Director/Officer 1, did not see stress
as a reason for churn, instead citing more desirable jobs in geographical areas with lower cost of living,
and the fact that union pay scales were the same for easier jobs. Mr. Stavropoulos also identified the
lack of “lines of progression” as a reason for churn. In other words, because there were no identified
routes for advancement for locators, it was not an attractive job. Mr. Stavropoulos told us he had spent
more than a year negotiating six lines of progression with the union. We note that in Director/Officer 1's
2013 performance review, Supervisor 11 (his supervisor at the time) gave him credit for “singled [sic]
handily [sic] manag[ing] the line of progression negotiations with IBEW...".
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In the midst of these staffing struggles, perhaps not surprisingly, there were continuing
indications that locators, in order to avoid late tickets and to reduce stress, were still falsifying

their notes with respect to the timeliness of tickets.

Employee 17, of QM, told us that he had conducted an assessment of a sample of
supposedly timely tickets every year since 2011, and had found that his samples contained
numerous instances of tickets which had not been renegotiated properly because there had not
been “positive contact” with the excavator, or because the job had been phased
inappropriately. Employee 17 reported these findings to supervisors and locators in 2011 and
2012, and after L&M became a separate function, to “the director” in 2013, 2014 and 2015.

The director was Director 1.

On April 11, 2013, Supervisor 12, a supervisor in San Jose, wrote in an email (which was
then forwarded to Director/Officer 1) about late tickets in his group by citing the staffing issues,
and by explaining “I have not been faking late tickets...”*" Supervisor 9 wrote on December 12,
2014 to Superintendent 2 and Director 1 that the “locators were under the impression that by
adding a note to the excavator before the due time that would stop it from going late.”
Additionally, Employee 17 of QM continued to report to both Director 1 and Superintendent 2
that locators were entering improper notes and that therefore late ticket statistics were

inaccurate. Meanwhile, in 2015 and 2016, Director 1 reported precipitously declining late ticket

numbers. See chart at page 13. In response to a report from Director 1 on July 30, 2015 that

* In our interview of Director/Officer 1, he acknowledged that this was an indication that other
employees were faking late tickets. Additionally, one supervisor told us that he had told Director/Officer
1 of such practices, although he was not sure when that occurred.
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there had been no late tickets that day, Director/Officer 1 wrote to Director 1 on July 31, 2015:
“This continues to sound like good news, but when I speak to people in yards, it sounds like
we're still behind, strapped for help and carrying a backlog for which we're making phone calls.
Is there a better way to help all of us understand our current status? Should we begin holding

over any employee that elects to bid out?*

In fact, as many we interviewed acknowledged, it was common knowledge among
supervisors that locators entered false notes in the IRTHnet database to avoid “going late.*
Indeed, Employee 18, an operations specialist, told us that she had attended meetings in 2015
and 2016 during which supervisors repeatedly addressed the issue of locators who were
“gaming the system”. Other supervisors, such as Supervisor 9, indicated that when they saw
evidence of such practices, they would counsel the locator to make clear the practices were
unacceptable. When we asked the IRTHnet administrator, Employee 8, whether Director 1,
Superintendent 2 (and a particular supervisor) knew about such data manipulation he said,

“yes, I hate to say it.”

In the Spring of 2016, Supervisor Employee 9 attended a town hall and suggested to

Jesus Soto that he meet with Employee 17 of QM to discuss late ticket data. Mr. Soto followed

2 Director/Officer 1, in response to our questions about this email, told us that there could be a backlog
that did not give rise to late tickets. However, it seems to us there was reason to question PG&E's ability
to reduce late tickets so dramatically.

* Each claimed it did not happen often or at all in his or her group and that if it did happen, he or she
would “counsel” the locator. We did not have data of a detailed enough level to ascertain whether such
claims are accurate, nor was such an inquiry within our mandate. The following employees
acknowledged that such practices were well known: Supervisor 3, Employee 18, Supervisor 6, Supervisor
13, Employee 1, Employee 16, Employee 8, Supervisor 9, Employee 9 and Supervisor 12.
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up on this and met with Employee 17. Employee 17 told Mr. Soto about the tickets that did not
appear late in IRTHnet but were in fact late because the locators had entered false notes in
IRTHnet. Mr. Soto told us that he “didn't know what to make of this information”, and “didn't
make the extrapolation” that the information could have a bearing on the accuracy of aggregate

late ticket statistics.**

Mr. Soto then asked Director/Officer 1 to meet with Employee 17. Although
Director/Officer 1 did not recall such a meeting when we asked him about it, one of Employee
17's colleagues, Employee 19, does recall the meeting, during which Employee 17 told
Director/Officer 1 about the false data. Director/Officer 1 wanted to know why he had not
received the QM data earlier. Employee 19 told us, and she explained to him, that QM had
provided the data to Director 1 on a monthly basis. She recalled a meeting with Director 1 in
May 2016 in which he claimed that the problem of “inappropriate” notes was “due to a few new
supervisors — problem solved.”. Employee 19 told us that she and her colleagues had instead
found the problem to be widespread. Additionally, we asked Director/Officer 1 about an
untitled note found in his file and dated May 26, 2016. The note reads, in part, “Late
tickets...Mid [sic] characterized...10/667 late...inappropriate phasing...[Director 1 and
Superintendent 2] aware...” He did not recall the note and speculated that he was taking notes

while on a conference call. He was unable to remember when this took place, and again

* It appears that neither Mr. Soto nor Mr. Stavropoulos regularly received late ticket data although Mr.
Soto may have received some information about the issue. In Director/Officer 1's 2015 performance
review, Mr. Soto credited Director/Officer 1 as follows: “Expanded size of locating workforce that
ultimately drove a 75% reduction in late tickets for the full year, and a 99% reduction in late tickets for
the second half of the year, effectively eliminating this issue.” This underscores his surprise at the news
Employee 17 brought in the Spring of 2016.
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speculated that it might have been when he first joined PG&E.* 1t is possible that he wrote the
notes during or after the meeting with Employee 17. Director/Officer 1 told us that he “didn’t
put two and two together” in the face of indications that the late ticket data was questionable.
Director/Officer 1 told us that he did not find it surprising that late ticket numbers would drop
precipitously while staffing remained an issue and total ticket humbers were rising, reasoning
that if the locators had been falsifying data, there would have been more dig-ins. He said that

nobody had ever told him that “people were playing games with late tickets.”.

On June 30, 2016, there was a Locate and Mark and Standby* offsite meeting, which
apparently took place at Pismo Beach. One supervisor, Supervisor 6, recognized a presentation
found in Superintendent 2’s files and linked it with the June meeting. The presentation listed
four different inappropriate ways that the locators avoided late tickets, including renegotiation
of the due date without customer contact and phasing tickets without customer contact. The
presentation also stated that this practice had been noted in the “end-of-day reports, QC

reports, Schedule [sic] D Risk Assessment, and PUC customer complaints”.*/

The meeting “deck”, for the June meeting identifies “Late ticket workarounds” as an
improvement area, and identifies the benefit of such an improvement: “[r]easonable targets,

adequate staff, visibility of gaming, shut off tricks. Accurate data so we can work on it.”

* The date is obviously four years after Director/Officer 1 joined PG&E, and we attribute this to fatigue at
the end of a three-hour interview.

* “Standby” personnel stay and watch excavations near “critical facilities”.

% This presentation does not appear in the June meeting “deck” discussed below. “Schedule D” is a
misnomer. It should be “Session D”.
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On July 19, 2016, L&M supervisors received an invitation to a supervisors’ meeting
called “to discuss solutions to prevent late ticket workarounds”. A PowerPoint “deck” from the
meeting first set forth “the problem”, citing Schedule [sic] D (an internal risk assessment
report), and referred to “a late ticket where a locator left a voicemail and did not negotiate a
new start time (Invalid/inappropriate notes, phasing a ticket that does not qualify for phasing)”.
The presentation also discussed the “[v]isibility of gaming” and said that the issue was “[e]asy
to see”. Among the identified impacts of “the problem” were dig-ins and PUC [sic]
complaints.* At around the same time, Superintendent 2 sent an email to supervisors asking
for their observations regarding the kinds of “mistakes” they had seen locators making.
Supervisor 13, responded on July 20, 2016: "I am trying to get my locators out of bad habits
and change the bad ticket info and late ticket culture...I observed locators putting improper

notes on tickets...”*.

Another supervisor, Supervisor 14, observed the next day that “[o]ne of
the main reasons for locating issues is time. Locators think they have to rush through each and
every job to get the numbers down...”. A third supervisor, Supervisor 6, responded also on July
21, that locators were entering inappropriate and incomplete notes in support of the

renegotiation of start times and of phasing. He explained that some locators claimed that they

did not understand the requirements in relation to extending tickets.

* The presentation asked the question, in relation to the CPUC, “false submissions?”.

* Superintendent 2’s response when we asked him about this email was that Supervisor 13 was a “poor
supervisor”. Additionally, Superintendent 2 said that Supervisor 13 must have been referring to past
practices at PG&E and that he should not have spoken about things which took place before his time.
Given that this explanation is an implicit admission that locators were falsifying notes before Supervisor
13 joined PG&E and that he joined PG&E in January of 2016, it only serves to re-affirm that such
practices had indeed occurred and that Superintendent 2 was aware of it.
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On July 28, 2016, Director 1 wrote a strongly-worded email to the L&M supervisors
following a dig-in for which L&M had, on a daily operations call, been “called out”. Among the

things Director 1 demanded from his supervisors was “no more gaming the late ticket metric...”.

When we asked Director 1 about the ways locators “stopped the clock” and his
knowledge of their falsifications, he said "I trust you unless you give me a reason not to. I was
not aware of purposeful falsification. I was never told. Was there innuendo? Allegations? QC
reports by Employee 19? Yes. But I was not personally aware of L&M falsifying a ticket”. He
also said that he did not know what “late ticket workarounds” or “gaming the late ticket metric”

meant.

In contrast, Superintendent 2 understood “gaming the late ticket metric” to mean
inappropriate notes entered by locators but said that Employee 17 gave him the impression that

the instances of such practices “were in the teens”.

In August, apparently nothing had changed. Supervisor/Superintendent 1, by then
Supervisor of the Super Gas Operations group, approached Director 1 that month with a
random audit she had done, which revealed that data manipulation was continuing. Director 1

said, “What do you expect me to do with this?”.

On October 27, 2016, Employee 1, a senior locator, sent Superintendent 2 and some
other supervisors an example of “locators inappropriately responding to a ticket. By doing [this]
the ticket will not show up initially as a late ticket, but in the eyes of QM, audit, and the CPUC
[t]here will be late tickets. No attempt to contact the excavator was made, no attempt to

locate was made.”.

Guidepost Solutions LLC |
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On December 20, 2016, Director 1 texted Superintendent 2, and said “I'm with
Employee 17 [Employee 17] and he's sharing in rcc we have 36 late tix QA found that we aren’t
tracking...” When we asked Director 1 about this report, he claimed that it was not necessarily

factual, stating, “just because they report it doesn't mean it is accurate”.

The next day, Employee 17 forwarded a chart to Superintendent 2 and several
supervisors which set forth late ticket data through November 2016, and which set forth the
status in IRTHnet, and the reason the ticket was actually late. Superintendent 2 told us in
response to our question about this document that “you cannot look at the IRTHnet data and
entries and not speak with the locator and ascertain why the specific entries were made—were
the entries made in error or were they purposefully made to circumvent the polices and the
system?” At the end of 2016, Director 1 reported 44 late tickets for all of 2016, attributing this

result, during our interview, to “meetings, tools and training”.*

Following these events, there was a study by QM and a peer review coordinated by the
American Gas Association ("AGA”) which set forth the circumstances we have discussed here.
The AGA peer review was the first that Mr. Stavropoulous had heard of the issues surrounding
late tickets since 2012. It was also the first that Mr. Soto had heard of the falsification issues
since he had asked Director/Officer 1 to meet with Employee 17 in 2016. He told us that the
information “rocked” him and that he was “disappointed”, but said that the Company would

learn from these matters.

*0 Director 1 claimed in our interview that the 44 late tickets reported excluded “PG&E tickets”, meaning
excavation requests made by PG&E itself, a distinction missing in any other interview or document.

Guidepost Solutions LLC |
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Mr. Soto initiated a new SAR in 2017, and among the results was an IRTHnet upgrade
which required locators to include more information about their contact with excavators.
Specifically, inclement weather is no longer an available basis for locators to extend the 48-hour
window. Additionally, renegotiation and phasing now require detailed information about
locators’ contact with the excavator including the name of the excavator, the time of the
conversation, and the new date, and the basis for phasing, to be entered in three separate
forms for each circumstance. Additionally, in November 2017, Officer 2, Vice President of Gas
Transmission and Distribution Operations, conducted a “stand down™!. He told L&M that the
QM study and the AGA Peer Review had revealed discrepancies in late ticket reporting. He said
that the “unclear reporting” had given leadership a “false impression that all was going well
with L&M”. He said, "I also understand there was a directive that “0” late tickets were only
acceptable number. At this time I am telling you, there is "NO” directive to achieve “0 late
tickets”. He explained that locators should follow the standards for the work and do their best
to avoid late tickets, and if “you‘ve followed the procedures and done everything you can and
the ticket goes late, then it is late. I do not want anyone to mask, hide or inappropriately avoid
a late ticket. Any action to inappropriately avoid a late ticket is unacceptable and will not be

tolerated”.

3k 3k 3k ok ok ok ok K >k >k >k ok ok ko ki ok ok

>1 A stand down requires all department members to stop work and participate in a meeting or telephone
conference. We base our detailed recounting of the meeting on talking points dated November 9, 2017
which were in Mr. Soto’s file.

Guidepost Solutions LLC |
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Thus, between 2013 and 2017 ticket totals continued to rise. While the company made
incremental staffing additions, staffing challenges continued to plague L&M. At the same time,
Director 1 and Superintendent 2 bluntly demanded “zero late tickets”. Supervisors felt the
pressure, and it “trickled down” to locators, who continued to falsify notes to “stop the clock”.
In the face of indications that these practices continued and that late ticket data was suspect,
Director 1 reported dramatically falling late ticket numbers, and reported 44 late tickets for all
of 2016. The QM study demonstrated that the late ticket data reported by Director 1 were

seriously inaccurate.

VII. Conclusion

We conclude that the Company failed to address staffing issues sufficiently in the time
period in question, and relating to L&M. Thus, it became an unmanageable task to address the
rising ticket numbers. This fact, combined with unrelenting pressure to eliminate all late tickets,
caused locators to “cut corners”, which is unfortunately a dynamic which has been seen in other
corporate contexts outside of PG&E, when employees face targets that cannot legitimately be
met. The issue was compounded by the failure of some leaders to accept that this dynamic
was occurring and deal with it, perhaps driven by the desire to tout excellent results in what

was, as Director 1 put it, “mission impossible”.

Guidepost Solutions LLC |
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l. Overview

Bates White has been retained by PG&E Corporation to determine, based on information available in the
irth UtiliSphere system, the number of times PG&E responded late to “call before you dig” requests made
through the 811 call centers. Bates White is an economic consulting firm offering services to law firms,
Fortune 500 companies, and government agencies. We specialize in advanced economic, financial, and
econometric analysis and excel at complex matters that require sophisticated problem solving and deep
empirical analysis. Bates White is an organization of more than 200 professionals, with half of our
consulting professionals holding PhDs or other advanced degrees.

Il. Background

PG&E uses the irth UtiliSphere platform as its ticket management system for requests received by the 811
call centers. Each request is issued a ticket, on which a locator may enter a series of responses that reflect
the actions taken to resolve the ticket. The responses are selections available in a drop-down menu that
are designed to correspond to certain actions. For example, a locator would choose Facility Marked when
the site is located and marked, or Notification of New Start Time when a new start time is negotiated with
the excavator. There are a number of different responses and each has its own meaning.

Tickets contain additional information relevant to the actions taken to resolve a ticket, and that
information is often supplied in a notes field that accompanies each response. Locators may use this field
to document work performed on site, conversations with the excavator, or attempts to reach the excavator.
The notes field captures nuances that the drop-down response fields are unable to convey.

PG&E has previously provided late ticket counts to the Safety and Enforcement Division (SED) of the
California Public Utilities Commission, in both April 2017 and February 2018. Both counts were derived
from an irth search functionality that had been revised at various points in time. Although the irth search
functionality changed over time, two features remained the same. First, the search functionality did not
distinguish between types of responses, even though some responses indicate that the ticket has been
completed and some responses indicate that further action is needed. For example, No Conflict indicates
that there are no PG&E facilities near the delineation area and that no further work is needed to complete
the ticket. No Response from Excavator, however, indicates that the excavator cannot be reached to
provide information that is needed to complete the ticket. Second, the search functionality did not use
information present in the notes to determine whether a ticket was late, and relied only on limited other
information in the ticket.

PG&E indicated at the time of the February 2018 submission that Bates White would be retained to

review the ticket information and provide more accurate late ticket counts.
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The approach outlined below is the approach Bates White has taken to address the shortcomings of earlier
counts. In particular, we implement logic that treats different responses differently, and relies on the notes
to provide additional information that is relevant to determining whether a ticket is late.

lll. Late ticket logic

The logic described below is tailored to the response type and relies on notes provided by the locator.! As
a result, developing an understanding of the nuances under which certain responses are used and certain
elements are found in the notes has been integral to developing the logic. Bates White has had a number
of conversations with PG&E and irth subject matter experts to understand these nuances, and the logic
reflects a best interpretation. Nonetheless, the responses and notes reflect a human element that may
introduce inconsistencies in the way information is provided. To this extent, and to the extent that the
information is available in the irth system, we have applied logic that we believe is conservative, and
counts as late some tickets that may in fact be timely.

The logic has two main components: (i) establishing the due time and (ii) applying criteria developed for
each response to determine timeliness. To perform the late ticket count, we rely on raw ticket data that we
have downloaded from the irth utiliSphere platform and converted into a format that facilitates
identification and analysis of ticket information, including information found in the notes. The logic
below relies on defined terms provided in the Appendix.

First, to establish the due time, we apply the latest of (i) 5 p.m. on the second business day following the
day the ticket is submitted, (ii) the excavation start time, and (iii) a properly established new start time.
Under certain circumstances, the locator and the excavator may negotiate a new start time. The locator
would then enter a new start time in a new start time field, or in the notes. When we observe a new start
time in the field or the notes, we perform a search of the notes for evidence that positive contact with the
excavator was established.? For example, a notes field that indicates that the locator “spoke” with the
excavator and did not leave a “message,” is counted by the search functionality as evidence of positive
contact.® If the notes do not indicate that positive contact was made, the new start time is not applied and
the deadline is not extended. Once the due time is established, we are able to determine whether responses

are timely or late.

Next, we describe the criteria used to determine whether certain responses render a ticket timely.* The
logic relies on classification of responses into three categories: (i) responses sufficient to render a ticket

This approach is a rules-based approach that is designed to be applied to hundreds of thousands of tickets. For any one ticket,
there may be additional information that would render a different late ticket determination than the one rendered by this logic.

If a new start time provided in the notes is different from the new start time provided in the field, we take the earlier of the
two.

The Appendix provides the full list of search terms.

As is consistent with earlier late ticket counts, we exclude tickets with certain characteristics from the analysis. The tickets
excluded are generally those that indicate transmission work, are of an emergency or short notice nature, or are for design
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timely, (ii) responses sufficient to render a ticket timely, provided certain additional information is
present, and (iii) responses that are not sufficient to render a ticket timely. A complete list of responses
and response types is provided in the Appendix.

The first category, sufficient responses, includes those responses that indicate that the excavator request
has been fulfilled and that no further action is required to complete the ticket. The presence of one timely
sufficient response renders a ticket timely. Examples of sufficient responses include: Facility Marked, No
Conflict, and No Remark Required.

The second category, responses that are sufficient provided certain additional information is present, are
those that require additional evidence to be counted as timely. Examples include: Respond to a Phased
Ticket, Field Meet Requested, and No Response from Excavator. Responses of this type may indicate that
a revised schedule will be implemented, that the locator needs to meet the excavator on site, or that all
possible steps have been taken to complete a ticket but work remains. The revised logic requires
additional evidence, in addition to the response, to make the determination that a ticket is timely. For this
category of responses, we search the notes or apply certain other requirements to determine whether the
additional information is present. If the additional information is present, we conclude that the criteria
have been met and the ticket is rendered timely.® The criteria for individual responses in this category are
provided in the Appendix.

Most responses in the second category rely on a search of the notes to determine whether a ticket is
timely. We have identified several terms that are associated with the presence or absence of particular
requirements, and the logic described here searches the notes to determine whether those terms are
present. Nonetheless, a text search is imperfect, and certain terms may not always have the desired
association. To the extent that the association exists but is not strong for certain terms, we have made the
conservative decision to exclude these terms from the search criteria. The examples below illustrate
situations in which the locator has made positive contact with the excavator or is performing work as
required by the logic for the particular response, but the notes do not contain terms that can be used by an
automated process to indicate that the requirements have been met. As a result, the search methodology,
out of an abundance of caution, classifies these tickets as late:

1. The locator enters a Field Meet Requested response and attempts to make contact with the
excavator on at least three occasions. The notes on the second response, which is timely, state,
“Let excavator know that I visited site and road was blocked. He will not do job until Monday.”¢

purposes. A full list of excluded categories is provided in the Appendix.

Responses that indicate phasing illustrate the need for this category of responses. Large jobs may require a phasing approach
that extends the work over a period of time and, through discussion with the excavator, would reasonably extend the
deadline. Nevertheless, because the system does not have a preconfigured field that would automatically capture and
facilitate a timeliness review of every step of an agreed upon phasing plan, the revised approach will count a phased approach
as timely if and only if the first phased response is timely and demonstrates evidence that the locator performed work or
made positive contact with the excavator.

6 See ticket number X629300301, version 0, registration code PGEVAC, submitted on October 19, 2016.
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The fact that the locator knew the job would not start until Monday suggests that positive contact
was made. However, the terms in the response are not sufficient for an automated process to
identify positive contact. By the fifth response, contact has been established and is identified by
the term “spoke,” but the response is entered after the due time and the ticket is counted as late.

The locator enters a Notification of New Start Time response with note: “Caller [JJjjj called me
this morning at about 5:59 am on 2-25-13, and he told me that he was going to be in training all
day and that maybe we can set-up fld. meet for Tues. the 26th. I called him bk. at 6:50 am on
same date to let him know that I received his message, and to call me when he gets a chance to
set-up fld. meet.”” The note indicates that there was a voicemail exchange between the locator
and the excavator. However, the voicemail-related terms that we observe are typically associated
with a one-way transfer of information, not an exchange of information. For this reason, we use
the presence of voicemail-related terms to indicate that positive contact was not established. A
Notification of New Start Time response requires evidence of positive contact for the new start
time to be applied. The presence of voicemail-related terms in this example means that the new
start time is not applied, and as a result the ticket is counted as late.

The locator enters a Respond to a Phased Ticket response with note: “Will work ahead of crew to
mark facilities.”® The note suggests that the locator was working to implement a phasing plan, but
it does not have the specific terms the logic requires to find evidence that work was performed.
The term “work™ is often used as a noun, as in “where the work is being done” or “work will
start,” and does not provide sufficient evidence that work was performed. The next response
entered on this ticket is Facility Marked, but the response is entered after the due time. This ticket
is therefore counted as late.

The third category, insufficient response, includes all remaining responses. Insufficient responses indicate

that the actions taken are not sufficient to address the excavator request, and therefore do not render the

ticket timely. Examples include: Inclement Weather and Expired Ticket. In sum, a ticket is rendered

timely if and only if the ticket contains a timely sufficient response or a timely response with the certain

additional information required by that response. All tickets not rendered timely are rendered late.

IV. Late ticket count

Implementing the late ticket logic described above, we arrive at the late ticket counts provided in Figure

1 9,10

See ticket number 064246, version 0, registration code PGESJO, submitted on February 21, 2013.

See ticket number 442237, version 0, registration code PGEAUB, submitted on November 6, 2013.

The list of late tickets is being provided to PG&E under separate cover.

We understand that the total number of tickets differs from the total number of tickets previously provided by PG&E. We
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Figure 1: May 2018 revised late ticket count
Jan-Feb
2012 2013 2014 2015 2016 2017
May 2018 revised late ticket count 13,062 28,829 27,736 32,985 30,684 5,543
Total ticket population 613,789 657,272 701,751 819,041 898,073 130,070
Percent late 2.1% 4.4% 4.0% 4.0% 3.4% 4.3%

V. Dig-ins

We have also associated the late tickets identified using this logic with dig-ins as reported in the 2012 Gas
Quarterly Incident Report and in the PG&E Master Dig-In File.!! We associate a dig-in with a
corresponding late ticket when the dig-in date is within 28 days of the date the ticket was submitted.'? As
shown in Figure 2, we find that the number of dig-ins associated with late tickets identified using the
logic described above is 195 for the period January 2012 to February 2017. While the 195 dig-ins are
associated with the late tickets, we cannot say whether they were caused by the late tickets. Determining
the cause of the dig-ins was outside the scope of our work.

Figure 2: Dig-ins associated with late tickets identified in May 2018

2012 -Feb
2017

Total number of dig-ins associated with late tickets 195

Percent of late tickets associated with dig-ins 0.14%

have confirmed with irth that the previous counts reflected “ticket splitting,” which divided transmission and distribution
work on one ticket into two separate tickets. We also understand from PG&E subject matter experts that tickets are counted
by unique ticket number, version number, and registration code combinations, and our count reflects this understanding. The
total number of tickets represents the full population before exclusions.

11 See Q32_Dig-In Data Source LT QC_Final xIsx for the list of dig-ins.

12 The list of late tickets associated with dig-ins is being provided to PG&E under separate cover.
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Appendix A. Procedure to identify late tickets

This Appendix describes in detail the methodology used to identify late tickets.

A.1. Defined terms

1. Evidence of Work: Locator notes contain at least one positive work term and do not contain any
negative work terms.

a. Positive work terms: marked, flagged, flag, painted, photo, pic, pics, picture, complete,
located, offsets, found, work comp, job was done, clear per maps, no PGE, no PG&E,
still visible, still visable,'> #”

b. Negative work terms: not marked, will be marked, to be marked, not flagged, will be
flagged, to be flagged, not flag, not placed flag, not put flag, not painted, will be painted,
to be painted, not complete, will be completed, to be completed, not located, will be
located, to be located, not found, no work comp, excavated before, verify mark, unclear,
will start

2. Evidence of Negotiation: Locator notes contain (i) at least one positive past-tense negotiation
term, or (ii) more positive negotiation terms than negative negotiation terms and no voicemail-
related terms.

a. Positive past-tense negotiation terms: communicated, negotiated, spoke, stated, I told,
talked, followed up, he said

b. Positive negotiation terms: per, direct contact, contact with, contact from, conversation,
scheduled

¢. Negative negotiation terms: no contact with, no contact from, no conversation, tried,
unable, not able

d. Voicemail-related terms: call back, voice, message, left msg, msg left, left a msg, vm, v/m,
text, I m, Im, I/m, lvm; or, Method of Contact field indicates Voicemail.

3. Improper Phased Response: Phased Response (defined below) that is followed by a No Conflict,
No Conflict — Cleared From Olffice, or No Remark Required response. The Phased Response will
not be deemed improper if the No Conflict response is accompanied by Evidence of Work.

4. No Access: Response No Response from Excavator is accompanied by locator notes that contain
at least one access term.

a. Access terms: arrived, gate, cgi, locked, access, not home, yard, dog, get into, let me into,
delineation, dilineation, delniation'*

5. Note Date: Locator notes contain a date in one of the following forms:!®

a. MM/DD/YYYY or MM/DD, with or without leading zeroes for months and days, with or

without century for the year, and with *“/, “.”, or “-” as separators.

13 We include commonly observed misspellings.

14 We include commonly observed misspellings.

15" The earlier Note Date is taken if two are found. We apply a due time of 5 p m. on the Note Date.
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b. Full or abbreviated day of the week.

c. Relative day terms: tomorrow, weekend, next week, 2 week. The date applied for these
terms is relative to the date the response is entered.

d. Full or abbreviated months and a numerical date in the forms: Day, Month, Day Month,
Month Day, Day Month Year, Month Day Year.

A.2. Determining the starting population

The ticket population available on the irth platform includes categories of tickets not relevant to or that
have been excluded from previous late ticket counts. These tickets are identified by their ticket type or by
the presence of other characteristics on the ticket. Tickets excluded are:

1. Tickets with type: Cancel, Damage/Exposed, Damaged Exposed, Emergency, Now, Priority,
Rush, and Short. The remaining ticket types: Normal, Regular, and Remark are included.
2. Design tickets as identified by:
a. The presence of the term “design” in the notes field with associated response Canceled
Ticket, PG&E Response Not Required, or Bad Tix Info — Resubmit.
3. Transmission tickets as identified by:
a. Placement in a folder with the term Trans, UET, or Pole in the folder name.
b. Registration codes with associated areas containing the term Trans or Ground water.'®
c. Registration codes with associated note: All Tickets Auto-Processed."
4. Registration code is PGE or call center is IRTHNET.

Tickets are identified by unique ticket number, version number, registration code combinations. '8

A.3. Determining the due time
The due time is the latest of:

1. Five p.m. on the second business day following the day the ticket was taken,
2. The excavation start time, and
3. A properly established new start time.

A properly established new start time requires that the new start time is accompanied by Evidence of
Negotiation. New start times may be drawn from the new start time field or from the notes (Note Date);
the earlier of the two is chosen when both are provided. Properly established new start times are applied
to all subsequent responses on a ticket.

See Reg Code Descriptions xIsx.
7 1d.

Ticket numbers may have multiple version numbers, which indicate a follow up or extension of an existing ticket. Ticket
numbers may also have multiple registration codes, which indicate the area where work is performed. For a given ticket
number, new versions or multiple registration codes are counted as separate tickets.
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A.4. Response types

The responses are divided into three categories: Sufficient Response; Sufficient Response, Provided
Requirements are Met; and Insufficient Response.

1. Sufficient Response: No Remark Required, Facility Marked, No Conflict, No Conflict — Cleared
From Office, Duplicate Ticket, PG&E Response Not Required, ZZ Pole Test And Treat-
Autoclosed, Excavated Before Marked, Located By PG&E Crew, Responding To Complete A
Phased Ticket

2. Sufficient Response, Provided Requirements are Met:

a. Phased Response: Respond To A Phased Ticket, Respond To An Open Ticket, Responding
To An Ongoing Ticket

b. Field Meet Requested Response: Field Meet Requested — (Trans. Or Dist.)

c. Field Meet Performed Response: Field Meet Performed (Transmission), Field Meet
Performed (Distribution)

d. No Response from Excavator Response: No Response From Excavator
e. Deadline Response: No Delineation, Bad Tix Info — Resubmit, Canceled Ticket
3. Insufficient Response: Notification Of New Start Time, Inclement Weather, Expired Ticket, Re-

Assigned Ticket(Do Not Close!), ZZ Test Positive Response To Excavator, ZZ Gas Transmission
Warning, X.No Conflict Sac **(Do Not Use!!!)**

A.5. Rule to identify late tickets

1. One timely Sufficient Response renders a ticket timely.

2. One timely Sufficient Response, Provided Requirements are Met renders a ticket timely,
provided:

a. The timely Phased Response demonstrates Evidence of Work or Evidence of Negotiation,
and is not an Improper Phased Response.

b. The timely Field Meet Requested demonstrates Evidence of Work or Evidence of
Negotiation.

c. The timely Field Meet Performed Response demonstrates Evidence of Work.
d. The timely No Response from Excavator Response indicates No Access.

e. The timely Deadline Response is not entered in the two hours directly preceding the due
time.

3. A timely Insufficient Response does not render a ticket timely.
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PACIFIC GAS AND ELECTRIC COMPANY
Gas Operations Data Response

PG&E Data Request

Index No.- 11836.10 Supp01

Request Date: 03-06-2018 Date Sent: 05-02-2018
Requesting Party: CPUC-SED

External Requester: Darryl Gruen PG&E Contact: Jon Pendleton

PG&E’s responses to following SED data requests are intended to comply with the Instructions
provided on March 6, 2018. PG&E has no objection to SED’s instructions that restate
Commission Rules of Practice and Procedure, such as the duty of candor, since PG&E is
required to follow such rules regardless of such instructions. Also, please note that PG&E has
not Bates-labeled or indexed the attachments to its responses below, as the attachments are
not voluminous, but has instead labeled each attachment with the applicable Index/Attachment
Number.

Per the Instructions, PG&E has provided the name of the person(s) answering each request,
their title, the name and title of the person to whom they report, and contact information. Where
an instance of Not Applicable is present, PG&E is still gathering this information and a full
response is still pending. PG&E will provide the name of the person(s) answering for those
requests, their title, the name and title of the person to whom they report, and contact
information once complete.

Question Resps";‘ded Title Contact Reports To Title
Director, Gas Field Services Melvin VP, Gas T&D
L sason Klemm South J1Ks@pge.com Christopher Operations

QUESTION 11836.10: For the late ticket counts provided on February 22nd, 2018, please
provide the following information for each year from 2012 through 2017:

a. Of those excavations that have a late ticket counted, how many times did
the excavator who called in that ticket experience a dig-in on PG&E’s
system?

b. Of those excavations that have a late ticket counted, and where the excavator who
called in the ticket experienced a dig-in on PG&E’s system, how many times did
PG&E calculate its share of fault resulting from the dig-in based upon the
assumption that the ticket was not late?"

c. Of those excavations that have a late ticket counted, how many times did PG&E
re- schedule the locate and mark start time on that ticket without first having
mutual agreement to do so from the excavator.

'In support of this question, please provide PG&E’s method, from 2012 to 2017, for calculating its share of
fault related to a third party dig-in when the third party called 811. Please specify the weight PG&E assigned to
its fault based upon it having a late ticket for a given dig-in?

11836.10 Page 1
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d. Of those excavations that have a late ticket counted, how many times did PG&E
not respond to the ticket?

e. Of those excavations that have a late ticket counted, how many times did PG&E
not respond to the ticket because it closed out the ticket?

f. Of those excavations that have a late ticket counted, how many times did PG&E
not respond to the ticket because it closed out the ticket after unsuccessfully
attempting to communicate with the excavator.

g. Of those excavations that have a late ticket counted, how many times did PG&E

not count a ticket as late because it phased a ticket for a location that did not

require phasing?
RESPONSE 11836.10: Much of the information requested in Question 11836.10 would
require individualized assessment of large numbers of particular tickets and excavations.
Because PG&E expects that the tickets identified as potentially late in Response 11718.01
(delivered to the CPUC on February 23, 2018), will likely change, PG&E proposes conducting
the assessments requested -- to the extent these assessments are feasible given the data
available in IrthNet -- on the tickets that are identified as late pursuant to the forthcoming
revised IrthNet logic once it is completed, so that extensive analysis is not conducted on
tickets and excavations that the refined IrthNet search logic later determines to be outside the
scope of SED’s ultimate interest.

RESPONSE 11836.10 (a) Supp01: As PG&E indicated in Response 11836.10 (delivered to the
SED on March 20, 2018), PG&E has conducted the requested assessment — that is, the number
of instances in which a late ticket is associated with a dig-in — on the tickets that are identified as
late pursuant to the analysis conducted by the third-party consulting firm, Bates White.

Bates White has determined that during the time period of January 1, 2012 through
February 28, 2017, there were 195 dig-ins associated with tickets that were likely late. Bates
White determined that a dig-in was “associated” with a ticket when the dig-in date was within 28
days of the date that the ticket was submitted, which corresponds to the time period a ticket is
valid.

PG&E has further reviewed the 195 dig-ins identified by Bates White for indications that
the dig-in was potentially related to or caused by a late response to the ticket. That is, for
example, in a circumstance in which the locator marked the facility after the due date, but the
marks were placed prior to the dig-in, the dig-in could not be classified as “caused by” the
lateness, but had some other root cause. PG&E also reviewed each of the dig-ins to determine
whether PG&E records contained any indications that there was an injury associated with the
dig-in. As part of this review, PG&E examined records from its DiRT investigative reports, USA
ticket information, SAP, and Riskmaster.

PG&E found no evidence that any of the 195 dig-ins that were “associated with” tickets
identified as late, using the generalized logic that Bates White developed to assess tickets on an
aggregate basis, involved an injury. PG&E determined that of the 195 dig-ins that were
“associated with” late tickets, PG&E’s late response could be ruled out as a cause for 164 of the
dig-ins. While Cal. Code Regs. tit. 8, § 1541(b) prohibits excavators from commencing work
until an excavation area has been marked, there were 31 dig-ins on which a late response by
PG&E may have contributed to, or there is insufficient evidence to determine whether the late
response contributed to, the incident.

11836.10 Page 2
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Late Tickets January 2012 - February 2017
"Index 10707-08_2012 - Feb 2017 Total Late - Division.xlIsx"

Division
Central Coast 39 73 320 59 0 0
DeAnza 141 262 369 73 3 0
Diablo 196 99 248 67 8 0
East Bay 136 1,118 1,357 179 9 0
Fresno 153 141 122 80 0 0
Humboldt 158 335 695 706 0 0
Kern 684 473 1,275 285 1 0
Los Padres 880 1,750 603 33 1 0
Mission 212 158 240 20 2 1
North Bay 117 303 370 85 8 4
North Valley 178 91 201 34 0 0
Peninsula 258 1,601 481 88 0 0
Sacramento 162 74 82 35 2 1
San Francisco 117 330 878 165 5 1
San Jose 369 2,397 236 48 2 0
Sierra 99 202 1,953 127 2 1
Sonoma 77 94 290 221 1 0
Stockton 325 3,246 1,920 595 0 0
Yosemite 322 800 1,751 485 0 0
Total 4,623 13,547 13,391 3,385 44 8

*Data are late tickets by division for January and Febraury 2017
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Pacific Gas and
IS Electric Company..

Utility Work Procedure WP4412-03

Asset Type:

Function:

Gas and Electric Transmission Date Issued/Updated: ~ August 2009
and Distribution

Operations

Page: 1 of 11

Title: Marking and Locating PG&E Underground Facilities

Overview

Governing
Document

Safety

Before Starting
this Procedure

Work Procedure

This work procedure (WP) provides step-by-step instructions for processing
Underground Service Alert (USA) tickets and for marking and locating
Pacific Gas and Electric Company (Company) underground gas, electric, and
fiberoptic cable facilities.

Utility Standard S4412. “Preventing Damage to Underground Facilities”

This WP promotes safety by reducing potential hazards to Company
underground facilities.

Perform all activities associated with this WP safely and in accordance with
applicable safety rules, the Code of Safe Practices, and Utility Standard
Practice (USP) 22, “Safety and Health Program.”

Personal Protective Equipment (PPE)

Field employees following this procedure must wear the following personal
protective equipment (PPE) at a minimum, plus any other applicable PPE, as
specified in the Code of Safe Practices:

Hard hat (must be available)

Traffic vest

Proper work footwear, no sneakers allowed
Long-sleeved shirt

Long pants

Gloves (must be available)

Safety glasses (must be available)

Tools: See Attachment 3. “Mark and Locate Equipment Checklist.”

Materials: See Attachment 3.

Qualification: OQ 05-01. “Mark and Locate Facilities.”

August 2009
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| Utility Work Procedure WP4412-03 |
| Title: Marking and Locating PG&E Underground Facilities Page: 2 of 11 |

Processing USA Tickets

The following procedures provide step-by-step instructions for processing USA tickets.

Note: If a buried facility is mis-marked, immediately contact the supervisor responsible for marking and
locating underground facilities. The supervisor must then conduct an incident investigation
according to WP1465-02, “Gas Event and Near Hit Reporting.” Stop excavation until facilities
are accurately located.

1. Requirements to Locate and Mark the Approximate Location

Locate and mark USA tickets within 2 working days or before the start of the excavation, whichever
1s later. A later time may be mutually agreed upon with the excavator. The only exception allowed

1s for an emergency, as defined by California Government Code §4216(d). USA ticket types include
the following:

¢ Emergencies: Zero (0) hours notice.
e Short Notice Tickets: Less than 2 working days notice.
e Normal: At least 2 working days notice.

e Extensions: A valid on-going ticket used for extended excavation projects. A ticket can be
extended up to 6 months.

¢ Renewals: Greater than 6 months or a lapsed USA ticket (a new ticket number is issued).

2. Training and Qualification Requirements
e Company mark and locate training.

e Current operator qualification when locating gas facilities.

3. Design Locate Requests
Note: The USA process is not for design purposes.
A. The locator refers all design locate requests to the mark and locate supervisor.
B. The mark and locate supervisor determines if the request is for design purposes.

o If the request is for design, the mark and locate supervisor refers the excavator to local
service planning personnel.

o If the request is for excavation occurring within 14 days, the locator marks and locates
the underground cable facilities.

C. The locator documents all conversations on the USA ticket.

Work Procedure August 2009
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Utility Work Procedure WP4412-03 |

| Title: Marking and Locating PG&E Underground Facilities Page: 3 of 11 |

4. Review USA Tickets

A.

Consider the following factors when prioritizing work:

1) Identify valid emergency tickets.

2) Prioritize the remaining work by due date, time, and location.
a. Identify and prioritize short notice tickets.
b. Identify late tickets.

3) Schedule field meets requested on USA tickets.

. Make contact with excavators, as necessary, and document these contacts on USA tickets.

Contact the electric transmission underground supervisor if underground electric transmission is
in the area.

5. Daily Check

A.
B.

C.
D.

Check PPE daily.

Perform a daily check to locate instruments (see WP4412-01. “Operating Procedures for
Locating Instruments.” and WP4412-02. “Locating Instruments Calibration Verification and
Repair Procedures™).

Perform a daily safety check on the mark and locate vehicle.

Check the vehicle for supplies daily. Refer to Attachment 3. “Mark and Locate Equipment
Checklist.”

6. Site Check

A.

Check for a delineation. The area to be excavated must be delineated with white chalk, flags,
stakes, whiskers, or other suitable markings, including a Company identifier (name,
abbreviations, or initials).

1) Ifa delineation is not present, contact the excavator.
2) If the delineation is not clear, contact the excavator.

Visually inspect the area for existing surface markings and/or indications of underground
facilities (e.g., risers, patches in the street, meters).

Review maps for existing Company facilities within the delineated area. Identify critical and
high-priority facilities that may be present in the proximity of the delineated area.

Work Procedure August 2009
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| Utility Work Procedure WP4412-03 |
| Title: Marking and Locating PG&E Underground Facilities Page: 4 of 11 |

Performing USA Locates
The following is a step-by-step procedure for marking and locating underground cable facilities:

1. Respond to the Excavator “Positive Response/Positive Contact”
A. Never provide the depth of the underground facility.

B. If there is no conflict with any Company underground facilities (including gas, electric, or
fiber facilities) in the delineated work area, provide a response by notifying the excavator by
phone, fax, email or automated response system of “no conflict.”

1) If there is no conflict with any company underground facilities in the delineated work area
while on the jobsite, surface marks of “NO PGE” may be provided.

C. If there is a conflict with other Company underground facilities (including gas, electric, or
fiber facilities) in the delineated work area and the facilities are not locatable, perform the
following tasks:

1) Notify other affected Company departments of the conflict.
2) Notify the excavator by phone, fax, email, in person, or automated response system that other
Company facilities exist in the excavation area.
2. Locating Methods

Grounding: Conductive locating depends on proper grounding. Always use an independent
ground.

Locating:
A. The method for locating Company underground facilities 1s conductive (direct connect).
B. If Company underground facilities cannot be located conductively, perform the following tasks:

1) Review Attachment 2. “Non-Locatable PG&E Underground Facilities.” for possible reasons
the facility cannot be located.

2) Contact other personnel (e.g., corrosion, electric) for assistance, as appropriate, to locate the
facility.

C. Use the alternate methods listed below in the following order:
1) Inductive clamp
2) Inductive
3) Passive — 50/60 hertz (Hz)
4) Passive —radio frequency (RF)
5) Map records — follow each step below:

a. If measurements exist on the maps, mark the facility using map measurements.

Work Procedure August 2009
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Utility Work Procedure WP4412-03 |

| Title: Marking and Locating PG&E Underground Facilities Page: 5 of 11 |

b.

d.

If measurements do not exist on the maps or there are other questions, contact the local
mapping department to get information from records, including as-built drawings and
service orders.

Complete a “Map Correction Form,” noting “Unlocatable Facility,” and submit it to the
local mapping department.

Notify the excavator and schedule a field meet. Inform the excavator that the marks are
approximate and based on drawings only.

3. Facility Markings

Refer to Table 1, “Color Code Identifiers (American Public Works Association [APWA] Uniform
Color Code),” and Table 2, “Facility Marking Abbreviations,” on Page 8.

A. Facility locators match markings to existing and expected surface conditions. Markings may
include one or any combination of the following: paint, chalk, flags, stakes, whiskers, or offset
markings. Use non-permanent markings on private property.

B. Extend all marks a reasonable distance beyond the bounds of the delineated area.

C. Marks in the appropriate color are approximately 12 inches long and spaced no more than 50 feet
(ft) apart on straight-line installations. Mark the following information:

Material type (“STL” for steel, “PL” for plastic, “CI” for cast iron)
Commodity (also indicate the transmission and line number, if applicable)
Size

Number of facilities

Directional changes

Taps/tees/laterals

Horizontal offsets

D. Place marks over the approximate center of the underground facility.

E. Joint trench facilities may not be indicated on the same mark. Each commodity must be located
and marked separately and shown in the appropriate color, according to the APWA Uniform
Color Code (see Table 1 on Page 8).

3-4’Ducts
PGE
wry

Work Procedure August 2009
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Title: Marking and Locating PG&E Underground Facilities Page: 6 of 11

F. Mark Company facilities with “PGE” (if facilities of the same commodity owned by others are
present), facility size, composition, and number of ducts, as shown on the map. Mark critical
facilities accordingly: “GT” to designate gas transmission, “ET” to designate electric
transmission, and “FO” to designate Company-owned telecommunications.

PGE PGE PGE PGE PGE
FO 2-4"Ducts 24” GT STL 1/2” PL ET

G. Indicate termination points or dead ends as follows:

DE ) (
— C

H. Clearly indicate directional changes and taps/tees/laterals as follows:

I. When providing offsets, show the direction, distance to, and path of the facility. In the following
example, a 12-inch steel gas main is shown in the dirt area, 8 ft to the right of the markings on
the sidewalk:

R Y

p(_;&'é Approximate
12" Center

Work Procedure August 2009
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| Utility Work Procedure WP4412-03 |
| Title: Marking and Locating PG&E Underground Facilities Page: 7 of 11 |

J. Identify facilities (inserted services or mains) installed in casings as shown below. The inserted
pipe is followed by the casing size and material in parentheses. In the following examples, a
2-inch plastic pipe is mnserted in a 4-inch cast iron casing and a %>-inch plastic pipe is inserted in
a ¥s-inch steel casing:

2” PL (4” Cl) 2" PL (3/4” STL)

K. Mark structures, such as vaults, to indicate the footprint of the structures.
‘ PGE Vault

4. Complete the Locate

A. Review the map and surface markings to ensure that all facilities are located and marked.

B. If other Company underground facilities exist in the delineated work area and the locator needs
assistance to locate them, notify the affected Company departments of the conflict and the
excavator that other Company facilities exist in the delineated work area.

C. Identify the need for a field meet or standby in accordance with Attachment 1. “Determining
When a Field Meet and/or Standby is Required.”

D. Identify potential future or existing overbuilds in the project area and report to the supervisor in
accordance with WP4100-04. “Gas Overbuilds.”

5. Complete the USA Ticket

A. Complete all required fields on the USA ticket, and attach any photographs taken to the
electronic USA ticket.

B. Document all actions taken.

C. Document all conversations and commitments with the excavator.

6. Check for Errors on Records

Report all errors or discrepancies per the “Map Correction Form.”

7. Instruments and Material

Use only Company-approved instruments and marking products. See Gas Numbered Document
M-60. “Approved Mark and Locate Instruments. Equipment. and Accessories.”

Work Procedure August 2009
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Utility Work Procedure WP4412-03 |

| Title: Marking and Locating PG&E Underground Facilities Page: 8 of 11 |
Table 1. Color Code Identifiers (APWA Uniform Color Code)
Red Electric
Yellow Gas/oil/steam
Orange Telephone/communications/cable TV
Blue Water
Green Sewer
Purple Reclaimed water and slurry
White USA delineation area (proposed excavation area)
Pink Temporary survey markings
Table 2. Facility Marking Abbreviations
Cl Cast iron
DE Dead end or termination point
ET Electric transmission
FO Company-owned fiberoptic telecommunications
GT Gas transmission
PGE Company-owned facility
PL Plastic
STL Steel

Definition of
Terms

Work Procedure

APWA: American Public Works Association.
CGC: California Government Code.
CPUC: California Public Utilities Commission.

Critical facilities: All gas transmission pressure (above 60 pounds per square
inch gauge [psig]) facilities and all electric facilities operating at and above
60 kilovolt (kV) are considered “critical facilities” for the purposes of this
WP. Critical facilities may also be determined by the local operating area.
Those facilities which, if damaged, are likely to result in difficulty controlling
the gas flow due to the size, material properties, operating pressure, and/or
location of the facility. When determining the difficulty of controlling gas
flow, give consideration to employee and equipment availability. Critical
facilities are also those electric distribution facilities which, if damaged, are
likely to result in extensive (long duration) outages or outages to critical
customers.

Delineated work area: The identification of a Company or an external
entity’s work area by pre-marking the area of proposed excavation with
surface markings or by other means.

August 2009
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Recision

Reference
Documents

Work Procedure

Emergency: A sudden, unexpected occurrence involving a clear and
immediate danger, demanding immediate action to prevent or mitigate the
loss of or damage to life, health, property, or essential public services. See
California Government Code §4216(d).

High-priority facilities: High-pressure natural gas pipelines with normal
operating pressures greater than 415 kilopascal (kPA) gauge (60 psig),
petroleum pipelines, pressurized sewage pipelines, high-voltage electric
supply lines, conductors, or cables that have a potential to ground greater
than or equal to 60 kV, or hazardous materials pipelines that are potentially
hazardous to workers or the public, if damaged. See California Government
Code §4216(e).

Positive response (positive contact): Information about the location of an
underground facility by locating and field marking the approximate location
and, if known, the number of subsurface installations that may be affected by
the excavation to the extent and degree of accuracy that the information 1s
available in the records of the operator or as determined through the use of
standard locating techniques other than excavating. Otherwise, advise the
person who contacted the one-call center of the location of the operator's
underground facility installations that may be affected by the excavation, or
advise that person that the operator does not operate any underground
facilities that would be affected by the proposed excavation.

Short notice: A USA ticket with less than 2 working days notice that is not
an emergency.

Underground Service Alert (USA): Regional one-call notification centers
for the Company service territory. There are two centers serving the
Company: Underground Service Alert of Central/Northern California and
Nevada (USA North) and Underground Service Alert of Southern California

(USA South).

USA ticket: A document created when an excavator calls USA requesting
underground facility locations before excavation.

Working days: 20 hours, per California Government Code §4216.

This WP cancels and supersedes UO Guideline G14412, “Site Delineation
and Mark and Locate Surface Markings,” dated 1-03.

American Public Works Association (APWA)

California Government Code §4216 et seq.

Code of Safe Practices

Gas Numbered Document M-60. “Approved Mark and Locate Instruments,

August 2009
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Attachments

Contact for More
Information

Date Issued

Approved by

Work Procedure

Equipment, and Accessories”

Map Correction Form

00 05-01. “Mark and Locate Facilities”

Underground Service Alert of Central/Northern California and Nevada
(USA North)

Underground Service Alert of Southern Califormia (USA South)
Utility Standard Practice (USP) 22. “Safety and Health Program”
Utility Standard S4412. “Preventing Damage to Underground Facilities”

Utility Work Procedures:
o WP1465-02. “Gas Event and Near Hit Reporting”
o WP4100-04. “Gas Overbuilds”

o WP4412-01. “Operating Procedures for Locating Instruments”

o WP4412-02. “Locating Instruments Calibration Verification and
Repair Procedures”

o WP4412-04. “Field Meets and Standby — Damage Prevention”

o WP4412-05. “Excavation Procedures for Damage Prevention”

o WP4412-06. “Handling Excavators. Contractors. and the Public
Working Unsafely Around Utility Facilities”

Attachment 1. “Determining When a Field Meet and/or Standby is Required”
Attachment 2. “Non-Locatable PG&E Underground Facilities”

Attachment 3. “Mark and Locate Equipment Checklist”

August 2009

Robert P. Fassett
Director

August 2009

SED-00115



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Utility Work Procedure WP4412-03

Title: Marking and Locating PG&E Underground Facilities Page: 11 of 11

Revision History

Chg No. | Date Description By (LAN ID)
00 August 2009 | Initiated new work procedure. [
Work Procedure August 2009
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Pacific Gas and Utility Procedure: TD-4412P-03
D/ Electric Company Publication Date: Rev: 0

Marking and Locating PG&E Underground Facilities

Summary

Target Audience

Safety

Before You Start

This work procedure provides step-by-step instructions for processing all
Underground Service Alert (USA) tickets received by the Company and for
marking and locating Pacific Gas and Electric Company (Company)
underground gas, electric, and fiber optic cable facilities

Level of Use: Informational Use

Production Mark and Locate personnel
Non-production Mark and Locate personnel
Mark and Locate supervisors

Anybody who marks an underground facility for any reason.

Hazards impacting this work include, but are not limited to, the following
conditions:

¢ Dangerous animals

e Tripping and slipping hazards

e Traffic conditions

e Vegetation including poison oak
e Environmental surroundings

e Electrical shock

e Construction sites

Personal Protective Equipment (PPE)

Field employees following this procedure must wear the following personal
protective equipment (PPE) at a minimum, plus any other applicable PPE, as
specified in the Code of Safe Practices:

e Hard hat (must be available)

Traffic vest

Proper work footwear, no sneakers allowed

Long-sleeved shirt

Long pants

PG&E Internal

©2012 Pacific Gas and Electric Company. All rights reserved. Page 1 of 19
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Marking and Locating PG&E Underground Facilities

¢ Gloves (must be available)
e Safety glasses (must be available)
Tools: See Attachment 3, “Mark and Locate Equipment Checklist.”

Materials: See Attachment 3.

Qualification: OQ 05-01, “Mark and Locate Facilities.” for USA marking and
locating, OQ 05-04 “Non-Production Mark and Locate” for crew marking and

locating
Table of Contents
Subsection Title Page
Processing USA TICKETS ......eeiiiiiiiiiiiiiee et e e 2
Performing USA LOCALES ........cccoiiiiiieiiiieee et 5
Performing PG&E Locates for PG&E Crew Work 9

Procedure Steps

1 Training and Qualification Requirements for Production Mark and Locate
1.1 Company mark and locate training
1.2 Current operator qualification OQ 05-01 when locating gas facilities
13 The annual refresher training (GAS-0800) must be taken annually not to exceed 15
months to the date but at least once each calendar year.
2 Mis-marked Facilities
2.1 IF a buried facility is mis-marked
THEN perform the following actions:
1. Immediately contact the supervisor responsible for marking and locating underground
facilities.
a. The supervisor must then conduct an incident investigation according to
WP1465-02, “Gas Event and Near Hit Reporting.”
2. Stop excavation until facilities are accurately located.
PG&E Internal ©2012 Pacific Gas and Electric Company. All rights reserved. Page 2 of 19
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Marking and Locating PG&E Underground Facilities

3 Processing USA Tickets

3.1 Requirements to Locate and Mark the Approximate Location

1. Locate and mark USA tickets within 2 working days or before the start of the
excavation, whichever is later. A later time may be mutually agreed upon with the
excavator.

2. The only exception allowed is for an emergency, as defined by California Government

Code 84216(d).

3. USA ticket types include the following:

e Emergencies: Zero (0) hours notice.
o Short Notice Tickets: Less than 2 working days notice.
e Normal: At least 2 working days notice.

e Extensions: A valid on-going ticket used for extended excavation projects. A ticket
can be extended up to 6 months.

e Renewals: Greater than 6 months or a lapsed USA ticket (a new ticket number is
issued).

3.2 Design Locate Requests

1. The USA process is not for design purposes.

2. The locator refers all design locate requests to the mark and locate
supervisor.

3. The mark and locate supervisor determines if the request is for design
purposes.
a. IF the request is for design,

THEN the mark and locate supervisor refers the excavator to local
service planning personnel.

b. IF the request is for excavation occurring within 14 days,
THEN the locator marks and locates the underground cable facilities.
4. The locator documents all conversations on the USA ticket.

33 Review USA Tickets

1. Consider the following factors when prioritizing work:
a. Identify valid emergency tickets.
PG&E Internal ©2012 Pacific Gas and Electric Company. All rights reserved. Page 3 of 19
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Marking and Locating PG&E Underground Facilities

b. Prioritize the remaining work by due date, time, and location.
(2) Identify and prioritize short notice tickets.
(2) Identify late tickets.

C. Schedule field meets requested on USA tickets.

Make contact with excavators, as necessary, and document these contacts
on USA tickets.

IF underground electric transmission is in the area

THEN contact the electric transmission underground supetrvisor.

3.4 Daily Check Before Proceeding to Field

1.

Perform a daily check to locate instruments in compliance with WP4412-01
“Operating Procedures for Locating Instruments,” and WP4412-02, “Locating
Instruments Calibration Verification and Repair Procedures”.

Check PPE daily.
Perform a daily safety check on the mark and locate vehicle.

Check the vehicle for supplies daily. Refer to Attachment 3, “Mark and
Locate Equipment Checklist.”

35 Site Check

1.

Check for a delineation. The area to be excavated must be delineated with
white chalk, flags, stakes, whiskers, or other suitable markings, including a
Company identifier (name, abbreviations, or initials).
a. IF a delineation is not present

THEN contact the excavator.
b. IF the delineation is not clear

THEN contact the excavator.

Visually inspect the area for existing surface markings and/or indications of
underground facilities (e.qg., risers, patches in the street, meters).

PG&E Internal

©2012 Pacific Gas and Electric Company. All rights reserved. Page 4 of 19

SED-00121


http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005319648
http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005319648
http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005319649
http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005319649
http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005321542
http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005321542

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Electric Company Publication Date: Rev: 0

m Pacific Gas and Utility Procedure; TD-4412P-03
'S

Marking and Locating PG&E Underground Facilities

3. Review maps for existing Company facilities within the delineated area.
Identify critical and high-priority facilities that may be present in the proximity
of the delineated area.

4 Performing USA Locates

4.1 Respond to the Excavator “Positive Response/Positive Contact”

1.

2.

Never provide the depth of the underground facility.

IF there is no conflict with any Company underground facilities (including
gas, electric, or fiber facilities) in the delineated work area,

THEN provide a response by notifying the excavator by phone, fax, email or automated
response system of “no conflict.”

a. IF there is no conflict with any company underground facilities in the
delineated work area while on the jobsite,

THEN provide surface marks of “NO PGE".

IF there is a conflict with other Company underground facilities
(including gas, electric, or fiber facilities) in the delineated work area,

THEN provide a response by notifying the excavator by phone, fax, email or
automated response system of the marks provided. The response will include
information about the type of temporary markings and how to identify
markings.

a. Notify other affected Company departments of the conflict.

b. Notify the excavator by phone, fax, email, in person, or automated
response system that other Company facilities exist in the excavation
area and that excavation cannot begin until all Company facilities
have been located and marked.

4.2 Locating Methods

NOTE

Grounding: Conductive locating depends on
proper grounding.

The method for locating Company underground facilities is conductive (direct
connect). Always use an independent ground.

IF Company underground facilities cannot be located conductively,

THEN perform the following tasks:
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a. Review Attachment 2, “Non-Locatable PG&E Underground Facilities,”
for possible reasons the facility cannot be located.

b. Contact other personnel (e.g., corrosion, electric, locator who is
operator qualified OQ 05-03 for inline locating tape) for assistance, as
appropriate, to locate the facility.

C. Use the alternate methods listed below in the following order:
Q) Inductive clamp
(2) Inductive
3) Passive — 50/60 hertz (Hz)
4) Passive — radio frequency (RF)
(5) Map records — follow each step below:

e IF measurements exist on the maps,

e THEN mark the facility using map measurements.IF locating a
service using map measurements.

e THEN contact the local mapping department to get information from
records, including as-built drawings and service orders due to
possible offsets less than 150’ in length which may exist and are not
shown on plat maps. IF measurements do not exist on the maps or
there are other questions,

THEN contact the local mapping department to get
information from records, including as-built drawings and
service orders.

e Complete a “Map Correction Form,” noting “Unlocatable Facility,”
and submit it to the local mapping department.

¢ Notify the excavator and schedule a field meet. Inform the
excavator that the marks are approximate and based on drawings
only.

(6) Use specialty instruments listed in M-60.
(7) Request crew assistance to daylight facilities and to install EMS
markers.
4.3 Facility Markings
1. Refer to Table 1, “Color Code Identifiers (American Public Works Association [APWA]

Uniform Color Code),” and Table 2, “Facility Marking Abbreviations,” on Page 8.
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2. Facility locators match markings to existing and expected surface conditions.
Markings may include one or any combination of the following: paint, chalk,
flags, stakes, whiskers, or offset markings.

3. Use non-permanent markings on private property.

4. Extend all marks a reasonable distance beyond the bounds of the delineated
area.

5. Marks in the appropriate color are approximately 12 inches long and spaced

no more than 50 feet (ft) apart on straight-line installations.

6. Mark the following information:
a. Material type (“STL” for steel, “PL” for plastic, “CI” for cast iron)
b. Commodity (also indicate the transmission and line number, if
applicable)
C. Size
d. Number of facilities
e. Directional changes
f. Taps/tees/laterals
g. Horizontal offsets
7. Place marks over the approximate center of the underground facility.
8. Joint trench facilities may not be indicated on the same mark. Locate and

mark each commodity separately and shown in the appropriate color,
according to the APWA Uniform Color Code (see Table 1 on Page 8).

3-4"Ducts

PGE

4" PL

9. Mark Company facilities with “PGE?” (if facilities of the same commodity
owned by others are present), facility size, composition, and number of ducts,
as shown on the map.
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10.

11.

12.

13.

Mark critical facilities accordingly: “GT” to designate gas transmission, “ET” to
designate electric transmission, and “FO” to designate Company-owned

PGE PGE PGE PGE PGE
FO 2-4" Ducts 24” GT STL 1/2” PL ET

telecommunications.

Indicate termination points or dead ends as follows:

2 (
— -

Clearly indicate directional changes and taps/tees/laterals as follows:

DE

When providing offsets, show the direction, distance to, and path of the
facility. In the following example, a 12-inch steel gas main is shown in the dirt
area, 8 ft to the right of the markings on the sidewalk:

p— Approximate
. i Center
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14.

15.

16.

Identify facilities (inserted services or mains) installed in casings as shown
below. The inserted pipe is followed by the casing size and material in
parentheses. In the following examples, a 2-inch plastic pipe is inserted in a
4-inch cast iron casing and a ¥-inch plastic pipe is inserted in a %-inch steel
casing:

2" PL (4" CI) ¥ PL(3/4” STL)

Mark structures, such as vaults, to indicate the footprint of the structures.
PGE Vault \
Mark cathodic protection wire connecting the rectifier and the anode during

the performance of subsurface marking activities.

a. Using an inductive loop around the conduit coming out of the rectifier is
acceptable method of locating in this circumstance.

b. Contact a corrosion mechanic for assistance as needed.

4.4 Complete the Locate

1.

Review the map and surface markings to ensure that all facilities are located
and marked.

IF other Company underground facilities exist in the delineated work area and
the locator needs assistance to locate them,

THEN notify the affected Company departments of the conflict and the
excavator that other Company facilities exist in the delineated work area.

Identify the need for a field meet or standby in accordance with Attachment 1
“‘Determining When a Field Meet and/or Standby is Required.”

PG&E Internal
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4, Identify potential future or existing overbuilds in the project area and report to
the supervisor in accordance with WP4100-04, “Gas Overbuilds.”

45 Check for Errors on Records

1. Report all errors or discrepancies per the “Map Correction Form.”

4.6 Instruments and Material

1. Use only Company-approved instruments and marking products. See Gas
Numbered Document M-60, “Approved Mark and Locate Instruments,
Equipment, and Accessories.”

Table 1. Color Code Identifiers (APWA Uniform Color Code)

Red Electric

Yellow Gas/oil/steam

Orange Telephone/communications/cable TV

Blue Water

Green Sewer

Purple Reclaimed water and slurry

White USA delineation area (proposed excavation area)
Pink Temporary survey markings

Table 2. Facility Marking Abbreviations

Cl Castiron
DE Dead end or termination point
ET Electric transmission
FO Company-owned fiberoptic telecommunications
GT Gas transmission
PGE Company-owned facility
PL Plastic
STL Steel
DB Direct buried
5 Performing PG&E Locates for PG&E Crew Work (PG&E sole excavator)

5.1 Training and Qualification Requirements
1. Company mark and locate training.

2. Current crew operator qualification 05-04 when locating gas facilities
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5.2 IF a buried facility is mis-marked

THEN perform the following actions:

1.

2.

Immediately contact the supervisor responsible for marking and locating underground
facilities.

a. The supervisor must then conduct an incident investigation according to
WP1465-02, “Gas Event and Near Hit Reporting.”

Stop excavation until facilities are accurately located.

5.3 Before Performing Crew Locate

1.

2.

3.

Check PPE.

Perform a check to locate instruments in compliance with WP4412-01
“Operating Procedures for Locating Instruments,” and WP4412-02,
“Locating Instruments Calibration Verification and Repair Procedures”.

Verify the equipment’s calibration has been verified in the last 6 months

5.4 Locating Methods

1.

Grounding: Conductive locating depends on proper grounding. Always use
an independent ground.

Locating: The method for locating Company underground facilities is
conductive (direct connect).

IF Company underground facilities cannot be located conductively,
THEN perform the following tasks:

a. Review Attachment 2, “Non-Locatable PG&E Underground Facilities,” for
possible reasons the facility cannot be located.

b. Contact other personnel (e.g., corrosion, electric) for assistance, as
appropriate, to locate the facility.

C. Use the alternate methods listed below in the following order:
Q) Inductive clamp
(2) Inductive
3) Passive — 50/60 hertz (Hz)

4) Passive — radio frequency (RF)

PG&E Internal
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()

(6)
(7)

5.5 Facility Markings

Map records — follow each step below:

IF measurements exist on the maps,

THEN mark the facility using map measurements.

IF locating a service using map measurements.

THEN contact the local mapping department to get
information from records, including as-built drawings and
service orders due to possible offsets less than 150’ in
length which may exist and are not shown on plat maps.

If measurements do not exist on the maps or there are other
guestions,

THEN contact the local mapping department to get
information from records, including as-built drawings and
service orders.

Complete a “Map Correction Form,” noting “Unlocatable Facility,”
and submit it to the local mapping department.

Use specialty instruments listed in M-60.

IF the facilities cannot be located,

THEN follow WP4412P-05 to expose the facilities and install
EMS markers

1. Facility locators match markings to existing and expected surface conditions.
Markings may include paint or chalk.

2. Place marks over the approximate center of the underground facility.

5.6 Complete the Locate

1. Review the map and surface markings to ensure that all facilities are located
and marked.
2. IF other Company underground facilities exist in the delineated work area and

the locator needs assistance to locate them,

THEN notify the affected Company departments of the conflict and the
excavator that other Company facilities exist in the delineated work area.
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3.

4.

Identify the need for a standby in accordance with Attachment 1
“‘Determining When a Field Meet and/or Standby is Required.”

Identify potential future or existing overbuilds in the project area and report to
the supervisor in accordance with WP4100-04, “Gas Overbuilds.”

5.7 Complete the USA Ticket

1.

Communicate with the production locator in the area and provide them with
information to close the USA ticket in IRTH.com.

5.8 Complete Facility Markings on New PG&E Installed Facilities

1.

In areas of ongoing construction or potential excavation activities by
Company or others, place marks over the approximate center of the newly
installed underground facility. This is to ensure the new PG&E installed
facility can be identified by other possible excavators working in the area.
This is required for both PG&E excavations as well as contract excavators
doing work for PG&E.

Refer to section 4.3 of this work procedure for examples of facility marking
standards.

59 Check for Errors on Records

1.

Report all errors or discrepancies using the “Map Correction Form.”

5.10 Instruments and Material

1.

Definitions

Use only Company-approved instruments and marking products. See Gas
Numbered Document M-60, “Approved Mark and Locate Instruments,

Equipment, and Accessories.”

APWA: American Public Works Association.
CGC: California Government Code.

CPUC: California Public Utilities Commission.

Critical facilities: All gas transmission pressure (above 60 pounds per square
inch gauge [psig]) facilities and all electric facilities operating at and above 60
kilovolt (kV) are considered “critical facilities” for the purposes of this WP.
Critical facilities may also be determined by the local operating area. Those
facilities which, if damaged, are likely to result in difficulty controlling the gas
flow due to the size, material properties, operating pressure, and/or location of
the facility. When determining the difficulty of controlling gas flow, give
consideration to employee and equipment availability. Critical facilities are also
those electric distribution facilities which, if damaged, are likely to result in
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extensive (long duration) outages or outages to critical customers.

Delineated work area: The identification of a Company or an external entity’s
work area by pre-marking the area of proposed excavation with surface
markings or by other means.

Emergency: A sudden, unexpected occurrence involving a clear and immediate
danger, demanding immediate action to prevent or mitigate the loss of or
damage to life, health, property, or essential public services. See California
Government Code 84216(d).

High-priority facilities: High-pressure natural gas pipelines with normal
operating pressures greater than 415 kilopascal (kPA) gauge (60 psig),
petroleum pipelines, pressurized sewage pipelines, high-voltage electric supply
lines, conductors, or cables that have a potential to ground greater than or equal
to 60 kV, or hazardous materials pipelines that are potentially hazardous to
workers or the public, if damaged. See California Government Code 84216(e).

Positive response (positive contact): Information about the location of an
underground facility by locating and field marking the approximate location and,
if known, the number of subsurface installations that may be affected by the
excavation to the extent and degree of accuracy that the information is available
in the records of the operator or as determined through the use of standard
locating techniques other than excavating. Otherwise, advise the person who
contacted the one-call center of the location of the operator's underground
facility installations that may be affected by the excavation, or advise that person
that the operator does not operate any underground facilities that would be
affected by the proposed excavation.

Short notice: A USA ticket with less than 2 working days notice that is not an
emergency.

Underground Service Alert (USA): Regional one-call notification centers for
the Company service territory. There are two centers serving the Company:
Underground Service Alert of Central/Northern California and Nevada (USA
North) and Underground Service Alert of Southern California (USA South).

USA ticket: A document created when an excavator calls USA requesting
underground facility locations before excavation.

Critical facilities: All gas transmission pressure (above 60 pounds per square
inch gauge [psig]) facilities and all electric facilities operating at and above 60
kilovolt (kV) are considered “critical facilities” for the purposes of this WP.
Critical facilities may also be determined by the local operating area. Those
facilities which, if damaged, are likely to result in difficulty controlling the gas
flow due to the size, material properties, operating pressure, and/or location of
the facility. When determining the difficulty of controlling gas flow, give
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Implementation

consideration to employee and equipment availability. Critical facilities are also
those electric distribution facilities which, if damaged, are likely to result in
extensive (long duration) outages or outages to critical customers.

Delineated work area: The identification of a Company or an external entity’s
work area by pre-marking the area of proposed excavation with surface
markings or by other means.

Emergency: A sudden, unexpected occurrence involving a clear and immediate
danger, demanding immediate action to prevent or mitigate the loss of or
damage to life, health, property, or essential public services. See California
Government Code 84216(d).

High-priority facilities: High-pressure natural gas pipelines with normal
operating pressures greater than 415 kilopascal (kPA) gauge (60 psig),
petroleum pipelines, pressurized sewage pipelines, high-voltage electric supply
lines, conductors, or cables that have a potential to ground greater than or equal
to 60 kV, or hazardous materials pipelines that are potentially hazardous to
workers or the public, if damaged. See California Government Code 84216(e).

Positive response (positive contact): Information about the location of an
underground facility by locating and field marking the approximate location and,
if known, the number of subsurface installations that may be affected by the
excavation to the extent and degree of accuracy that the information is available
in the records of the operator or as determined through the use of standard
locating techniques other than excavating. Otherwise, advise the person who
contacted the one-call center of the location of the operator's underground
facility installations that may be affected by the excavation, or advise that person
that the operator does not operate any underground facilities that would be
affected by the proposed excavation.

Short notice: A USA ticket with less than 2 working days notice that is not an
emergency.

Underground Service Alert (USA): Regional one-call notification centers for
the Company service territory. There are two centers serving the Company:
Underground Service Alert of Central/Northern California and Nevada (USA
North) and Underground Service Alert of Southern California (USA South).

USA ticket: A document created when an excavator calls USA requesting
underground facility locations before excavation.

Working days: 20 hours, per California Government Code 84216.

Personnel performing marking and locating activities are responsible for
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Responsibilities

Governing
Document

Compliance
Requirement/
Regulatory
Commitment

Reference
Documents

following this procedure.

Supervisors of personnel performing marking and locating activities are
responsible for providing the tools and equipment necessary to do the work.

S4412 “Preventing Damage to Underground Facilities”, August 2009

California Government Code 84216

49 CFR 192.614 “Damage Prevention Program”

Developmental References:

[American Public Works Association (APWA)

California Government Code 84216 et sed.

Gas Numbered Document M-60, “Approved Mark and Locate Instruments,

Equipment, and Accessories”

Map Correction Form

00 05-01, “Mark and Locate Facilities”

0OQ 05-04, “Non-Production Mark and Locate”

Underground Service Alert of Central/Northern California and Nevada

(USA North)

Underground Service Alert of Southern California (USA South)

Utility Standard S4412, “Preventing Damage to Underground Facilities”

Utility Work Procedures:

e WP1465-02, “Gas Event and Near Hit Reporting”
e \WP4100-04, “Gas Overbuilds”

e WP4412-01, “Operating Procedures for Locating Instruments”

e WP4412-02, “Locating Instruments Calibration Verification and Repair
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Procedures”

e WP4412-04, “Field Meets and Standby — Damage Prevention”

e WP4412-05, “Excavation Procedures for Damage Prevention”

e TD-4412P-06, “Handling Excavators, Contractors and the Public
Working Unsafely Around Utility Facilities”

Appendices NA

Attachments

Attachment 1, “Determining When a Field Meet and/or Standby is Required

Attachment 2, “Non-Locatable PG&E Underground Facilities”

Attachment 3, “Mark and Locate Equipment Checklist”

Job Aid TD-4412P-03-JA01 “Taking Digital Photographs at Locate Site”

Job Aid TD-4412P-03-JA02 “Initial Setup of Sony Cyber-shot DSC-S700”

Job Aid TD-4412P-03-JA03 “Zip USA Pictures Process”

Job Aid TD-4412P-03-JA04 “Troubleshooting Zipping USA Pictures”

Job Aid TD-4412P-03-JA05 “Searching for and Printing Tickets from IRTHNet”

Job Aid TD-4412P-03-JA06 “Searching for and Re-Opening a Ticket Using Field
Unit”

Job Aid TD-4412P-03-JA07 “Adding Notes to Multiple USA Tickets Using
IRTHNet”

Job Aid TD-4412P-03-JA08 “Streets and Trips Route Process”
Job Aid TD-4412P-03-JA09 “IRTHNet Field Unit Data Entry”

Job Aid TD-4412P-03-JA10 “Standard Comments IRTH Field Unit”
Job Aid TD-4412P-03-JA11 “FAS Field Support”

Job Aid TD-4412P-03-JA13 “Determine if a Critical Facility is Involved”
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Document WP4412-03, “Marking and Locating PG&E Underground Facilities”, August 2009

Recision

TD-4412B-007, “Changes to WP4412-03 “Marking and Locating PG&E
Underground Facilities”, August 2011

Job Aid WP-4412-03-JA12 “IRTH Field Unit Data Entry”

Approved By Karen S. Roth, Director, Integrity Management

Document Owner  Chris McGowan — Mark & Locate Process Owner

Document Chris McGowan — Mark & Locate Process Owner

Contact

Revision Notes

Where?

What Changed?

Entire document

Converted to latest template. Renumbered from WP4412-03 to TD-
4412P-03

Safety Added specific hazards

Quialification Added OQ 05-04 “Non-Production Mark and Locate”
Section 1 New requirement for annual refresher training

Section 2 New section on Mis-marked Facilities (changed from a note)

Section 4.2.2.c

Added items (6) and (7)

Section 4.3.16

New requirement to mark cathodic protection wire.

Section 4.6 Added DB for Direct Buried to Table 2

Section 5 New section. Added steps for Performing PG&E Locates for PG&E
Crew Work (PG&E sole excavator)

Section 5.8 New requirement for crew locators to mark newly placed facility if there

are other active excavations in the area.

Reference Documents

Added OQ 05-04, “Non-Production Mark and Locate”
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Pacific Gas and
R/ Electric Company

Utility Procedure: TD-4412P-03

Publication Date: Rev: 0

Marking and Locating PG&E Underground Facilities

Where?

What Changed?

Job Aids

Revised Job Aids TD-4412P-03 -JA05, TD-4412P-03 -JA06, TD-4412P-
03 -JA07, TD-4412P-03 -JA09, TD-4412P-03 -JA 10, Deleted Job Aid
WP-4412-03-JA12. Renumbered Job Aids TD-4412P-03 —JAO1, TD-
4412P-03 —-JA02, TD-4412P-03 —JA03, TD-4412P-03 —JA04, TD-
4412P-03 —JA08, TD-4412P-03 —JA11. Added Job Aid TD-4412P-03-

JA13
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Pacific Gas and Utility Procedure: TD-4412P-03
D/ Electric Company Publication Date: 04/11/2012 Rev: 1

Marking and Locating PG&E Underground Facilities

Summary

Target Audience

Safety

Before You Start

This procedure provides step-by-step instructions for processing all
underground service alert (USA) tickets received by Pacific Gas and Electric
Company (the Company), and for marking and locating Company underground
gas, electric, and fiber optic cable facilities.

Level of Use: Informational Use

Production and non-production mark and locate (M&L) personnel, M&L
supervisors, and all personnel who mark an underground facility for any reason.

Hazards impacting this work include, but are not limited to, the following
conditions:

o Dangerous animals.

Tripping and slipping hazards.

e Traffic conditions.

e Vegetation including poison oak.
e Environmental surroundings.

e Electrical shock.

e Construction sites.

Personal Protective Equipment (PPE)

Field personnel following this procedure must wear the following PPE at a
minimum, plus any other applicable PPE, as specified in the Code of Safe

Practices:

¢ Hard hat (must be available).

e Traffic vest.

e Proper work footwear, no sneakers allowed.
e Long-sleeved shirt.

e Long pants.

e Gloves (must be available).

e Safety glasses (must be available).

PG&E Internal
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Marking and Locating PG&E Underground Facilities

Procedure Steps

1

11

1.2

13

2.1

Tools: See Attachment 3, “Mark and Locate Equipment Checklist.”

Materials: See Attachment 3.

Qualification: The following operator qualifications (OQ) apply to the work
performed in this procedure:

o 00 05-01, “Mark and Locate Facilities,” for USA marking and locating.

o 00O 05-04, “Non-Production Mark and Locate,” for crew marking and

locating.
Table of Contents

Subsection Title e Page
1 Training and Qualification Requirements for Production Mark and

[0 Tor= 1 = PSSP PP PT PRSPPI 2
2 Mis-marked FacCilitieS ...........ouvviiiiiiiiiiiiiiiiiiiiiiiie e 2
3 Processing USA TICKETS......couiiiiiiiiiiiiiiiiiiiiieieeeeeeeeeeeeeeeeee e 3
4 Performing USA LOCALES........cciiieiiiiii e 5
5 Performing Company Locates for Company Crew Work (Company

SOIE EXCAVALON).....ci e 11

Training and Qualification Requirements for Production Mark and Locate

Personnel must complete Company mark and locate training.

Personnel must qualify under current OQ 05-01 before locating gas facilities.

Personnel must complete refresher training GAS-0800 annually, not to exceed 15
months to the date, but at least once each calendar year.

Mis-marked Facilities

IF a buried facility is mis-marked,

THEN perform the following actions:

1. Immediately contact the supervisor responsible for marking and locating underground
facilities.

PG&E Internal
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Marking and Locating PG&E Underground Facilities

2.1 (continued)

a. The supervisor must then conduct an incident investigation according to
Utility Procedure TD-1465P-02, “Gas Event Reporting.”

2. Stop excavation until facilities are accurately located.
3 Processing USA Tickets

3.1 Requirements to Locate and Mark the Approximate Location

1. Locate and mark USA tickets within 2 working days or before the start of the
excavation, whichever is later. A later time may be mutually agreed upon with the
excavator.

2. The only exception allowed is for an emergency, as defined by California Government

Code 84216(d).

3. USA ticket types include the following:

e Emergencies: zero (0) hours notice.
e Short notice tickets: less than 2 working days notice.
e Normal: at least 2 working days notice.

¢ Extensions: a valid ongoing ticket used for extended excavation projects. A
ticket can be extended up to 6 months.

e Renewals: greater than 6 months or a lapsed USA ticket (a new ticket number is
issued).

3.2 Design Locate Requests

1. The USA process is not for design purposes.

2. The I0(_:ator refers all design locate requests to the mark and locate
supervisor.

3. The mark and locate supervisor determines if the request is for design purposes.
a. IF the request is for design,

THEN the mark and locate supervisor refers the excavator to local service
planning personnel.

b. IF the request is for excavation occurring within 14 days,

THEN the locator marks and locates the underground cable facilities.
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3.2 (continued)
4, The locator documents all conversations on the USA ticket.

3.3 Review USA Tickets

1. Personnel must consider the following factors when prioritizing work:
a. Identify valid emergency tickets.
b. Prioritize the remaining work by due date, time, and location. In doing so,

complete the following steps:
(1) Identify and prioritize short notice tickets.

(2) Identify late tickets.

C. Schedule field meets requested on USA tickets.

2. Make contact with excavators, as necessary, and document these contacts on USA
tickets.

3. IF underground electric transmission is in the area,

THEN contact the electric transmission underground supervisor.
3.4 Daily Check Before Proceeding to Field
1. Perform a daily check to locate instruments in compliance with Utility Procedure

WP4412-01, “Operating Procedures for Locating Instruments,” and WP4412-02,
“Locating Instruments Calibration Verification and Repair Procedures.”

2. Check PPE daily.
3. Perform a daily safety check on the mark and locate vehicle.

4. Check the vehicle for supplies daily. Refer to Attachment 3, “Mark and Locate
Equipment Checklist.”

3.5 Site Check

1. Check for a delineation. The area to be excavated must be delineated with white chalk,
flags, stakes, whiskers, or other suitable markings, including a Company identifier
(name, abbreviations, or initials).
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3.5 (continued)
a. IF a delineation is not present or is not clear,
THEN contact the excavator.

2. Visually inspect the area for existing surface markings or indications of
underground facilities (for example, risers, patches in the street, meters).

3. Review maps for existing Company facilities within the delineated area.
Identify critical and high-priority facilities that may be present in the proximity
of the delineated area.

4 Performing USA Locates
4.1 Respond to the Excavator “Positive Response/Positive Contact”

1. Never provide the depth of the underground facility.

2. IF there is no conflict with any Company underground facilities (including
gas, electric, or fiber facilities) in the delineated work area,

THEN provide a response by notifying the excavator by phone, fax, email, or
automated response system of “no conflict.”

a. IF there is no conflict with any company underground facilities in the
delineated work area while on the job site,

THEN provide surface marks of “NO PGE.”

3. IF there is a conflict with other Company underground facilities
(including gas, electric, or fiber facilities) in the delineated work area,

THEN provide a response by notifying the excavator by phone, fax, email, or
automated response system of the marks provided. The response must
include information about the type of temporary markings and how to identify

markings.
a. Notify other affected Company personnel of the conflict.
b. Notify the excavator by phone, fax, email, in person, or automated

response system that other Company facilities exist in the excavation
area and that excavation cannot begin until all Company facilities are
located and marked.
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4.2 Locating Methods

NOTE

Grounding: conductive locating depends on
proper grounding.

The method for locating Company underground facilities is conductive (direct
connect). Always use an independent ground.

IF Company underground facilities cannot be located conductively,
THEN perform the following tasks:

a. Review Attachment 2, “Non-Locatable PG&E Underground Facilities,”
for possible reasons the facility cannot be located.

b. Contact other personnel (for example, corrosion, electric, locator who
is operator qualified OQ 05-03 for inline locating tape) for assistance,
as appropriate, to locate the facility.

C. Use the alternate methods listed below in the following order:
() Inductive clamp.
(2) Inductive.
3 Passive — 50/60 hertz (Hz).
4) Passive — radio frequency (RF).
(5) Map records — follow each step below:

¢ IF measurements exist on the maps,

THEN mark the facility using map measurements.

¢ |F locating a service using map measurements,

THEN contact local mapping personnel to get information from
records, including as-built drawings and service orders due to
possible offsets less than 150 ft in length which may exist and are
not shown on plat maps.

¢ |IF measurements do not exist on the maps or there are other
guestions,

THEN contact local mapping personnel to get information
from records, including as-built drawings and service
orders.

PG&E Internal

©2012 Pacific Gas and Electric Company. All rights reserved. Page 6 of 18

SED-00143


http://wwwedm3/cgi-bin/getdocTDM.asp?itemid=005321541

CONFIDENTIAL - GENE @P@ND DECISION 16-08-024
Pacific Gas and RSLEE Utility Procedure: TD-4412P-03
D/ Electric Company Publication Date: 04/11/2012 Rev: 1

Marking and Locating PG&E Underground Facilities

4.2 (continued)

o Complete a Map Correction Form, noting “Unlocatable Facility,” and
submit it to local mapping personnel.

¢ Notify the excavator and schedule a field meet. Inform the excavator
that the marks are approximate and based on drawings only.

(6) Use specialty instruments listed in Numbered Document M-60,
“Approved Mark and Locate Instruments, Equipment, and Accessories.”

(7 Request crew assistance to daylight facilities and to install electronic
marker system (EMS) markers.

4.3 Facility Markings

1. Refer to Table 1, “Color Code Identifiers (American Public Works Assaociation [APWA]
Uniform Color Code),” and Table 2, “Facility Marking Abbreviations,” for a list of color
codes and marking abbreviations.

2. Facility locators match markings to existing and expected surface conditions.
Markings may include one or any combination of the following: paint, chalk,
flags, stakes, whiskers, or offset markings.

3. Use non-permanent markings on private property.

4, Extend all marks a reasonable distance beyond the bounds of the delineated
area.

5. Marks in the appropriate color are approximately 12 inches long and spaced

no more than 50 feet (ft) apart on straight-line installations.

6. Mark the following information:
a. Material type (“STL" for steel, “PL” for plastic, “CI” for cast iron).
b. Commodity (also indicate the transmission and line number, if
applicable).
C. Size.
d. Number of facilities.
e. Directional changes.
f. Taps/tees/laterals.
g. Horizontal offsets.
PG&E Internal ©2012 Pacific Gas and Electric Company. All rights reserved. Page 7 of 18
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4.3 (continued)

7. Place marks over the approximate center of the underground facility.

8. Joint trench facilities may not be indicated on the same mark. Locate and
mark each commodity separately and in the appropriate color, according to
the APWA uniform color code located on Table 1.

3-4"Ducts
PGE
4" PL

9. Mark Company facilities with “PGE” (if facilities of the same commodity
owned by others are present), facility size, composition, and number of ducts,
as shown on the map.

10. Mark critical facilities accordingly: “GT” to designate gas transmission, “ET” to
designate electric transmission, and “FO” to designate Company-owned
telecommunications.

PGE PGE PGE PGE PGE
FO 2 - 4” Ducts 24” GT STL 1/2” PL ET
11. Indicate termination points or dead ends as follows:
12. Clearly indicate directional changes and taps/tees/laterals as follows:
|
|
PG&E Internal ©2012 Pacific Gas and Electric Company. All rights reserved. Page 8 of 18
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4.3 (continued)

13.

14.

15.

16.

When providing offsets, show the direction, distance to, and path of the
facility. In the following example, a 12-inch steel gas main is shown in the dirt
area, 8 ft to the right of the markings on the sidewalk:

Ta— Approximate
. ; Center

Identify facilities (inserted services or mains) installed in casings as shown
below. The inserted pipe is followed by the casing size and material in
parentheses. In the following examples, a 2-inch plastic pipe is inserted in a
4-inch cast iron casing and a Y2-inch plastic pipe is inserted in a ¥-inch steel
casing:

2" PL (4" ClI) ¥ PL(3/4” STL)

Mark structures, such as vaults, to indicate the footprint of the structures.

Y

PGE Vault

Mark cathodic protection wire connecting the rectifier and the anode during
the performance of subsurface marking activities.

a. Using an inductive loop around the conduit coming out of the rectifier is an
acceptable method of locating in this circumstance.

b. Contact a corrosion mechanic for assistance as needed.

PG&E Internal
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4.4 Complete the Locate

1.

Review the map and surface markings to ensure that all facilities are located and
marked.

IF other Company underground facilities exist in the delineated work area and the
locator needs assistance to locate them,

THEN notify the affected Company personnel of the conflict and notify the
excavator that other Company facilities exist in the delineated work area.

Identify the need for a field meet or standby in accordance with Attachment 1
“Determining When a Field Meet and/or Standby is Required.”

Identify potential future or existing overbuilds in the project area and report to the
supervisor in accordance with Work Procedure WP4100-04, “Gas Overbuilds.”

45 Check for Errors on Records

1. Report all errors or discrepancies per the “Map Correction Form.”
4.6 Instruments and Material
1. Use only Company-approved instruments and marking products. See Numbered

Document M-60, “Approved Mark and Locate Instruments, Equipment, and
Accessories.”

Table 1. Color Code Identifiers (APWA Uniform Color Code)

Red Electric

Yellow Gas/oil/steam

Orange Telephone/communications/cable TV

Blue Water

Green Sewer

Purple Reclaimed water and slurry

White USA delineation area (proposed excavation area)
Pink Temporary survey markings

Table 2. Facility Marking Abbreviations

Cl Cast iron

DE Dead end or termination point

ET Electric transmission

FO Company-owned fiberoptic telecommunications
GT Gas transmission

PGE Company-owned facility

PL Plastic

PG&E Internal
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STL Steel
DB Direct buried
5 Performing Company Locates for Company Crew Work (Company sole excavator)

5.1 Training and Qualification Requirements
1. Personnel must complete Company mark and locate training.

2. The current crew must first qualify under OQ 05-04 before locating gas
facilities.

5.2 IF a buried facility is mis-marked,
THEN perform the following actions:

1. Immediately contact the supervisor responsible for marking and locating underground
facilities.

a. The supervisor must then conduct an incident investigation according to Utility
Procedure TD-1465P-02, “Gas Event Reporting.”

2. Stop excavation until facilities are accurately located.
5.3 Before Performing Crew Locate
1. Check PPE.

2. Perform a check to locate instruments in compliance with Work Procedure WP4412-01,
“Operating Procedures for Locating Instruments.”

3. Confirm the equipment calibration has been verified in the last 6 months.
4. IF the equipment calibration has not been verified in the last 6 months,
THEN verify the equipment calibration.
54 Locating Methods

1. Grounding: conductive locating depends on proper grounding. Always use an
independent ground.
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5.4 (continued)

2.

Locating: the method for locating Company underground facilities is conductive (direct

connect).

IF Company underground facilities cannot be located conductively,

THEN perform the following tasks:

a. Review Attachment 2, “Non-Locatable PG&E Underground Facilities,” for
possible reasons the facility cannot be located.

b. Contact other personnel (for example, corrosion, electric) for assistance, as
appropriate, to locate the facility.

C. Use the alternate methods listed below in the following order:

(1)
(2)
3)
(4)
(5)

(6)

Inductive clamp.

Inductive.

Passive — 50/60 Hz.

Passive —RF.

Map records — follow each step below:

IF measurements exist on the maps,
THEN mark the facility using map measurements.

IF locating a service using map measurements,

THEN contact local mapping personnel to get information from
records, including as-built drawings and service orders due to
possible offsets less than 150 ft in length which may exist and are
not shown on plat maps.

If measurements do not exist on the maps or there are other
guestions,

THEN contact local mapping personnel to get information from
records, including as-built drawings and service orders.

Complete a “Map Correction Form,” noting “Unlocatable Facility,”
and submit it to local mapping personnel.

Use specialty instruments listed in Numbered Document M-60,
“Approved Mark and Locate Instruments, Equipment, and Accessories.”

PG&E Internal
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5.4 (continued)
(7) IF the facilities cannot be located,

THEN follow Utility Procedure WP4412-05, “Excavation Procedures for
Damage Prevention” to expose the facilities and install EMS markers.

5.5 Facility Markings

1. Facility locators match markings to existing and expected surface conditions.
Markings may include paint or chalk.

2. Place marks over the approximate center of the underground facility.

5.6 Complete the Locate

1. Review the map and surface markings to ensure that all facilities are located and
marked.
2. IF other Company underground facilities exist in the delineated work area and the

locator needs assistance to locate them,

THEN notify the affected Company personnel of the conflict and notify the excavator
that other Company facilities exist in the delineated work area.

3. Identify the need for a standby in accordance with Attachment 1, “Determining When a
Field Meet and/or Standby is Required.”

4, Identify potential future or existing overbuilds in the project area and report to the
supervisor in accordance with Utility Procedure WP4100-04, “Gas Overbuilds.”

5.7 Complete the USA Ticket

1. Communicate with the production locator in the area and provide the locator with
information to close the USA ticket in IRTH.com.

5.8 Complete Facility Markings on New Company-installed Facilities

1. In areas of ongoing construction or potential excavation activities by Company
personnel or others, place marks over the approximate center of a newly installed
underground facility. This is to ensure the new Company-installed facility can be
identified by other possible excavators working in the area. This is required for
Company excavations, as well as contract excavators doing work for the Company.

2. Refer to Section 4.3 of this procedure for examples of facility marking standards.
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5.9 Check for Errors on Records

1.

Report all errors or discrepancies using the “Map Correction Form.”

5.10 Instruments and Material

1.

Definitions

Use only Company-approved instruments and marking products. See Numbered
Document M-60, “Approved Mark and Locate Instruments, Equipment, and

Accessories,” for further details.

END of Instructions

Critical facilities: all gas transmission pressure (above 60 pounds per square
inch gauge [psig]) facilities and all electric facilities operating at and above 60
kilovolt (kV) are considered “critical facilities” for the purposes of this procedure.
Critical facilities may also be determined by the local operating area. Those
facilities which, if damaged, are likely to result in difficulty controlling the gas
flow due to the size, material properties, operating pressure, or location of the
facility. When determining the difficulty of controlling gas flow, consider
personnel and equipment availability. Critical facilities are also those electric
distribution facilities which, if damaged, are likely to result in extensive (long
duration) outages or outages to critical customers.

Delineated work area: the identification of a Company or the work area of an
external entity by pre-marking the area of proposed excavation with surface
markings or by other means.

High-priority facilities: high-pressure natural gas pipelines with normal
operating pressures greater than 415 kilopascal (kPA) gauge (60 psig),
petroleum pipelines, pressurized sewage pipelines, high-voltage electric supply
lines, conductors, or cables that have a potential to ground greater than or equal
to 60 kV, or hazardous materials pipelines that are potentially hazardous to
workers or the public, if damaged.

Positive response (positive contact): Information about the location of an
underground facility by locating and field marking the approximate location and,
if known, the number of subsurface installations that may be affected by the
excavation to the extent and degree of accuracy that the information is available
in the records of the operator or as determined through the use of standard
locating techniques other than excavating. Otherwise, advise the person who
contacted the one-call center of the location of the operator's underground
facility installations that may be affected by the excavation or advise that person
that the operator does not operate any underground facilities that would be
affected by the proposed excavation.

Short notice: a USA ticket with less than 2 working days notice that is not an

PG&E Internal
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m Pacific Gas and Utility Procedure: TD-4412P-03
'S

Marking and Locating PG&E Underground Facilities

Implementation
Responsibilities

Governing
Document

Compliance
Requirement/
Regulatory
Commitment

Reference
Documents

emergency.

Underground service alert (USA): regional one-call notification centers for the
Company service territory. There are two centers serving the Company:
Underground Service Alert of Central/Northern California and Nevada (USA
North) and Underground Service Alert of Southern California (USA South).

USA ticket: a document created when an excavator calls USA personnel
requesting underground facility locations before excavation.

Personnel performing marking and locating activities must follow this procedure.

Supervisors of personnel performing marking and locating activities must
provide the tools and equipment necessary to do work described in this
procedure.

Utility Standard S4412, “Preventing Damage to Underground Facilities,” governs
this document.

California Government Code Section 4216.

Code of Federal Requlation (CFR) Title 49: Transportation, Part 192—
Transportation of Natural and Other Gas by Pipeline: Minimum Federal Safety
Standards, Section 614, “Damage Prevention Program.”

Developmental References:

Map Correction Form.

Numbered Document M-60, “Approved Mark and Locate Instruments,
Equipment, and Accessories.”

00 05-01, “Mark and Locate Facilities.”

00 05-04, “Non-Production Mark and Locate.”

Utility Procedure TD-1465P-02, “Gas Event Reporting.”

Work Procedure WP4100-04, “Gas Overbuilds.”

PG&E Internal
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Marking and Locating PG&E Underground Facilities

Appendices

Attachments

Work Procedure WP4412-01, “Operating Procedures for Locating Instruments.”

Work Procedure WP4412-02, “Locating Instruments Calibration Verification and
Repair Procedures.”

Work Procedure WP4412-04, “Field Meets and Standby — Damage Prevention.”

Work Procedure WP4412-05, “Excavation Procedures for Damage Prevention.”

Utility Procedure TD-4412P-06, “Handling Excavators, Contractors and the
Public Working Unsafely Around Utility Facilities.”

Utility Standard S4412, “Preventing Damage to Underground Facilities.”

Supplemental References:

NA

NA

Attachment 1, “Determining When a Field Meet and/or Standby is Required”

Attachment 2, “Non-Locatable PG&E Underground Facilities”

Attachment 3, “Mark and Locate Equipment Checklist”

Job Aid TD-4412P-03-JA01, “Taking Digital Photographs at Locate Site.”

Job Aid TD-4412P-03-JA02, “Initial Setup of Sony Cyber-shot DSC-S700.”

Job Aid TD-4412P-03-JA03, “Zip USA Pictures Process.”

Job Aid TD-4412P-03-JA04, “Troubleshooting Zipping USA Pictures.”

Job Aid TD-4412P-03-JA05, “Searching for and Printing Tickets from IRTHNet.”

Job Aid TD-4412P-03-JA06, “Searching for and Re-Opening a Ticket Using
Field Unit.”

Job Aid TD-4412P-03-JA07, “Adding Notes to Multiple USA Tickets Using
IRTHNet.”

Job Aid TD-4412P-03-JA08, “Streets and Trips Route Process.”

PG&E Internal
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Marking and Locating PG&E Underground Facilities

Document
Recision

Approved By

Document Owner

Document
Contact

Revision Notes

Job Aid TD-4412P-03-JAQ9, “IRTHNet Field Unit Data Entry.”

Job Aid TD-4412P-03-JA10, “Standard Comments IRTH Field Unit.”

Job Aid TD-4412P-03-JA11, “FAS Field Support.”

Job Aid TD-4412P-03-JA13, “Determine if a Critical Facility is Involved.”

This procedure supersedes the following documents:
e Gas Bulletin TD-4412B-007, “Changes to WP4412-03 “Marking and
Locating PG&E Underground Facilities,” issued August 2011.
e Job Aid WP-4412-03-JA12 “IRTH Field Unit Data Entry.”

e Utility Procedure WP4412-03, “Marking and Locating PG&E
Underground Facilities,” issued August 2009.

Karen S. Roth
Director

Chris McGowan
Process owner

Chris McGowan
Process owner

Where? What Changed?
All Converted to latest template. Renumbered from WP4412-03 to TD-
4412P-03.
Safety Added specific hazards.
Qualification Added OQ 05-04 “Non-Production Mark and Locate.”
Section 1 New requirement for annual refresher training.
Section 2 New section on mis-marked facilities (changed from a note).
Section 4.2.2.c Added items (6) and (7).

PG&E Internal
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Marking and Locating PG&E Underground Facilities

Where? What Changed?
Section 4.3.16 New requirement to mark cathodic protection wire.
Section 4.6 Added DB for “Direct Buried” to Table 2.
Section 5 New section. Added steps for Performing Company Locates for
Company Crew Work (Company sole excavator).
Section 5.8 New requirement for crew locators to mark a newly placed facility if

there are other active excavations in the area.

Reference Documents

Added OQ 05-04, “Non-Production Mark and Locate.”

Job Aids

Revised Job Aids TD-4412P-03 -JAO5, TD-4412P-03 -JA06, TD-4412P-
03 -JA07, TD-4412P-03 -JA09, TD-4412P-03 -JA 10, Deleted Job Aid
WP-4412-03-JA12. Renumbered Job Aids TD-4412P-03 —-JAO1, TD-
4412P-03 —JA02, TD-4412P-03 -JAQ3, TD-4412P-03 —-JA04, TD-
4412P-03 —JA08, TD-4412P-03 —JA11. Added Job Aid TD-4412P-03-
JA13.

PG&E Internal
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TD-5811P-102, Rev. 0

®
Determining Scope of Locate

Procedure

Summary

This procedure provides step-by-step instructions for evaluating the
scope of a USA ticket request and determining the required response.

Target Audience

Locate and mark personnel.

Before You Start

e Read the Safety section of this handbook.

e Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.

Table of Contents
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Performing Visual Inspection............ccccooeeoiiiieciiieeeeeeeeeee 9
Identifying a Request for Design Purposes...........ccoceeeeiieeennes 12
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Understanding the Ticket Details Screen

The ticket details screen (Figure 1) contains the scope of the ticket

request.
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A. Select a Ticket to display its details.

B. Ticket History displays tickets history, past responses, and
notes.

C. Ticket Type describes the urgency nature of the request:

= Emergency Notice is a zero-hour notice that requests an
immediate response.

= Short Notice has a start date of less than 2 work days.
= Normal Notice has start date at least 2 work days.

= [Follow-Up Notice is a valid ongoing ticket used to request
or provide additional information.

= Extension Notice is a valid ongoing ticket used for
extending excavation projects. A ticket can be extended up
to 6 months.

= Renewal Notice is used when a USA ticket has lapsed over
6 months. A new ticket number is issued for renewal notice.

D. Due Date is the date/time the ticket is due. Tickets MUST be
responded to within 2 workings days, excluding weekends and
holidays OR by the start date of the excavation, whichever is
greater.

E. Expiration Date is the date ticket stops being valid. Excavators
must have a valid ticket to perform excavations. Excavator must
contact USA to extend or renew an expired ticket.

F. Nature of Work explains the method of excavation (boring,
vacuum, trenching, blasting, hand digging, etc.).

G. Excavation Location/Address identifies the cross streets or
direct address of excavation area.

H. Additional Excavation Location Details provides additional
information about the excavation area. These details help to
determine the size of excavation area and should accurately
match the delineations at the site.
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[ ) Arriving at the Excavation Site

IF the contractor has begun excavation without following proper
excavation procedures OR does not have a standby when required,

THEN issue a Record of Warning to the excavator.

For instructions, see Job Aid TD-5811-301-JA02 “Issuing a
Record of Warning.”

\ .
1.

//,7

-
1.
2.
3.
4,
5.

‘L Reviewing USA Ticket Details

Open the Utilisphere™ Application on your electronic tablet.

For instructions, see Job Aid TD-5811P-102-JA01, “Using
Utilisphere™ on Tablet.”

Select the ticket you are working on.

Look at information in ticket details screen. See Figure 1, “An
Example of a USA Ticket Details Screen.”

Review ticket Expiration Date.
A. IF ticket has expired,

THEN do the following:

1) Have excavator contact USA to extend or renew ticket.

2) DO NOT proceed to locate and mark until ticket has a valid
date.

3) Enter discussion details and description of situation into the
Notes section of the USA ticket.

For instructions, see TD-5811P-105, “Responding to a
Ticket.”

Review Nature of Work to determine excavation method.
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6. Review ticket Due Date.

A. Determine if you're able to complete all required tasks detailed
on ticket by the due date.

B.

IF you're unable to complete the entire ticket by the due date
because of the excavation size,

THEN do the following:

1) Discuss options to phase ticket with excavator.

2) Develop a plan to locate a different section each day to stay
ahead of the excavation schedule. In most situations, the
excavator does not plan to excavate a large job in 1 day.

3) Enter the following information in the Notes section of the
USA ticket:

(0]

Name and phone number of person with whom you
agreed to phase ticket.

Discussion details
Phase plans

Other pertinent information

IF you're unable to complete the entire ticket by the due date
because of other relevant issues and you must renegotiate a
new start time,

THEN discuss with the excavator to set a new mutually
agreeable start date and time to complete the ticket.

1) Relevant issues include but are not limited to:

(0]

O O O o o©

Quialified Electrical Worker (QEW) needed to complete
locate.

Emergency ticket pulled you away to another site.
Access issues

Prioritization

Size of project

Weather
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2) IF a new start date and time was negotiated,

THEN enter the following information in the USA ticket:

o0 Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details
o New start date and time
0 Other pertinent information

3) IF excavator is unavailable or cannot renegotiate,

THEN do the following:

a. IMMEDIATELY notify your supervisor of the situation.
b. Document details in USA ticket.
7. |IF ticket details do not match delineations at the excavation site,

THEN do the following:

A. Have excavator contact USA at 811 to update tickets description.

B. Proceed to work ONLY in delineated areas that match ticket
request.

C. Enter a description of situation into the Notes section of your
USA ticket.

8. Review PG&E maps of the excavation site if ticket details match
delineations.
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Reviewing Custom Maps

1. Select Custom Map tab on your ticket. See Figure 2, “Example of a
USA Ticket Custom Map Screen.”

i
:

Tap on Custom Map to
view PG&E plat maps
Attachments Dig Site Map Custom Map

Ticket History

Ticket Details
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2. ldentify the following:

e Service count
e Conductive hook-up locations

e Type of facilities to be located (steel plastic, cast iron, copper,
fiber, etc.)

e Abandoned or deactivated facilities
e Critical facilities

e Available measurements

e End of main or stub services

e Electric conduit counts

e Proposed facilities that may have already been tied into the
system

e Electric facilities where a QEW is required (above 600 volts)
e Pad-mounted electric equipment

e Streetlights

e Subsurface primary electric enclosures

e Subsurface secondary boxes

e Electric primary and secondary risers.

3. Call Mapping if you have questions or concerns about information on
maps.

4. |F critical facilities are identified in the excavation area,

THEN make note of the facilities AND verify the location during the
marking procedure.

5. ldentify best hook-up locations based on service types and facility
material types. See Table 1, “Hook-up Location Based on Material
Types.”
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Tracer wire at
riser

Tracer wire at
Electrolysis
Testing
Station (ETS)

Valve at
service riser

Valve at service Electric service riser
riser with inductive clamp

Any metal riser
where an
inductive clamp
can fit around

Electric riser at pole
location with

inductive clamp Tracer wire at

enclosure /box
Pad-mounted

Tracer wire at transformer

Electrolysis

Testing Station Secondary

(ETS) enclosure/Meter
panel

6. Plan a locate strategy.

A.

If possible, do the following:

Hook-up at connection points located in the middle of work area
to locate multiple directions from one connection.

Identify multiple connection points in case the locating
instruments signal becomes weak or is lost.

Performing Visual Inspection

1. Implement the Two-Minute rule.

2. Visually inspect excavation area to determine if area is properly
delineated.

A.

Types of acceptable delineations are:

=  White paint
=  White flags
= White whiskers
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=  White stakes
= A combination of any of the above.

B. For home owners:
1) IF delineations are not found on a private property,

THEN assist homeowner in creating delineations. Flour is an
acceptable means to mark delineations.

2) Locate and mark according to ticket.
C. For excavators:
1) IF area contains no delineations,
THEN do the following:

a. Require excavator to submit a new ticket when
delineations have been established. Leaving a voicemail
is an acceptable means of communication.

b. Take picture of the non-delineated area.
c. Document details in the Notes section of ticket.

d. Close ticket.

3. Visually inspect area for existing surface markings or indication of
underground facilities (e.g., risers, patches in the street and meters,
pipeline markers [see Figure 3, “Pipeline Marker]).
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4. Visually inspect area for possible interferences such as:

e Overhead power lines

e Underground facilities that may create bleedover.

e Radio transmitters

e Chain link fences

e Any metallic structures within 25 feet of the area being located.

e  Other locators working in the same area.
5. IF work in a confined space is necessary,

THEN

6. IF working near interferences that may cause signal fluctuation,
THEN include the following in the locate plan:

e ook for multiple hook-up locations to complete ticket.

e Try different frequencies, instruments, or locating methods.
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7. Verify the surrounding with maps. For example:

e Landmarks
e Overhead and underground equipment

e Equipment numbers

8. Look for inconsistencies on maps. Map inconsistencies may include
but are not limited to:
e Extra services
e Missing facilities
e Missing tracer wire not labeled on map
e Work in progress (WIP) cloud
e Map measurements and locate do not match
e Missing electrolysis testing station (ETS)

e |ncorrect address

Identifying a Request for Design Purposes

1. USA ticket process is not to be used for design purposes. Use the
following information to determine if a ticket might be for design
purposes:

e An excavator is unsure of where to excavate until after PG&E
locates and marks facilities.

e An excavator requested to have an entire block located, but is
lacking specific excavation locations or crossings.

e Look for lack of specific direction in delineations.

e The Nature of Work on ticket details doesn’'t match delineations
at site.

e Ask excavator for city or county permit number for excavating in
the area. No permit is a red flag!

e Excavation is not planned to start for more than 14 calendar
days. Excavator cannot submit a USA ticket more than 14
calendar days in advance [CGC law 4216.1.(a)(1)].
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2.

IF you determine that the ticket is for design purposes,

THEN do the following:

A. Provide excavator with PG&E Service Planning phone number to
request PG&E maps for their project design plans.

B. Explain that USA requests are not utilized for design purposes.
C. IF further explanation is needed,

THEN refer excavator to call USA at 811 for more details and
law specifics.

D. Close ticket.

END OF PROCEDURE

Critical Facility is any gas transmission facility with
pressure above 60 psig and any electric facility operating at
or above 60 kilovolt (kV).

The following facilities may also be critical facilities:

o Facilities identified as critical by the local operating
area.

e Facilities which, if damaged, are likely to result in
difficulty controlling the gas flow due to their size,
material properties, operating pressure, or location, as
well as the personnel and equipment available.

e Electric distribution facilities which, if damaged, are
likely to result in outages of long duration or outages to
critical customers.

Bleedover is a condition in which a signal is wide enough to
bleed onto another conductor while traveling on its intended
path. This condition could cause the wrong conductor to be

located.

Electronic Tablet is PG&E issued device for locate and
mark personnel to use in the field to complete a USA ticket.
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e Supplemental References

D-S0213, “Work Procedures in Confined Spaces”

TD-5811P-104, “Proper Markings”

TD-5811P-105, “Responding to a Ticket”
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O s

he

Summary

This procedure provides step-by-step instructions for evaluating the
scope of a USA ticket request and determining the required response.

Target Audience

Locate and mark personnel.

Before You Start

o Read the Safety section of this handbook.

e Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.
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Understanding the Ticket Details Screen

The ticket details screen (Figure 1) contains the scope of the ticket

request.
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A. Select a Ticket to display its details.

B. Ticket History displays tickets history, past responses, and
notes.

C. Ticket Type describes the urgency nature of the request:

= Emergency Notice is a zero-hour notice that requests an
immediate response.

= Short Notice has a start date of less than 2 work days.
= Normal Notice has start date at least 2 work days.

= [Follow-Up Notice is a valid ongoing ticket used to request
or provide additional information.

= Extension Notice is a valid ongoing ticket used for
extending excavation projects. A ticket can be extended up
to 6 months.

= Renewal Notice is used when a USA ticket has lapsed over
6 months. A new ticket number is issued for renewal notice.

D. Due Date is the date/time the ticket is due. Tickets MUST be
responded to within 2 workings days, excluding weekends and
holidays OR by the start date of the excavation, whichever is
greater.

E. Expiration Date is the date ticket stops being valid. Excavators
must have a valid ticket to perform excavations. Excavator must
contact USA to extend or renew an expired ticket.

F. Nature of Work explains the method of excavation (boring,
vacuum, trenching, blasting, hand digging, etc.).

G. Excavation Location/Address identifies the cross streets or
direct address of excavation area.

H. Additional Excavation Location Details provides additional
information about the excavation area. These details help to
determine the size of excavation area and should accurately
match the delineations at the site.
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Arriving at the Excavation Site

1. IF the contractor has begun excavation without following proper
excavation procedures OR does not have a standby when required,

THEN issue a Record of Warning to the excavator.

Reviewing USA Ticket Details

1. Open the Utilisphere™ Application on your electronic tablet.

2. Select the ticket you are working on.

3. Look at information in ticket details screen. See Figure 1, “An
Example of a USA Ticket Details Screen.”

4. Review ticket Expiration Date.
A. IF ticket has expired,

THEN do the following:

1) Have excavator contact USA to extend or renew ticket.

2) DO NOT proceed to locate and mark until ticket has a valid
date.

3) Enter discussion details and description of situation into the
Notes section of the USA ticket.

5. Review Nature of Work to determine excavation method.
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6. Review ticket Due Date.

A. Determine if you're able to complete all required tasks detailed
on ticket by the due date.

B.

IF you're unable to complete the entire ticket by the due date
because of the excavation size,

THEN do the following:

1) Discuss options to phase ticket with excavator.

2) Develop a plan to locate a different section each day to stay
ahead of the excavation schedule. In most situations, the
excavator does not plan to excavate a large job in 1 day.

3) Enter the following information in the Notes section of the
USA ticket:

(0]

Name and phone number of person with whom you
agreed to phase ticket.

Discussion details
Phase plans

Other pertinent information

IF you're unable to complete the entire ticket by the due date
because of other relevant issues and you must renegotiate a
new start time,

THEN discuss with the excavator to set a new mutually
agreeable start date and time to complete the ticket.

1) Relevant issues include but are not limited to:

(0]

O ©0 O O o©

Quialified Electrical Worker (QEW) needed to complete
locate.

Emergency ticket pulled you away to another site.
Access issues

Prioritization

Size of project

Weather

SED-00176



CONFIDENTIAL — Provided Pursuant to P.U. Code §583 and Confidentiality Declaration ("Index 11333 Supp01_Confidentiality Declaration.pdf")

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

2) IF a new start date and time was negotiated,

THEN enter the following information in the USA ticket:

o0 Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details
o New start date and time
0 Other pertinent information

3) IF excavator is unavailable or cannot renegotiate,

THEN do the following:

a. IMMEDIATELY notify your supervisor of the situation.
b. Document details in USA ticket.
7. |IF ticket details do not match delineations at the excavation site,

THEN do the following:

A. Have excavator contact USA at 811 to update tickets description.

B. Proceed to work ONLY in delineated areas that match ticket
request.

C. Enter a description of situation into the Notes section of your
USA ticket.

8. Review PG&E maps of the excavation site if ticket details match
delineations.
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Reviewing Custom Maps

1. Select Custom Map tab on your ticket. See Figure 2, “Example of a
USA Ticket Custom Map Screen.”
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2. ldentify the following:

e Service count
e Conductive hook-up locations

e Type of facilities to be located (steel plastic, cast iron, copper,
fiber, etc.)

e Abandoned or deactivated facilities
e Critical facilities

e Available measurements

e End of main or stub services

e Electric conduit counts

e Proposed facilities that may have already been tied into the
system

e Electric facilities where a QEW is required (above 600 volts)
e Pad-mounted electric equipment

e Streetlights

e Subsurface primary electric enclosures

e Subsurface secondary boxes

e Electric primary and secondary risers.

3. Call Mapping if you have questions or concerns about information on
maps.

4. |F critical facilities are identified in the excavation area,

THEN make note of the facilities AND verify the location during the
marking procedure.

5. ldentify best hook-up locations based on service types and facility
material types. See Table 1, “Hook-up Location Based on Material
Types.”
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Table 1. Hook-up Location Based on Material Types

CONDUCTIVE
METAL
PLASTIC STEEL, COPPER, ELECTRIC
CAST IRON, ETC.
Tracer wire at ~ Valve at service Electric service riser
riser riser with inductive clamp
Tracer wire at  Any metal riser B
Electrolysis where an Elect.rlc niser ez
Testing inductive clamp :mtcl:zc e":::gm )
Station (ETS)  can fit around P Tracer wire at
Pad-mounted enclosure /box
Tracer wire at transformer
Valve at Electrolysis
service riser Testing Station Secondary
(ETS) enclosure/Meter
panel
6. Plan a locate strategy.

A. If possible, do the following:

e Hook-up at connection points located in the middle of work area
to locate multiple directions from one connection.

e |dentify multiple connection points in case the locating
instruments signal becomes weak or is lost.

° Performing Visual Inspection

1.

Implement the Two-Minute rule.

For details, see the Safety section of this handbook.

Visually inspect excavation area to determine if area is properly
delineated.

A. Types of acceptable delineations are:

= White paint
= White flags
= White whiskers
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=  White stakes
= A combination of any of the above.

B. For home owners:
1) IF delineations are not found on a private property,

THEN assist homeowner in creating delineations. Flour is an
acceptable means to mark delineations.

2) Locate and mark according to ticket.
C. For excavators:
1) IF area contains no delineations,
THEN do the following:

a. Require excavator to submit a new ticket when
delineations have been established. Leaving a voicemail
is an acceptable means of communication.

b. Take picture of the non-delineated area.
c. Document details in the Notes section of ticket.

d. Close ticket.

3. Visually inspect area for existing surface markings or indication of
underground facilities (e.g., risers, patches in the street and meters,
pipeline markers [see Figure 3, “Pipeline Marker™]).
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4. Visually inspect area for possible interferences such as:

e Overhead power lines

e Underground facilities that may create bleedover.

e Radio transmitters

e Chain link fences

e Any metallic structures within 25 feet of the area being located.

e Other locators working in the same area.
5. IF work in a confined space is necessary,

THEN

6. IF working near interferences that may cause signal fluctuation,
THEN include the following in the locate plan:

e | ook for multiple hook-up locations to complete ticket.

e Try different frequencies, instruments, or locating methods.
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7. Verify the surrounding with maps. For example:

e Landmarks
e Overhead and underground equipment

e Equipment numbers

8. Look for inconsistencies on maps. Map inconsistencies may include
but are not limited to:
e Extra services
e Missing facilities
e Missing tracer wire not labeled on map
e Work in progress (WIP) cloud
e Map measurements and locate do not match
e Missing electrolysis testing station (ETS)

e |ncorrect address

Identifying a Request for Design Purposes

1. USA ticket process is not to be used for design purposes. Use the
following information to determine if a ticket might be for design
purposes:

e An excavator is unsure of where to excavate until after PG&E
locates and marks facilities.

e An excavator requested to have an entire block located, but is
lacking specific excavation locations or crossings.

e Look for lack of specific direction in delineations.

e The Nature of Work on ticket details doesn’'t match delineations
at site.

e Ask excavator for city or county permit number for excavating in
the area. No permit is a red flag!

e Excavation is not planned to start for more than 14 calendar
days. Excavator cannot submit a USA ticket more than 14
calendar days in advance [CGC law 4216.1.(a)(1)].
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2.

IF you determine that the ticket is for design purposes,

THEN do the following:

A. Provide excavator with PG&E Service Planning phone number to
request PG&E maps for their project design plans.

B. Explain that USA requests are not utilized for design purposes.
C. IF further explanation is needed,

THEN refer excavator to call USA at 811 for more details and
law specifics.

D. Close ticket.

END OF PROCEDURE

Critical Facility is any gas transmission facility with
pressure above 60 psig and any electric facility operating at
or above 60 kilovolt (kV).

The following facilities may also be critical facilities:

o Facilities identified as critical by the local operating
area.

e Facilities which, if damaged, are likely to result in
difficulty controlling the gas flow due to their size,
material properties, operating pressure, or location, as
well as the personnel and equipment available.

e Electric distribution facilities which, if damaged, are
likely to result in outages of long duration or outages to
critical customers.

Bleedover is a condition in which a signal is wide enough to
bleed onto another conductor while traveling on its intended
path. This condition could cause the wrong conductor to be

located.

Electronic Tablet is PG&E issued device for locate and
mark personnel to use in the field to complete a USA ticket.
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0 Supplemental References

D-S0213, “Work Procedures in Confined Spaces”

TD-5811P-104, “Proper Markings”

TD-5811P-105, “Responding to a Ticket”
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ATTACHMENT 11
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See Utility Bulletin
TD-5811B-003 TD-5811P-102, Rev. 2

Determining Scope of Locate

®

Procedure

Summary

This procedure provides step-by-step instructions for evaluating the
scope of a USA ticket request and determining the required response.

Target Audience

Locate and mark personnel.

* Read the Safety section of this handbook.

* Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.

2
&
@ Before You Start
A
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TD-5811P-102, Rev. 2

Locate and Mark Handbook

See Utility Bulletin
TD-5811B-003

The ticket details screen contains the scope of the ticket request. See
, “Example of a USA Ticket Details Screen.”

Understanding the Ticket Details Screen
Figure 1

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Determining Scope of Locate
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

A. Select a Ticket to display its details.

B. Ticket History displays tickets history, past responses, and
notes.

C. Ticket Type describes the urgency nature of the request:

=  Emergency Notice is a zero-hour notice that requests an
immediate response.

= Short Notice has a start date of less than 2 work days.
=  Normal Notice has start date at least 2 work days.

= Follow-Up Notice is a valid ongoing ticket used to request
or provide additional information.

= Extension Notice is a valid ongoing ticket used for
extending excavation projects. A ticket can be extended up
to 6 months.

= Renewal Notice is used when a USA ticket has lapsed over
6 months. A new ticket number is issued for renewal notice.

D. Due Date is the date/time the ticket is due. Tickets MUST be
responded to within 2 workings days, excluding weekends and
holidays OR by the start date of the excavation, whichever is
greater.

E. Expiration Date is the date ticket stops being valid. Excavators
must have a valid ticket to perform excavations. Excavator must
contact USA to extend or renew an expired ticket.

F. Nature of Work explains the method of excavation (boring,
vacuum, trenching, blasting, hand digging, etc.).

G. Excavation Location/Address identifies the cross streets or
direct address of excavation area.

H. Additional Excavation Location Details provides additional
information about the excavation area. These details help to
determine the size of excavation area and should accurately
match the delineations at the site.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

A

O
\ ) Arriving at the Excavation Site

- A—-//

1. IF the contractor has begun excavation without following proper
excavation procedures OR does not have a standby when required,

THEN issue a Form TD-5811P-501-F02. “Notice of Unsafe
Excavation.”

A

\ ) Reviewing USA Ticket Details
1. Open the Utilisphere™ Application on your electronic tablet.

For instructions, see Job Aid TD-5811P-102-JA01, “Using
Utilisphere™ on Tablet.”

2. Select the ticket you are working on.

3. Look at information in ticket details screen. See Figure 1. “Example
of a USA Ticket Details Screen.”

4. Review ticket Expiration Date.
A. IF ticket has expired,

THEN do the following:

1) Have excavator contact USA to extend or renew ticket.

2) DO NOT proceed to locate and mark until ticket has a valid
date.

3) Enter discussion details and description of situation into the
Notes section of the USA ticket.

For instructions, see Frocedure TD-5811P-105,
“Responding to a Ticket.”

5. Review Nature of Work to determine excavation method.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

6. Review ticket Due Date.

A. Determine if you're able to complete all required tasks detailed
on ticket by the due date.

B. IF you're unable to complete the entire ticket by the due date
because of the excavation size,

THEN do the following:

1) Discuss options to phase ticket with excavator.

2) Develop a plan to locate a different section each day to stay
ahead of the excavation schedule. In most situations, the
excavator does not plan to excavate a large job in 1 day.

3) Enter the following information in the Notes section of the
USA ticket:

o Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details

o Phase plans

o Other pertinent information

For instructions, see Frocedure TD

“Responding to a Ticket.

C. IF you're unable to complete the entire ticket by the due date
because of other relevant issues and you must renegotiate a
new start time,

THEN discuss with the excavator to set a new mutually
agreeable start date and time to complete the ticket.

1) Relevant issues include but are not limited to:
o Qualified Electrical Worker (QEW) needed to complete
locate.
o Emergency ticket pulled you away to another site.
o Access issues
o Prioritization
o Size of project
o Weather

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

2) IF a new start date and time was negotiated,

THEN enter the following information in the USA ticket:

o Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details
o New start date and time
o Other pertinent information

3) IF excavator is unavailable or cannot renegotiate,

THEN do the following:
a. IMMEDIATELY notify your supervisor of the situation.

b. Document details in USA ticket.
7. IF ticket details do not match delineations at the excavation site,

THEN do the following:

A. Have excavator contact USA at 811 to update tickets description.

B. Proceed to work ONLY in delineated areas that match ticket
request.

C. Enter a description of situation into the Notes section of your

USA ticket.
8. Review PG&E maps of the excavation site if ticket details match
delineations.
PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

1. Select Custc ap tab on your ticket. See Figure 2, “Example of a
USA Ticket Custom Map Screen.”

§
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Tap on Custom Map to
view PG&E plat maps
Dig Site Map
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

2. ldentify the following:

e Service count
e Conductive hook-up locations

e Type of facilities to be located (steel plastic, cast iron, copper,
fiber, etc.)

e Abandoned or deactivated facilities
e Critical facilities

e Available measurements

e End of main or stub services

e Electric conduit counts

e Proposed facilities that may have already been tied into the
system

e Electric facilities where a QEW is required (above 600 volts)
e Pad-mounted electric equipment

o Streetlights

e Subsurface primary electric enclosures

e Subsurface secondary boxes

e Electric primary and secondary risers.

3. Call Mapping if you have questions or concerns about information on
maps.

4. |F critical facilities are identified in the excavation area,

THEN make note of the facilities AND verify the location during the
marking procedure.

For instructions, see Frocedure TD-5811P-104, “Proper
Markings.”

5. ldentify best hook-up locations based on service types and facility
material types. See Table 1. "Hook-up Location BEased on
Material Types.”

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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See Utility Bulletin
TD-5811B-003

Determining Scope of Locate

Locate and Mark Handbook
TD-5811P-102, Rev. 2

Table 1. Hook-up Location Based on Material Types

PLASTIC

Tracer wire at
riser

Tracer wire at
Electrolysis
Testing Station
(ETS)

Valve at service

riser

CONDUCTIVE

METAL STEEL,

COPPER, CAST
IRON, ETC.

Valve at service
riser

Any metal riser
where an
inductive clamp
can fit around

Tracer wire at
Electrolysis
Testing Station
(ETS)

6. Plan a locate strategy.

A.

ELECTRIC

Tracer wire at
enclosure /box

Electric service
riser with
inductive clamp
Electric riser at
pole location

with inductive
clamp

Pad-mounted
transformer
Secondary

enclosure/Meter
panel

If possible, do the following:

Hook-up at connection points located in the middle of work area
to locate multiple directions from one connection.

Identify multiple connection points in case the locating
instruments signal becomes weak or is lost.

O Performing Visual Inspection

1. Implement the Two-Minute rule.

For details, see the Safety section of this handbook.

2. Visually inspect excavation area to determine if area is properly
delineated.

PG&E Internal
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook

Determining Scope of Locate TD-5811P-102, Rev. 2

A. Types of acceptable delineations are:

White paint
White flags
White whiskers
White stakes

A combination of any of the above.

B. For home owners:

1)

2)

IF delineations are not found on a private property,

THEN assist homeowner in creating delineations. Flour is an
acceptable means to mark delineations.

Locate and mark according to ticket.

C. For excavators:

1)

IF area contains no delineations,

THEN do the following:

a. Require excavator to submit a new ticket when
delineations have been established. Leaving a voicemail
is an acceptable means of communication.

b. Take picture of the non-delineated area.
c. Document details in the Notes section of ticket.

d. Close ticket.

TD-5811P-105, “Responding to a Ticket.”

3. Visually inspect area for existing surface markings or indication of
underground facilities (e.g., risers, patches in the street and meters,
pipeline markers [see Figure 3. “Pipeline Marker™).

PG&E Internal
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See Utility Bulletin
TD-5811B-003

Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2

4. Visually inspect area for possible interferences such as:

e Overhead power lines

e Underground facilities that may create bleedover

e Radio transmitters

e Chain link fences

e Any metallic structures within 25 feet of the area being located

e Other locators working in the same area.

5. IF work in a confined space is necessary,

THEN referto Standard D-S0213, “Work Procedures in Confined
spaces.” located online in the TIL

6. IF working near interferences that may cause signal fluctuation,
THEN include the following in the locate plan:

e Look for multiple hook-up locations to complete ticket.

e Trydifferent frequencies, instruments, or locating methods.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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7. Verify the surrounding with maps. For example:

e Landmarks
e Overhead and underground equipment

e Equipment numbers

8. Look for inconsistencies on maps. Map inconsistencies may include
but are not limited to:
e Extra services
e Missing facilities
e Missing tracer wire not labeled on map
e Work in progress (WIP) cloud
e Map measurements and locate do not match
e Missing electrolysis testing station (ETS)

e Incorrect address

Identifying a Request for Design Purposes

1. USA ticket process is not to be used for design purposes. Use the
following information to determine if a ticket might be for design
purposes:

e An excavator is unsure of where to excavate until after PG&E
locates and marks facilities.

e An excavator requested to have an entire block located, but is
lacking specific excavation locations or crossings.

e Look for lack of specific direction in delineations.

e The Nature of Work on ticket details doesn’t match delineations
at site.

e Ask excavator for city or county permit number for excavating in
the area. No permit is a red flag!

e Excavation is not planned to start for more than 14 calendar
days. Excavator cannot submit a USA ticket more than 14

calendar days in advance [California Government Code
§4216.1.(a)(1)
PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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2. IF you determine that the ticket is for design purposes,

THEN do the following:

A. Provide excavator with PG&E Service Planning phone number to
request PG&E maps for their project design plans.

B. Explain that USA requests are not utilized for design purposes.
C. IF further explanation is needed,

THEN refer excavator to call USA at 811 for more details and
law specifics.

D. Close ticket.

For instructions to close ticket, see Frocedure TD-5811F-105,
“Responding to a Ticket.”

END OF PROCEDURE

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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xg Definitions

Critical Facility is any gas transmission facility with
pressure above 60 psig and any electric facility operating at
or above 60 kilovolt (kV).

The following facilities may also be critical facilities:

* Facilities identified as critical by the local operating
area.

o Facilities which, if damaged, are likely to result in
difficulty controlling the gas flow due to their size,
material properties, operating pressure, or location, as
well as the personnel and equipment available.

o Electric distribution facilities which, if damaged, are
likely to result in outages of long duration or outages to
critical customers.

BEleedover is a condition in which a signal is wide enough to
bleed onto another conductor while traveling on its intended
path. This condition could cause the wrong conductor to be
located.

Electronic Tablet is PG&E issued device for locate and
mark personnel to use in the field to complete a USA ticket.

@ Supplemental References

D-S0213, “Work Procedures in Confined Spaces”

TD-5811P-104, “Proper Markings”

TD-5811P-105. “Responding to a Ticket”

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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CALIFORNIA PUBLIC UTILITIES COMMISSION

Safety and Enforcement Division
Gas Safety and Reliability Branch

Incident Investigation Report

Report Date:  April 15, 2015

Investigator: Fred Hanes

Incident Number: G 20141107-01

Utility: Pacific Gas & Electric (PG&E)

Date and Time of the Incident: 11/07/2014, 11:00 am

Location of the Incident: Market and Santa Clara Streets

San Jose, CA
County: Santa Clara

Summary of Incident:

On 11/7/2014 at approximately 11:00 am, a third-party excavator, GM Engineering, hit
and damaged a PG&E 2" plastic gas distribution main with a backhoe near the corner of
Market and Santa Clara Streets in San Jose. GM Engineering had a valid Underground
Service Alert (USA) ticket, #0459722. There were no injuries, fire, or explosion. The
gas release had a significant negative impact on business in the downtown San Jose
area with approximately 2,500 people evacuated from offices, shops, and restaurants.
The incident received significant media attention. PG&E also reported the incident to
the Pipeline and Hazardous Materials Safety Administration (PHMSA) due to the
property damage and repair costs exceeding $50,000.

Based on the information gathered, SED found PG&E in violation of 49 CFR
8192.605(a) for failure to follow its own Damage Prevention Procedure and
California Government Code 4216.3(a)(1) for failure to provide temporary
markings of its underground facilities in response to USA ticket# 0459722 within
two working days or reach an alternative agreement with the excavator.

SED also found that the third party excavator commenced excavation on

11/7/2014 without responding to a PG&E message on 11/5/2014 and receiving
confirmation that the mark and locate were completed, which is a requirement in
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CalOSHA code Title 8 Chapter 4, Article 6, Section 1541(b)(1)(A). Additionally
the third party excavator proceeded to excavate using a backhoe when it found a
pipe of different material from that indicated on the existing markings for a plastic
gas pipe, instead of contacting PG&E as required in GC 4216.4(b).

Casualties: None reported

Estimated Property Damage: $105,000

Utility Facilities involved:

Pipe Material = Plastic main

Pipe Size = 2 inches

MAOP = 60 (psi) Operating Pressure = 57 (psi)

Witnesses: Backhoe Operator, GM Engineering

Evidence:
Source Description
1 PG&E Final 420 Report
2 PG&E IRTH dig ticket file “USA 459722 CONF (2)”
3 PG&E PHMSA Form 7100.1 #20140111- 15978
4 PG&E Data Request Response Index 5895
5 PG&E “A” Form, Index No. 6011 A-form_ 110714 CONF

Observations and Findings:

On 11/7/2014 at approximately 11:14 am, PG&E was notified of a third party dig-in that
occurred at 1 South Market Street in San Jose. The third party excavator, GM
Engineering, was using a backhoe when it hit and damaged a 2" plastic gas distribution
main that branches off a 4" plastic distribution main. There was significant media
attention due to the impact on a large number of businesses in the center of downtown
San Jose. PG&E reported that an estimated 2,500 people were evacuated from a two-
block area around Market, Santa Clara, First, and San Pedro Streets. Several
restaurants lost business due to the evacuation and gas service interruption. Media
reports show an ominous cloud resulted from the incident. There were no injuries, fires,
or explosions as a result of the incident.

A PG&E Gas Service Representative arrived on scene at 11:31am and the PG&E repair
crew arrived at 11:40 am. Gas flow was shut in at 5:02 pm by closing nearby valves,
after determining that squeezing pipes would require extensive excavation and shoring
due to the pipe depth. Repair to the damaged pipe was completed at 2:00 am on
11/8/2014.
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The SED investigator arrived on site the morning after the incident on 11/8/2014. The
intersection of Market and Santa Clara Streets was still blocked due to clean-up work.
The trench area had been re-paved. USA delineations and yellow gas pipeline
markings were visible in the vicinity.

Figures 1 and 2. SED Investigation Photos from day after incident.
Figure 1 on left shows the fresh asphalt patch over digin location.
Figure 2 on right shows a 4” PL yellow gas line marking.
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Figures 3 a.nd 4. SED Investigation Photos fromday after incident.
Figure 3 on left shows fresh yellow marking over the 2” gas line on Market St.
Figure 4 on right shows PG&E USA delineations

The excavation was part of a high-rise building project at 1 Market Street that had been
under construction by general contractor, Beatty Balfour. In the three months prior to
11/7/2014, twenty-one USA tickets had been requested for the area, with consequent
markings painted in the project area by the various underground facility operators.

SED met the on-site superintendent from Beatty Balfour, which subcontracted the
excavation work to GM Engineering. The Beatty Balfour superintendent commented
that the excavation crew had hand-dug the area with the indicated gas pipeline
markings and uncovered a steel pipe which was assumed to be the marked gas
pipeline. The GM Engineering backhoe operator then proceeded with the remainder of
the excavation when the backhoe hit an additional pipe at a different depth.

On 12/9/2014, SED interviewed the GM Engineering field superintendent, who was also
the backhoe operator when the incident occurred. The GM Engineering backhoe
operator said he had been at the site on11/3/2014 when he painted the USA
delineations and called in the request for locate and marks to USA North, two working
days before the planned date to start the work. The USA ticket number was 0459722
and had a “Work Begins” date of 11/5/2014 at 11:30 am. He said he got a message on
his phone from PG&E at 10:30 am on 11/5/2014 and recalled the voice message as
"this is ] from PG&E, give me a call”.

The GM Engineering backhoe operator did not return the call, but assumed that he was
cleared to start work; having waited 48 hours from the time of the USA request and
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having noticed yellow pipeline markings on the pavement inside the delineated area.
GM Engineering hand dug and exposed a 2" steel pipe at a depth of about 36 inches.
Although the existing gas markings indicated plastic pipe, the GM Engineering backhoe
operator assumed that the 2" steel pipe was marked in error. The backhoe operator
proceeded to excavate using a backhoe when it hit and damaged the actual 2" plastic
gas pipe at depth of about five feet. It was later discovered that the 2" steel pipe was an
electrical conduit.

Online map from Google Maps Street View dated September 2014 shows yellow
markings for the 2-inch gas line in the same location that was hit on 11/7/2014.

/San Josei
~ D\

E

1

Figure 5. Image from Google maps, corner of Market and Santa Clara, September 2014." .

Since the GM Engineering backhoe operator indicated having observed gas markings
for a plastic pipeline, it is possible that those markings may have been marks from
previous USA requests.

PG&E submitted a Form 7100.1 (Report number: 20140111- 15978) that states: "In
response to the ticket, PG&E attempted to make contact with the excavator before
locating and marking its facilities. PG&E left a message for the excavator on 11/5/2014
but did not receive a response from the excavator to coordinate the locate and mark
prior to the excavation. (As is customary for large excavation projects, PG&E
communicates with the excavators to phase the marking of PG&E facilities to ensure
markings remain visible in the excavation area.)".

! Source file: https://maps.google.com/maps?II=37.3353605,-121.8919907&spn=0.18,0.3&cbllI=37.3353605,-
121.8919907&layer=c&panoid=CjoOkL 1Y4Kswn2k98NapRA&cbp=,247.53,,2,25.760002&q=1+S+Market+St,+San+J
ose,+CA+95113&output=classic&dg=ntvb
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SED’s review of PG&E’s USA ticket response records found that PG&E attempted to
contact GM Engineering by email and telephone on 11/5/2014 between 10:20 and
11:33 am. The first attempts were made by PG&E'’s automated system but when those
failed, a PG&E technician called the excavator and left a message. PG&E’s attempt to
communicate with the excavator began only about an hour before the indicated “Work
Begins” date of 11/5/2014 at 11:30 am on the USA ticket. The PG&E record shows
there was no response from the excavator.

SED notes that PG&E'’s initial Form 420 report contained some errors: (1) the damaged
pipe was a 2-inch line, not 4-inch as initially reported, and (2) the USA ticket was called
in on 11/3/2014, not on 11/6/2014. The GM Engineering backhoe operator said that
when the backhoe contacted the pipe, he found the plastic pipe was enclosed in a steel
casing. However, review of PG&E’s form "A" and repair photos do not show any
indications of a casing around the plastic pipe. SED asked GM Engineering for any
photos that might demonstrate the cased gas pipe, however the photos have not been
provided to date.

Preliminary Statement of Pertinent General Order, Public Utilities Code
Requirements, and/or Federal Requirements:

Title 49 CFR 8192.605(a) states in part:

“Each operator shall prepare and follow for each pipeline, a manual of written
procedures for conducting operations and maintenance activities and for emergency
response...”

California Government Code 4216.3(a)(1) states in part:

"Any operator of a subsurface installation who receives timely notification of any
proposed excavation work in accordance with Section 4216.2 shall, within two working
days of the notification, excluding weekends and holidays, or before the start of the
excavation work, whichever is later, or at a later time mutually agreeable to the operator
and the excavator, locate and field mark the approximate location and, if known, the
number of subsurface installations that may be affected by the excavation. . ."

California Government Code 4216.4(b) states in part:

“If the exact location of the subsurface installation cannot be determined by hand
excavating in accordance with subdivision (a), the excavator shall request the operator to
provide additional information to the excavator, to the extent that information is available
to the operator, to enable the excavator to determine the exact location of the
installation...”

CalOSHA Title 8 Chapter 4, Subchapter 4, Article 6, Section 1541(b)(1)(A) states in part:
"Excavation shall not commence until: 2. The excavator has received a positive
response from all known owner/operators of subsurface installations within the
boundaries of the proposed project; those responses confirm that the owner/operators
have located their installations, and those responses either advise the excavator of
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those locations or advise the excavator that the owner/operator does not operate a
subsurface installation that would be affected".

Conclusion:

PG&E's Damage Prevention Handbook, TD-5811M, states that when a field meeting is
necessary to define the project area for marking and: "IF excavator is unavailable or
cannot renegotiate, THEN do the following: a. IMMEDIATELY notify your supervisor of
the situation. B. Document details in USA ticket". PG&E’s USA ticket record does not
document that a supervisor was notified in this case. Additionally, while PG&E
attempted to coordinate the field marking with the excavator, there was no mutual
agreement reached as required by code. It is also disconcerting that the attempts were
made an hour before the work was scheduled to begin.

PG&E did not perform a field mark in response to the specific USA ticket # 0459722
request within two working days or reach an alternative agreement with the excavator
as required in GC 4216.3(a)(1). PG&E failed to follow its Damage Prevention
Procedure which is a part of their Operations & Maintenance Plan to satisfy Title 49
CFR 8192.614. Thus, SED found PG&E in violation of Title 49 CFR 8192.605(a) which
requires the operator to follow their manual of written procedures for Operation and
Maintenance.

SED’s investigation also found that GM Engineering acknowledged having received a
voice message from PG&E within two working days prior to the incident but did not
indicate responding back to PG&E's message. Instead, GM Engineering commenced
excavation without responding to the PG&E message and receiving confirmation from
PG&E that the mark and locate were completed, as required in the CalOSHA code Title
8 Chapter 4, Article 6, Section 1541(b)(1)(A).

Additionally, GM Engineering assumed that the 2" steel pipe found during its hand-
digging was marked in error. Although the existing gas markings potentially left from
previous USA requests indicated plastic gas pipe, GM Engineering proceeded to
excavate using a backhoe when it hit and damaged the actual 2" plastic gas pipe at a
lower depth. GM Engineering did not contact PG&E, at the point of discovering a steel
pipe rather than the indicated plastic pipeline, to request additional information in
accordance with GC 4216.4(b).

Recommendations

In addition to following PG&E’s existing Damage Prevention procedures and California
Government Code 4216.3(a)(1), SED recommends that PG&E adopt stronger damage
prevention programs than currently required by code to prevent future incidents like this
one. A prudent pipeline operator should consider the Class Location of the dig ticket
request and for Class 4 (highest building density) locations such as urban business
districts, a knowledgeable gas representative should be dispatched to the construction
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site to support the excavation until all buried gas lines have been safely exposed.

Further, excavation contractors should take particular care in Class 4 locations. The
excavator should make positive verbal contact with each operator of a potentially
hazardous (gas and electric) buried facility in the project zone to assure that the
locations have all been properly marked prior to digging.
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BEFORE THE PUBLIC UTILITIES COMMISSION

PRE-FORMAL INQUIRY INTO PG&E'S
LOCATE AND MARK PRACTICES AND

PROCEDURES.

OF THE

STATE OF CALIFORNIA

N e N N N N P P

EXAMINATION UNDER OATH OF NICK STAVROPOULOS

Reported by:

REPORTER'S TRANSCRIPT
San Francisco, California
March 2, 2018
Pages 1 - 134

Carol A. Mendez, CSR No. 4330
Karly Powers, CSR No. 13991

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA

SAN FRANCISCO, CALIFORNIA
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BE IT REMEMBERED THAT, by Subpoena of
the Witness, and on Friday, March 2, 2018,
commencing at the hour of 10:18 A.M. thereof,
at the offices of the CALIFORNIA PUBLIC
UTILITIES COMMISSION, 505 Van Ness Avenue,
Room #4300, San Francisco, California 94102,
before CAROL A. MENDEZ, CSR No. 4330 and
KARLY POWERS, CSR NO. 13991, personally
appeared:

(NICK STAVROPOULOS),
called as a witness herein, who, being first
duly sworn, was thereupon examined and
interrogated as hereinafter set forth.
e

MR. GRUEN: If we could go on the
record. If you could -- one of you could do
the swearing in, please?

NICK STAVROPOULOS, having been

sworn, testified as follows:
THE WITNESS: Yes.
MR. GRUEN: All right.

So my name is Darryl Gruen and I'm
counsel for the Safety & Enforcement Division
of the California Public Utilities
Commission. And I would ask that everyone
state their name and titles for the record as
I have just done and if we could go around

the room.

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00213



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

4

THE WITNESS: My name is Nicholas
Stavropoulos. I'm President and Chief
Operating Officer of Pacific Gas & Electric
Company. I like to go by Nick.

MR. VALLEJO: Alejandro Vallejo,
V-a-l-l-e-j-o0. I like to go by Alex. I'm
Senior Director of PG&E appearing here as
counsel.

MR. GRUEN: Thank you.

MR. BRUNO: Kenneth Bruno, Program
Manager of Safety and Enforcement Division of
California Public Utilities Commission.

MR. CHAN: Yes. I'm Wai Yin Franky
Chan, Senior Utilities Engineer for Safety
Enforcement Division of California Public
Utilities Commission.

EXAMINATION
BY MR. GRUEN:

o) Great. Because we're having a
record here, I will refer to everyone by
their last names.

So, if I can, I will refer to you
as Mr. Stavropoulos, if I'm pronouncing it
correctly.

A Perfect.

Q Mr. Stavropoulos, your address,
please?

A 77 Beale Street, San Francisco,

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA
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California.

Q Yes. And I mentioned my name is
Darryl Gruen. I'm doing the Examination
Under Oath today on behalf of the Safety and
Enforcement Division of the Public Utilities
Commission.

An Examination Under Oath 1is just
like a deposition, except that there is no
underlying proceeding. So we do not know
where we are going to go with the information
that we learn right now. We're not in any
formal proceeding but we can use this
information later in a formal proceeding if
we choose to do so. Do you understand that?

A I certainly do.

0 And when I ask questions, 1t is
important that you provide truthful and
complete answers to them. Please answer my
guestions directly. If you do not understand
my question, either because I have not
articulated it well or I have poorly phrased
it, either ask me to repeat it or just say
you do not understand the qguestion. Please
do not speculate or guess about what the
gquestion is. Do you understand that?

A I do completely. Thank you.

0 Yeah. And do you know,

Mr. Stavropoulos, did your counsel receive a

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA
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subpoena for you to appear today?

A I don't know.

MR. GRUEN: Counsel, did we --

MR. VALLEJO: We did.

MR. GRUEN: Q And I will, Jjust for the
record, hand a copy to counsel and ask if
this appears to be a true and accurate copy
of what you received.

MR. VALLEJO: Yes, 1t appears to be.

MR. GRUEN: Thank you. I would ask
that this be marked as Exhibit 1.

(Exhibit No. 1 was marked for
identification.)

MR. GRUEN: Regarding the subpoena,
Mr. Stavropoulos, you're here under
compulsion of subpoena and witness fees. We
have a statutory authority, Safety and
Enforcement Division, to issue the subpoena
to compel the attendance of employees to
testify and produce documents as part of our
supervisorial authority over utilities such
as PG&E. This means that you are not here
voluntarily. And the information you provide
us 1is not voluntary. You're answering
questions because we are requiring it. Do
you understand that?

A It wasn't necessary, but I would

have been here anyway, but I understand.

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00216



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

7

MR. VALLEJO: Yeah. It's just to
clarify for the record because you mentioned
it yesterday with Mr. Soto as well. Just to
underscore the point, PG&E has cooperated and
we have not resisted or in any way, you know,
declined participation.

So just to be clear on the record,
even though he is here under subpoena, we are
voluntarily cooperating in every respect.

MR. GRUEN: To this point, that would
comport with my experience. So I appreciate
the stating that. Thank you.

0 Still, just to point this out, do
you have any qguestions about what the
subpoena means as far as the requirement to
be here, noting the point about PG&E's
voluntariness?

A I haven't seen it, so I don't know.

Q Okay.

MR. VALLEJO: No guestions for me.

MR. GRUEN: No guestions.

Q Has anyone spoken with you about
the Examination Under Oath today?

A Meaning?

Q Anyone at PG&E?

A Yes.

Q Okay. And regarding these

conversations, has anyone provided you with
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any goals to achieve coming here to this
Examination Under Oath today?

A No.

Q Okay. Thank you. What was the
title of and name of the person who spoke
with you about the -- about today's
Examination Under Oath?

A Mr. Alex.

Q Okay. Mr. Vallejo.

A (Witness nodding in the
affirmative.)

Q Okay. Very good. Am I correct in
presuming that if I ask any questions about
the nature of the conversation, you'd claim
privilege on that as you did yesterday?

MR. VALLEJO: I would.

MR. GRUEN: Q Okay. Can you please
describe your background? Mr. Stavropoulos,
can you please describe your background and
experience at PG&E, during your tenure at
PG&E?

A At PG&E?

Q Yes, please.

A Okay. So I've been at PG&E since
June of '1ll -- 2011.

Q Yes.

A I previously was President and

Chief Operating Officer of the U.S. Gas
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Companies of National Grid, which combined
with our gas companies in the UK, was one of
the largest gas companies in the world. We
had about 14 million customers. And I have
been in the Gas and Utility business since I
graduated from college in 1979. I know I
don't look that old but.

Q I wouldn't have guessed.

A But it's been a long time.

And so you might remember that PG&E
experienced a very serious explosion in San
Bruno, California in September of 2010.

0 Yes, sir.

A And so PG&E asked me to come out to
California to talk with them about taking
over running their Gas business. So I agreed
to do that and arrived here in June of '1l1,
where I took over responsibility for all of
Gas Operations and have been doing that since
that time, but my role expanded last year so
around actually I think a year ago yesterday
when I became President and Chief Operating
Officer of the entire utility.

So I'm now responsible for all of
our operations. So power generation,
including Nuclear, Gas, T&D, Electric T&D
Storage and so on. But about a year

and-a-half prior to that, the Board of
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Directors gave me additional responsibility
for IT safety, supply chain, aviation
services, fleet and I think that was it.

Q Okay. Thank you. And I appreciate
that that's about the level of detail that I
was asking for as well. So thank you. That
is helpful.

And the qguestions I ask today are
asking about facts you have learned and based
on your experiences while at PG&E. So, in
particular, please ensure that your answers
include the knowledge and information you
have because of your time and experience as
President and COO, Chief Operating Officer of
PG&E. Do you understand that?

A Yes.

Q Okay. One thing to add, I noticed
on the website your bio includes that one of
your key responsibilities is to serve as the
company's lead safety officer.

A Yes.

Q Am I getting that right?

A Yes.

Q And as similarly brief and high
level to what you described, can you explain
your role as the company's lead safety
officer>

A So, I chair the company's Safety
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Committee and I'm responsible for overseeing
the coordination of safety across our
operating utilities. So that would include
industrial or occupational safety of our
employees, safety of our contracted
employees, the safety of the public and the
communities that we serve.

Q Very good. Thank you. And does
that -- actually, let me continue on into
some terminology gquestions so just so we have
a common understanding of some terms that
might be used today.

So, are you familiar with the term
locating and marking or Locate and Mark?

A Yes. I actually coined the phrase
at PG&E.

Q Is that right?

A Because it used to be, when I came
it was Mark and Locate. And so 1t was always
odd to me how you could mark something before
you located it. And so, when I came to the
company, I would say the first week I was
here, I went to Vacaville, which is the union
hall for the IBEW. It's the largest IBEW
local in the country. And I was told I was
the first senior executive to step foot in
the union hall. I kind of found that hard to

believe but I met with all the Gas business
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agents and we met for about four hours and
very much like I'm dressed today, very
casual. No Power Point. No notes. I went
all by myself and met with about 40 Gas
business agents and they shared with me, I
said, "You got to tell me. You're the
closest to the work, closest to what's going
on. Help me identify all the issues." So we
met for about four hours and we talked about
a whole host of things and they were
extraordinarily helpful. And I go back about
every four or five months and have the same
conversation with them. And one of the guys
said, "I've got a pet peeve." So of all the
things they've raised, right, you know, being
slow to respond to OTA calls, not having the
proper tools or the maps, things 1like that,
one guy said, "It's always bothered me that
we call it Mark and Locate." And he goes,
"It should be Locate and Mark." I said, "You
know what? You're absolutely right and we're
going to make it so." And so we changed the
terminology. It took some time, but we now
call it Locate and Mark. But the rest of the
of the industries, when you go to other
companies, they still call it Mark and
Locate.

0 I see. I see. That's an
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interesting story. I appreciate that. I'11
look to your answer then potentially as the
textbook definition of Locate and Mark.

A Thank you.

Q But what is your understanding of
the definition of Locate and Mark?

A It's the process that we follow to
identify our underground facilities for
prevention of damage to those facilities when
either for a second or third parties have to
do excavation.

Q Okay. Thank you.

A You're welcome.

0 And moving forward, when we use the
terms locating and marking or Locate and Mark
during this examination under oath, will you
understand them to mean the definition that
you just gave?

A I will.

0 Okay. Great. The term locator,
what does that term mean to you --

A To me that means --

Q -- in the context of locating and
marking?

A To me that means the person that
actually does the locating and marking.

0 Great. And again, all the terms

that I'm asking about, will you understand
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them to be using the definitions that we're
discussing now throughout the day?

A Sure.

Q Great. Okay what about the term
ticket? Can you explain your understanding
of the definition of that in the context of
locating and marking?

A So my understanding is when someone
calls to the 811 system, a ticket is
produced, that what I think about it as a job
order for a particular geography to be
located and marked.

Q Okay. Great. And could you
briefly describe your understanding of what
the requirements are with regards to locating
and marking tickets?

A Can you be more specific around
what you're looking for there?

Q Yes. The requirements for a timely
response on tickets. Are you familiar with
what requirements are in place in order for
an operator to timely respond to a late
ticket or to a ticket rather? I use the term
late. And I will get to that in a moment,
but and only for purposes at this point of
asking about the definition of late ticket,
but for now the requirements to timely

respond to a ticket order?
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A So, my understanding is that from
the time the ticket is generated, there's a
period of time within which the company has
to locate and mark their facilities and that
timeline can vary, depending on when that
ticket came in and when the ticket 1is
requested to be completed.

Q Are you familiar with the 48-hour
requirement or a two-business day requirement
to respond to a ticket when it's first called
in by the excavator?

A I'm generally familiar. My
understanding is there's exceptions to that
as well. ]

My understanding is there's

exceptions to that as well.

Q Mine as well.
A I'm not familiar with what those
exceptions are, completely. But I understand

that exceptions.

Q One or two to explore.

A Mm-hm.

Q And if you're not familiar, I can
move oOn. But I'll ask to see if this
refreshes your recollection. I suspect you
have come across this at some point, but
we'll see.

Regarding one exception, I
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understand, would be if an excavator and

locator mutually agree that the time and

start date for doing the locating and marking

are different, they can arrange their own
time up to a certain -- they can arrange a
different time than what the requirement
would otherwise be -- what the default
requirement would Dbe.

Does that refresh your
recollection?

A Yeah. It’s not a refreshment.
It's a -- that's my general understanding.

Q Okay. Yes. I appreciate the
correction.

(Crosstalk.)

MR. GRUEN: And if an excavator
proposed excavation to start within the two
working day period that's the default
requirement to which you've noted there are
exceptions, if PG&E wanted to reschedule the
time that their locator would come out, that
-- they would need to communicate with the

excavator and receive agreement from the

excavator in order to do that; wouldn't they?

A That's my understanding.
Q Okay. Great.
And I alluded to it before, and

I'll ask now. The term "late ticket," are
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you familiar with that term?

A Yes.

Q And what does that term mean in the
context of locating and marking?

A So I think it can mean a lot of
things.

Q Okay.

A But I think late ticket 1is
generally a ticket that is either beyond the
48-hour or 2-business-day window or beyond
the time that was mutually agreed to extend
that 48-hour or 2-business-day window.

Q Very good. I appreciate --

A That's my understanding.

Q I appreciate that.

And working with that, as a general
understanding, noting that the requirements
may be more technical than what we'wve both
been discussing, but if we could work with
that as a common understanding?

A Sure.

Q Okay. Great.

Just to hone this a little bit. To
clarify, unless I say otherwise through the
day, when I use the term "locating and
marking," and the terms that we've discussed
thus far, I'm asking guestions as they relate

to PG&E's underground natural gas
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infrastructure.
Do you understand that?
A Yes.
Q Okay. Great.
Can we go off the record?

(Off the record.)

MR. GRUEN: If we could go back on the

record. And off the record we discussed --
my understanding, and I'll look for your
input on this Mr. Vallejo, we discussed a
stipulation from PG&E that the information
regarding late ticket counts that PG&E
provided us in last year, April 2017,
provided to SED in a data response, and the
late ticket counts that PG&E provided to us
last week, I believe it was February 22nd,
that those are accurate counts and that we
have the documents that accurately reflect

those.

Did I capture that correctly? Or is

there anything that you want to correct on
that?

MR. VALLEJO: No, I think that
generally captures it. I think the way I
would put it is that PG&E stipulates to the
fact that the records state what they state
and that we produced those records to SED.

MR. GRUEN: Okay. Very good.
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So, with that, maybe what I can do
is circulate the records that I understand
we're talking about just to be sure that
we've got the right stipulation in place.

And bear with me, let me get those sets.

(Distributing documents.)

MR. VALLEJO: Great. Thank you.
MR. GRUEN: You bet.

So, Mr. Vallejo, do these appear to
be accurate documents that PG&E would
stipulate are what they have provided?

MR. VALLEJO: Yes.
MR. GRUEN: Okay. Great.

So just for purposes of marking, the
first one I see -- and correct me -- that I
asked to be marked is Exhibit 2, it’s a
document dated Wednesday April 19th, 2017,
from Mr. Jonathan Pendleton to myself Darryl
Gruen. It’s entitled, "Subject: Forward
Index 10707: Safety Enforcement Division
locate and marked data request Number Two."

And the second one I would asked to
be marked as Exhibit 3 is a data response
sent from PG&E to Safety and Enforcement
Division from PG&E's Mike Bradley, to Safety
and Enforcement Division, Wai-Yin, or Franky,
Chan. It was requested February 6th, 2018,

and it was sent by PG&E February 23rd, 2018.
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And those are the two documents we're
stipulating to.

(Exhibit No. 2 was marked for
identification.)

(Exhibit No. 3 was marked for
identification.)

MR. VALLEJO: Correct. These appear to
be true and correct copies of our data
responses to SED.

MR. GRUEN: Great. Okay. Great.

0 And, with that, if -- Mr.
Stavropoulos, if I could have -- if I could
ask you, please, to turn the April 17th
document. If you could turn to the last page
of that document --

A The April 19th document?

Q Correct. And let me know when you
have that in front of you.

A I do.

Q And for comparison purposes, what
I'll ask you to do is also open the
February 23rd document and have both
documents side by side for comparison
purposes.

And, specifically, the
February 23rd document, if you could turn to
page 2 of that document.

A Okay.
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Q And what I'm trying to establish
here is the late tickets counts that PG&E
provided Safety and Enforcement Division, the
total late ticket counts year by year from
2012 through 2016, a comparison of the counts
from last year with what was provided last
week.

So just to get the numbers on the
record, and then I think we can move on, we
have 2012, the late tickets provided in last
year -- I'm looking at the total line --

A Yeah. I've never seen these
documents, so I can't attest to them.

Q Understood. I'll rely on Counsel's
statement that they are accurate. And it’s
just they are accurate copies of what PG&E
provided to us.

A Sure.

Q So with that understanding, are you
satisfied that they are accurate copies of
what PG&E provided us with that statement?

A Yes.

Q Okay.

A But, again, I've never seen the
document. I don't know who prepared it --

Q Understood.

A -- but whatever we stipulated to,

I'm happy to agree with that.
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Q Okay. And I'll try and stay within
the confines of the stipulation. But please
correct me 1if I --

MR. VALLEJO: Yeah. No, but I think it
can help, potentially, to shortcut putting
these -- I mean, they are going to be into
the record by being exhibits. So I'm not
sure we need to read through each number. I
mean, it’s your examination, but...

MR. GRUEN: Okay. We -- what we can do
is, I want to call attention and just ask for
the reaction -- for Mr. Stavropoulos's
reaction. But, yes, understood.

MR. VALLEJO: Okay.

MR. GRUEN: Q So maybe we can -- the
why don't we go to 2014 on the last year's
chart. And the total tickets shown there
under the 2014 column, at the bottom of the
column, where it says 13,391 total late
tickets.

Do you see that?

A Yes, sir.

Q And then under -- on page 2 of the
February data responses provided to us last
week. If you look in the first paragraph,
you can see reference to -- I think it’'s six
lines down, 47,589 late tickets in 2014.

Do you see that?
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A I see that, yep.

Q Okay. So we're talking about an
approximate increase of maybe -- by my math,
and I could stand corrected -- 1it’s maybe
34,000 late tickets, an increase comparing
last week's count with the count provided to
us in February 2017.

Does that sound right to you?

A That sounds right.

Q And would that raise a concern for
you seeing that increase?

A So I don't know the basis for
either one of these documents. So it’s kind
of out of context.

0 Let's assume that the basis is
comparable, that the two bases for proving
the documents of the late ticket is the same,
that is the way the ticket counting happened
was comparable, if the context -- is that the
kind of context that you're looking for?

A I'm not sure. So is the gquestion
that we reported one number here and one
number there?

Q It’s -- that's part of it.

A Okay.

Q And the other part is the increase
for the first number recorded last year to

the number reported last week.
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A So I would be disappointed that any
number that we had reported would be
inaccurate. And so I don't know what this
new number 1is or what it represents. So I
would certainly be disappointed that any
number that we reported to you was
inaccurate.

Q Okay. Maybe as additional context,
my understanding is that based on this
paragraph from the February 2018 data
response, that these counts on page 2 are
discussing late tickets. Does that -- I
understand that haven't seen this before, but
does that comport with your understanding of
what this document says?

A Do you want me to read 1it?

Q Yeah. And why don't I specifically
direct you to -- starting the third line,
now, 1t does say -- it says on the third
line, "As those conditions identified, the
total number of late tickets identified may
change," so this is subject to change, it’s
the status report, "but PG&E expects that its
current estimate of 44,794 late tickets
received in 2012, 51,272," I'm cutting across
but, "51,272 late tickets received in 2013,
47,589 late tickets received in 2014, 061,114

late tickets received in 2015, and 55,6660
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late tickets received in 2016. And that will
change as PG&E's work continues."

But does that provide you context
of the late ticket count that SED received
last week?

A Okay. Again, so I don't know how
the document was prepared from the
April 19th, document. I've never seen this.
I don't know who Bates and White is. I don't
know what they did.

So I don't know the difference
between what's on one page and the other. So
I wish I could help you, but I don't have any
understanding of the difference between the
two documents.

0 Let’s assume the numbers are true.
Let’s assume these numbers are true. I
understand what you told me. But assuming
that the differences of late counts are
accurate, and this is PG&E's late ticket
count for both provided in February of last
year and last week, and that they differ on
the order of what I've just shown you, would
that raise a concern for you?

A I think I answered that. It would
concern me that any information we provided
to the Commission was inaccurate.

Q Respectfully, I don't think it
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answers the question I'm asking. It’s not
just about the discrepancy in information,
it’s that if the late ticket counts had
increased on the order of tens of thousands
on the order as shown here, would that raise
a concern?

A Concerns about what?

Q Safety-related concerns.

A So from my perspective, whether the
number was 13,000 late ticket or 47,000 late
tickets, the amount of damage that occurred
is the same. So whether there were 13,000 or
47,000 late tickets, it’s not impacting the
number of damages that occurred.

Q Okay.

A And on the grand scheme of how many
damages occur in our system, the amount
attributable to late tickets is small by
comparison, like, tiny by comparison. So,
for example, we have about 15000 damages on
our system a year. About 60 percent of those
damages are attributable to operators not
calling the 811. About 30 percent of the
damages are attributable to excavators that
called 811, the facilities were marked and
located on time, but the excavators did not
adhere to those markings or did not follow

correct digging procedures.
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About 10 percent of the damages are
associated with some other issue, like, the
mark wasn't correct, the map was incorrect.
And a small percentage of the 1500 damages
that occurred relate to late tickets. And
that small percentage of actual damages
doesn't change whether there are 13,391 late
tickets or 47,000 late tickets. So --

Q And just to -- a couple
clarifications about what you said.

A Yeah.

Q The 1500, and I think you're using
approximate numbers, is that an annual
account of damages that you --

A Yes, roughly.

0 So would that be an annual
count 2012 through 2017 each year you would
see, approximately, give or take 15007

A What I'm experiencing right now on

the system would be --

Q Okay.

A -—- somewhere around that number.
Q Okay.

A That's my recollection.

Q Yeah.

A Could be 1600, could be 1700, but
the percentage is the same. So when I look

at it -- so, for example, when I think about
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the risks of damages to the system, I have to
look at it from layers of protection and sort
of what's happening across the entire
network.

So based upon the information I
shared with you, the biggest risk that I have
is not that my ticket might be late. It’s
that 60 percent of the damages occur, the
excavator never called. So that's why we've
ramped up, massively, the amount of education
around 811, working with the contractors.

So when you say if the number
13,000 or 47,000, I'm disappointed that we
have any late tickets; right? I mean, but
when I look at it, what I mean is, it appears
that we presented information to you that we
later had to correct. And that's concerning
to me.

Q Okay. A couple things to explore.

First of all, why -- the
information that you described, if there --
in the other category, that may be drivers,
if you will, for damages, What's estimate, if
you have one, of the percentage -- or how
significant are late tickets as a driver in
that other category?

A My understanding, it’s a small

percentage of the other category.
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Q Okay. And is that understanding
based upon, would it be accurate to say that
it’s based upon the ticket counts that we had
received prior to a week ago?

A No. It’'s based upon the damages
per the number of tickets received. So it’s
got nothing to do with the late tickets.

It’s got to do with damages per a thousand

tickets.
Q Why -- well, why do you have late
tickets counted if it has -- if the number of

damages have nothing to do with late tickets,
why are late tickets important to count?

A Late tickets are important because
you want to -- we know that one of the
important layers of defense is to properly
locate and mark the facilities before the
excavator i1s going to do their excavation;
right? So that's very important to us.

But what I'm sharing with you is
the actual number of damages resulting from
late tickets is a very small percentage of
the total damages. And so from a risk
standpoint, that's not my biggest exposure to
risk. I would 1like to get it to zero, that's
certainty the goal and the objective.

And that's what we thought we were

doing. That's why we added staff. That's
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why we improved training. That's why we
developed more training manuals and all of
that sort of thing. But the -- whether --
I'm more concerned that we've proved
inaccurate information, in that the
leadership team had inaccurate information to
assess the effectiveness of this layer of
defense.

Q Okay.

Go off the record for a second.
(Off the record.)
MR. GRUEN: Back on the record.
Mr. Bruno, do you want to ask some
guestions at this point?
MR. BRUNO: Yes, Mr. Gruen, thank you.
EXAMINATION
BY MR. BRUNO:

Q Mr. Stavropoulos, what is an
acceptable level of late tickets?

A You know, my goal would be to try
to get late tickets to as close to zero as
possible.

Q And the revised number that PG&E
sent to us approximately last week, does the
magnitude of those numbers represent an
acceptable level?

A No, not at all.

Q Does the magnitude concern you?
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A Yeah. The magnitude concerns me.
But more importantly, what concerns me is not
having visibility into that magnitude.

0 Yes, sir.

Are you assuming that these late
tickets that somebody eventually showed up?

A I don't know the basis for the
calculation, so I don't know whether that
happened or not.

Q So if I were to tell you that some
of these tickets nobody ever showed up, would
that concern you?

A Very much so.

0 Thank you, Mr. Stavropoulos.

I would also like to ask you about
leading and lagging indicators. So would you
say that a leading indicator for a hit could
potentially be a late ticket?

A Yes, sir.

Q And would you also agree that a hit
itself is a lag indicator?

A Yes, sir.

Q So there is, potentially, a
correlation between late tickets and hits?

A Yes, sir. ]

Yes, but a small correlation
because as we know, late tickets are a very

small reason for third-party damages. So,
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even a doubling of damages associated with
late tickets would be extremely small
compared to the two primary reasons why we
have damages. One, 1is that the excavator
never calls which is the reason for

60 percent of the damages. And 30 percent of
the time, we locate accurate, and the
contractor does not use appropriate and
required digging techniques.

0 Yes, sir. So the numbers that are
in front of you that were provided as of last
week, just to make sure we are interpreting
this right, these are tickets where people
did call. They did call in a ticket. So
Step 1 is completed.

A Yes.

Q The ticket is generated. What is
PG&E's responsibility to that?

A It's responsible to locate and mark
the facilities within the required period of
time.

Q And Mr. Stavropoulos, if they don't
mark in the correct amount of time, do you
expect the excavator not to begin work?

A I think the excavator might assume
that there are no facilities in the area and
start excavation.

0 And if I understand the logic and
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the, you know, at least as it relates to
historical late tickets and incidents, the
best path would be if you have to have a late
ticket, is there a late ticket the excavator
does not start work, PG&E eventually shows
up, locates and marks and then the work
begins?

A Yes.

Q Would you be concerned if the
sequence sometimes happens that the ticket is
called in, PG&E doesn't show up on time, they
don't show up at all, and then the work
begins, the excavation work?

A So, the excavation work begins
before the facilities are marked out?

0 Yes. After either the 48 or the
mutually-agreed upon time, let's say PG&E --
let me start again.

So Step 1, ticket's called in, PG&E
is late. They don't show up to mark at their
time or agreed-upon time and then in this
situation I'm describing this hypothetical,
they don't show up at all and the excavator
begins digging. Are you concerned about that
scenario?

A That's why you're concerned about
late tickets. That's the reason why you're

concerned about not performing the work on
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time, vyes. So that layer of protection would
be weakened.

Q Yes, sir. Thank you. Okay. Thank
you, Mr. Stavropoulos.

EXAMINATION
BY MR. GRUEN:

0 A couple of follow-ups. I want to
be sure I got this right.

Mr. Stavropoulos, I think your
point in that hypothetical was that if PG&E
-- if a locator does not show up, the
excavator might assume that they can begin
work. Did I understand that right?

A Yes.

0 And if PG&E doesn't show up, would
that assumption by the excavator in that
instance, if they might assume that they can
begin work, in your opinion would this
assumption be reasonable?

A I think so.

Q Okay. What about if PG&E did show
up but showed up late and the -- would that
same assumption on the excavator's part to
begin work also be reasonable?

A If they already began the work.

Q Would it be reasonable to make a
decision on the excavator's part to begin

work, 1f PG&E came late?
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A Well, what you need to be aware of
is that we work really hard to first train
the excavators that do work, right? So, for
example, I went out and met with the largest
Ag people in the Fresno area two years ago on
811 day. They were some of our biggest
critics for locating and marking. They spoke
glowingly about the improvements that we made
to the system, our ability to accurately mark
our facilities, to be able to have a number
that they could call to talk to someone.

So, we really work hard in training

those people that do lots of excavation
around what good looks like from safe-digging
practices. And so an experienced excavator
would look around and see that, wait a
minute, I might have gas facilities here. I
might have other facilities here. Right?
And so, you know, and I don't see any marks
and they're an excavator that does lots of
work. What they're probably going to do is
call PG&E and say, "I need these facilities
marked. I've got to do something here."

That's what we are trying to train
people to do. Because we're never going to
get there on time a hundred percent of the
time. And so the less experienced excavators

are like a homeowner or whomever that doesn't
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do a lot of excavation, they're probably not
as aware, because not all underground
facilities get marked. So water facilities
don't get marked. So if you're in downtown
San Francisco and you're an excavator, you're
water facilities aren't necessarily marked
out as effectively in all the other
communities. Sewer lines aren't necessarily
marked out in all locations. So an excavator
just because they see markings of a gas
facility or an electric facility, it doesn't
mean that there aren't other things there.

So experienced excavators, the good
ones, we find are careful in what they do. I
think that's why I say that damages
associated with late tickets is so small as a
percent of overall damages.

Q Okay. And a couple of points, I
will get to the point you're making. And I
have heard you make it several times about
damages, your point damages associated with
late tickets are a small percentage compared
to others. I hear you on that.

But I just want to continue with
the assumption on the part of the excavator
whether they are aware and have been trained
or not.

So, specifically, 1if PG&E was late,

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00246




w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 37/

and hadn't met its timing requirements in
response to a called-in ticket that was
properly called into 811, you understand that
part of the hypo?

A Yes.

Q And PG&E was late but they were
intending to show up, would it be reasonable
in your assumption to expect that the
excavator would wait until PG&E did show in
that circumstance?

A What I'm saying is an experienced
excavator who understands that there is a
likelihood of underground gas facilities,
would probably call PG&E and say something
like, "When the hell are you going to get out
here because I need to dig?" That's what we
would expect experienced excavators to do
that follow safe-digging practices.

Q Understood. Let's take your fact
and add it to the hypo. Let's say the
excavator calls in and says in whatever terms
he chooses or she chooses to use, "Please
come out and dig or please come and out and
locate and mark so I can dig. I'm waiting
here.”" And PG&E is still late, still hasn't
come 1n whatever manner that the excavator
deems is likely or thinks is necessary, do

you think that the excavator at some point is
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reasonable in beginning to dig under those
circumstances?

A Yeah. I'm having trouble with the
hypothetical to try to read the mind of an
excavator.

0 Well, doesn't PG&E do excavation?

A Yes.

0 So, has PG&E been in this situation
where it's waiting for locators and markers
before it begins with its own excavation?

A Yes.

Q Okay. And what does PG&E do? Does
it wait until the facilities get located and
marked before it begins with excavation?

A I don't know specifically what
procedures we follow.

Q Okay. Would you expect that PG&E
as the excavator, when it's in the role of
doing excavation, would you expect that if
the locators and markers are late, would you
expect that PG&E would wait under all
circumstances until the facility was located
and marked properly?

A I definitely know that that happens
for sure. I can't say that it might happen
100 percent of the time, but certainly that's
the objective.

Q Okay. With that lens in mind,
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because I think -- what I'm wondering if that
gives you an understanding of the perspective
of the excavator?

A You're asking me to read the mind
of an excavator and we have thousands of
excavators, so 1t's hard for me to answer
your hypothetical.

Q Point noted. I'm not asking you to
read the mind of any one excavator. That is
not where I'm trying to go, but let's say
that you were in the shoes of an excavator.
Generally-speaking, a reasonable one who is
saying -- and let's say there's, you know,
and let's say there's cost of waiting.

A Of course there is.

Q And there's -- the excavator's
under pressure to get started, as I would
imagine is commonly the case. And so to wait
until PG&E actually does locating and marking
means dollars and cents for the excavator.
What I'm struggling with is, 1is there a
cost -- 1is there a calculus there about when
it's worth it to go ahead and excavate from
an excavator's perspective, given how much it
costs to wait for a late locator to come out
and do the marking?

A You would have to ask them.

0 Do you think there would be?
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A A cost?

Q Do you think there would be on
their part a decision point at which they
think it's worth the risk to go ahead and
excavate?

A You have to ask them.

Q Do you think it would be for any of
them?

A You'd have to weigh the cost of
potentially causing an horrific accident,
right?

0 Absolutely.

A So, I don't know how contractors
would weigh that. I can tell you that there
are contractors out there that never call
811; that they go out and they dig and they
know there's facilities there and they cause
damage, and they're happy to pay the bill
when they get the damage bill. And they
don't care about the safety of their people.
Then there are contractors out there that
wouldn't dig until the facility is located
and marked no matter what the cost is because
they wouldn't put the public or their
employees in that situation.

So those are the two ends of the
spectrum and contractors are everywhere in

between, everywhere in between.
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Q I appreciate the answer. That's
all helpful context. Thank you.

A Do you mind 1if --

MR. GRUEN: Should we go off the
record?

A Yes.

MR. GRUEN: Off the record.

(Off the record.)
(Break.)

MR. GRUEN: Let's go back on the
record.

0 Mr. Stavropoulos, I think before we
were off the record, we were just discussing
the -- if I can characterize it right, the
expectation about whether it would be
reasonable for an excavator to wait if a PG&E
locator and marker received a ticket call but
didn't show up or was late. Do you recall us
talking about that?

A I do.

Q That question? Okay. And with
regards to that, I think you mentioned that,
you know, the chances of, you know,
relatively-speaking I understood you to say
the percentage of dig-ins that are related to
late tickets in the overall spectrum of late
tickets, excuse me in the overall spectrum of

dig-ins that percentage is relatively small.
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Have I understood that correctly?

A Yes, sir.

Q But you also pointed out when a
dig-in happens, of course the risk of a major
incident is present as well; is that right?

A That's right. That's why when I
came to the company, the very first thing
that I looked at outside of the information
that I had about PG&E's gas transmission
business, because I had the benefit of the
independent review panel report, the very
first thing I asked for was the amount of
damages per a thousand tickets. And I saw
that in June of 2011, I believe, that it was
4.5 damages per thousand tickets and I was
horrified to see that because it was a number
that was way out of the bounds with what I
was used to.

And so we have driven that down
from 4.5 damages per a thousand tickets in

June of 'll to this year we hope to be around

-. And I think we have consistently

from June of 2011 to the present day put in
place all the layers of protection to
continue to improve our dig-in rate in a
state that PHMSA has identified that has the

weakest Dig Safe Laws in the country. And
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so, you know, that's the context within which
I answer that question.

Q Okay. And you're talking there
about when you're -- that statistic if I
understand right is the number of dig-ins per
thousand. So that's really, you're providing
I think context around how PG&E might measure
against perhaps other operators?

A It's the standard in the industry
about how people benchmark against each
other.

Q But that is not necessarily talking
about the specifics that we have in mind
regarding late tickets so much. That is a
different question about the actual dig-in
rate. Am I understanding that right?

A That's correct.

Q Okay. Okay. So the relationship
then between late tickets and dig-ins, small
as it may be as you have identified it --

A Right.

0 -- relative to other drivers for
dig-ins, a small percentage, there's still a
concern that late tickets would be -- a
dig-in resulting from a late ticket could
have a catastrophic consequence. Would you
agree?

A Yeah. That's why I said the first
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thing I asked for when I came in was the
dig-in rate. Because nationally the highest
percentage of serious incidents occurs from
third-party damage on gas systems. And so
that's why we've done everything in our power
to reduce the risk of third-party damages on
our system, from hiring more people to doing
the work, to providing them better training,
better tools, better technology,
communicating the requirements of the 811 Dig
Safe Laws, training contractors. That's why
we have done all those things for the past 6
years to drive down that damages per
thousand.
0 Okay. Bear with me a second.

Let's go off the record for just a
moment.

(Off the record.)

MR. GRUEN: We can go back on the

record.

So while we were off the record, I
circulated an exhibit that is
PG&E-LM-CPUC 00000040 is the Bates stamp on
it, and as a brief description, 1it's an
e-mail from Joel Dickson to Jeff Carroll and
_. The subject, it's March 4,
2016, and it's regarding Bullet Points for

Fairfield Dig-In.
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(Exhibit No. 4 was marked for
identification.)

MR. GRUEN: Q Do you see that,

Mr. Stavropoulos?

A Yes.

Q I'm reading from the top. Okay.
And while we were off the record, we reviewed
this, the back of this document. Did you
have a chance to read through?

A Briefly, vyes.

Q Okay. What is your initial
reaction to the -- to what you read in the
back of the document?

A Well, I have never seen the
document. I don't know what it is, but it
appears to be a description of a damage that
occurred on our system.

Q And does it appear that a ticket
was called by the excavator regarding
locating and marking where this damage
occurred on the system?

A Yes. I'm happy to stipulate it
says what it says.

Q Okay. I think what I'm trying to
get at is -- does the -- does the -- is this,
in your mind, does this raise a concern of a
locator not showing up, giving the excavator

a green light and that resulting in a dig-in?
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A I don't know. I'm not familiar
with the incident.

Q Okay. You didn't receive any
information about the Fairfield -- the
Fairfield dig-in that is described on the
subject line?

A No.

Q Okay. Okay.

Let's assume that the facts are
true on the back of this page. Would it
raise a concern for you if PG&E's -- 1if an
excavator called in a ticket, PG&E responded,
or excuse me, indicated that it had located
and marked but it did not and that it sent a
positive response and the excavator
understood that positive response, went and
looked at the site and didn't see any

locatings or markings, called PG&E and said

-- and asked for a mark to come out -- a
locator to come out and do marking. And PG&E
never changed the positive response. The

excavator went ahead and dug finally, even
though PG&E didn't show up and said they
would, and the excavator digging resulted in
a dig-in and damage to PG&E's -- one of
PG&E's gas lines. Would that raise concern
for you as a safety officer of PG&E?

A Sure. Of course that's a concern.
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We're going to do over 900,000 locate and
marks this year. Are we going to get every
one right? No. There is no operator in the
country that is going to get every one right.
Is the locator going to make a mistake from
time-to-time? Will the record be incorrect
from time-to-time? That is why we put in
multiple layers of protection.

So, to expect a hundred percent
precision with 900,000 locate and marks that
occur over the course of the year, that's
completely unreasonable.

Am I concerned of any of the 1,500
dig-ins? Absolutely. When I look at the
highest risks associated with how to reduce
the amount of damages on our system, we want
to have zero, zero late tickets, but I want
to make sure that the person -- I want to
make sure that the contractor that is going
to do that digging is properly informed about
811 and calls a hundred percent of the time.
I want to make sure that when they go out and
see those locate and marks, that they use
proper digging practices and understand the
consequences of that. I want to make sure
there are enough people to do the work; that
they're properly trained; they have the right

procedures; they have the right tools; they
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have the right maps. I want to make sure
that the facilities are installed at the
right depth; that we have caution tape so
that when digging does occur, these are all
the layers of protection that I've tried to
institute at PG&E.

Am I disappointed that there was an
inappropriate and a problem with this locate?
Absolutely. Do I know that we have massively
improved this program? Absolutely. And so
any one incident, I look at those 1,500
damages and I ask myself: What could we have
done better to prevent all of those from
occurring? Because we take ownership of the
60 percent that occur from contractors that
never called. We don't accept that. We look
at our obligations to communicate around good
and safe digging practices. That is why we
developed the Gold Shovel Program.

Did you know that the Gold Shovel
Program 1s now being used nationally? That
was developed by John Higgins and the team
here at PGG&E. We now have Gold Shovel
communities here in this state. We also have
been lobbying for legislation to improve the
Dig Safe Laws so that we can have greater
enforcement.

PHMSA has sent the letter to the
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State of California saying that they are
threatening to withhold Federal funding
because the Dig Safe Laws are not adequate in
their minds. We have been operating in a
state with some of the worst Dig State
Enforcement Laws of the country.

I have been operating with the
hands behind my back and we have driven down
massively the amount of damages that occurred
in our system. We have increased massively
the number of calls that we get for 811.

So, am I concerned about this one
incident? Absolutely. But I'm concerned
about all of the incidents that occur in our
system and asking myself what can we do
better? What can we do better? That is why
we created the DIRT teams. We put in the
Dig-In Reduction Teams.

We hired investors to go out and
look at why these things are happening and
communicate and coach and counsel all these
underground contractors to do that work.

So, absolutely I'm concerned about
this one incident, but I'm concerned about
all the incidents that occur in our system
because I don't want any incidents to occur.
Zero. That is my goal. Zero.

Q I appreciate the answer. It's
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beyond the scope of the question, but I
understand --

A Oh. It's very-much related.

Q -—- your points. Well, the guestion
was focused specifically on this dig.

So, maybe if I could just ask you:
Do you see other -- do you have a concern
that there are other, given this
circumstance, do you have a concern that
there are other circumstances like this one
on PG&E's system?

A I've asked for a report on the
amount of damages that occurred because of
late tickets and I have yet to be provided
with that information.

0 When did you ask for that?

A Three months ago.

Q Are you surprised you haven't
received the update on the information yet?

A We hired -- I don't know the name
of the firm. We hired a third-party firm to
investigate this whole matter when it was
brought to our attention and I'm waiting for
that report.

Q How was the matter brought to your
attention?

A I first learned about the issue

when I was part of a meeting with the
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American Gas Association Peer-to-Peer Group
which also we created. We created the
Peer-to-Peer forum within the American Gas
Association when they did a readout in San
Bruno, I mean San Ramon, at our Gas
headgqguarters, where the Peer Review Team told
us that they had learned that there were
issues with late tickets that weren't being
reported.

Q Did they describe to you how they
had learned that information?

A As part of their Peer Review
process.

0 I'm sorry. I may have missed it.
When was that meeting with the Peer Review
Team approximately?

A I don't have the exact time. I
would be guessing. I would have to look.

Q Do you have a rough estimate?

A About a year ago. Something like

that.
0 That is helpful. Thank you.
Just with regards to what -- this
particular description, does this -- does

this description appear to be an accurate
mark to you?
A I have no idea.

0 Well, when on the sixth bullet
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point, if you see that March 2nd, toward the
end of the second line:

- told - that he

had quote "messed up" and

not marked out this area.

- told - that he

would come out the next

morning and get this area

located and marked.

Does that appear to be an accurate
-- a description of an accurate mark or,
excuse me, of a timely mark to you?

A No.

0 Okay. And in light of the
approximately -- excuse me. And given the
discussion on, let's see, the 2, 4, 6, 8, I
think it's the eighth and ninth bullets,
where it says:

When - went to get in
his work truck, he saw he

had a flat tire. He then

called PG&E L&M -
- and asked him to

respond to the location to
perform the locate and mark
for this area.

And then after that:
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not?
A
Q
it says:

give an inference that there was a proper

doing a locate and mark for
underground PG&E utilities
in the area -- and I see
that was March 3rd -- a
Rader employee was using a
backhoe within the
delineated USA ticket area
and struck a two-inch
plastic gas main causing
the release of gas from a

line.

That would be a dig-in, would it

I assume so.

Okay. And in the 5th bullet where

follow-up USA ticket
request. The notes on this
request are: Customer sees
no evidence of markings.
Please contact - -- at a
phone number -- with ETA to
mark site or give clearance

ASAP.

Does that strike you -- does that
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marking, an accurate marking in that case? ]

A So it appears that the contractor
has no markings. And, as I indicated, I
would suspect that the better contractors
would call and try to a call PG&E and not go
forward. And it appears that that's what he
asked PG&E to do, to come up and mark.

Q Right.

A It’s difficult for me to answer
because I've never seen this document. And I
just read it qgquickly. And you're asking me a
lot of details about something that I really
know nothing about.

Q Okay. Okay.

Let's look at -- thank you for your
indulgence on it.

A Sure.

Q I appreciate you answering
guestions.

Let me identify another exhibit to
go with that one. Here you go. And it's a
second copy.

MR. VALLEJO: Are we off the record?

MR. GRUEN: We can be.

Off the record, please.
(Off the record.)
MR. GRUEN: Back on the record please.

Q Okay. So, Mr. Stavropoulos, we've
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been reviewing the email -- the March 4th
email from Joel Dickson to Jeffery Carroll.

Do you still have that in front of

you?

A I do.

Q Okay. And just to call your
attention, we have -- the second bullet there

on the back of that email talks about
Pennsylvania Avenue to Dana and Gateway
Boulevard.

Do you see that?

A I do.

Q So what I've done here is given you
the next exhibit which shows an email from
Amy Carrigan to Wai-Yin Chan, and that's
forwarding the gas quarterly incident report
for the first quarter of 2016. And it'’'s
forwarding it from _ of PGG&E.

So do you see all that in front of
you?

A I do.

0 And are you familiar with the gas
quarterly report?

A Not specifically, no.

Q Okay. So are you generally
familiar with 1it?

A I'm aware that there's a gas

incident report that's periodically filed
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with the Commission, but I certainly haven't
seen this.
Q Okay. And -- okay.

And what is your understanding of
the content of that report as it’s filed with
the Commission?

A I don't know.
Q Okay. You haven't seen this?

I'm just struggling --

Let’s go off the record.

(Off the record.)

(Exhibit No. 5 was marked for
identification.)

(Exhibit No. 6 was marked for
identification.)

(Exhibit No. 7 was marked for

identification.)

MR. GRUEN: Back on the record.

So while we were off the record, I
understood PG&E to agree to stipulate this
document from PG&E to SED says what it says.

Do I understand that correctly?

MR. VALLEJO: Yeah. I don't have
personal knowledge that this came from PG&E.
It appears to be an email from PG&E to SED,
and I will stipulate to that appearance. And
I will stipulate that the document says what
it says.

MR. GRUEN: Go off the record one more
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time.
(Off the record.)

MR. GRUEN: Back on the record.

MR. CHAN: The document presented in
front of you is a quarterly report of gas
incidents that's required by General Order
112. And all operators in California is to

report every quarter of the gas incident.

And there are multiple criteria.

And my understanding is most dig-in

incidents fall into those criteria. So we

get those reports from all operators in
California quarterly. And PG&E is one of the

biggest utilities we have. And we get a

report from them every quarter.
And this is the list of all the

incidents that PG&E provided. And if you

move to the last page of the document in

front of you -- it’s in very small font, but
it has all the incidents that were reported
in this specific gquarter, first quarter of

2016. And this is the information that I

have about the requirement and why we receive

this document from PG&E.

MR. GRUEN: Q Does that provide you

with context about the document, Mr.

Stavropoulos?

A Yes.
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0 Okay. And with that in mind --
with that understanding that Mr. Chan
provided, if you would turn to the -- I'll
call it the second page after the email, the
enlargement. And what we have done here is
simply enlarged the last page of the exhibit
so that it’s easier for my eyes to see. I
don't read as well as I used to.

A That makes two of us.

Q Okay. And so what I'm trying to do
here is just identify and see if this
comports with your understanding.

Does this entry appear to match the
entry that is provided on the Fairfield
dig-in email? Does it appear to match that
description?

So where we see, for example, under
the City of this entry, it shows Fairfield.
And I'm matching that to the heading where it
says "Fairfield dig-in," and the incident
address "1860 Pennsylvania Avenue.

Let me ask you, do you seed those
items there?

A I do.

Q And does those -- does 1860
Pennsylvania Avenue, the incident address --
if you take that address and follow it on the

map, the Google map, that I provided, do you
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see that reference to Pennsylvania Avenue
there?

A I do. Isn't that the White House
address?

Q I'm not sure if that's Richmond --
or Fairfield. Excuse me. But, otherwise, I
see where you're going.

But the 1860 Pennsylvania Avenue
there -- and if you see on the map, there's
Gateway Boulevard just to the left of that
point.

Do you see that?

A Yes, I do.
Q And so does that appear to be
approximately where -- do you see where

Gateway would intersect Pennsylvania on this

map?
A Okay. Yes.
Q Approximately?
So does that appear to be the same
location as -- Pennsylvania Avenue from Dana

to Gateway Boulevard?
A It’s hard to see on this copy, but
certainly no reason to think that it doesn't.
Q Okay. So moving forward Jjust with
-- if you turn to the next page.
One other piece of information, the

damaging party is a little more than
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halfway -- I call them halfway across --
damaging party's radar excavating.

Do you see that?

A I do.

Q And that appears to be the same
excavator, does it not, identified in the
Fairfield dig-in email?

If you look at the first bullet of
February 26, 2016, I suppose there's an "E"
in the email as opposed to an "A" in the
quarterly report. But, otherwise, does that
appear to be the same excavator?

A Um, could be.

Q Okay. I guess, what I'm wondering
is would you accept -- why don't we put it
this way, would you accept subject to check
that the email here entitled "Fairfield
dig-in" and this entry of the qgquarterly
report are talking about the same incident?

A Subject to check, yes.

Q Okay. Thank you.

And turning to the third page,
then, of this -- of the quarterly report that
-- and I will represent to you that it’s the
same entry as the first two pages. If you
look at the column that says "Facility
properly marked," and do you see a "Y" after

that?
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Do you see both of those things?

A On the detailed one?

Q No, I'm sorry. On the third page.
The enlarged sheet right before the detailed
one.

Do you see that?

A Oh, vyes.

Q So looking at that one, the two
columns approximately in the center of the
page -- the two column headings marked,
"Facility properly marked," and "Timely
marked."

Do you see those two?

A I do.

Q Okay. And underneath each of those
there's and indication "Y."

Do you see that?

A I do.

Q Okay. So would that indicate to
you that PG&E is reporting to the Safety and
Enforcement Division that the facility at
1860 Pennsylvania Avenue was timely marked
and properly marked?

A Assuming that "Y" means yes and
assuming that that's what this report is
intending to do, I would say, "Yes."

Q Okay. And moving on to the summary

on the page where we just were, where it --
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do you see the summary column? It’s to the
very right on the third enlarged page.

A Okay.

Q Where it shows underneath the
summary, "Inadequate excavation practices."

Do you see that?

A Yes.

Q Okay. And in -- assuming that the
facts of this email are true, the Richmond
din-in that we have been talking about, does
it strike you that the inadequate excavation
practices that are identified under the
summary column heading is a complete
description of what happened?

A I would have no way to make that
assessment.

Q Do you think that this omits PG&E's
actions of failing to timely and properly
mark the facility?

A I would have no way to make that
assessment.

Q Why not?

A I'm not familiar with the incident
at all. I don't know if there are other
circumstances associated with this. You

showed me one document that I'm completely
unfamiliar with.

Q Okay.
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A I haven't had a chance to speak
with anybody associated with the incident.

So I don't know if there are other mitigating
factors. I have no idea.

Q Okay. Would you expect to be
informed of incidents like this one from your
staff?

A No.

Q Would you expect to be informed as
PG&E's Safety Officer of incidents in the
aggregate 1like this one?

A Yes.

Q Okay. And how often?

A So I review -- my review relates to
a high level of goals and objectives, damages
per a thousand tickets, and all of the
reasons associated of why damages per a
thousand tickets are where they are, and to
identify all of the actions that we're going
to try to take to reduce those damages per
thousand tickets.

So all the of the things that we do
-- and that's what I focus on my level. So
damages were 4.5 when we started, they're 1.8
now. What are all those things we're doing
company-wide to drive down those areas?

So you might imagine, I'm going to

invest my time where there's the highest
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amount of risk. So when you look at damages,
where is the highest amount of the risk?
Contractors that don't call into 811.

Because when that happens, that's where you
see the biggest amount of damages. But we
have actions on a whole number of fronts.

Q Does 1t concern you, 1in light of
the increased ticket counts that we provided
you with this morning, that perhaps the risk
associated with damages related to late
tickets is higher than you thought?

A So, the number of late tickets
don't change; right? So the number of
damages associated with late tickets are what
they are --

Q I --

A Let me finish.

Q Just a point of clarification.

MR. VALLEJO: Let him finish his answer
if you don't mind.

MR. GRUEN: Absolutely. I stand -- T
apologize for that.

Q Please, go ahead.

A So the absolute number of damages,
as we talked about earlier this morning is
what it is; right? And so whether there is
-- we don't want any; right? We're starting

from the front.
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0 Yeah.

A We don't want any damages on our
system. And as I indicated earlier today,
you know, the number of late tickets,
obviously, you know -- we don't want any late
tickets. And so those number of late tickets
are, you know, clearly concerning.

Equally concerning, way more
concerning, is the contractors that dig on
our system and not call for a ticket. Almost
equally concerning are the contractors that
call for a ticket, we locate and mark, and we
haven't convinced them or trained them

approximately to use proper digging

practices. So we work on all of that. Yeah.
Q I think -- and I apologize for

jumping in on your answer. You're absolutely

right that I should -- and it sounds like you

have had a chance to finish your answer.

And the reason I Jjumped in, I think
you may have caught that you said the number
of late tickets don't change. And I just
wanted to clarify for the record that you
meant -- and maybe you did say the number of
dig-ins don't change, not the number of late
tickets don't change; is that correct?

A That's correct.

0 Did I follow that correctly?
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That's all I meant to clarify.

A Thank you. Appreciate it.

Q Yeah. But in terms of dig-ins, if
-- do you think that there is a chance that
if you reduce the number of late tickets,
that you could reduce the existing number of
dig-ins?

A Yes. And that's why we've been
trying to reduce the number of late tickets.

Q Thank you. Okay.

I want to just maybe ask you
briefly, if you could maybe list what the
safety consequences are in your view
associated with an increase in late tickets.
And, to the best of you understanding and
experience, what are the -- if you could list
all of the safety consequences that could be
associated with an increase in late tickets
along the lines of what we have shown you
this morning?

A So the increase of what we reported
previously to what we re-reported?

Q Correct. What the -- go ahead.

A I would say there was no safety
consequence because the number was what it
was. So if it was 47,000, that was the
number. And if it was not properly reported,

the 47,000 was the actual number. So --
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Q Okay.
A The reporting of the number has no
safety consequence. Because the actual

number of late tickets was 47,000, not 13.

Q You know, I didn't show you
something earlier.

Let’s go offer for just a moment.
(Off the record.)

MR. GRUEN: While we were off the
record, we Jjust discussed -- let me ask a
gquestion based on our discussion.

Q Would you accept, subject to check,
that the numbers PG&E used in its Keys
reports, gas operations, BPR Keys to Success
Report in January 2016 and January 2017, the
late ticket counts from those reports matched
what PG&E provided its late ticket counts for
certain years -- and the I think it was 2014,
2015, and 2016, in PG&E's response to SED in
April of last year.

Would you accept that subject to
check?

A I would.

Q Okay. And the reason I'm asking is
just -- if you would -- what's the purpose of
the Keys reports? Are you familiar with
them?

A I am. I created them.
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0 You created them.

With regards to safety, what -- at
a high level, what's the purpose of Keys
reports?

A So we created the Keys report when
I came here to bring together and try to
assess the overall performance of gas
operations.

Q Okay.

A I haven't been involved into the
monthly Keys meeting for gquite sometime.

Q Okay.

A So I don't know if it’s evolved or
used differently. Because we also have a
monthly risk and compliance report --

Q Okay.

A -- monthly risk and compliance
meeting where safety risks are reviewed and
compliance performance. So that's all
done -- you can kind of think of it as a deep
dive in the monthly risk and compliance
meeting.

0 Okay. ]

So, but the Keys to Success was
meant to represent all of sort of the balance
score card information that you needed to
have a sense of how the business was running.

Q Okay. And is locating and marking
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a portion of the Keys report?

A Yes, it is.

Q And so the same approach to
locating and marking that you just described,
that would apply to locating and marking as
well?

A That's correct.

Q Okay. Thank you.

A At least up until the time that I
attended the Keys meeting. I can't speak to
what has happened since.

Q When approximately did you stop
attending the Keys meetings?

A Probably about two years ago.
Yeah.

Q Before or after January 20167 Do
you know?

A I'm guessing -- I'm not guessing.
Before.

Q Okay. Okay. Let's assume that
PG&E's late ticket count numbers in the Keys
reports -- let me back up. Would the count
of late tickets provided in the Keys reports
be an accurate count that PG&E would use for
its internal purposes?

A Yes.

Q Okay. So, assuming then as we have

done that the Keys report counts match what
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PG&E reported to SED last year, are you with
me on that?

A Yes.

Q Okay. With that assumption in
mind, is there a concern that PG&E's own
internal counting of late tickets would have
safety-related concerns?

A Well, to the extent we have any
late tickets, we are concerned, right?

Q I think I'm trying to get at if the
Keys reports undercounted late tickets, and
the reason I'm asking that is because of what
we received last week, the counts that we
received last week which are much higher than
what are shown in the Keys reports, so if the
Keys reports in fact undercounted the number
of late tickets and PG&E was using those
undercounted late counts, would that raise
any safety-related concerns for you?

A Well, we also, you have to
remember, we have the lagging indicator as
well, right, which is the actual number of
damages that were occurring from late
tickets. And so you have got to look at the
actual number of late tickets that are
happening, but you also have to look at the
number of damages those late tickets were

causing. So, you got to look at them both in
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tandem.

So if you had 10,000 late tickets,
but you only had five damages out of 1,500
associated with late tickets, you might say,
that's not the worst problem I have in the
world. We want to get to zero, but that is
not my highest risk. I've got risks in other
areas around mismarks because people aren't
trained as effectively, or mismarks
associated with maps, or mismarks associated
with not having the right Locate and Mark
equipment associated. I mean so, you got to
look at both. You just can't look at that.

And I would say the most important
thing to look at is the actual number of
damages that are occurring and why are they
occurring. Because remember with late
tickets, that is just one layer of protection
from damages, right? So, it's, as you saw,
this contractor, what was their first
instinct? Their first instinct was not to
dig. Their first instinct was to call PG&E
and say, "You know, you've got to come out
here and mark this." Right? That's a layer
of protection.

When we first came in here in June
of 'l1ll, contractors, the digging community,

this was the Wild West. This was cowboy

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00281



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 /2

city. Nobody called. Contractors whose job
it is to excavate in the streets did not
follow the 811 requirements. Why? They
didn't have to because there were no
enforcement laws associated with that. And
so a late ticket is a flag for that layer of
protection which is to get out there on time
and mark it before the contractor is going to
do work, right? That's one layer of
protection; depth of cover, caution tape over
the pipe, education for contractors. They're
all there.

So, you know, so you got to look at
both. That is what I'm saying. You got to
look at both of those metrics. 13,000, for
example, would give me heartburn.

Q I don't understand. I'm sorry?

A 13,000 late tickets gives me
heartburn. Right? So whether it was 13,000
or 45,000, vyou know, that is concerning to
me . At the same time, I've got to look at
what's happening and what is causing those
damages. And so when we saw late tickets
when we first came, when I first came in late
2011 early he 2012, we created a special
Action Review Team to look at the overall
Damage Prevention Program that we had going

on and we created a multi-partied improvement
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program that we implemented over the
proceeding years. We knew that we were
understaffed in that area. We were
understaffed everywhere when I came to the
company. Everything was broken.

We hired, in the first three years
after I got here, 2000 people, 2000 field
workers, trained them up, deployed them to
the field. In the first two or three vyears
when I came, I probably spent 2 billion
dollars of shareholder money to do the work
that we had to get done.

So, whenever we identify a problem
we came up with an expression across the
entire patch of the company: Find it and fix
it. And we can't fix what we don't know
about. And that was the esprit de corps.
That is the culture that we try to create and
when people needed more resources, we
provided them those resources.

So when I look at late tickets,
13,000 late tickets motivates me. I don't
need to see whether it's 20,000 or 25,000.

We want to drive that down as close to zero
as possible.

But you have to look at, all right,
what is the consequence of not doing that?

Does that make sense?
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state.

them.

Q

moment.

p.
p

I

m
.M.

I'm understanding the words you

have got a lot of guestions about

Let's go off the record for just a

(Off the record.)

(Whereupon, at the hour of 12:04

., a recess was taken until 1:04

) ]
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AFTERNOON SESSION - 1:04 P.M.

NICK STAVROPOULOS
resumed the stand and testified further as

follows:

MR. GRUEN: Let's go on the record.
If we could mark as Exhibit 8, the
Gas Operations BPR Keys to Success
January 2016 report known as the Keys Report.
(Exhibit No. 8 was marked for
identification.)

MR. GRUEN: Mark as Exhibit 9, the Gas
Operations BPR Keys to Success January 2017
report.

(Exhibit No. 9 was marked for
identification.)

MR. GRUEN: And mark as Exhibit 10, a
PG&E Frequently Asked Questions exhibit that
has a marking. It has a PG&E Gold Shovel
Standard 2014 logo on it.

I'm handing those out now.
(Exhibit No. 10 was marked for
identification.)

MR. GRUEN: Mr. Stavropoulos, here is a
copy for counsel as well.

With that, having marked that for
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the record, I will defer to Mr. Bruno for a
few guestions on Exhibit 10. Go ahead,
Mr. Bruno.
EXAMINATION

BY MR. BRUNO:

0 All right. Thank you, Mr. Gruen.

Mr. Stavropoulos, are you familiar

with the Exhibit Number 10 that was just
handed out, the Gold Shovel Standard FAQs?

A No, sir.

EXAMINATION

BY MR. GRUEN:

Q I'm sorry. Did you say no?

A Yes.

0 You're not familiar?

A With this document? No. I've
never seen it.

Q Okay. Let's just ask generally:
Are you familiar with the PG&E Gold Shovel
Standard?

A The program in general, yes.

Q The program in general. Okay.

And does this document look

authentic to you as a PG&E document?

A It has PG&E on it. It has Gold
Shovel Standard on it. ©No reason to believe
it's not.

Q Let's just ask -- Mr. Bruno, if you
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want to just ask Mr. Stavropoulos about the
areas that you want him to answer and see 1if
those areas he's generally familiar with,
that might be a way to accommodate
Mr. Stavropoulos with the document.

MR. BRUNO: Yes, Mr. Gruen.

EXAMINATION (Resumed)

BY MR. BRUNO:

Q Mr. Stavropoulos, let's actually
step away from this document for one moment.

So earlier you mentioned the Gold
Shovel Standard?

A Yes, sir.

Q Could you briefly describe that
program?

A My understanding it's a standard
that we would like the excavators, when we
originally started the program, was to
excavators that do work for PG&E commit
basically to a pledge that they understood
what the requirements were for safe digging;
that they would follow the 811 One-Call
system and that they would follow safe
digging practices. And so we created that
program for us. And we felt it was a program
that we could try to expand to others across
the industry as well.

0 Yes, sir. Thank you. And who
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heads that program?

A So, it's within Jesus Soto's
organization right now. John Higgins from
PG&E I believe is on -- 1is still on the Board

of Directors of the National Gold Shovel
Program and it's run through Jesus'
organization, but I'm not sure who in Jesus'
organization is currently responsible for the
program.

Q Yes, sir. Thank you.

MR. GRUEN: Can we go off the record
for just a moment?

(Off the record.)

MR. GRUEN: Back on the record, please.

So my understanding is,
Mr. Stavropoulos, is that this PG&E Gold
Shovel Standard from 2014 was accessed from
the PG&E website. And if you need, to the
extent we need to ask questions if you need a
moment to review it and see if the
information we are asking about seems
authentic to you, we can afford you that
time.

THE WITNESS: Sure. I noticed the
copyright of 2015. So it looks 1like it might
be a 'l5 or after document on the very bottom
line.

MR. GRUEN: I see that. Okay. So
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there's a '1l5 copyright at the bottom noted
by Mr. Stavropoulos and a 2014 Gold Shovel
Standard logo at the top right corner. Do
you see that as well?

THE WITNESS: I do.

MR. GRUEN: Good. Thank you.

Mr. Bruno.

MR. BRUNO: Yes, Mr. Gruen. Thank you.

Q Mr. Stavropoulos, the Exhibit 10 in
front of you, PG&E document, it's a
Frequently Asked Questions regarding the, I
believe the PG&E Gold Shovel Standard with
the logo marking 2014 in the upper-right part
of each page.

I want to ask you a couple of
guestions on this document. First of all,
generally, based on your experience and
knowledge, why have FAQs? Why have
Frequently Asked Questions? Why have a
document explaining Frequently Asked
Questions?

A To make it easy for the people who
are interested in that subject to find
answers that might be relevant and easy to
find.

Q Could it also be because the
company is giving a guestion asked several

times and it's easier just to put the answer
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out there?

A Could Dbe.

0 And, Mr. Stavropoulos, on the
second page, there's a, about a quarter of
the way down the page, it says "Procedural"
in black font.

A Yes.

Q And the second guestion under
"Procedural" states:

What happens when responses
to Locate and Mark requests
take longer than 48 hours?

Do you see that, sir?

A I do.

0 And if I may, I'll just read this
part. The answer to that gquestion is:

The One-Call Centers each

have a follow-up process.

If a USA ticket has not

been responded to within

two business days, the

contractor should call 811

again.

So I'm going to stop right there.
There is more to that, but I do want to ask
you some questions on that. And you see
that?

A I do. I'm not familiar with 1t or
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the requirement.

0 Yes, sir.

MR. GRUEN: You're not familiar with
which requirement? I'm sorry.

THE WITNESS: Mr. Bruno read that the
ticket has not been responded to within two
business days, the contractor should call 811
again.

MR. GRUEN: So are you familiar with
that as a PG&E statement?

THE WITNESS: Yes. It's on the
document, yes.

MR. GRUEN: So you accept, subject to
check, that PG&E has put this on its website?

THE WITNESS: The difficulty I'm having
here, you're asking me guestions about a
document that I've never seen, 1in about a
level of detail, gquite honestly fellows, you
know, you have got the President of the
company here. And I'm here to answer any
guestions that you want, and I will stay here
all day, and I will come back as many times
as you want, and I will be very respectful to
what you want, but the level of detail that
you're getting at here is just not the stuff
that I deal with.

And so, I'm happy to help, but a lot

of these things, I don't want it to come
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across that I'm not being responsive. You
asked me to not speculate. I'm trying to
respect the direction that you gave me. But

like the guestioning that I had on that
document, I mean that's great questions for
the people that prepared it and worked on it,
but, you know, so, I don't want -- I feel
like I'm coming across as not responsive and
I don't want to be that way. So I just want
to put that context. But I'm happy to work
through whatever you feel is appropriate to
work through.

MR. BRUNO: Q Yes, sir. From my
perspective, you're being very responsive and
I appreciate that.

A Thank you.

Q With all due respect, when I see
50,000 late tickets, I think it is exactly
the President I need to talk to.

A Yup. How about when you see the
damage reduction that's the best in the
State?

MR. GRUEN: Can we go off the record
for a moment?

(Off the record.)
MR. GRUEN: Back on the record.
MR. BRUNO: Thank you, Mr. Gruen.

0 When we were off the record, we
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were discussing comments versus questions.
And I have a question for Mr. Stavropoulos.

Does 47,589 late tickets deserve
the attention of the President of the
company?

A Yes, it does.
0 Thank you, sir.

Mr. Stavropoulos, on Exhibit 10,
the second question and answer involving:
What happens when responses to Locate and
Mark take longer than 48 hours? The answer

to that, again, second sentence, basically

says: If a USA ticket has not been responded

to within two business days, the contractor
should call 811 again.
My guestion is: Is that an
official policy or procedure?
A I don't know.
Q Is it a requirement in 811 --
excuse me, 42167
I don't know.
Is it a layer of protection, sir?

A
Q
A Is what a layer of protection?
Q

Asking the contractor to call 811 a

second time?
A I would view that as a layer of
protection, yes.

Q Is the first layer of protection
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PG&E actually responding to the original 811
ticket?

A The first layer of protection is
communicating to the contractor community the
importance of calling 811, because as we have
discussed earlier, we see that 60 percent of
our damages occur because contractors didn't
call into 811. So that's why we put so much
of our focus to public awareness in the
importance of using 811. So that is the
first layer of protection.

The second layer of protection is
to locate and mark the facilities within the
intended time. We also see 30 percent of the
time when there are damages even when the
facilities are located and marked properly,
contractors still cause damage to the
facilities. And so another layer of
protection is then training and coaching and
communicating with the contractors on safe
digging practices.

So those multiple layers of
protection, locating and marking of
facilities within the prescribed period of
time is certainly one of them.

Q Yes, sir. I appreciate that.

Mr. Stavropoulos, the first

guestion under the same page, under the
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heading "Procedural" the frequently asked
question is:
Is PG&E going to improve or
increase staffing to reduce
the number of late tickets?
The answer on this document is:
PG&E 1s actively reviewing
staffing levels within the
Locate and Mark departments
and is planning to increase
staffing levels in 2015.

A I got that, yeah.

Q Mr. Stavropoulos, do you know if
staffing levels were a contributing factor to
the number of late tickets?

A I would suspect staffing levels
would be. I think it's actually a factor of
two things; our effective communication
program that drove significant increase in
the number of calls to 811. As I shared with
you earlier in the day, I was aghast when I
came here to California how few contractors
actively used 811. And so the first thing we
needed to do was to communicate the
importance of that. We worked very heavily
on that and we saw that increase in 811
tickets.

We also saw the improvement in the
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economy and we saw an increase in
construction volume occurring and then the
drought over a 5 or 6-year period certainly
created more days in the year within which to
work. And so we saw a much more active -- so
we saw a lot more tickets going on.

So it's a combination of a rapid
increase in number of tickets, as well as the
challenges that we had in order to complete
those tickets on time.

So, staffing can be done in two
ways. It can be done with internal
resources, employees of the company, or it
can be done with contractors through the
contracting community.

0 Yes, sir. Thank you.

A All of which gets tricky because
you can't wave a magic wand and make somebody
a qualified contractor. So, you know, you
can't put it on Linked In and say, you know,
looking for 0.Q'ed Locate and Mark
professionals. And that is really
challenging and hard to do. So it's a
constant race against increasing ticket
volume which we're seeing again in 2018 and
keeping up with the staffing levels.

0 Yes, sir. Mr. Stavropoulos, how

are your staffing levels now for Locate and
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Mark?

A I don't know the details of the
Locate and Mark staffing levels. I know we
continue to hire into the bargaining unit.
We continue to run people through our
training programs. And so I think last year
overall for our company, I believe that our
field labor force was up another four
percent.

Q And, Mr. Stavropoulos, do you feel
that current staffing levels are sufficient
to drive late tickets to zero, to meet the
goal?

A I'm not convinced of that. What I
would hope we would do is use the ability to
call the contractor or call the person that
calls the 811 to negotiate an acceptable
alternative time. That would be the first
step that we would like to take. In a lot of
cases, that's what happens. Contractors put
a ticket in. They don't need it done within
48 hours. There's very few circumstances
when a contractor waits until two days before
and expects it to be done.

So the overwhelming majority of
time contractors don't need it within that
period of time. That's the self-imposed

period of time. But in many cases,
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contractors call in Jjobs that are really long
in nature. They go from Mile Post 5 to Mile
Post 10. They're not going to dig all the
way along. They don't need that marked out
all that period of time. So just because it
doesn't happen within 48 hours doesn't mean
that it's ineffective. ]

Q And, Mr. Stavropoulos, Jjust in
terms of planning the appropriate level of
staff, irrespective of the economy and the
highs and lows of the tickets, do you have a
gauge of current staffing levels and what
it’s going to take to drive these late
tickets to zero?

A Yeah. So, again, it's what we mean
by late ticket. Is a late ticket 24 hours?
Or i1is a late ticket the time by which the
contractor needs the work done? So that's
the important issue.

Jesus Soto has a Strategic Action

Review. He's the responsible office over
this area. He created a Strategic Action
Review. We have a cross-functional team

working to focus on the late ticket issue, in
particular. And so he's implementing

corrective actions to address the late ticket
issue, including increased staffing, whether

it be internally or with contractors.
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0 Thank you, Mr. Stavropoulos.

A Yeah. We have a business plan
review process, all part of our governance.
And so we have a high-level BPR review
meeting, Business Plan Review meeting. And
when the metrics that we track appear to be
going off course and the person who's
responsible for that area feels that they --
that they are behind in such a way that they
are finding it difficult to get back to
green, what we do is we create a SAR, an
S-A-R, and bring the appropriate people from
the appropriate areas to come in and try to
address and resolve that issue.

It's extreme focus. Sometimes
meetings are twice a week or weekly with the
appropriate people. And it's to identify
corrective actions and track the
effectiveness of those corrective actions.
And we use, sort of, the plan-do check act
model in that process. So we're trying the
implement things and trying to see if they
are work.

So I'm very aware that Mr. Soto has
a SAR underway on this issue. And I think he
launched after we became aware of the
underreporting of the late tickets. And

that's been underway since. So we've Dbeen
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working really hard to drive that issue down.

Q Mr. Stavropoulos, do you have any
information as to the cause of the
underreporting of late tickets?

A I don't. Because I've been asked
by our internal teams of being aware that you
all had a report that we had late tickets and
you were initiating an investigation, and
that it would be more appropriate for me to
make sure that I didn't interfere or be
involved with what was going on until the
investigation was complete.

We hired an outside firm to come in
and take a look. I want to look forward to
getting that report so that I can understand
the root cause and begin to take action. So
I'm comfortable that we have a SAR underway,
that the appropriate people are working on
that SAR, but that's the level that I'm at.

0 Thank you, Mr. Stavropoulos.

Is that report that you just
mentioned, is that also going to tell you how
many late tickets resulted in incidents?

A That's my ask. That's my ask.
That's my ask.

Q And just -- Mr. Stavropoulos, in
terms of your earlier indication that dig-in

rate i1s the metric that you -- I'm
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paraphrasing here -- but you really look at
to measure your safety or your success, 1is it
possible that some of the contributing
factors to incidents could be late tickets?

A Yes. And I said late tickets are
-- of all the damages that occur on the
system, late tickets are the cause of a
relatively small percentage of that. I don't
have the exact number. But on the grand
scheme of things, it’s on the order that I
talked about.

So it's 60 percent from not
calling, so no request for a mark;
30 percent, even though there's a mark, they
still hit our facilities. And 10 percent
associated with a mismark that was caused by
-—- couldn't find the line or the map was
wrong or some other issue. And late tickets
are involved in that. That's a percentage of
that last 10 percent.

) So if I understand correctly, sir,
the numbers that you just cited, that does
include, if late -- being late, PG&E being
late to locate a mark, if that was a primary
cause or contributing factor? In other
words, you're going to capture that in those
numbers you just stated?

A That's my understanding.
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Q Okay. Thank you, Mr. Stavropoulos.

A Oh, you're welcome.

MR. GRUEN: Q I have a few follow-ups.
Okay?

A Of course.

Q Maybe since you had just answered a
gquestion about -- i1if I can paraphrase
correctly, Jjust, nothing in front of you, but
following up on Mr. Bruno's qguestions.

The relationship between late
tickets and dig-ins, just describing the
report that you asked for, is that a fair
characterization? Am I following?

A So I don't know a lot about the
report for the reasons that I indicated --

0 I understand.

A -- but appropriately so. We've got
a compliance and ethics team that's working
on that hired independently, third-party,
external review. And when I was advised that
this was what we were going to do, I thought
that was great. Because that's been my
practice.

So ever since I've come to PG&E,
I've really relied on a lot of third parties,
right, to come in. So my one ask was, of the
late tickets, you know, how many of these

late takes actually resulted in third-party
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damage?

Because damages associated with
late tickets that -- when I would go out and
talk to contractors, that didn't seem to be,
sort of, a burning platform anymore. It was
when I first came to the company, and we
heard that loud and clear from contractors;
you can't get there on time, when you get up
there, you're not marking accurately, and so
on. So we thought we fixed all of those
things. And, so, that was why I said, so how
many are actually resulting in damages?

So I'm hoping when we get the
report, that that would be one of -- but I'm
thinking that they are looking at everything;
right? But that's one thing that I've asked
for. Yeah.

Q Okay.

A Yeah. I'm hoping.

0 And, just clarification, I think
you may have stated, but I want to be sure I
understand. When you say, "Of the late
tickets, how many resulted in third-party
damage?"

A Right.

Q Are you talking about the late
ticks that had previously not been counted

but had recently -- new counts have been
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provided to us? Are you talking about that
subset of late tickets? The delta between
the old count and new count?

A I'm talking about in total.

Q In total.

A Yes, in total.

0 And in total of what? Which count?

A Whatever the most accurate count
is.

Q Okay.

A So, again, I'm operating a little

blind here.

Q Okay.

A Because I'm not involved in the
preparation of the report.

0 I follow.

A I wish I could be.

Q That's helpful.

A Yeah.

) Thank you.

A Yeah.

Q When do you expect to receive the
report?

A I'm not aware of what the timing
is.

Q Okay.

A But I think I've been told that

they are nearing the end of speaking to whom
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they needed to speak to internally,
originally. But I don't have the timing.

Q Okay. Do you have an idea of what
the report will find with regards to the
latest, most accurate count of late tickets,
and the resulting third-party damages?

A I have no information about the

report.
Q Okay. Thank you.
Regarding -- and I'm
paraphrasing -- but I think there was a

general statement that you made that one
layer of protection is for third-party
excavators to call PG&E in the event that
they have -- and I'm specifically talking
about after they've made a call for a ticket
now --

A Mm-hm.

Q -- that's my understanding that you
had identified that as a layer of protection.

So the later of protection would be

the excavator calling a second time, 1if you
will, i1f the locator has not come out and
properly marked. Am I understanding that
right?

A I think the gquestion was, "Would
that be a layer of protection?" So an

additional call would provide a layer of
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protection.

Q Okay. And just a clarification
about -- do you view that as a -- let me ask
a clarification about what you said.

Would you view the onus to be on
the contractor to call PG&E a second time if
the locator had not marked in the required
time?

A My understanding is that the
requirement, the regulatory requirement, is
on us to contact the contractor. So I think
that's that regulatory requirement. I think
what is meant by that action is, hey, 1if you
don't get a call, maybe you get hit by a car,
maybe his wife went into labor and ended up
in the hospital and they I couldn't come up
and mark. You know, for frequent
contractors, to have that two-way
communication, I think they wvalue you that.

You know, I talked to the big
excavators, and they want to have that
communication. They do that communication.
"Hey, you're not out here. What's the story?
When are you going to get here?" That sort
of thing.

It’s not a requirement that I'm
aware of on our part. I don't have the

detailed knowledge of the procedures. I
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don't have the detailed knowledge of the
specific California regulations.

But that's what happens in practice
is -- the regular regulator, the frequent
excavators, the people that are excavating,
you know, 90 percent of the time. I'm not
talking about the one-offs here. They
wouldn't know they would call 811. You know,
that's just not something they do on a
regular basis. But people whose business it
is to excavate, they want to be safe
excavators, you're going to find that this
two-way communication goes on.

Q Okay. I see your point.

And would you expect that PG&E
could rely on an excavator to make a second
call if its locator is late in doing a mark?

A As I indicated, no. We wouldn't
rely on that. But, certainly, as part of our
communications with them say, "We have a
two-way communication." And my understanding
-- and, again, the excavation man loves to
have the name of the locator in their area.

I call them, I have a dialogue, I know who

they are. That's what goes on in the real
world.

Q Okay.

A It’s not a requirement. It’s not

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00307



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 98

an expectation. But it is what happens.

Q Okay. Thank you.

A Yeah.

Q I wanted to follow up -- you —-- I
think you mentioned that you're not convinced
staffing is adequate to drive late tickets to
zero is what I heard you say.

Did I capture that right?

A Yeah. So we're seeing an increase.
So we're very concerned about staffing
levels. And, so, that's a constant
challenge, you know. I could not advertise
811, decrease the number of calls, and
improve my late ticket response.

But, to me, that's not the way to
go about solving this problem. To me, we
should aggressively communicate the
importance of 811, aggressively train 811,
get as many as we can, and try to staff up
and meet that requirement.

Q Okay. What are the indicators that
you would use to inform an adequate staffing
level to drive late tickets to zero?

A The number of late tickets.

Q Okay. So if there was an
undercount in the number of late tickets, in
your mind, could that result from erroneous

staffing levels?
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A It could. It could. But we had
late tickets, so clearly we're trying to
catch up with staffing levels based on the
number of late tickets; whether it was 13,000
late tickets, 20,000 late tickets, 25,000
late tickets, it really doesn't matter;
right? We're trying to catch up, we're
bringing in the resources that we need to try
to augment that staff. And, as I said,
there's no LinkedIn account where you go out

and magically make these people appear.

Q Okay.

A Yeah.

Q Just harkening back, I see -- Jjust
regarding the -- I'm paraphrasing it. But I

think it’s the two-way communication between
a locator and an excavator --

A Mm-hm.

Q -—- perhaps in a realistic situation
as you described?

A Yes.

0 If that would be a fair
characterization.

What does that mean, the two-way

communication that you described?

A Yeah. So I'm not giving you a
regulatory requirement or any of that. What
I'm saying is the excavators -- you know, I
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know this just from talking to the excavator
community, that they wvalue very much the
two-way communications that they have. They
want to know that you're my locator and
you're the person I can count on. And I may
have to call you and say, "Can you do this
one right away? Reorder this for me?"
Because they don't have one ticket, they
might have 20 tickets. And, you know I need
this one tomorrow.

Q Yeah.

A So that's the two-way communication
that I'm talking about.

0 Would -- what 1f the excavator
wasn't reachable? Would two-way
communication, would it be adequate to simply
leave a voicemail?

A So you're confusing two things.

0 I'm asking clarification?

A No, no, no, you're mixing apples
and oranges.

Q Okay. How so0?

A What I was talking about was the
normal work back and forth.

Q Okay.

A I'm not talking about what is
required.

Q Okay.
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A You're getting to what is required.
And, so, 1f I'm a locator and I can't meet
the time requirement, my expectation is that
I need to call you. And I need to make
positive verification that I contacted you.
To me, that's what's acceptable. All right?

So what I was talking about is
normal communication, sort of, back and forth
and trying to develop that working
relationship that we have with people.

Q Okay. And if you can't have that
communication, that two-way communication --
I mean, would the -- yeah. I see your point.

If you can't have that
communication, though, then in the realistic
situation that you're describing, what would
your expectation be of the locators?

A So we want to work hard to get that
work done on time, try to reallocate
recourses where possible. You know, I don't
know what the procedures are, specifically,
when we can't make positive confirmation.

Q And would you recognize that the
requirements that apply in the realistic
situation that you described still need to be
followed?

A Of course.

Q Okay. Thank you. Okay.
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So I want to harken back to the
late ticket counts that we discussed this
morning. And I asked a little bit Jjust
before lunch about safety consequences

related to an increase in late ticket counts.

And I asked before lunch -- I
believe I asked -- if you could 1list the
safety-related consequences. So I want to

just be sure that we've exhausted the list.

If there are any other
safety-related consequences that you see
could result from a changed late ticket
count?

A A changed late ticket count?

Q Like the one that we discussed this
morning from --

A Yeah. So, as I said, that's a
historical number. So there's no safety
consequence associated with a changed late
ticket count. Because the actual number of
damages that occurred over that period of
time are the actual number of damages.

Q What about -- I hear you. So I
want to run a couple gquestions related to
safety consequences and ask you if, in fact,
you would view these as particular concerns.
So I'm going to enumerate them and ask you if

you would see these as a particular concern.
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The first one would be, would a
concern of a realtime undercounting of late
tickets be that you have not -- PG&E has not
correctly identified the number of times in
which it is not following the locate and mark
requirements?

A Yes, that's pretty obvious; right?

Q Question for you. I don't -- I
mean, 1s that a "Yes"? I don't know what the
answer is. I'm asking you genuinely. I'm
not going to assume it’s obvious. It’'s a
guestion directed at you, sir.

A Yes.

Q Okay. And would you agree that the
locate and mark requirement is a safety
requirement?

A Yes.

Q Thank you.

What about -- we talked about
dig-ins. But, specifically, the fault
associated with the dig-in -- and do you
understand what I mean by "fault" --

A Yes.

Q Okay. So the calculation of fault
associated with a dig-in, does it -- would
you expect that a late ticket is a factor
that plays into the calculation of fault and

whether, specifically, PG&E has any fault?
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And, if so, how much related to a dig-in?

A Yes.

0 So, then, would the -- i1if there was
an undercounting in realtime of a late
ticket, could a result be that PG&E has
miscalculated its fault associated with a
dig-in?

A Yes.

Q Would you expect that to be the
case 1in the situation we described, an
undercounting of late tickets?

A I don't know.

Q Is that something that PG&E is
studying at the moment?

A I'm confused by the question.

0 You talked earlier about PG&E's
efforts -- I think you had asked and
identified that as a result of whatever the
late tickets are, the impact on third-party
damages.

Did I get that part right?

A Yes.

Q Are you also asking as part of that
request that the report include the impact on
late tickets to fault associated with
third-party damages?

A I'm asking how many late tickets

resulted in third-party damage. That was my
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ask.

Q Do you think it would be a good
idea to include in that ask, to add to that
ask, the resulting calculation of PG&E's
fault associated with a third-party damage
due to the change in late ticket counts?

A If we're late, we're at fault. And
I think I indicated earlier, my understanding
is that they're calculating it based upon the
revised number.

Q I'm -- I hear you. The revised
number being what?

A I think you pointed to the 46,000.

Q Okay. Okay.

So they're calculating fault based
on the revised numbers for late tickets that
we received last week?

A That's my understanding.

0 I follow.

A That's my request.

0 Okay. I did not follow before.
Thanks for clarifying.

What about as another potential
consequence -- and I'm curious your view --
bear with me a moment.

The potential for PG&E to falsely
note that tickets are not late when they, in

fact, are late. Is that a concern from a
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safety perspective for you?

A Sure.

Q To your knowledge, including any of
its employees or contractors, falsely noted
that a ticket was not late when, in fact, it
was?

A Can you ask the question again?

Q Sure. To your knowledge, has any
of PG&E's employees or contractors, its
personnel generally, said or recorded a
ticket as not late when, in fact, it was?

A That's what we've asked the
independent review to verify for us and to
take a look at.

Q Okay. Do you have any preliminary
information that would enable you to answer
the question at this time?

A No.

Q Okay. Has -- Okay.

To your knowledge, have any PG&E
locate and mark tickets had their due dates
rescheduled without mutual agreement from the
excavator?

A So I shared with you when I first
came here -- I think I didn't share with you
that, but we learned when we had the AGA
peer-to-peer review that there was reporting

of misreporting of that item. So that's when
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I became aware of that recently.

When I first came here, the
practice of PG&E had been to use a passive
reporting system. And we made it clear that
that was unacceptable, that the requirement
was to have positive confirmation. And so it
wasn't until the AGA meeting that I first
became aware that that risk might actually be
happening. And that's when Jesus created the
SAR to begin to focus and work on that.

Q Okay. I appreciate the extra
context. Thank you. And passive reporting
in this case, when you said that, what would
that mean?

A That would be like the locator
calling the person that called in for the
ticket and leaving a message.

Q I follow. Okay. Thank you. ]

To your knowledge, and let me just
understand, when you Jjoined, it sounds like
your instruction was to change practice so
that that would no longer occur in the
company. Am I following?

A That's correct.

Q And after you joined, did you learn
of instances where it still happened?

A The misreporting?

0 Yes.
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A Not until the meeting with the AGA
Team.

Q Okay. And, once again, when was
that meeting?

A That was -- remember we talked
about it? I didn't have the exact date, but
at least about a year ago.

Q Okay.

A Yeah.

Q Okay. To your knowledge, was
anyone at PG&E at risk of losing their job or
suffering punishment from PG&E for not
rescheduling due dates on Locate and Mark
tickets without mutual agreement from the
excavator?

A Were they at risk of losing their
jobs for what?

Q Let me state it positively. I will
try to restate it. I appreciate the

clarification.

If they didn't -- if a locator
didn't locate and mark -- if they
rescheduled -- if a locator rescheduled

without first getting mutual agreement, was
anyone -- were any employees pressured on
consequence of losing their job or suffering
punishment from PG&E to do that practice, to

your knowledge?

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00318



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 109

A I'm still not clear on the
question.

Q I will try and restate.

A Yeah. I'm sorry about that. Are
you asking were they pressured to report that
they --

Q No. No. I'm asking if they were
pressured to reschedule without first getting
mutual agreement from the excavator?

A No. I would say completely the
opposite. That we created across the entire
company a speak-up culture that really
encouraged compliance with all the
requirements and that if you couldn't be in
compliance, you should put that on the table
and identify that issue.

Q Okay.

A So, if you go back to the creation
of the Keys to Success meeting, we were very
clear communication around that particular
issue. Alex was in almost every one of those
Keys to Success meetings once he joined our
team. It was hardly a meeting that went by
that I didn't say, because we had so many
problems we were dealing with, we had all the
problems on the Gas Transmission Network, all
the problem on the Distribution Networks,

things that the SED had no idea about that
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was going on, things like our rights-of-way
that was completely abandoned for a 25-year
period of time, we were dealing with all
kinds of things, and I made it crystal clear
at every single meeting that if you're having
a problem meeting some requirements, bring it
in the room. This i1s the place -- this is
the safe place to do it. If you hide it,
then you've got a problem, but bring it here
and it's our collective problem and we're
going to solve it.

And there's example, upon example,
upon example that we changed that whole
culture. Because the culture that was here
prior to me coming to this company was a
hide-it culture and don't-tell-anybody
culture. And the culture that is there now
is a speak-up and tell people that are wrong

culture. And I can tell you that

independently because I hired _

have come in here every five weeks for five
to six years and they have unfettered access
to everyone in the company, including the
union and the community leadership. And they
tell me that the speak-up culture here is
unlike anything they've seen.

Lloyd's Register, there's been the
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45 companies across the world, tell us that
we have the best culture with our workforce
here than any company that they wvisited all
across the world. Now, does that mean every
place and every pocket? But I can tell you
unequivocally, unequivocally, that when
people would identify problems and say, we
are not compliant, we are not issued, they
were celebrated. Celebrated.

In December of 'll, we had a mapper
identified 17 plat maps that we didn't do
leak survey on. We self-reported that and we
got a $16.8 million fine. And I issued an
e-mail that -- to all employees after that
$16.8 million fine came out and said this is
exactly the behavior that we want. And I
don't care if we are fined 17 million or 170
million, I want you to tell us what's going
on, because I can't fix what we don't know
about.

So there is absolutely no way that
people should have felt pressured to
misreport information because when they
needed resources, they got them.

So, if we have pockets or issues, I
think that they're isolated issues and we
have got to get to the bottom of that. We

have got to understand that. But overall
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culturally across Gas Operations in the
company, that is universally the case.

I urge you to go out and see what

goes on. I urge you to talk to _
_. I urge you to talk to Lloyd's

Register who have been here month after month
after month for years to see the complete
transformation of the culture.

So, I'm very passionate about this
because I brought to this -- we brought -- we
have it in our safety rules nonpunitive
self-reporting -- nonpunitive self-reporting.
If you self-identify issues, you will not
suffer any consequences.

It used to be at PG&E that you got
positive disciple. Do you know what that is?
Positive discipline? You do something wrong,
you get a letter to your file, you get
suspended or terminated. I didn't even know
what the term meant. We completely changed
that and right in our safety rules we have
that. We are all about nonpunitive
self-reporting. We took that right from the
airline industry and we imbedded that into
our program. That was communicated to every
leader in the company, including crew leaders
of union crews were all trained on that.

The number of -- the number of
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suspensions and terminations drastically
dropped across the company. So that thing
about fear and retribution, completely,
completely changed from where it was.

I'm not saying that you can't
change. It's really hard to change culture.
It's hard to change everybody's sort of
mindset and beliefs. You get mindset gravity
that sets in, but I'm extraordinarily
passionate about this because we have really
worked hard to change all that.

I'm sorry I went on, but it's
really been my core as a leader of this
company to change all of that. And that's
why I invite independent third parties to go
out and assess and advise, because you can be
blinded.

And that's why we created the AGA
Peer-to-Peer Program. We went to AGA and
said, "INPO, the nuclear industry, has this
Peer Review Program. We need to create
this." And we got tremendous resistance
because the lawyers of all the companies
didn't want to create the program. But we
got it started. And we were the leading
company. And we benefit greatly from it and
it identified this problem. It was just a

great example of why you need to do that. So
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we encourage that. We encourage that
self-reporting of problems.
I need to take a break.
MR. GRUEN: Let's go off the record.
(Off the record.)

MR. GRUEN: Back on the record, please.

MR. BRUNO: A couple of quick
questions.

EXAMINATION
BY MR. BRUNO:

0 Mr. Stavropoulos, before the break,
I believe you mentioned Lloyd's.

A Yes, sir.

Q Could you elaborate on Lloyd's and
their role?

A Sure. So, one of the best
practices I brought to PG&E was the idea of
an asset management framework, an asset
management system framework. What I saw was
we did not have a rigorous end-to-end asset
management framework. What I mean by that is
what you find for large asset intensive
industries, gas and electric, airports,
water, highway, things like that, right?
What you find is that there's a real asset
management structure. So, in 1its simplest
form, it's know what you're responsible for.

Know your assets. Know the condition of
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those assets. Understand what risks those
assets face. Understand all the mitigation
tools available to you to reduce that risk.
Come up and use that risk framework to take
resources that you have available to
implement those mitigation measures and start
all over again, right? That is sort of the
asset management process.

So there's a -- at the time I came
here, there was an international standard
called PAS 55, p-a-s b55. That stands for
publically available standard on asset
management. And so I wanted to get the
company certified under that standard. And
there's a couple of international companies
that you can use to certify you under that
standard. Since then, PAS 55 became an ISO
standard. It's slightly different, but it's
very much the same. So it's now ISO 55,001.

So I brought Lloyd's in. They're
based in London. It's not Lloyd's the
insurance company. It's called Lloyd's
Register and they do certification
assessments under a variety of documents like
PAS 55, ISO 55,000 globally. We brought them
in and we did a gap assessment.

So there are 24 elements under PAS

55. We did a gap assessment against those 24
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elements and then we developed a two-year
improvement plan to close those gaps, because
basically in order to get certified, you have
to be in compliance with the 24 requirements,
with a few exceptions around minor
nonconformances. But when you have those
minor nonconformances, you need to have a
path to green, right? So it's not a fact
that you have those. So they came in, did
the original gap assessment. We were trying
to get certified in 24 months. We actually
got certified sooner than that. And then the
requirement 1s that they come back annually
to do a pulse check. In the three years,
they come back and do a full recertification.
That wasn't good enough for me. I wanted
them to come back every six months.

And so Lloyd's come back every six
months to do a certification check and we got
completely recertified last year. So it was
the end of a three-year cycle. And Lloyd's
comes in. They look at and they meet with
all your people as to how you're doing under
your asset management framework, and then
they go out to the field and they verify
that, you know, is what's happening in the
field, is it consistent with how you're

operating? And they try to do that -- they
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do it through wvarious parts of the territory.
Sometimes they go to north, sometimes they go
to the south. We have a 70,000-mile
territory.

So that's what Lloyd's does. They
do this for companies all over the world.
The team we have, the leader of that team,
been to 45 companies across the globe to take
a look at their operations under their
standard.

0 Yes, sir. Thank you.

Mr. Stavropoulos, you've mentioned
both gaps and minor nonconformance.

A Uh-huh. (Affirmative response.)

0 Would late tickets fall under
either one of those categories?

A So, late tickets would certainly be
an item that they would look at. So,
certification does not mean perfection.
Certification means that you have a really
good understanding of the things that I
talked about. And that when you identify
gaps to excellence, that you have a plan to
make improvement.

One of the 24 elements of PAS 55,
ISO 55,000 is you have to demonstrate

continuous improvement. And so what you will
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see is -- so, an excellence is that, vyeah,
you know that you have this gap and, by the
way, you're trying to fix it. Because what
they look for is when, you know, there's not
a structure in place. And so I don't know
Lloyd's. I don't want to put myself in their
shoes, but generally-speaking what they look
for is when there is an issue, they're
looking for: Do you have a plan? And when
they come back, they hold you to that plan.
In other words, did you give us a bedtime
story or did you actually do what you say
you're going to do?

And one of the other big things
that we talk about is have a do-say ratio
equal to one. One of the things I think that
Lloyd's has told me is that every time they
come back, they test our do-say ratio and
they feel really good that we fix the things
that we say we're going to fix. We have a
real strong track record there.

But certification is not perfection
of operations.

Q Yes, sir. I understand. Do you
know if Lloyd's identified late tickets as an
area for improvement?

A I don't recall that they did.

Q And if I understand a do-say ratio,
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that is simply you say you're going to do
something and you do it?

A Yes.

Q Following through, closing the
loop?

A Whatever you commit to, you're
going to try to do.

Q Okay. Mr. Stavropoulos, I also
want to ask you just in terms of the safety
culture, the freedom to bring up safety
issues, air them out, don't hide them, are
there any disincentives for people doing that
at all that you know of?

A There used to be because we had a
positive discipline approach, but we are very
clear. We have a nonpunitive self-report
system. We are very clear. When we actually
have serious incidents on our system, we
follow the practice of saying: Why did that
happen? If our employee didn't follow a
procedure, under the old system, we would
have terminated the employee or suspended the
employee or put a letter in their file. Now
we ask: Why didn't that employee follow the
procedure? Did they come to work that day
saying, "Hey, I'm not going to do what I'm
being asked to do." We ask ourselves were

they trained properly? Maybe they were
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trained and qualified, but they hadn't done
the work in a year and-a-half. Maybe the
training was not adequate. Maybe they didn't
have the right tools. Maybe they were
fatigued that day. Maybe we didn't set them
up for success. So we really start with the
"Why?"

So when you look at our causal
analysis of our serious injuries, our serious
incidents, that's what you will see. And
you're going to see we're trying to put in
corrective actions. People make mistakes.
We know this. We know this from high-hazard
injuries. So our Jjob is to identify
engineering controls to prevent that what we
know to happen, what's going to be a
human-performance issue, can we prevent the
incident from happening?

And so we really create that
environment for people to speak up. As I
indicated, the number of terminations and
suspensions has dropped drastically over the
last four years. So there was a big concern
when we were moving from the positive
discipline culture to the nonpunitive
self-reporting culture. Sorry. I'm talking
too fast.

And that in the beginning, there
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was real concern because in the past they saw
people getting terminated or suspended, that
sort of thing. We put in place a Corrective
Action Program. So we took from Diablo
Canyon Nuclear Power Plant or Diablo Plant.
They have had a correction action in place at
that facility for over 20 years. The nuclear
industry uses corrective action. The airline
industry uses a Corrective Action Program.
The chemical industry uses a Corrective
Action Program.

So I took that system right out of
Diablo, put it into Gas Operations three
years ago. It's now deployed across the
entire company. Everybody has on their phone
CAP app. I will show you the app later. So
everybody has on their phone an app. We have
40,000 submittals last year into that
Corrective Action Program. I think a third
of our employees issued some sort of report.

Less than three percent of the submittals

were anonymous. 97 percent plus put their
name on and reported those issues. So to me
that is real good signs of -- those are the

types of things we are trying to create, but
we're not satisfied.
We have embraced what we call a

Speak Up, Listen Up, Follow Up culture. That
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has been part -- we came up with a new
mission vision and cultural statements last
year. And so we just issued our new codes of
conduct built around that, but you hear that
all the time in all our meetings, Speak Up,
Listen Up, Follow Up. Because what we find
is if you don't do the listen and the follow,
people stop speaking up.
So those are some of the tools that

-- we had to structurally change discipline
and we did that. And then we had to give
people an easy tool within which to report.
We also communicate, there's a Compliance and
Ethics Hotline that people can report into in
addition to the CAP app. And also we
communicate the CPUC hotline so they can
communicate to you all. And then you may be
aware that PG&E was assigned a monitor, a
Federal monitor last year and we've created a
hotline to the monitor. So there's four
mechanisms within which employees can report.
They can report to the CAP. They can report
to the internal Compliance and Ethics
Hotline. They can report to you or they can
report directly to the monitor.

Q Yes, sir. Thank you.

A And we risk rank, all 40,000 of

those. They come in, and by line of business
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we have daily, not every line of business
every day, but the big lines of business,
electric, gas, power gen, they have
notification review team meetings that happen
every day. They go into a room like this and
every item that comes into CAP is ranked
against a risk matrix from high, medium and
low and assigned a corrective action owner.
That gets processed. When it gets closed
out, employees can use a Yelp-like feature
and rate the effectiveness of the corrective
action. So they can -- there's a continuous
loop around. "All right. Here's what we
did. Do you think it's going to work or
not?" And so those are some of the things
that we built in.

Q Mr. Stavropoulos --

A It's a hard name.

Q It is. Is any employee at PG&E
evaluated on the late ticket metric?

A Nobody that I know of at my level
down through the organization, so I don't
know if late tickets are a metric that are
used lower down in the organization.

Q As it relates --

A As a performance measuring metric.

Q And as it relates to performance --

individual performance evaluations --
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A Yeah.

Q -- to your knowledge, late tickets
is not one of those metrics?

A I want to be very clear. So, in
the team that reports to me, I don't use that
as a metric. We don't use that as a metric
within which we pay our incentive comp, for
example. So, that's not a metric.

We use damages per a thousand
tickets. So, if people are paid through the
Incentive Compensation Program, the target is
set on damages per thousand tickets. So, the
incentive, if you believe that late tickets
increase the probability of a damage, the
incentive that we pay people on 1is not to
have late tickets. Because we're looking to
have the lowest possible damages per a
thousand. So, we're encouraging people to
perform correctly against late tickets, but
at some level down in the organization, they
may use that metric on an individual
scorecard. But our bargaining unit people
don't go through the same performance
appraisal process. So the people that
actually do the locate and mark, they don't
have that type of score card. They're not on
a -- they don't get performance appraisals. ]

They are all part of the bargaining unit.
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0 And, Mr. Stavropoulos, how about
the manager of that unit? For instance, is
the manager of locate and mark, are they
either, you know, incentivized by getting a
bonus for not having late tickets? Or
penalized for having late tickets?

A No bonuses associated with that.
The only bonus associated with damages is
damages per a thousand tickets. That might
be in their performance score card to
evaluate your performance, but it doesn't
effect your bonus at all.

0 And final guestion, Mr.
Stavropoulos, the CAP program, Corrective
Action Program, do you know if late tickets

were brought as a concern to CAP?

A I don't know if it was. You know,
I review a lot of that. I sit in on a lot of
the notification review teams. You know, I

hadn't heard that as an issue in CAP.
Certainly was aware of the challenges that we
were having with late tickets.

So you may have heard about the
daily call. So one of the best practices I
brought to the company, I actually stole
shamelessly from Alaska Air, I was encouraged

go to Alaska Air. Because about 10 years
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ago, they had terrible plane crash where the
jack screw failed and the plane crashed into
the Pacific Ocean.

They were perceived as a company
that really improved their safety culture and
safety practices. And I got to witness their
daily call where they have stations from all
over North America participate. So we came
back and built that daily call.

So every day, it's been going on
for a number of years, from 7:30 to 8:00
o'clock every morning, about 300 leaders in
the gas business go over the performance.

You can dial in and listen. And damages are
an agenda item on that call. And late
tickets are an item on that call.

You know, how many late tickets did
we have? What are we doing about it? Do you
need help? How do you fix i1it? So that's
where that was, sort of, reported.

Q Mr. Stavropoulos, do you call into
those on occasion?

A I do. I used to call into them all
the time.

0 And the late tickets number, are
they consistent with the revised numbers that
we have? Or are you still surprised of the

magnitude of the numbers that we put in front
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of you?

A As I indicated, I wasn't happy with
the 13,000. And 46,000 certainly was a
surprise to me.

Q So that's the first time you've
heard of it?

A Yes.

Q Thank you, Mr. Stavropoulos.

A Yeah. I would have heard of it
earlier, but I've been kind of guarantined
from the process because of what's going on.
I hope you understand the value in that.

0 Yes, sir.

MR. GRUEN: Q Mr. Stavropoulos, I'm
going to show you the January 17th -- excuse
me -- January 2017 Gas Operations BPR Keys to
Success Report one more time.

A Sure.

Q And I would just like to call your
attention to one other thing there. And I've
got 1t open to the page.

Off the record for a second?
(Off the record.)

MR. GRUEN: Back on the record. Just
for the sake of housekeeping, the Frequently
Asked Questions document -- let me show Mr.
Stavropoulos this, just for purposes of

marking. I'm identifying this as Exhibit 10,
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noting that it’s the PG&E Frequently Asked
Questions document. We had noted there's a
PG&E logo, dated 2014 in the upper right
corner, and I believe you, Mr. Stavropoulos,
also noted there's a copyright, PG&E 2015,
all rights reserved at the bottom.

Am I describing the document
accurately?

A Very well.

Q Thank you.

(Exhibit No. 10 was previously
marked for identification.)

MR. GRUEN: Q And, Mr.

Stavropoulos, do you have the Keys to Success
report from January 2017 in front of you?

A I have it.

Q And -- I think it should be turned
for you to page 140 at the bottom. It’s also
shown to be page 6 of 16.

Do you see that?

A Yes, sir.

0 So if look at the 2015 column and
2016 column in that graph under the late
tickets heading -- do you see that?

A I do.

Q Okay. And in 2015 it shows 3,385
late tickets. And in 2016 it shows only 44.

Do you see that?
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A I do.

Q And a percent change of 99 percent?

A Yes.

Q Under the percent change column
there. Do you see that as well?

A I do.

Q Okay. Does 1t surprise you to see

a change of 99 percent in late tickets from
one year to the next like that?

A It’s a big improvement. But we've
achieved that in a whole number of areas.

0 And I -- but, specifically, for
late tickets. The -- in light of the --
let's look at it, first, from the perspective
of the late tickets that have been reported
to us as of last year.

Does this number seem like, based
on the Keys Reports, the realtime reporting
of late ticket information, does it seem that
this is a realistic decrease from 2015 to
2016 to you?

A It certainly -- we've seen
improvement results across lots of categories
of work like that when we put focus on it.

Q Okay.

A So, yeah. It’s hard for me to -- I
mean, I'm not close enough to it, you know.

0 Okay. Who do you think would be
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the closest person to ask that gquestion to?
Or maybe we can ask that question offline if
you're not familiar?

A No. This i1s Jesus Soto's meeting.
So Jesus 1is the person that is running the
SAR and is implementing the process
improvements relating to our overall damage
prevention efforts. So he would be better to
do that than I would.

Q Understood. Okay. Thank you.

A But, you know, big improvements. I
remember back a number of years ago, we had
days to map distribution facilities. I think
our average days to map were about 400 days
with the longest being 774 days. In one year
we got that down to 26 days.

We had 12,000 Grade 2 two leaks on
our books at the end of the year four years
ago. And we got that to under a hundred
within a two-year period of time. It went
from 12,000 leaks to under a hundred, while
deploying more advanced leak detection
technology and increasing the frequency of
your leak detection.

So, you know, when we put our focus
on things, we really do see significant
improvement. So...

Q Okay.
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A Yeah.

Q Thank you. That's all I have for
that exhibit.

MR. GRUEN: Just a bit of housekeeping
while we're on the record, i1if I may. Let's
go off the record for a moment while we get
it together.

(Back on the record.)

MR. GRUEN: So we'll move to mark
Exhibits 5, 6, 7, 8, 9, 10, and those
exhibits as they were identified in the
record throughout the course of the day.

Off the record.

(Off the record.)

MR. GRUEN: So back on the record.

Mr. Stavropoulos, that concludes the
Examination Under Oath. I want to, on behalf
of the Safety Enforcement Division, thank you
very much for your attendance. I recognize
that it's required, but also recognize your
point about cooperating with us. You've been
cooperative with us today. We appreciate you
talking the time out of your busy schedule to
be with us.

And thank you, that concludes the
EUO.

MR. STAVROPOULOS: Thank you.

MR. GRUEN: Off the record.

PUBLIC UTILITIES COMMISSION, STATE OF CALIFORNIA
SAN FRANCISCO, CALIFORNIA

SED-00341



w N

10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
277
28

CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 132

(Off the record.)

(Whereupon, at the hour of 2:39
p.m., this matter having been concluded
at San Francisco, California, the
Commission then adjourned.) ]
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BEFORE THE PUBLIC UTILITIES COMMISSION
OF THE

STATE OF CALIFORNIA

PRE-FORMAL INQUIRY INTO PG&E'S
LOCATE AND MARK PRACTICES AND
PROCEDURES.

N N N P P

CERTIFICATION OF TRANSCRIPT OF PROCEEDING

I, Carol A. Mendez, Certified Shorthand Reporter
No. 4330, in and for the State of California do hereby
certify:

That, prior to being examined, NICK
STAVROPOULOS, the witness named in the foregoing
examination under oath, was by me duly sworn to
testify the truth, the whole truth, and nothing but
the truth;

That said examination under oath was taken by
subpoena at the time and place therein set forth;

And that the pages of this transcript reported
by me comprise a full, true and correct transcript of
the testimony given by the witness on March 2, 2018.

I further certify that I have no interest in the
events of the matter or the outcome of the proceeding.

EXECUTED this 2nd day of March, 2018.

Carol A. Mendez
CSR No. 4330

SED-00343



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024 134

BEFORE THE PUBLIC UTILITIES COMMISSION
OF THE

STATE OF CALIFORNIA

PRE-FORMAL INQUIRY INTO PG&E'S
LOCATE AND MARK PRACTICES AND
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CERTIFICATION OF TRANSCRIPT OF PROCEEDING

I, Karly Powers, Certified Shorthand Reporter
No. 13991, in and for the State of California do
hereby certify:

That, prior to being examined, NICK
STAVROPOULOS, the witness named in the foregoing
examination under oath, was by me duly sworn to
testify the truth, the whole truth, and nothing but
the truth;

That said examination under oath was taken by
subpoena at the time and place therein set forth;

And that the pages of this transcript reported
by me comprise a full, true and correct transcript of
the testimony given by the witness on March 2, 2018.

I further certify that I have no interest in the
events of the matter or the outcome of the proceeding.

EXECUTED this 2nd day of March, 2018.

Karly Powers
CSR No. 13991
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Index 9623.03 - On-Time & Late Tickets January 2014 - June 2016

2014 2015 January - June 2016

Division On Time Late On Time Late On Time Late
Central Coast 18,659 320 21,684 59 12,191 0
DeAnza 17,871 369 21,770 73 12,764 1
Diablo 24,072 248 31,210 67 15,973 5
East Bay 22,681 1,357 28,120 179 18,867 4
Fresno 31,704 122 37,774 80 19,973 0
Humboldt 8,726 695 11,633 706 4,907 0
Kern 48,152 1,275 42,468 285 20,277 1
Los Padres 15,878 603 17,260 33 10,225 0
Mission 19,267 240 24,251 20 14,099 1
North Bay 19,965 370 23,694 85 12,510 3
North Valley 19,745 201 24,386 34 10,421 0
Peninsula 22,468 481 26,912 88 14,932 0
Sacramento 60,343 82 72,537 35 40,422 2
San Francisco 14,964 878 18,152 165 11,222 1
San Jose 27,295 236 32,123 48 18,217 0
Sierra 26,387 1,953 32,431 127 15,022 1
Sonoma 13,918 290 15,110 221 8,069 1
Stockton 22,390 1,920 34,423 595 16,831 0
Yosemite 31,758 1,751 38,489 485 18,950 0
Total 466,243 13,391 554,427 3,385 295,872 20
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Index 9623.03 - 2013 On-Time & Late Tickets

Division On Time Late
Central Coast 16,584 73
DeAnza 17,137 262
Diablo 24,386 99
East Bay 20,596 1,118
Fresno 29,662 141
Humboldt 8,352 335
Kern 43,927 473
Los Padres 14,279 1,750
Mission 18,001 158
North Bay 18,657 303
North Valley 19,227 91
Peninsula 19,935 1,601
Sacramento 61,255 74
San Francisco 13,744 330
San Jose 24,897 2,397
Sierra 21,546 202
Sonoma 13,673 94
Stockton 19,753 3,246
Yosemite 29,409 800
Total 435,020 13,547
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Chan, Wai-Yin

From: Khatri, Sikandar

Sent: Friday, March 24, 2017 4:36 PM

To: Bruno, Kenneth; Lee, Dennis M.; Chan, Wai-Yin; Gruen, Darryl

Subject: FW: Index 10658: Data Request — Damage Prevention (f/u 10516, 10279, 10592)

Response below for our earlier data request

Sikandar

From:

Sent: Friday, March 24, 2017 2:32 PM

To: Khatri, Sikandar

Cc: Richmond, Susie

Subject: Index 10658: Data Request — Damage Prevention (f/u 10516, 10279, 10592)

Sikandar,

Please see below for the response to your Index 10658: Data Request — Damage Prevention (f/u 10516, 10279, 10592).
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PACIFIC GAS AND ELECTRIC COMPANY

Gas Operations Data Response

PG&E Dafta Request 10658

Index No.:

Request Date: 03-13-2017 Date Sent: 03-24-2017
Requesting Party: GOST-CPUC SED/CPSD

External Requester: Sikandar Khatri PGsE Contact | [N

QUESTION 10658.01: We understand from CPUC Damage Prevention Audit of PG&E in 2015 that PG&E
produces a monthly report called “Keys Report” titled as “T&D Operations Compliance July 2015 for June 2015
Results

Includes Damage Prevention (DP), Public Awareness (PA), Locate & Mark and Aerial Patrol”.

We will appreciate if you can please provide copies of this report for each month of 2012 — February 2017.

RESPONSE 10658.01: PG&E is compiling this information and will provide it as soon as it becomes available.

QUESTION 10658.02: For the following years (please provide response for each year separately), please
provide steps and actions taken to reduce the number of late tickets together with the statistics reflecting total
number of USA tickets and corresponding late tickets:

(a)
(b)
(c)
(d)

2013
2014
2015
2016

RESPONSE 10658.02:

a)

b)

In 2013, the Locate & Mark (L&M) Leadership focused on assessing the challenges in the L&M
organization and determining the best course for addressing them. The specific challenges were a
dramatic increase in the number of USA tickets and the organization’s ability to respond to this
increase. Toward the end of 2013, a new leadership structure was developed for implementation in
2014, which would address these challenges.

See the below table for 2013 L&M late ticket statistics.

PG&E Completed Tickets
2013
On-Time 435,020
Late 13,547
Total 448,567

Prior to 2014, the L&M function was imbedded in the division organization. In 2014, the L&M function
was placed under the newly created Compliance Programs Director and the Locate & Mark
Superintendent. Within the new leadership structure, supervisor positions were introduced across
PG&E’s system, which would allow a singular focus on the safety of our assets, and quality and
efficiency within the L&M organization. As supervisors came onboard, they were tasked with assessing
their local L&M Operation and ensuring that safety, quality, and efficiency goals were met. Even
though completed tickets increased, late tickets began to be addressed and declined. Later in the year,
2
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PGA&E also significantly increased the number of locaters assigned to the work by increasing employee
headcount across the system and bringing on contract locaters to assist with the peak workload. This
increased headcount also contributed to the late ticket improvement.

See the below table for 2014 L&M late ticket statistics.

PG&E Completed Tickets 2014
On-Time 466,243
Late 13,391
Total 479,634

c) In 2015, all L&M supervisors were in place and goals were set to aggressively reduce late

d)

Office:

tickets. PG&E established a zero late tickets goal and undertook several actions to ensure this took
place, such as:

e Looking at best practices within successful divisions and communicating these practices
system wide.

e Supervisors taking a direct, hands-on approach to educate the locators regarding accurate and
timely data entry into Irthnet and ensuring late tickets were appropriately addressed.

Late tickets were virtually eliminated by mid-2015 and have remained low ever since.
See the below table for 2015 L&M late ticket statistics.

PG&E Completed Tickets 2015
On-Time 554,427
Late 3,385
Total 557,812

In 2016, PG&E continued the actions set in place in 2015. With zero late tickets realized in several
divisions, each late ticket was analyzed for root cause, and corrective actions were taken to ensure that
a recurrence would not happen. The small number of late tickets can be primarily attributed to tablet
computer connectivity issues or failure by the Locater to enter the proper keystrokes. Many of the
tickets were completed on time, but the correct information was not entered in a timely fashion.

See the below table for 2016 L&M late ticket statistics.

PG&E Completed Tickets 2016
On-Time 595,390
Late 44
Total 595,434

Pacific Gas and Electric
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PACIFIC GAS AND ELECTRIC COMPANY
Gas Operations Data Response

PG&E Da_ta Request 11718

Index No.:

Request Date: 02-06-2018 Date Sent: 02-23-2018
Requesting Party: CPUC-SED

External Requester: Wai-Yin "Franky" Chan PG&E Contact: Mike Bradley

QUESTION 11718.01: On December 20, 2017, PG&E stated,

“Using the updated information available to us from the recent improvements to IrthNet, we are
planning to review all of the data request responses that we have provided to SED on locate
and mark issues since mid-2016, and to revise these responses as needed to reflect updated
historical late ticket numbers and any other information based upon those numbers. Given the
volume of data requests in this matter to date, this may take some time, but our goal is to
provide these updated responses to SED in January.”

On January 26, 2018, PG&E followed up on its December, 2017 statement, saying,

“My December 20th email to you indicated that we are reviewing all of the data request
responses that we have provided to the SED on locate and mark issues since mid-2016, and
that we would be revising the responses to reflect updated historical late ticket numbers and any
other information based upon those numbers. To be clear, we also will be correcting
representations in those responses that the Guidepost investigation indicates, or that we
otherwise determine, need to be revised, not just the late ticket numbers and related
information.”

With these statements in mind, please provide the following information:

a. The updated historical late ticket numbers referenced in the January 26, 2018 statement.
b. The methodology used by PG&E for determining the late ticket numbers that were
initially reported to SED.
c. The methodology used by PG&E for determining the “updated historical late ticket
numbers” that PG&E references in the December 20, 2017 email.
d. The categories of the data that PG&E is updating, including, but not limited to:
a. Counts of late tickets by division and district.
e. A breakdown of the data that PG&E is updating by year.

RESPONSE 11718.01: As noted in the correspondence referenced herein, PG&E is reviewing
the logic that was used to derive historical late ticket counts from IrthNet and is working to
determine more inclusive logic to derive revised historical late ticket counts from IrthNet. A
third-party consulting firm, Bates White, has been retained to aid in understanding the IrthNet
system and developing and validating this logic. Once this revised logic is finalized and
reviewed by Bates White, PG&E will update this response to explain how the revised ticket
counts were derived based on the information available in IrthNet and provide the resulting data.
We anticipate that this data will be able to be broken down by month and division.

11718 Page 1
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At present, as explained above, we anticipate revising historical late ticket numbers from 2012
through 2017. PG&E is continuing to assess its IrthNet reporting logic to identify the actions
that could be taken on a ticket that would have caused it to be misclassified. As those
conditions are identified, the total number of late tickets identified may change. PG&E expects
that its current estimates of 44,794 late tickets out of 760,177 total tickets received in 2012, of
51,272 late tickets out of 671,015 total tickets received in 2013, 47,589 late tickets out of
702,275 total tickets received in 2014, 61,114 late tickets out of 820,455 total tickets received in
2015, and 55,666 late tickets out of 898,120 total tickets received in 2016 will change as
PG&E’s work continues and the logic of its IrthNet search function becomes more refined. The
current estimates reflect tickets from this period that had no initial response and are past the
due date time, that had an ongoing response and are past the due date time, or that have a
completed response but the completed response was after the due date time.

As to (b), as we previously explained in our response to Index No. 10895.01 (delivered to the
SED on June 9, 2017), the late ticket numbers we initially reported to SED for January-June
2016 were queried from IrthNet using the “Past Due Ticket Listing” function. For late ticket
numbers prior to January 2016, we utilized the Organizational Reporting Initiative (“ORI”), which
is a repository for portions of IrthNet data and SAP data. PG&E has determined that those
search functions operated in a manner that would not count tickets as late if the personnel took
certain actions in IrthNet prior to the ticket’s start time, even if the required locating and marking
activities were not completed within the required timeframe.

QUESTION 11718.02: Will the “updated historical late ticket numbers” referenced in PG&E’s
December 20, 2017 statement show an upward adjustment of the late ticket numbers in each
category identified in response to question 1? If not, please identify any category that will see a
downward adjustment.

RESPONSE 11718.02: PG&E is continuing to assess its IrthNet reporting logic to identify
actions that could be taken on a ticket that cause it to be misclassified. As those conditions are
identified, the number of instances at issue may change.

QUESTION 11718.03: Please provide a list identifying each past data request response that
PG&E plans to update and/or revise. Please provide an explanation for each update or revision.

RESPONSE 11718.03: Because PG&E's review of the data in consultation with Bates White
and, as previously discussed with SED, the Guidepost review are ongoing, PG&E is still in the
process of determining the responses that may need to be updated or revised beyond the data
discussed above.

QUESTION 11718.04: Please provide, in chronological order, all communications (including
emails, messages, reports included Joel Dickson, John Higgins, Jesus Soto, or Nickolas
Stavropoulos related to the following:

a. Intentional under-reporting of late tickets

b. Falsification of locate and mark records

c. Any instances of intentional under-reporting of late tickets

d. Any instances of potential falsification of locate and mark records

e. Prior to the Guidepost investigation, matrices for counting late tickets that differed from
the matrix PG&E used to count late tickets.

Prior to PG&E's own internal Guidepost investigation, approaches for counting late
tickets that differed from the approach that PG&E used to count late tickets.

o
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RESPONSE 11718.04: On February 16, 2018, Charles Middlekauff from PG&E and Darryl
Gruen from SED agreed to modify this request. That agreement was reflected in a series of e-
mails and on February 19, 2018, PG&E provided to SED a red-line version of this request.
PG&E and SED agreed to the following revised version.

Please provide, in chronological order, all communications from January 1, 2012 through

December 31, 2017 (including emails, messages, reports and other documents) on

which John Higgins, Jesus Soto, or Nickolas Stavropoulos were included related to the

following:

Intentional under-reporting of late tickets

Falsification of locate and mark records

Any instances of intentional under-reporting of late tickets

Any instances of potential falsification of locate and mark records

Prior to the Guidepost investigation, matrices for counting late tickets that differed

from the matrix PG&E used to count late tickets, where the communication

contains (matri! /10 (option! or alternative!)).

f. Prior to PG&E’s own internal Guidepost investigation, approaches for counting
late tickets that differed from the approach that PG&E used to count late tickets,
where the communication contains (matri! /10 (option! or alternative!)).

PO TR

In addition, PG&E and SED agreed to include the following request to Question
11718.04:

Please provide, in chronological order, all communications from January 1, 2014 through
December 31, 2016 (including emails, messages, reports and other documents) on
which Joel Dickson was included related to the following:

a. Intentional under-reporting of late tickets, where the communication contains
(falsify falsification false).

b. Falsification of locate and mark records, where the communication contains
(falsify falsification false).

c. Any instances of intentional under-reporting of late tickets, where the
communication contains (falsify falsification false).

d. Any instances of potential falsification of locate and mark records, where the
communication contains (falsify falsification false).

e. Prior to the Guidepost investigation, matrices for counting late tickets that differed
from the matrix PG&E used to count late tickets, where the communication
contains (matri! /10 (option! or alternative!)).

f.  Prior to PG&E’s own internal Guidepost investigation, approaches for counting
late tickets that differed from the approach that PG&E used to count late tickets,
where the communication contains (matri! /10 (option! or alternative!)).

Based on this agreed to revision, PG&E is producing documents responsive to these requests
to SED. PG&E and SED also agreed that the document production would be on a rolling basis
and would be completed by February 26, 2018. Provision of these documents does not reflect a
determination that the document indicates any employee’s knowledge of falsification or
intentional under-reporting of locate and mark records or late tickets, but rather reflects PG&E’s
effort to provide documents that relate to the topics identified in the data request and our
discussions with SED as areas of SED'’s interest.

11718 Page 3
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QUESTION 11718.05: Please identify the first date PG&E became communicated internally
about falsification of late tickets. Please provide that communication

.RESPONSE 11718.05: PG&E is separately providing email correspondence from a variety of
custodians that includes correspondence relating to instances in which an 811 ticket was
reported in PG&E’s IrthNet system as timely based on actions taken in the IrthNet system other
than the completion of the ticket within the time required by California Government Code
Section 4216, including correspondence (to the extent any such correspondence exists)
responsive to SED’s requests regarding the falsification of locate and mark records. Provision
of these documents does not reflect a determination that the document indicates any
employee’s knowledge of falsification or intentional under-reporting of locate and mark records
or late tickets, but rather reflects PG&E'’s effort to provide documents that relate to the topics
identified in the data request and our discussions with SED as areas of SED’s interest. These
documents are being provided in response to Question 11718.04 above. In addition, PG&E will
provide the results of the independent review currently being conducted by Guidepost Solutions
LLC regarding these issues.

QUESTION 11718.06: Did anyone employed by PG&E authorize the method of PG&E's late
ticket counting that PG&E intends to revise to reflect “updated historical late ticket numbers and
any other information based upon those numbers”? If so, please identify all such employees
and the communications they issued to make such authorizations.

RESPONSE 11718.06: PG&E has identified instances in which PG&E personnel and/or
contractors took actions on an IrthNet ticket that caused the system’s then-current reporting
logic to classify the ticket as timely when it was not completed within the required timeframe.
PG&E will provide the results of the independent review currently being conducted by Guidepost
Solutions LLC regarding these issues.

QUESTION 11718.07: Did PG&E have a practice, procedure, policy or other PG&E document
in place that authorized the method of PG&E's late ticket counting that PG&E intends to revise
to reflect “updated historical late ticket numbers and any other information based upon those
numbers”? If so, please list all such practices, procedures, policies and PG&E documents, and
provide them.

RESPONSE 11718.07: PG&E policy did not authorize employees to take actions in the IrthNet
system that were designed to result in a ticket being classified in IrthNet as timely when it was
not actually completed within the time required by California Government Code Section 4216.
To the extent that any such activity occurred as a matter of practice, PG&E will provide the
results of the independent review currently being conducted by Guidepost Solutions LLC
regarding these issues.

11718 Page 4
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Reports showing details about each incident are available by clicking on any blue link in

the report below.

Pipeline Incidents By Cause
Date run: 6/5/2018

Portal - Data as of 6/4/2018
Data Source: US DOT Pipeline and Hazardous Materials Safety Administration

All Reported Incident Cause Breakdown: 20 Year Average (1998-2017)
System Type: (All Column Values) State: (All Column Values)

Reported Cause of Incident Cause SubType Number % Fatalities | Injuries Total Cost
Incident
ALL OTHER CAUSES MISCELLANEOUS 894 7.6% 48 194 | $426,570,390
UNKNOWN 228 1.9% 39 96| $128,429,013
UNSPECIFIED NATURAL OR 1 0.0% 0 0 $50,000
OUTSIDE FORCE DAMAGE
ALL OTHER CAUSES Total 1,123 9.6% 87 290 | $555,049,403
CORROSION EXTERNAL 788 6.7% 7 51| $545,212,307
INTERNAL 1,035 8.8% 13 4|  $409,720,144
UNSPECIFIED CORROSION 288 2.4% 1 11 $5,632,845
CORROSION Total 2,111 | 18.0% 21 66 | $960,565,296
EXCAVATION DAMAGE OPERATOR/CONTRACTOR 213 1.8% 2 38 $50,981,495
EXCAVATION DAMAGE
PREVIOUS DAMAGE DUE TO 37 0.3% 0 5 $44,349,814
EXCAVATION
THIRD PARTY EXCAVATION 1,432 | 12.2% 91 309 | $442,587,130
DAMAGE
UNSPECIFIED EXCAVATION 31 0.3% 1 0 $3,714,895
DAMAGE
EXCAVATION DAMAGE Total 1,713 | 14.6% 94 352 | $541,633,334
INCORRECT DAMAGE BY OPERATOR OR 34 0.3% 5 20 $12,755,297
OPERATION OPERATOR'S CONTRACTOR
INCORRECT EQUIPMENT 17 0.1% 0 1 $2,163,599
INCORRECT INSTALLATION 101 0.9% 0 2 $18,886,949
INCORRECT OPERATION 268 2.3% 12 68 $45,687,667
INCORRECT VALVE 117 1.0% 1 2 $15,021,541
POSITION
OTHER INCORRECT 168 1.4% 2 38| $101,764,316
OPERATION
OVERFILL/OVERFLOW OF 87 0.7% 0 0 $31,828,040
TANK/VESSEL/SUMP
PIPELINE/EQUIPMENT 46 0.4% 0 0 $17,112,189
OVERPRESSURED
UNSPECIFIED INCORRECT 185 1.6% 0 20 $1,364,832
OPERATION
INCORRECT OPERATION Total 1,023 8.7% 20 151 | $246,584,430
MATERIAL/WELD/EQUIP BODY OF PIPE 84 0.7% 3 22 $44,179,053
FAILURE BUTT WELD 74| 0.6% 0 2| $47,290,892
COMPRESSION FITTING 6 0.1% 0 $1,266,840
COMPRESSOR OR 23 0.2% 0 $10,564,562
COMPRESSOR-RELATED
EQUIPMENT
CONSTRUCTION, 201 1.7% 0 0| $109,079,709
INSTALLATION OR
FABRICATION-RELATED
DEFECTIVE OR LOOSE 79 0.7% 0 0 $13,740,013
TUBING/FITTING
ENVIRONMENTAL 62 0.5% 0 3| $1,013,128,130
CRACKING-RELATED
FAILURE OF EQUIPMENT 79 0.7% 1 0 $14,547,918
BODY

Barrels
Spilled

229,700
28,751
0

258,451
169,926
160,605
5,338
335,868
70,772

13,369
252,347
9,692

346,180
1,997

44
5,851
83,653
16,429

13,193
4,725
16,727
236

142,856
8,778
37,362
0

0

81,626

3,550
60,972

3,672

Net
Barrels
Lost

84,604
19,212
0

103,816
133,034
41,172
3,425
177,631
51,663

4,142

180,259

3,181

239,245
1,528

28
2,662
26,329
14,180

5,076

1,538

13,962

90

65,393
2,629
28,247

78,429

1,847

35,778

520
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Reported Cause of Incident Cause SubType
Incident
MATERIAL/WELD/EQUIP FILLET WELD
FAILURE FUSION JOINT

JOINT/FITTING/COMPONENT

MALFUNCTION OF
CONTROL/RELIEF
EQUIPMENT

MANUFACTURING-RELATED
MECHANICAL FITTING

NON-THREADED
CONNECTION FAILURE

OTHER EQUIPMENT
FAILURE

OTHER PIPE/WELD/JOINT
FAILURE

PIPE SEAM

PUMP OR PUMP-RELATED
EQUIPMENT

RUPTURED OR LEAKING
SEAL/PUMP PACKING

THREADED
CONNECTION/COUPLING
FAILURE

THREADS STRIPPED,
BROKEN PIPE COUPLING

UNSPECIFIED EQUIPMENT
FAILURE

UNSPECIFIED
MATERIAL/WELD FAILURE

UNSPECIFIED PIPE BODY
OR SEAM

UNSPECIFIED WELD
VALVE

MATERIAL/WELD/EQUIP FAILURE Total
NATURAL FORCE EARTH MOVEMENT
DAMAGE HEAVY RAINS/FLOODS
HIGH WINDS
LIGHTNING

OTHER NATURAL FORCE
DAMAGE

TEMPERATURE

UNSPECIFIED NATURAL
FORCE DAMAGE

NATURAL FORCE DAMAGE Total

OTHER OUTSIDE ELECTRICAL ARCING FROM
FORCE DAMAGE OTHER
EQUIPMENT/FACILITY

FIRE/EXPLOSION AS
PRIMARY CAUSE

FISHING OR MARITIME
ACTIVITY

INTENTIONAL DAMAGE

MARITIME EQUIPMENT OR
VESSEL ADRIFT

OTHER OUTSIDE FORCE
DAMAGE

PREVIOUS MECHANICAL
DAMAGE

UNSPECIFIED OUTSIDE
FORCE DAMAGE

Number

30
9
204
560

111
11
368

267

66
335

150

214

82

756

217

27

29

6
4,058
142
200
61

95

30

163
64

755

37

279

10

44

80

27

119

%

0.3%
0.1%
1.7%
4.8%

0.9%
0.1%
3.1%

2.3%

0.1%

0.6%
2.8%

1.3%

1.8%

0.7%

6.4%

1.8%

0.2%

0.2%
0.1%
34.5%
1.2%
1.7%
0.5%
0.8%
0.3%

1.4%
0.5%

6.4%

0.3%

2.4%

0.1%

0.4%
0.1%

0.7%

0.2%

1.0%

Fatalities

= N OO

o

22
10

R|ia|lR O

©

25

27

Injuries

h I OO

51

142
85

gl O

18

111
11

35

17

14

1

9

Total Cost

$21,857,776

$1,605,252
$67,767,912
$83,180,427

$762,314,646
$2,242,043
$71,237,477

$34,968,384

$928,499

$80,136,743
$15,905,725

$42,840,770

$25,163,502

$10,223,806

$4,783,264

$16,989,545

$68,446,328

$9,053,350
$1,563,846
$2,575,006,412
$307,879,536
$1,027,245,597
$402,156,311
$56,106,103
$28,210,809

$28,912,876
$11,001,976

$1,861,513,208

$75,128,859

$95,850,846

$16,847,993

$7,637,351
$17,442,913

$105,096,721

$24,656,301

$24,802,596

Barrels
Spilled

2,792
0
32,680
48,220

44,938
0
28,222

41,320
0

114,348
9,004

24,747

15,943

20,592
979
175

38,142

13,047
0
631,109
23,588
72,926
41,301
27,097
1,253

9,561
6,083

181,809
3,616
13,065
23,702

4,833
2,245

9,273
8,720

27,945

Net
Barrels
Lost

1,439
0
20,803
22,955

31,399
0
11,799

12,539

0

91,286
1,565

10,914

7,416

14,608

500

102

29,907

7,328

0
412,011
15,351
46,073
15,861
20,948
795

4,503
3,269

106,800

165

12,805

23,702

2,771
2,244

1,510

5,857

27,918
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Reported Cause of Incident Cause SubType Number % Fatalities | Injuries | Total Cost Barrels Net
Incident Spilled Barrels
Lost
OTHER OUTSIDE VEHICLE NOT ENGAGED IN 371 3.2% 27 96| $146,344,089 13,091 9,687
FORCE DAMAGE EXCAVATION
OTHER OUTSIDE FORCE DAMAGE Total 973 8.3% 64 183 | $513,807,669 106,490 86,659
Grand Total 11,756 | 100.0% 333| 1,295 $7,254,159,752 | 2,002,762 | 1,191,555

All Reported Incident Cause Breakdown 20 Year Average (1998-2017)
System Type: (All Column Values) State: (All Column Values)

8% 10%

35%

9%

18%

15%

M ALL OTHER CAUSES

Il CORROSION

B EXCAVATION DAMAGE

Il INCORRECT OPERATION

I MATERIAL/WELD/EQUIP FAILURE
B NATURAL FORCE DAMAGE

¥ OTHER OUTSIDE FORCE DAMAGE
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Chan, Wai-Yin

From: I

Sent: Thursday, November 02, 2017 8:11 AM

To: Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar;
Pendleton, Jonathan (Law); Richmond, Susie

Subject: RE: [Index 11333supp01] RE: SED Data Request - PG&E Damage Prevention Program

Attachments: Index 11333 Supp01_Confidentiality Declaration.pdf; Index 11333-03_2012-20171010
_RT Procedures_SUPP0O1 CONF.ZIP; Index 11333-03_List of RT Procedures
2012-20171010.xIsx; Index 11333-04_Late Ticket Attachment Sources.xlsx

Franky,

Please see below for the supplemental response to Index 11333.

PG&E is providing this response pursuant to Public Utilities Code 8583 because this response and/or the attached
documents contain information that should remain confidential and not be subject to public disclosure as it contains one or
more of the following: critical infrastructure information that is not normally provided to the general public, the
dissemination of which poses public safety risks (pursuant to the Critical Infrastructures Information Act of 2002, 6 U.S.C.
88131-134); sensitive personal information pertaining to PG&E employees; customer information; or commercially
sensitive/proprietary information. This information is highlighted yellow below and, if feasible, highlighted yellow or
outlined in red in the referenced attachments.

See attached declaration supporting confidential designation (“Index 11333 Supp01_Confidentiality Declaration.pdf”).

QUESTION 11333.03: Please provide PG&E’s standards and/or procedures (from year 2012 to present) on
renegotiating a new start time (“due date”) for a USA ticket with the requestor. In answering the following
questions, please refer to the applicable standards and/or procedures that show the answer. Please include
the applicable section numbers and page numbers. Please also identify each applicable standard, practice
and procedure that answers the question, including the date it was made effective.

a.

b.

From year 2012 to present, what are PG&E’s practices, standards and procedures for a locator to
renegotiate a new start time if the requestor cannot be reached by phone call?

From year 2012 to present, are there a minimum number of times that a locator is required to call
the requestor if previous attempts to reach the requestor failed? If there are a minimum number of
attempts that a locator needs to make, please provide PG&E’s standards and/or procedures that
contain this information.

From year 2012 to present, does PG&E track how many attempts a locator makes to reach the
requestor by phone call before the locator is allowed to renegotiate a new start time. If yes, please
provide this information.

From year 2012 to present, if a locator cannot reach the requestor by phone call with three attempts
or more, what is PG&E’s procedure for the locator? Is it acceptable to adjust the “due date” or close
the ticket without performing locate and mark after three call attempts according to PG&E’s
procedure? If yes, please provide PG&E'’s standards and/or procedures that contain this
information.

From year 2012 to present, did any PG&E standards, practices, and/or procedures say anything
related to the topic of phased tickets being used to avoid a ticket from showing up as late?

RESPONSE 11333.03:

a. At present (as of October 10, 2017), TD-5811P-102 Rev.2a and TD-5811P-105-JA01 Rev.1 provide
guidance for when a requestor cannot be reached (see pages 5 and 6, section 3 of TD-5811P-102
Rev.2a and page 6, section 13 of TD-5811P-105-JA01 Rev.1). If the requestor cannot be reached,
then the locator must immediately notify their supervisor and document details in the USA ticket. The
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internal practice of a supervisor would then be to assist the locator in contacting excavators who
requested a ticket and were difficult to reach. If the requestor could not be reached by the start time,
the ticket would be considered late. In addition to the aforementioned guidance, a section exists in
PG&E procedures on the topic of ‘no response from excavator’ when additional information is needed
before a locator could place marks (see page 6, section 12 of TD-5811P-105-JA01 Rev.1).

Note:

 TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
‘Index 11333-03_TD-5811P-102_Rev2a_CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

+ TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

b. PG&E procedures do not specify the minimum number of times a locator must call prior to renegotiating
a ticket; however, as indicated in Response 11333.03(a), if the requestor could not be reached by the
start time, the ticket would be considered late.

PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a new start
time and will provide this information as soon as possible.

c. Attempts to contact the requestor are tracked in IRTHnet. At present, each attempt is to be documented
in the ticket (see page 6, section 3 of TD-5811P-102 Rev.2a and page 6, section 12 of TD-5811P-105-
JAO1 Rev.1).

Note:

+ TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-102_ Rev2a_CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_ CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

e TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

+ PGA&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

d. See Response 11333.03(a).

e. At present, phased ticket responses are identified in TD-5811P-105 Rev.1a for when a job site was too
large to be completed by the start time (page 3 of TD-5811P-105 Rev.1a). In addition, TD-5811P-105-
JAO1 Rev.1 specifically states not to use a ‘respond to phased ticket’ response for a notification of a
new start time (page 8, section 17 of TD-5811P-105-JA01 Rev.1).

Note:
 TD-5811P-105 Rev.1a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105 Revla.pdf.”
+ TD-5811P-105-JA01 Rev. 1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”
» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

RESPONSE 11333.03 Supp01: See attachment “Index 11333-03_List of RT Procedures 2012-
20171010.xIsx” for a list of PG&E’s procedures related to renegotiated tickets 2012 — Present (as of October

2
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10, 2017), as well as their confidentiality designations. Unless otherwise noted, attachments referenced in the
spreadsheets can be found in attachment “Index 11333-03_2012-20171010_RT Procedures_SUPPO01
CONF.zip.” See the below bullet points for responses to the specific questions asked regarding renegotiated

ticket procedures.

a. Before December 31, 2012, PG&E guidance stated that tickets were to be prioritized and completed by
the due start time and date and that a later time may be mutually agreed upon. There was no language
included for when a requestor could not be reached. Refer to the below table for details regarding WP-
4412P-03 and TD-4412P-03, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Paae | Section
Bulletin Bulletin Title Date 9
Number
Marking and
Wp-4412p-03 | LOCAUNGPGEE | gpo509 | 1
Underground
Facilities
Marking and
TD-4412P-03 Locating PG&E
Rev.0 Underground 2012 3 3
Facilities

On April 11, 2012, TD-4412P-03-JA10 was published, which included the terminology of a “new start
time”. There was no language included for when a requestor could not be reached. Refer to the below
table for details regarding TD-4412P-03-JA10, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date 9
Number
Standard Respond
TEA‘:?)1I'\2’eP\-/OO3- Responses IRTH | 4/11/2012 | 3 | To Open
) Field Unit Ticket

From October 31, 2013 to present (as of October 10, 2017), TD-5811P-102 and TD-5811P-105-JA01
provide guidance for when a requestor cannot be reached. If the requestor cannot be reached, then
the locator must immediately notify their supervisor and document details in the USA ticket. The internal
practice of a supervisor would then be to assist the locator in contacting excavators who requested a
ticket and were difficult to reach. If the requestor could not be reached by the start time, the ticket
would be considered late. Refer to the below table for details regarding TD-5811P-102 and TD-5811P-

105-JA01, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date g
Number
TD-5811P-102 | Determining Scope 10/31/2013 | 5.6 6c
Rev.0 of Locate
TD-5811P-102 | Determining Scope 3/31/2014 5 6 6c
Rev.1 of Locate
TD-5811P-102 | Determining Scope | 10/30/2015 | 5,6 6C

3
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Rev.2 of Locate
TD-5811P-102 | Determining Scope
Rev.2A of Locate 10/30/2015 | 5,6 6C
Choosing the
TD-5811P-105- Correct
JAO1 Rev.0 Utilisphere ™ 10/31/2013 | 6 13
Response
Choosing the
TD-5811P-105- Correct
JAO1 Rev.1 Utilisphere ™ 10/30/2015 | 6 13
Response

In addition to the aforementioned guidance, a section exists in PG&E procedures on the topic of ‘no
response from excavator’ when additional information is needed before a locator could place
marks. Refer to the below table for details regarding TD-5811P-105-JA01, effective during this time

period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date
Number
Choosing the
TD-5811P-105- Correct
JAOT Rev.0 Utilisphere™ | 10/31/2013 | 6 12
Response
Choosing the
TD-5811P-105- Correct
JAOT Rev.1 Utilisphere™ | 10/30/2015 1 6 12
Response

PG&E procedures do not specify the minimum number of times a locator must call to attempt to
renegotiate a ticket; however, as indicated in part a, if the requestor could not be reached by the start
time, the ticket would be considered late.

Specific to when additional information was needed before a locator could place marks, in 2012, WP-
4412P-03-JA10 stated to “Contact excavator.” TD-4412P-03-JA10 published on April 11, 2012, stated
“several attempts” to contact an excavator must be made. Refer to the below table for details regarding
WP-4412P-03-JA10 and TD-4412P-03-JA10, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date 9
Number
No
Standard
WP-4412P-03- | pocoonses IRTH | 4/26/2010 | 3 | Response
JA10 Rev.0 ) . From
Field Unit
Excavator
No
Standard
TD-4412P-03- | oo oonses IRTH | 4/11/2012 | 2 | Response
JA10 Rev.0 ) . From
Field Unit
Excavator
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Starting in October 2013, PG&E’s guidance document stated that a locator was required to call
excavator a minimum of three times if more information was needed to complete the ticket. Refer to
the below table for details regarding TD-5811P-105-JA01, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date
Number
Choosing the
TD-5811P-105- Correct
JAOT Rev.0 Utilisphere™ | 10/31/2013 | 6 12
Response
Choosing the
TD-5811P-105- Correct
JAOT Rev.1 Utilisphere™ | 10/30/2015 1 6 12
Response

c. Attempts to contact the requestor are tracked in IRTHnet. In 2012, each attempt was to be
documented in the ticket. Refer to the below table for details regarding WP-4412P-03 and WP-4412P-
03-JA10, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date 9
Number
Marking and Review
WP-4412p-03 | LCCAlngPGEE 1 g5559 | 3 USA
Underground )
. Tickets
Facilities
No
Standard
WP-4412P-03- | pocponses IRTH | 4/26/2010 | 3 | Response
JA10 Rev.0 ) ) From
Field Unit
Excavator

From October 2013 to present, each attempt is to be documented in the ticket. Refer to the below table
for details regarding TD-5811P-102 and TD-5811P-105-JA01, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date g
Number
TD-5811P-102 | Determining Scope 10/31/2013 6 3
Rev.0 of Locate
TD-5811P-102 | Determining Scope 3/31/2014 6 3
Rev.1 of Locate
TD-5811P-102 | Determining Scope 10/30/2015 6 3
Rev.2 of Locate
TD-5811P-102 | Determining Scope
Rev.2A of Locate 10/30/2015 6 3
Choosing the
TD-5811P-105- Correct
JAOT Rev.0 Utilisphere™ | 10/31/2013 | 6 12
Response
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PG&E

Procedure/ PG&E Procedure/ | Publication Page | Section
Bulletin Bulletin Title Date
Number

Choosing the
TD-5811P-105- Correct
JAO1 Rev.1 Utilisphere™ 10/30/2015 6 12
Response

d. See response to part a.

e.

In 2010, WP-4412P-03-JA10 included language for phased tickets, identifying it as a response for an
ongoing job. TD-4412P-03-JA10 was then published on April 11, 2012 and included language for
phased tickets, which could only be used when locating a large excavation site that could only be
completed through a series of visits. Refer to the below table for details regarding WP-4412P-03-JA10
and TD-4412P-03-JA10, effective during this time period.

PG&E
Procedure/ PG&E Procedure/ | Publication Page Section
Bulletin Bulletin Title Date 9
Number
Standard Respond To
WJPA';‘SQS%?" Responses IRTH | 4/26/2010 | 1 Open
) Field Unit Ticket
Respond To
A Phased
Ticket
Standard
TD-4412P-03- | oo o oonses IRTH | 411172012 | 3 and
JA10 Rev.0 ) ) Respond To
Field Unit
A Complete
Phased
Ticket
Respond To
A Phased
Ticket
Standard
TD-4412P-03- | o coonses IRTH | 12/13/2012 | 3 and
JA10 Rev.1 ) ) Respond To
Field Unit
A Complete
Phased
Ticket

From 2013 to present, phased ticket responses were identified in TD-5811P-105 for when a job site
was too large to be completed by the start time. Additionally, TD-5811P-105-JA01 specifically states
not to use a ‘respond to phased ticket’ response for a notification of a new start time. Refer to the
below table for details regarding TD-5811P-105 and TD-5811P-105-JA01, effective during this time

period.

PG&E
Procedure/ PG&E Procedure/ | Publication Paae | Section
Bulletin Bulletin Title Date 9
Number
Choosing the
TD-5811P-105- Correct 10/312013 | 8 17
JAO1 Rev.0 o
Utilisphere ™

6

SED-00368



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Response
Choosing the
TD-5811P-105- Correct
JAOT Rev.1 Utilisphere™ | 10/30/2015 7
Response
TD-5811P-105 Responding to a
Rev.0 Ticket 10/31/2013 2
TD-5811P-105 Responding to a
Rev.1 Ticket 1073072015 2
TD-5811P-105 Respopdlng toa 10/30/2015 >
Rev.1a Ticket

QUESTION 11333.04: For the following items, please identify whether the data used in them comes from
IrthNet, PG&E’s Quality Management Team’s reports on late tickets, or some other data source. If it is another
source, please identify the data source.

Keys reports;

Index 9623-03_2014-June 2016 on time or late ticket count (spreadsheet title);

Locate and Mark SED Update, Dated August 4, 2017;

All other late ticket information provided in data responses to SED during 2016 and 2017 related to
locating and marking.

RESPONSE 11333.04: PGA&E is still collecting this information and will provide it as soon as possible.
RESPONSE 11333.04 Supp01:

a) Keys reports: generally, there are two instances where late ticket data has been presented in the Keys
Reports:
i. Late Ticket Statistics: PG&E is still gathering this information and will provide it as soon as
possible.
i. L&M Quality Management Findings: this data (sample USA tickets) was collected from an
export of tickets from IRTHnet for Quality Assessments.
b) Index 9623-03_2014-June 2016 on time or late ticket count (spreadsheet title):
i See row 3, column D in attachment “Index 11333-04_Late Ticket Attachment Sources.xlIsx.”
c) Locate and Mark SED Update, Dated August 4, 2017:
i.  The data (sample USA tickets) used in the QA/QC Late Ticket Review Results presented in the
Locate and Mark SED Update, dated August 4, 2017, was collected from IrthNet.
d) All other late ticket information provided in data responses to SED during 2016 and 2017 related to
locating and marking:
i.  Referto column D of attachment “Index 11333-04_Late Ticket Attachment Sources.xIsx” for a
list of sources for late ticket data PG&E has provided in response to Locate and Mark data
requests from the CPUC between 2016 and 2017 (as of October 26, 2017).

apow

Note, refer to part a of this response for source information pertaining to late ticket data
provided to the CPUC via Keys Reports. Keys Reports were provided in:

Response 10707.13 (delivered April 19, 2017)

Response 10707.13 Supp01 (delivered May 10, 2017)

Response 10707.13 Supp02 (delivered June 20, 2017)

Response 10707.13 Supp02 Rev01 (delivered June 26, 2017)

Response 10707.13 Supp03 (delivered June 27, 2017)

Thank you,
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From:

Sent: Thursday, October 19, 2017 8:40 AM

To: Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law);
Richmond, Susie

Subject: RE: [Index 11333] RE: SED Data Request - PG&E Damage Prevention Program

Franky,

Please see below for the response and attached accompanying documents for data request 11333.

PG&E is providing this response pursuant to Public Utilities Code 8583 because this response and/or the attached
documents contain information that should remain confidential and not be subject to public disclosure as it contains one or
more of the following: critical infrastructure information that is not normally provided to the general public, the
dissemination of which poses public safety risks (pursuant to the Critical Infrastructures Information Act of 2002, 6 U.S.C.
88131-134); sensitive personal information pertaining to PG&E employees; customer information; or commercially
sensitive/proprietary information. This information is highlighted yellow below and, if feasible, highlighted yellow or
outlined in red in the referenced attachments.

See attached declaration supporting confidential designation (“Index 11333_Confidentiality Declaration.pdf”).

QUESTION 11333.01: Under the “Action(s) to get back to green” column in a table in PG&E’s 2012 July Keys
To Success report (please see the attached Index 10707-13_2012-07_Keys To Success_ CONF - Page 109), it
states:

“We are restructuring the ‘notification of new start time’ process, which is still in development phases and has
not yet been implemented into the ticket management program. The change is initiated to improve the process
and integrity of the company. Currently, PG&E’s locators have the ability to call and notify a new start time for a
USA ticket with the excavator, which means the 48 hour clock for on-time performance on the USA ticket is
reset. However, this option has been utilized without safeguards built into the system to ensure proper
contact was made and a new start time was correctly established. We are currently working with IRTH
solutions to create a customization that will require the locators to collect certain information when utilizing this
option. This customization may result in added response time for tickets due to collecting additional
information. We plan to roll out and pilot the customization to better understand its effects before implementing
onto the entire system. This will help us better understand if it will disrupt the locators’ work flow. Based on the
results of the pilot, we also need to evaluate the impact on resources and determine if additional M&L
resources will be needed in order to avoid an increase in late tickets system wide. In addition, the Damage
Prevention process team will evaluate the need to track ‘negotiate new start time’ tickets as a subset of the on
time percentage to understand how often we are actually responding to USA tickets within the original 48 hour
window...” (Emphasis added.)

With this passage in mind, please answer the following:

a. Please provide SED a description of PG&E’s restructuring process of the “notification of new start
time” that is mentioned in the above quoted passage of the 2012 Keys To Success Report.

b. It was indicated that the option of call and notify a new start time to reset the 48 hour clock for on-
time performance on the USA ticket has been utilized without safeguards built into the system to
ensure proper contact was made.

i. Please provide SED the detail of this finding.

ii. Is this finding a result of PG&E identifying locators using this option without proper contact?

ii. Was PG&E management notified of this information? Who received this information?

iv. Since the above passage was written, please identify all steps that PG&E has taken to
“ensure proper contact was made”. In this answer, please include all “safeguards built into
the system”. Please be sure to identify which steps are “safeguards” and which are not.

v. Please identify each the date each step was taken in response to question 1, b, iv.
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c. It was indicated that a customization was made to require locators to collect certain information
when resetting the 48 hour clock for a USA ticket.

i. Please provide SED the detail of this customization. Please include the definition of a
customization as used in this context, as well as the documentation related to the
customization, and the customization itself, that PG&E created with IrthNet.

ii. Did PG&E evaluate the effectiveness of this customization to ensure locators were making
proper contact with excavators? If so, provide the documentation showing this evaluation.

iii. Did PG&E’s quality management/assurance/control discover any findings associated with
this customization? (i.e. improper use of this customization, not collecting the required
information, not documenting the information, not making proper contact with excavators,
etc) If so, provide all such findings.

iv. Who was responsible to oversee this process?

d. If this metric item “got back to green”,

i. What was PG&E’s basis?

ii. When did it occur?

ii. Who made the decision that the metric “got back to green”?

iv. Did PG&E continue to monitor its damage prevention program to ensure proper contact was
made by the locators when resetting the 48 hour clock of a USA ticket? If yes, please
describe PG&E’s monitoring process.

e. If this metric item did not get back to green:

i. Why not?

ii. What happened to this metric item?

ii. What criteria were not met that prevented “getting back to green”?

iv. What criteria were met that allowed “getting back to green”?

v. What efforts were taken to meet each criterion to “get back to green”?

vi. Please list all underlying criteria necessary for this metric to “get back to green”. If there are
no underlying criteria, please explain the method for determining if the metric “got back to
green’.

RESPONSE 11333.01:

a. Prior to restructuring renegotiated start time responses for USA tickets in late 2012, if a renegotiation of
a new start time took place, a locator processed the response per the training provided in attachment
“Index 11333-01a_Respond To Open Ticket -New Start Time_9-9-11.pdf.” In the first stages of Field
Unit (the interface used by locators to capture response data that was then uploaded to IRTHnet),
locators would “Respond to an Open Ticket,” capture the new start time, and provide detailed notes
regarding the conversation that took place with the excavator. During this time, the notes field was not
a required field in the system; however, a locator was required per their training to make contact with
the excavator before identifying a new start time.

In late 2012, PG&E restructured the process for renegotiated start time responses. A new response
type called “Notification of New Start Time” was created, and locators utilized the training outlined in
attachment “Index 11333-01a IRTH-FU-Android New Start Time - 10-22-12 CONF.pdf’ to complete a
response under this new response type. In addition, safeguards were added to ensure the locator
captured the information necessary for renegotiating a new start time (which includes the name and
number of the individual to whom the locator spoke and the method of contact used by the

locator). These safeguards wouldn’t allow the ticket to be closed unless this information was entered,
whereas the previous notes section in which this information was captured was free form and not a
required field. Note, voicemail was initially added as an option for method of contact; however, a new
training document was released two months later in December 2012 informing locators and supervisors
that this was not a valid option. It was not to be used and was pending removal by IRTHnet. See
attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 12-13-12_CONF.pdf” for the
updated training document.
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Note, attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 10-22-12 CONF.pdf” is
designated confidential because it contains customer-specific data on pages 12 and 17. This
information is outlined in red in the attachment.
Note, attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 12-13-12 CONF.pdf” is
designated confidential because it contains customer-specific data on pages 12, 13, 15, 24, and
29. This information is outlined in red in the attachment.

b. Inregards to the option to renegotiate a new start time for a USA ticket and reset the 48 hour clock for
on-time performance without safeguards:

See section 1 titled “Mark and Locate Timeliness” on pages 2 and 3 of attachment “Index
11333-01b_12-014 Rpt.pdf” for a report detailing this finding.

As indicated in attachment “Index 11333-01b_12-014 Rpt.pdf,” the finding was a result of
Internal Auditing (I1A) and Quality Management (QM) auditing the Gas Damage Prevention
program and noting a system glitch, which would halt the software’s time-clock features by
opening the record without performing the locate and mark work or documenting an agreement
with the excavator to postpone the locate and mark work, as well as receiving information from
Field Employees that tickets were several weeks behind schedule.

PG&E records indicate that the aforementioned report was sent to Jane Yura, Vice President —
Gas Standards and Policies, on February 10, 2012. PG&E is searching for additional instances
where management was identified and will provide them if additional instances are identified.
PG&E is still collecting this information and will provide it as soon as possible.

See below for the dates of actions taken by PG&E to ensure proper contact was made to
excavators.

Action Taken Date Completed

Creation of New Response Type “Notification of New Start Time”
which included:

New Response Type under which responses with negotiated | pecember 2012
start times are captured

Safeguards to ensure the capture of necessary information
for negotiated start times

PG&E is still collecting additional information and will provide it as N/A
soon as possible.

c. Regarding the IRTHnet customization requiring locators to collect certain information prior to
completing a “Notification of New Start Time” response:

See Response 11333.01(a) for details regarding the customization, as well as the
documentation for how this customization was implemented.

PG&E records indicate that the safeguard customization was tested prior to its implementation;
however, PG&E records do not indicate subsequent evaluations were conducted after the
implementation. See page 3 of attachment “Index 11333-01c_12 014 mark and locate
timeliness.pdf” for IA’s close out notes pertaining to issue.

PG&E is still collecting this information and will provide it as soon as possible.

The L&M Process Owner was responsible for overseeing the changes in IRTHnet. The L&M
Process Owner at the time of the customization was Chris McGowan; Katherine Mack took over
as Process Owner on January 14, 2013. The line of business supervision (i.e. locate and mark
supervisors) was responsible for implementing and monitoring the new IRTHnet process.

d. PG&E is still collecting this information and will provide it as soon as possible.

e. PG&E is still collecting this information and will provide it as soon as possible.
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QUESTION 11333.02: Under the “Description” column in the “Opportunities Linked to Short-term Initiatives”
table in PG&E’s 2013 January Keys To Success report (please see the attached Index 10707-13_2013-
01_Keys To Success_CONF - Page 40), it states:

“We will be eliminating the option of adjusting ticket ‘due date’ without agreement by the requestor”

a.

oo

g.
h.

Please provide SED the detail of this initiative. (How was it started, who started it, why was it
started, etc.)
Was adjusting ticket “due date” without agreement by the requestor an acceptable option (in
PG&E’s practices, standards or procedures) prior to this initiative?
Was PG&E management notified of this initiative? Who received this information?
Who was responsible to oversee this initiative?
Does this initiative have any relation to the metric item as mentioned in question 1 of this SED data
request?
It was indicated in the table that this initiative was completed,
vii. Please provide SED the detail of the action(s) taken by PG&E to complete this initiative.
viii. When did PG&E complete this initiative?

ix. Did PG&E evaluate the effectiveness of the action(s) taken by PG&E to eliminate the option
of adjusting ticket ‘due date’ without agreement by the requestor?

x. Did PG&E’s quality management/assurance/control discover any findings associated with
this initiative after it was completed? (i.e. ticket “due date” was adjusted without agreement
by the requestor)

xi. Did PG&E continue to monitor its damage prevention program to ensure that the option of
adjusting ticket “due date” without agreement by the requestor was eliminated? If yes,
please describe PG&E’s monitoring process.

Please identify the last PG&E standard and/or procedure that allowed for “the option of adjusting
ticket “due date” without agreement by the requestor”.
Please identify the first PG&E standard and/or procedure that eliminated “the option of adjusting
ticket “due date” without agreement by the requestor”.

RESPONSE 11333.02: PGA&E is still collecting this information and will provide it as soon as possible.

QUESTION 11333.03: Please provide PG&E’s standards and/or procedures (from year 2012 to present) on
renegotiating a new start time (“due date”) for a USA ticket with the requestor. In answering the following
questions, please refer to the applicable standards and/or procedures that show the answer. Please include
the applicable section numbers and page numbers. Please also identify each applicable standard, practice
and procedure that answers the question, including the date it was made effective.

a.

b.

From year 2012 to present, what are PG&E’s practices, standards and procedures for a locator to
renegotiate a new start time if the requestor cannot be reached by phone call?

From year 2012 to present, are there a minimum number of times that a locator is required to call
the requestor if previous attempts to reach the requestor failed? If there are a minimum number of
attempts that a locator needs to make, please provide PG&E’s standards and/or procedures that
contain this information.

From year 2012 to present, does PG&E track how many attempts a locator makes to reach the
requestor by phone call before the locator is allowed to renegotiate a new start time. If yes, please
provide this information.

From year 2012 to present, if a locator cannot reach the requestor by phone call with three attempts
or more, what is PG&E’s procedure for the locator? Is it acceptable to adjust the “due date” or close
the ticket without performing locate and mark after three call attempts according to PG&E’s
procedure? If yes, please provide PG&E’s standards and/or procedures that contain this
information.

11
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024
e. From year 2012 to present, did any PG&E standards, practices, and/or procedures say anything
related to the topic of phased tickets being used to avoid a ticket from showing up as late?

RESPONSE 11333.03:
a. At present (as of October 10, 2017), TD-5811P-102 Rev.2a and TD-5811P-105-JA01 Rev.1 provide

d.

e.

guidance for when a requestor cannot be reached (see pages 5 and 6, section 3 of TD-5811P-102
Rev.2a and page 6, section 13 of TD-5811P-105-JA01 Rev.1). If the requestor cannot be reached,
then the locator must immediately notify their supervisor and document details in the USA ticket. The
internal practice of a supervisor would then be to assist the locator in contacting excavators who
requested a ticket and were difficult to reach. If the requestor could not be reached by the start time,
the ticket would be considered late. In addition to the aforementioned guidance, a section exists in
PG&E procedures on the topic of ‘no response from excavator’ when additional information is needed
before a locator could place marks (see page 6, section 12 of TD-5811P-105-JA01 Rev.1).

Note:

 TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-102_Rev2a_CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

+ TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

PG&E procedures do not specify the minimum number of times a locator must call prior to renegotiating
a ticket; however, as indicated in Response 11333.03(a), if the requestor could not be reached by the
start time, the ticket would be considered late.

PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a new start
time and will provide this information as soon as possible.

Attempts to contact the requestor are tracked in IRTHnet. At present, each attempt is to be documented
in the ticket (see page 6, section 3 of TD-5811P-102 Rev.2a and page 6, section 12 of TD-5811P-105-
JAO1 Rev.1).

Note:

+ TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-102_Rev2a_CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

e TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

+ PGA&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

See Response 11333.03(a).

At present, phased ticket responses are identified in TD-5811P-105 Rev.1a for when a job site was too
large to be completed by the start time (page 3 of TD-5811P-105 Rev.1a). In addition, TD-5811P-105-
JAO1 Rev.1 specifically states not to use a ‘respond to phased ticket’ response for a notification of a
new start time (page 8, section 17 of TD-5811P-105-JA01 Rev.1).

Note:
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024
 TD-5811P-105 Rev.1a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105_Revla.pdf.”
 TD-5811P-105-JA01 Rev. 1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”
» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

QUESTION 11333.04: For the following items, please identify whether the data used in them comes from
IrthNet, PG&E’s Quality Management Team’s reports on late tickets, or some other data source. If it is another
source, please identify the data source.

a. Keys reports;

b. Index 9623-03_2014-June 2016 on time or late ticket count (spreadsheet title);

c. Locate and Mark SED Update, Dated August 4, 2017;

d. All other late ticket information provided in data responses to SED during 2016 and 2017 related to

locating and marking.

RESPONSE 11333.04: PGA&E is still collecting this information and will provide it as soon as possible.

Thank you,

From:
Sent: Tuesday, October 03, 2017 11:49 AM

To: Richmond, Susie; Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law)
Subject: [Index 11333] RE: SED Data Request - PG&E Damage Prevention Program

Franky,

For your reference, we’ve logged the request under Index 11333.

Thank you,

Office
Cell:

From: Richmond, Susie

Sent: Tuesday, October 03, 2017 11:19 AM

To: Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law); -

Subject: RE: SED Data Request - PG&E Damage Prevention Program

Franky,
Mike is currently out on leave, we will forward this on for processing.

13
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024
Thank you,
Susie Richmond | Manager, Gas Ops Compliance & Risk

Pacific Gas and Electric Company
925-328-5776 office | 328-5776 internal | 925-786-0267 cell | susie.richmond@pge.com

From: Chan, Wai-Yin [mailto:Wai-Yin.Chan@cpuc.ca.gov]

Sent: Tuesday, October 03, 2017 11:03 AM

To: Bradley, Mike

Cc: Bruno, Kenneth; Lee, Dennis M.; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law); || | | ENNEER
Richmond, Susie

Subject: SED Data Request - PG&E Damage Prevention Program

**kxxXCAUTION: This email was sent from an EXTERNAL source. Think before clicking links or opening
attachments. *****
Dear Mike,

The Safety and Enforcement Division (SED) of the California Public Utilities Commission is submitting a data request on
PG&E’s Damage Prevention Program, which is attached with this email.

Please provide a response by COB 10/18/2017.
Sincerely,

Wai-Yin (Franky) Chan

Sr. Utilities Engineer

Gas Safety & Reliability Branch
Safety & Enforcement Division
California Public Utilities Commission
wai-yin.chan@cpuc.ca.gov

Office (415) 703-2482

Cell (415) 471-4306

Fax (415) 703-2625

14
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TD-4412P-03-JA10
Pullicaaon Date: 04/11/2012, Rev: 0

Standard Responses IRTH Field Unit

PPE: Tools: Guidance Document References:
e NA * NA * NA

Level of Use:

Q Information
¥ Reference
Qd Continuous

salioe4 punoiblapun 399d Buneso pue Bupen

Response Description Notes Actions Standard Comments
FACILITY Facilities marked. » Check one or more Elec OH
MARKED types of facility: GT, Flags
GD, ET, ED, Fiber. Hand Dig only
Joint trench
» Close the ticket. Offsets
Paint Flags
Stakes
Whiskers
NO CONFLICT | No Conflict. No PG&E facilities in | « Notify other PG&E Cleared from office
conflict with facility owners. Notify other PGE
excavation. » Ensure positive Painted “No PGE”
If other PG&E contact is made. Direct contact with
facilities e DO NOT paint “NO excavator
exist, notify the PGE” unless all Message left for
correct PG&E facilities are excavator
locator or supervisor. located by one Date:
locator. Time:
» Close the ticket. Contact Name:
BAD TICKET Bad ticket info, Bad ticket * Document the Address does not exist
INFO - resubmit ticket through | information conversation with Wrong Address
RESUBMIT USA. (e.g., wrong excavator. Wrong Directions
address). » Close the ticket. Direct contact with
excavator
Message left for
excavator
Date:
Time:
Contact Name:
DUPLICATE Identical ticket sent to » Document the correct | Responsible Office:
TICKET two offices (e.qg., office responsible. Superseded by Follow-Up
PGESJO, PGEMIL) or » Close the ticket. ticket.
superseded by follow-
up ticket. e NOT to be used to
close Follow Up
Tickets.

© 2012 Pacific Gas and Electric Company. All rights reserved. fi?i




Standard Responses IRTH Field Unit

TD-4412P-03-JA10
Pullicaaon Date: 04/11/2012, Rev: 0

Response Description Notes Actions Standard Comments
EXCAVATED Was excavated before If excavation is Exc. before marked
BEFORE being marked by complete, close the Job stopped
MARKED PG&E. ticket. Direct contact with
Complete form SHC | excavator
104 — Observed Message left for
Hazard for follow-up | excavator
by SH&C. Date:
Stop the job. Time:
Locate and mark Contact Name:
remaining facilities in | SHC 104 Submitted Date:
delineated area if
excavation is in
process.
Use the Facility
Marked response.
Fill in the form SHC
104 —Observed
Hazard for follow-up
by SH&C.
EXPIRED Ticket is older than 28 Verify the ticket has Expired Ticket
TICKET days and is no longer been extended and Expired Ticket - Excavator
active. close the expired needs to open an
ticket. If the Extension Ticket in order
excavation is to have a "valid" USA
continuing without an | ticket during excavation.
extended or renewal | This ticket is no longer
ticket, notify the valid
excavator their the
ticket is expired and
to submit an
extension.
Close the ticket.
NO No delineation at Document the Area not delineated
DELINEATION | excavation site. conversation with Direct contact with
Excavator to resubmit excavator. excavator
ticket through USA. Close the ticket. Message left for
excavator
Date:
Time:
Contact Name:
NO REMARK Used when the Close the ticket. Excavator states “No
REQUIRED excavator does not Remarks”
require remarks. No re-marks req'd -
These are often auto- closed this ticket.
closed by the system. No pictures req'd.
NO RESPONSE | Excavator did not Contact excavator. CGI - Dog
FROM respond to positive Document contact. CGI - Locked gate
EXCAVATOR contact after several Close the ticket. Message left for
attempts to contact. excavator
Date:
Time:
Contact Name:
SHC 104 Submitted Date:

© 2012 Pacific Gas and Electric Company. All rights reserved.
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TD-4412P-03-JA10
Pullicaaon Date: 04/11/2012, Rev: 0

Standard Responses IRTH Field Unit

Response Description Notes Actions Standard Comments gi
PG&E Used when it is Document how it was | ¢ Close the ticket No re-marks or pictures N
RESPONSE NOT | determined that PG&E | determined PG&E by PG&E are required. :'33
REQUIRED services are not services were not S
required at the required. Ticket Re-marks reqst'd are for %

excavation site. Often | details or another Utility. No ‘-'i,

used for extension communication with pictures req'd. @

tickets and follow-up excavator. 2

tickets. g

Q

RE-ASSIGNED | Ticket routed to e Leave ticket open Reassigned to %
TICKET incorrect office of (uncheck completed | responsible office: T
responsibility. box). 2

* Re-assignto o

responsible office.
RESPOND TO A | Used to leave a ticket | List work that was » Leave the ticket open | Contact Name:

PHASED TICKET | open when locatinga | completed and (uncheck completed | Placed Flags
large excavation site date/time planned to box). Unable to take/attach
which can only be return to the site to pictures. Reason:
completed through a continue locating. Placed Offsets
series of visits. Painted Facilities
Marked with stakes
Placed Whiskers
RESPOND TO A | Used as the final » Close the ticket. Contact Name:
COMPLETE response to a series of Placed Flags
PHASED TICKET | previous phased Unable to take/attach
tickets in order to close pictures. Reason:
the ticket. Placed Offsets

Painted Facilities
Marked with stakes

Placed Whiskers
RESPOND TO | Often used when the Document: name, ¢ Document new start Changed start date and
OPEN locator has contacted | notes, new date, time date and time in the time
TICKET the excavator and of excavation. “New Start Time” box. | Assistance needed from
negotiated a new start e Document the name | excavator
time. Do not use if the of the person spoken | Date:
ticket is complete and with. Time:
is also not a proper » Keep the ticket open | Contact Name:
response for a phased (uncheck completed
ticket. box).

© 2012 Pacific Gas and Electric Company. All rights reserved.




TD-4412P-03-JA10

Pullicaaon Date: 04/11/2012, Rev: 0

Standard Responses IRTH Field Unit

SITE Field Meet within 10 Legal requirement for Field Meet required Un-locatable facilities:
VISIT/FIELD feet of critical facility. Field Meet if digging for non-locatable Map Correction Form
MEET Field Meet requested | within 10 feet of a facilities. Submitted
by excavator. Un- critical facility. Map Correction Form | Date:
locatable facilities. submitted for Excavation within 10 feet
non-locatable of critical facility Field
facilities. Meet requested
Field Meet required Unscheduled Site Visit
for excavations with Direct contact with
10 feet of a critical excavator
facility. Message left for
Document contact excavator
with excavator, date, | Field meet
time and name. Date:
Field meet Time:
Contact Name:
CANCELLED Cancelled ticket. Close the ticket. Canceled Ticket
TICKET Close the original Ticket was later canceled

ticket.

No pictures req'd.

© 2012 Pacific Gas and Electric Company. All rights reserved.
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TD-4412P-03-JA10
Pullicaagon Date: 22/13/2012, Rev: 1

Standard Responses IRTH Field Unit

PPE: 'll\'lvogbsolete Guidance Document References:

» Utility Procedure TD-4412P-03,
“Marking and Locating PG&E
Underground Facilities.”

NA

Level of Use:

Q Information
M Reference
O Continuous

sanijioe4 punoibiapun 399d Buneso pue Bupen

Response Description Notes Actions Standard Comments
FACILITY Facilities marked. e Check one or more Elec OH
MARKED type of facility: GT, Flags
GD, ET, ED, Fiber. Hand Dig only
Joint trench
» Close the ticket. Offsets
Paint Flags
Stakes
Whiskers
Marked by OTHER PG&E
crew
NO CONFLICT | No Conflict. No PG&E facilities in | « Notify other PG&E Cleared from office
conflict with facility owners. Notify other PGE
excavation. » Ensure positive Painted “No PGE”
If other PG&E contact is made. Direct contact with
facilities e DO NOT paint “NO excavator
exist, notify the PGE” unless all Message left for
correct PG&E facilities are excavator
locator or supervisor. located by one Date:
locator. Time:
» Close the ticket. Contact Name:
BAD TICKET Bad ticket info, Bad ticket * Document the Address does not exist
INFO - resubmit ticket through | information conversation with Wrong Address
RESUBMIT USA. (e.g. wrong address). excavator. Wrong Directions
» Close the ticket. Direct contact with
excavator
Message left for
excavator
Date:
Time:
Contact Name:
DUPLICATE Identical ticket sent to » Document the correct | Responsible Office:
TICKET two offices (e.g. office responsible. Superseded by Follow-Up
PGESJO, PGEMIL), or » Close the ticket. ticket.
superseded by follow-
up ticket. e NOT to be used to
close Follow Up
Tickets

© 2012 Pacific Gas and Electric Company. All rights reserved. fz?i




TD-4412-03JA-10

Pullicaagon Date: 22/13/2012, Rev: 1

Standard Responses IRTH Field Unit

Dbseolete

Response Description Actions Standard Comments
EXCAVATED Was excavated before If excavation Exc. before marked
BEFORE being marked by complete, close the Job stopped
MARKED PG&E. ticket. Direct contact with
Complete form SHC | excavator
104 — Observed Message left for
Hazard for follow-up | excavator
by SH&C. Date:
Stop the job. Time:
Locate and mark Contact Name:
remaining facilities in | SHC 104 Submitted Date:
delineated area if
excavation in
process.
Use the Facility
Marked response.
Fill in the form SHC
104 —Observed
Hazard for follow-up
by SH&C.
EXPIRED Ticket is older than 28 Verify the ticket has Expired Ticket
TICKET days and is no longer been extended and Expired Ticket - Excavator
active. close the expired needs to open an
ticket. If the Extension Ticket in order
excavation is to have a "valid" USA
continuing without an | ticket during excavation.
extended or renewal | This ticket is no longer
ticket, notify the valid
excavator their ticket
is expired and to
submit an extension.
Close the ticket
NO No delineation at Document the Area not delineated
DELINEATION | excavation site. conversation with Direct contact with
Excavator to resubmit excavator. excavator
ticket through USA. Close the ticket. Message left for
excavator
Date:
Time:
Contact Name:
NO REMARK Used when the Close the ticket. Excavator states “No
REQUIRED excavator does not Remarks”

require remarks.
These are often auto-
closed by the system.

No re-marks req'd -
closed this ticket.
No pictures req'd.

NO RESPONSE
FROM
EXCAVATOR

Excavator did not
respond to positive
contact after several
attempts to contact
them.

Contact excavator.
Document contact.
Close the ticket.

CGI - Dog

CGI — Locked gate
Message left for
excavator

Date:

Time:

Contact Name:

SHC 104 Submitted Date:

© 2012 Pacific Gas and Electric Company. All rights reserved.
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TD-4412-03JA10
Pullicaagon Date: 22/13/2012, Rev: 1

Standard Responses IRTH Field Unit

DbSQtlEete Actions Standard Comments

Response Description §
PG&E Used when it has been | Document how it was | ¢« Close the ticket No re-marks or pictures S
RESPONSE NOT | determined that PG&E | determined PG&E by PG&E are required. '?5
REQUIRED services are not services were not S
required at the required. Ticket Re-marks requested are %

excavation site. Often | details or for another Utility. No <

used for extension communication with pictures required. Q

tickets and follow-up excavator. Q

tickets %

«Q

RE-ASSIGNED | Ticket routed to » Leave ticket open Reassigned to §
TICKET incorrect office of (uncheck completed | responsible office: 5
responsibility. box). 2

« Re-assign to g

responsible office.
Leave the ticket open | Contact Name:

RESPOND TO A | Used to leave a ticket | List work that was

PHASED TICKET | open when locating a | completed and (uncheck completed | Placed Flags
large excavation site date/time you plan to box). Unable to take/attach
which can only be return to the site to pictures. Reason:
completed through a continue locating. Placed Offsets
series of visits. Painted Facilities

Marked with stakes
Placed Whiskers

RESPOND TO A | Used as the final * Close the ticket Contact Name:
COMPLETE response to a series of Placed Flags
PHASED TICKET | previous phased Unable to take/attach
tickets in order to close pictures. Reason:
the ticket. Placed Offsets

Painted Facilities
Marked with stakes
Placed Whiskers

NOTIFICATION | Only used when the Reason for new start

Document new start | Changed start date and

OF NEW START | locator has contacted | time. (Ex: weather, date and time in the time
TIME the excavator and equipment “New Start Time” box | Assistance needed from

notified him/her of a malfunction, » Document the name | excavator
new start time. This emergency ticket, of who you spoke
should not be used if | etc.) with
the ticket is complete * Document the phone
and is also not a number of who you
proper response for a spoke with
phased ticket. » Document type of

communication

» Keep the ticket open
(uncheck completed
box).

© 2012 Pacific Gas and Electric Company. All rights reserved. gz?i




Pullicaagon Date: 22/13/2012, Rev: 1

Standard Responses IRTH Field Unit

TD-4412P-03-JA10

Response Description )bs @I@te Actions Standard Comments
SITE Field Meet within 10 Legal requirement for | ¢ Field meet required Un-locatable facilities:
VISIT/FIELD feet of critical facility. Field Meet if digging for un-locatable Map Correction Form
MEET Field Meet requested | within 10 feet of a facilities. Submitted
by excavator. Un- critical facility. e Map Correction Form | Date:
locatable facilities. submitted for un- Excavation within 10 feet
locatable facilities. of critical facility Field
 Field meet required Meet requested
for excavations with Unscheduled Site Visit
10 feet of a critical Direct contact with
facility. excavator
« Document contact Message left for
with excavator, date, | excavator
time and name. Field meet
Date:
Field meet Time:
Contact Name:
LOCATED hy Used when the ticket List PM# of crew job | » Close the ticket No Pictures
PG&E CREW | was located by the Located by:
PG&E crew who is
also the excavator.
CANCELLED Cancelled ticket.  Close the ticket. Canceled Ticket
TICKET ¢ Close the original Ticket was later canceled

ticket.

No pictures required.

© 2012 Pacific Gas and Electric Company. All rights reserved.
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TD-5811P-105, Rev. 0

®
Responding to a Ticket

Procedure

Summary

This procedure provides step-by-step instructions for responding to
and closing a USA ticket request.

Target Audience

Locate and mark personnel.

i)
&
@ Before You Start

o Read the Safety section of this handbook.

o Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.

e Complete the steps presented in Procedure TD-5811P-104,
“Proper Markings.”

E Table of Contents

Section Page
Taking Pictures of Work Area ..........ccccevveeiiiiciiiiiee e 2
Entering Information into Ticket Respond Screen ....................... 3
Contacting EXcavator ... 7
Performing End-of-Job Walkthrough..........c.ccccoiiii, 7
Documenting Abnormal Operating Condition (AOC)................... 8
Correcting Mapping Errors ..o 8
Completing a Corrective Work FOrmM........cccoeoviieiiiniieieinieeeee, 8
Issuing a Record of Warning to the Excavator..............ccccccee..... 9

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014

10f9

SED-00388



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Damage Prevention Handbook
Responding to a Ticket TD-5811P-105, Rev. 0

> Taking Pictures of Work Area

Figure 1. Examples of Good Work Area
Photos

includes the
following:

Reference points: fence,
utility pole, tree, bushes
Entire delineation
Facilities owner

2 in. plastic.

Gas main painted using
appropriate color

Marking starts 2 ft outside
of premarked work area

includes
the following:

= Reference points include
permanent water structures,
parking sign, tree, and
building.
Facilities owner

2 in. plastic gas main 5 ft
back from edge of asphalt.

Flags were used for lawn
area and paint for asphalt.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook

Responding to a Ticket TD-5811P-105, Rev. 0

1.

Take pictures of work area when it contains no delineations AND no
locate and mark was performed.

When taking pictures of your markings, be sure to include:

e Reference points such as street signs, address, permanent
landscaping, etc.

e Beginning and end of delineated work area
e ALL markings, flags, whiskers, paint, and offsets
e Close up photos to include necessary details

e Distance photos to include scope of excavation

Attach all picture(s) to the USA ticket.

See Figure 1, “Examples of Good Work Area Photos.”

Entering Information into Ticket Respond Screen

1.

Select an appropriate task for the Response field. This is the work
completed in response to this USA ticket. See Figure 2, “USA Ticket
Respond Screen.”

Select your name in the Locator field.

Visually ensure that the Locate Time field is accurate. Information in
this field auto generates when you select a response for the ticket.
This time stamp also marks the ticket’'s complete time.

Select Yes or No in the Complete Job field.

e Yes means ticket is completely located and marked.

e No means job is ongoing and there is more work to be
completed (e.g. phased or new start time tickets).

IF a new start time is required,

THEN change the Response field to Notification of New Start Time
to activate the New Start Time field.

A. Enter a new start time. A new start time is established by
negotiating with the excavator. Include:

= Name of person with whom the new start time was
negotiated.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.

Publication Date: March 2014
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Damage Prevention Handbook
Responding to a Ticket TD-5811P-105, Rev. 0

= Method of contact used to negotiate.

= Contact phone number of the person with whom the new
start time was negotiated.

Tickels (3) Map

Cancel

Ticket ID: 123456 Registration: PGESAC (USAN) Facility Type: Ticket Folder:
Address 123 Main St

1 10

Locator Notes

2

Response

5/28/2013 10:57 AM (3
Units of Work Complete Job Attachment

12

o 4

Area Premarked? Un-Locatable?
. Il No 13 ves 14
. Heavy Equipment?

o (s

Facility Types

PM# 16
6 GT GD ET ED FIBER
Time Arrived Weather Surface
5/28/2013 10:57 AM 7 dry asphalt .
Line Number MP Method Used
Conductive .
Gas Footage . Electrical Footage Conductive
Valve
Critical Facility Standby?
Yes No
YES No
Method

Any Other Means?

19

6. Enter PM number into the PM # field if work is for Pacific Gas and
Electric Company (PG&E).

7. Enter the time you arrived at the job location into the Time Arrived
field.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Damage Prevention Handbook
Responding to a Ticket TD-5811P-105, Rev. 0

8. Enter estimate length of gas footage and electric footage (in ft).

9. Select Yes or No for the Critical Facility and Standby fields.

e Yes for critical facility means a field meet is required.

e Yes for standby means both field meet AND standby are
required.

10. Select a Standard Comment. These are comments generated for
the response selected in Step 1.

11. Enter Notes detailing work performed, all conversations with
excavators, and information directly related to locate at job site.

Marked gas main; marked gas service; marked electrical
secondary; from address 100 North Street to 600 North Street.
Had field meet with John Doe 555-123-4567 at excavation site,
agreed to phase ticket. Staying ahead of crew.

Marked gas main; marked gas service; marked branch service.
Standby required. Spoke with John Doe at excavation site and
notified him of the standby requirements. John Doe 555-123-4567.

Renegotiated new start time with excavator John Doe 555-123-
4567. Need access to address 100 North St. to complete locate.
Locked gate.

12. Attach pictures of work area using the Attachment field.

13. Select Yes or No for the Area Premarked field.

e Yes means area was delineated properly. Proceed with locate.

e No means no delineations found. Do the following:
1) DO NOT perform locate.

2) Notify excavator to submit another ticket when delineations
are present.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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3) Change the Response field to No Delineation.
4) Select Yes for Complete Job field.
5) Save ticket.

14. Select Yes or No for Un-Locatable.

e Yes means you have exhausted all locating methods and
troubleshooting options up to requiring a PG&E crew to expose
facility.

e No is the default option. It indicates that you were able to locate
facility.

15. Select Yes or No for Heavy Equipment.
e Yes means heavy equipment is used directly over PG&E
underground facility.

¢ No means no heavy equipment is used directly over PG&E
underground facility.

16. Select all facilities located in work area in the Facility Types field.

17. Select a surface type from the Surface field. When working on multiple
surfaces, select the surface option where the majority of the work is being
performed.

18. Select Conductive or Inductive from the Method Used field.

e Conductive means directly connect to facility to be located.

e Inductive means inducing signal onto facility to be located.

19. Enter information or notes into the Add’l Message to Excavator
field. This is a form of communication to the excavator regarding
details of the ticket.

20. Select Save to save all updated information.

21. Select Sync to send information to Utilisphere™ database. Sync
sends response information to the excavator and updates new
tickets into database ticket folder.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Contacting Excavator

1. Contact the excavator to discuss if you encounter any of the
following:
e Access or safety issues at work area.
e Field meet or standby is needed.
¢ Difficult to locate service or main.
e When hand digging is required.

o \When measurements from maps are used to locate and mark
facilities.

2. NEVER communicate depth of facility with excavator.

3. Document all communications with excavator in the USA ticket.

Performing End-of-Job Walkthrough

CAUTION!

NEVER leave a job incomplete
without communicating with
excavator. This could lead
excavator to assume that locating
and marking are completed and
begin excavation.

1. Before leaving work area:

A. Look at map to verify that previous facility count of gas and
electric facilities was marked.

B. Ensure that any inaccurate marks are covered in black paint.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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C. Make sure no hazards are left behind:

= Close all open facilities (boxes, etc.).
= Close gates
= Secure PG&E locks.

Documenting Abnormal Operating Condition (AOC)
1. IF you discovered an AOC while responding to a USA ticket request,

THEN submit a Corrective Work Form.

Correcting Mapping Errors
1. Contact Mapping to discuss all mapping discrepancies.

2. Complete a Map Correction Form.

Completing a Corrective Work Form

1. Complete a Corrective Work Form to address situations such as
but not limited to the following:
e Address AOC’s.
e Request an electrolysis testing station (ETS) to be installed.

e Request main or service to be lowered due to shallow depth
(less than 12 in. deep).

e Repair decals on markers.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Issuing a Record of Warning to the Excavator

1. When you observe unsafe work practices being performed by a third
party working around or near overhead and/or underground gas,
electric, or fiber facilities, issue a Record of Warning to the
excavator. See

END OF PROCEDURE

Critical Facility is any gas transmission facility with
pressure above 60 psig and any electric facility operating at
or above 60 kilovolt (kV).

The following facilities may also be critical facilities:

o Facilities identified as critical by the local operating
area.

o Facilities which, if damaged, are likely to result in
difficulty controlling the gas flow due to their size,
material properties, operating pressure, or location, as
well as the personnel and equipment available.

o Electric distribution facilities which, if damaged, are
likely to result in outages of long duration or outages to
critical customers.

Conductive Locate is the method of locate in which
instruments are directly connected to the facility being
located.

Inductive Locate is the method of locate in which
instruments induce a signal onto the facility being located.

TD-5811P-104, “Proper Marking”

TD-5811P-105-JA02, “Submitting a Map Correction Form”

TD-5811P-105-JA03, “Corrective Work Form”

TD-5811P-301-JA02, “Issuing a Record of Warning”

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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See Utility Bulletin
TD-5811B-003 TD-5811P-105, Rev. 1

Responding to a Ticket

®

Procedure

Summary

This procedure provides step-by-step instructions for responding to
and closing a USA ticket request.

Target Audience

(G

Locate and mark personnel.

Before You Start

¢ Read the Safety section of this handbook.

¢ Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.

e Complete the steps presented in Procedure TD-5811P-104,
“Proper Markings.”

o

@ Table of Contents

Section Page
Taking Pictures of WOrk Area ..........cccoeviieeiier i 2
Entering Information into Ticket Respond Screen....................... 3
Contacting EXCavator...........coooeeiiiiiiiiiiiiece e 7
Performing End-of-Job Walkthrough..............ccoooiiiiiiiiiiiine, 7
Documenting Abnormal Operating Condition (AOC)................... 8
Correcting Mapping EITOrs........cooocciiiiiiiieee e 8
Completing a Corrective Work Form...........ccccocvveeeveeiiiiiieeeeeee, 8
Issuing a Notice of Unsafe Excavation to the Excavator............. 8
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N
( ) Taking Pictures of Work Area

Figure 1. Examples of Good Work Area includes the
Photos following:

Reference points: fence,
utility pole, tree, bushes
Entire delineation
Facilities owner

2 in. plastic.

Gas main painted using
appropriate color

Marking starts 2 ft outside
of premarked work area

includes
the following:

= Reference points include
permanent water structures,
parking sign, tree, and
building.

Facilities owner

2 in. plastic gas main 5 ft
back from edge of asphalt.

Flags were used for lawn
area and paint for asphalt.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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1.

Take pictures of work area when it contains no delineations AND no
locate and mark was performed.

When taking pictures of your markings, be sure to include:

e Reference points such as street signs, address, permanent
landscaping, etc.

e Beginning and end of delineated work area
e ALL markings, flags, whiskers, paint, and offsets
e Close up photos to include necessary details

e Distance photos to include scope of excavation
Attach all picture(s) to the USA ticket.

See

Entering Information into Ticket Respond Screen

1.

Select an appropriate task for the Response field. This is the work
completed in response to this USA ticket. See

2. Select your name in the Locator field.

3. Visually ensure that the Locate Time field is accurate. Information in
this field auto generates when you select a response for the ticket.
This time stamp also marks the ticket’'s complete time.

4. Select Yes or No in the Complete Job field.

e Yes means ticket is completely located and marked.
e No means job is ongoing and there is more work to be
completed (e.g. phased or new start time tickets).

5. IF a new start time is required,

THEN change the Response field to Notification of New Start Time
to activate the New Start Time field.
A. Enter a new start time. A new start time is established by
negotiating with the excavator. Include:
= Name of person with whom the new start time was
negotiated.
PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
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= Method of contact used to negotiate.

= Contact phone number of the person with whom the new
start time was negotiated.

Tickets (3) Map

Cancel

Ticket ID: 123456 Registration: PGESAC (USAN) Facility Type: Ticket Folder:
Address 123 Main St

Response

1 10
Locator Notes
2
11
5/28/2013 10:57 AM 3
Units of Work Complete Job Attachment
YES No 4 1 2

. Area Premarked? Un-Locatable?
S No 13 - “ 14

Heavy Equipment?

= 15

Facility Types

PMi# 1 6
6 GT GD Eil} ED FIBER
Time Arrived Weather Surface
5/28/2013 10:57 AM 7 dry asphalt .
Line Number MP Method Used
Conductive .
Gas Footage . Electrical Footage Conductive
Valve
Critical Facility Standby?
Yes No
YES No
Method

Any Other Means?

- I

19

6. Enter PM number into the PM # field if work is for Pacific Gas and
Electric Company (PG&E).

7. Enter the time you arrived at the job location into the Time Arrived

field.
PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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8. Enter estimate length of gas footage and electric footage (in ft).

9. Select Yes or No for the Critical Facility and Standby fields.

e Yes for critical facility means a field meet is required.

e Yes for standby means both field meet AND standby are
required.

10. Select a Standard Comment. These are comments generated for
the response selected in Step 1.

11. Enter Notes detailing work performed, all conversations with
excavators, and information directly related to locate at job site.

Marked gas main; marked gas service; marked electrical
secondary; from address 100 North Street to 600 North Street.
Had field meet with John Doe 555-123-4567 at excavation site,
agreed to phase ticket. Staying ahead of crew.

Marked gas main; marked gas service; marked branch service.
Standby required. Spoke with John Doe at excavation site and
notified him of the standby requirements. John Doe 555-123-4567.

Renegotiated new start time with excavator John Doe 555-123-
4567. Need access to address 100 North St. to complete locate.
Locked gate.

12. Attach pictures of work area using the Attachment field.

13. Select Yes or No for the Area Premarked field.

e Yes means area was delineated properly. Proceed with locate.

e No means no delineations found. Do the following:
1) DO NOT perform locate.

2) Notify excavator to submit another ticket when delineations
are present.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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3) Change the Response field to No Delineation.
4) Select Yes for Complete Job field.
5) Save ticket.

14. Select Yes or No for Un-Locatable.

e Yes means you have exhausted all locating methods and
troubleshooting options up to requiring a PG&E crew to expose
facility.

e No is the default option. It indicates that you were able to locate
facility.

15. Select Yes or No for Heavy Equipment.
e Yes means heavy equipment is used directly over PG&E
underground facility.

e No means no heavy equipment is used directly over PG&E
underground facility.

16. Select all facilities located in work area in the Facility Types field.

17. Select a surface type from the Surface field. When working on multiple
surfaces, select the surface option where the majority of the work is being
performed.

18. Select Conductive or Inductive from the Method Used field.

e Conductive means directly connect to facility to be located.

e Inductive means inducing signal onto facility to be located.

19. Enter information or notes into the Add’l Message to Excavator
field. This is a form of communication to the excavator regarding
details of the ticket.

20. Select Save to save all updated information.

21. Select Sync to send information to Utilisphere™ database. Sync
sends response information to the excavator and updates new
tickets into database ticket folder.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Contacting Excavator

1. Contact the excavator to discuss if you encounter any of the
following:

Access or safety issues at work area.
Field meet or standby is needed.
Difficult to locate service or main.
When hand digging is required.

When measurements from maps are used to locate and mark
facilities.

2. NEVER communicate depth of facility with excavator.

3. Document all communications with excavator in the USA ticket.

Performing End-of-Job Walkthrough

CAUTION!

NEVER leave a job incomplete
without communicating with
excavator. This could lead
excavator to assume that locating
and marking are completed and
begin excavation.

1. Before leaving work area:

A

Look at map to verify that previous facility count of gas and
electric facilities was marked.

Ensure that any inaccurate marks are covered in black paint.
Make sure no hazards are left behind:

= Close all open facilities (boxes, etc.).
= Close gates
= Secure PG&E locks.

PG&E Internal

©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Documenting Abnormal Operating Condition (AOC)
1. IF you discovered an AOC while responding to a USA ticket request,

THEN submit a Corrective Work Form.

For instructions to submit the form, see

Correcting Mapping Errors
1. Contact Mapping to discuss all mapping discrepancies.
2. Complete a Map Correction Form.

For instruction to submit the form, see

Completing a Corrective Work Form

1. Complete a Corrective Work Form to address situations such as
but not limited to the following:

e Address AOC’s.
e Request an electrolysis testing station (ETS) to be installed.

e Request main or service to be lowered due to shallow depth
(less than 12 in. deep).

e Repair decals on markers.

For instruction to submit the form, see

Issuing a Notice of Unsafe Excavation to the Excavator

1. When you observe unsafe work practices being performed by a third
party working around or near overhead and/or underground gas,
electric, or fiber facilities, issue a Notice of Unsafe Excavation to
the excavator (

). See

END OF PROCEDURE

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Critical Facility is any gas transmission facility with

pressure above 60 psig and any electric facility operating at
or above 60 kilovolt (kV).

The following facilities may also be critical facilities:

o Facilities identified as critical by the local operating
area.

e Facilities which, if damaged, are likely to result in
difficulty controlling the gas flow due to their size,
material properties, operating pressure, or location, as
well as the personnel and equipment available.

e Electric distribution facilities which, if damaged, are
likely to result in outages of long duration or outages to
critical customers.

Conductive Locate is the method of locate in which
instruments are directly connected to the facility being
located.

Inductive Locate is the method of locate in which
instruments induce a signal onto the facility being located.

TD-5811P-104, “Proper Marking”

TD-5811P-105-JA02, “Submitting a Map Correction Form”

TD-5811P-105-JA03, “Corrective Work Form”
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Chan, Wai-Yin

From: I

Sent: Thursday, October 19, 2017 8:40 AM

To: Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar;
Pendleton, Jonathan (Law); Richmond, Susie

Subject: RE: [Index 11333] RE: SED Data Request - PG&E Damage Prevention Program

Attachments: Index 11333_Confidentiality Declaration.pdf; Index 11333_Attachments_CONF.zip

Franky,

Please see below for the response and attached accompanying documents for data request 11333.

PG&E is providing this response pursuant to Public Utilities Code 8583 because this response and/or the attached
documents contain information that should remain confidential and not be subject to public disclosure as it contains one or
more of the following: critical infrastructure information that is not normally provided to the general public, the
dissemination of which poses public safety risks (pursuant to the Critical Infrastructures Information Act of 2002, 6 U.S.C.
§8131-134); sensitive personal information pertaining to PG&E employees; customer information; or commercially
sensitive/proprietary information. This information is highlighted yellow below and, if feasible, highlighted yellow or
outlined in red in the referenced attachments.

See attached declaration supporting confidential designation (“Index 11333_Confidentiality Declaration.pdf”).

QUESTION 11333.01: Under the “Action(s) to get back to green” column in a table in PG&E’s 2012 July Keys
To Success report (please see the attached Index 10707-13_2012-07_Keys To Success_CONF - Page 109), it
states:

“We are restructuring the ‘notification of new start time’ process, which is still in development phases and has
not yet been implemented into the ticket management program. The change is initiated to improve the process
and integrity of the company. Currently, PG&E’s locators have the ability to call and notify a new start time for a
USA ticket with the excavator, which means the 48 hour clock for on-time performance on the USA ticket is
reset. However, this option has been utilized without safeguards built into the system to ensure proper
contact was made and a new start time was correctly established. We are currently working with IRTH
solutions to create a customization that will require the locators to collect certain information when utilizing this
option. This customization may result in added response time for tickets due to collecting additional
information. We plan to roll out and pilot the customization to better understand its effects before implementing
onto the entire system. This will help us better understand if it will disrupt the locators’ work flow. Based on the
results of the pilot, we also need to evaluate the impact on resources and determine if additional M&L
resources will be needed in order to avoid an increase in late tickets system wide. In addition, the Damage
Prevention process team will evaluate the need to track ‘negotiate new start time’ tickets as a subset of the on
time percentage to understand how often we are actually responding to USA tickets within the original 48 hour
window...” (Emphasis added.)

With this passage in mind, please answer the following:

a. Please provide SED a description of PG&E’s restructuring process of the “notification of new start
time” that is mentioned in the above quoted passage of the 2012 Keys To Success Report.

b. It was indicated that the option of call and notify a new start time to reset the 48 hour clock for on-
time performance on the USA ticket has been utilized without safeguards built into the system to
ensure proper contact was made.

i. Please provide SED the detail of this finding.
ii. Is this finding a result of PG&E identifying locators using this option without proper contact?
iii. Was PG&E management notified of this information? Who received this information?

1
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iv. Since the above passage was written, please identify all steps that PG&E has taken to
“ensure proper contact was made”. In this answer, please include all “safeguards built into
the system”. Please be sure to identify which steps are “safeguards” and which are not.

v. Please identify each the date each step was taken in response to question 1, b, iv.

c. It was indicated that a customization was made to require locators to collect certain information
when resetting the 48 hour clock for a USA ticket.

i. Please provide SED the detail of this customization. Please include the definition of a
customization as used in this context, as well as the documentation related to the
customization, and the customization itself, that PG&E created with IrthNet.

ii. Did PG&E evaluate the effectiveness of this customization to ensure locators were making
proper contact with excavators? If so, provide the documentation showing this evaluation.

ii. Did PG&E’s quality management/assurance/control discover any findings associated with
this customization? (i.e. improper use of this customization, not collecting the required
information, not documenting the information, not making proper contact with excavators,
etc) If so, provide all such findings.

iv. Who was responsible to oversee this process?

d. If this metric item “got back to green”,

i. What was PG&E’s basis?

i. When did it occur?

ii. Who made the decision that the metric “got back to green”?

iv. Did PG&E continue to monitor its damage prevention program to ensure proper contact was
made by the locators when resetting the 48 hour clock of a USA ticket? If yes, please
describe PG&E’s monitoring process.

e. If this metric item did not get back to green:

i. Why not?

ii. What happened to this metric item?

ii. What criteria were not met that prevented “getting back to green”?

iv. What criteria were met that allowed “getting back to green”?

v. What efforts were taken to meet each criterion to “get back to green”?

vi. Please list all underlying criteria necessary for this metric to “get back to green”. If there are
no underlying criteria, please explain the method for determining if the metric “got back to
green’.

RESPONSE 11333.01:

a. Prior to restructuring renegotiated start time responses for USA tickets in late 2012, if a renegotiation of
a new start time took place, a locator processed the response per the training provided in attachment
“Index 11333-01a_Respond To Open Ticket -New Start Time_9-9-11.pdf.” In the first stages of Field
Unit (the interface used by locators to capture response data that was then uploaded to IRTHnet),
locators would “Respond to an Open Ticket,” capture the new start time, and provide detailed notes
regarding the conversation that took place with the excavator. During this time, the notes field was not
a required field in the system; however, a locator was required per their training to make contact with
the excavator before identifying a new start time.

In late 2012, PG&E restructured the process for renegotiated start time responses. A new response
type called “Notification of New Start Time” was created, and locators utilized the training outlined in
attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 10-22-12_CONF.pdf’ to complete a
response under this new response type. In addition, safeguards were added to ensure the locator
captured the information necessary for renegotiating a new start time (which includes the name and
number of the individual to whom the locator spoke and the method of contact used by the

locator). These safeguards wouldn’t allow the ticket to be closed unless this information was entered,
whereas the previous notes section in which this information was captured was free form and not a
required field. Note, voicemail was initially added as an option for method of contact; however, a new
training document was released two months later in December 2012 informing locators and supervisors
that this was not a valid option. It was not to be used and was pending removal by IRTHnet. See
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attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 12-13-12_CONF.pdf’ for the
updated training document.

Note, attachment “Index 11333-01a_IRTH-FU-Android New Start Time - 10-22-12_CONF.pdf”is
designated confidential because it contains customer-specific data on pages 12 and 17. This
information is outlined in red in the attachment.

Note, attachment “/Index 11333-01a_IRTH-FU-Android New Start Time - 12-13-12_CONF.pdf”is
designated confidential because it contains customer-specific data on pages 12, 13, 15, 24, and
29. This information is outlined in red in the attachment.

In regards to the option to renegotiate a new start time for a USA ticket and reset the 48 hour clock for

on-time performance without safeguards:

See section 1 titled “Mark and Locate Timeliness” on pages 2 and 3 of attachment “/ndex
11333-01b_12-014 Rpt.pdf’ for a report detailing this finding.

As indicated in attachment “/Index 11333-01b_12-014 Rpt.pdf,” the finding was a result of
Internal Auditing (IA) and Quality Management (QM) auditing the Gas Damage Prevention
program and noting a system glitch, which would halt the software’s time-clock features by
opening the record without performing the locate and mark work or documenting an agreement
with the excavator to postpone the locate and mark work, as well as receiving information from
Field Employees that tickets were several weeks behind schedule.

PG&E records indicate that the aforementioned report was sent to Jane Yura, Vice President —
Gas Standards and Policies, on February 10, 2012. PG&E is searching for additional instances
where management was identified and will provide them if additional instances are identified.
PGA&E is still collecting this information and will provide it as soon as possible.

See below for the dates of actions taken by PG&E to ensure proper contact was made to
excavators.

Action Taken Date Completed

Creation of New Response Type “Notification of New Start Time”
which included:
e New Response Type under which responses with negotiated | pecember 2012

e Safeguards to ensure the capture of necessary information

start times are captured

for negotiated start times

PG&E is still collecting additional information and will provide it as N/A
soon as possible.

Regarding the IRTHnet customization requiring locators to collect certain information prior to

completing a “Notification of New Start Time” response:

See Response 11333.01(a) for details regarding the customization, as well as the
documentation for how this customization was implemented.

PGA&E records indicate that the safeguard customization was tested prior to its implementation;
however, PG&E records do not indicate subsequent evaluations were conducted after the
implementation. See page 3 of attachment “/ndex 11333-01c_12 014 mark and locate
timeliness.pdf’ for IA’s close out notes pertaining to issue.

PGA&E is still collecting this information and will provide it as soon as possible.

The L&M Process Owner was responsible for overseeing the changes in IRTHnet. The L&M
Process Owner at the time of the customization was Chris McGowan; Katherine Mack took over
as Process Owner on January 14, 2013. The line of business supervision (i.e. locate and mark
supervisors) was responsible for implementing and monitoring the new IRTHnet process.

d. PG&E is still collecting this information and will provide it as soon as possible.

3
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e. PGA&E is still collecting this information and will provide it as soon as possible.

QUESTION 11333.02: Under the “Description” column in the “Opportunities Linked to Short-term Initiatives”
table in PG&E’s 2013 January Keys To Success report (please see the attached Index 10707-13_2013-
01_Keys To Success_CONF - Page 40), it states:

“We will be eliminating the option of adjusting ticket ‘due date’ without agreement by the requestor”

a.

oo

Please provide SED the detail of this initiative. (How was it started, who started it, why was it
started, etc.)
Was adjusting ticket “due date” without agreement by the requestor an acceptable option (in
PG&E’s practices, standards or procedures) prior to this initiative?
Was PG&E management notified of this initiative? Who received this information?
Who was responsible to oversee this initiative?
Does this initiative have any relation to the metric item as mentioned in question 1 of this SED data
request?
It was indicated in the table that this initiative was completed,
vii. Please provide SED the detail of the action(s) taken by PG&E to complete this initiative.
viii. When did PG&E complete this initiative?

ix. Did PG&E evaluate the effectiveness of the action(s) taken by PG&E to eliminate the option
of adjusting ticket ‘due date’ without agreement by the requestor?

x. Did PG&E’s quality management/assurance/control discover any findings associated with
this initiative after it was completed? (i.e. ticket “due date” was adjusted without agreement
by the requestor)

xi. Did PG&E continue to monitor its damage prevention program to ensure that the option of
adjusting ticket “due date” without agreement by the requestor was eliminated? If yes,
please describe PG&E’s monitoring process.

Please identify the last PG&E standard and/or procedure that allowed for “the option of adjusting
ticket “due date” without agreement by the requestor”.
Please identify the first PG&E standard and/or procedure that eliminated “the option of adjusting
ticket “due date” without agreement by the requestor”.

RESPONSE 11333.02: PGA&E is still collecting this information and will provide it as soon as possible.

QUESTION 11333.03: Please provide PG&E’s standards and/or procedures (from year 2012 to present) on
renegotiating a new start time (“due date”) for a USA ticket with the requestor. In answering the following
questions, please refer to the applicable standards and/or procedures that show the answer. Please include
the applicable section numbers and page numbers. Please also identify each applicable standard, practice
and procedure that answers the question, including the date it was made effective.

a.

b.

From year 2012 to present, what are PG&E’s practices, standards and procedures for a locator to
renegotiate a new start time if the requestor cannot be reached by phone call?

From year 2012 to present, are there a minimum number of times that a locator is required to call
the requestor if previous attempts to reach the requestor failed? If there are a minimum number of
attempts that a locator needs to make, please provide PG&E’s standards and/or procedures that
contain this information.

From year 2012 to present, does PG&E track how many attempts a locator makes to reach the
requestor by phone call before the locator is allowed to renegotiate a new start time. If yes, please
provide this information.

From year 2012 to present, if a locator cannot reach the requestor by phone call with three attempts
or more, what is PG&E’s procedure for the locator? Is it acceptable to adjust the “due date” or close
the ticket without performing locate and mark after three call attempts according to PG&E’s
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procedure? If yes, please provide PG&E'’s standards and/or procedures that contain this
information.
e. From year 2012 to present, did any PG&E standards, practices, and/or procedures say anything
related to the topic of phased tickets being used to avoid a ticket from showing up as late?

RESPONSE 11333.03:
a. At present (as of October 10, 2017), TD-5811P-102 Rev.2a and TD-5811P-105-JA01 Rev.1 provide

d.

e.

guidance for when a requestor cannot be reached (see pages 5 and 6, section 3 of TD-5811P-102
Rev.2a and page 6, section 13 of TD-5811P-105-JA01 Rev.1). If the requestor cannot be reached,
then the locator must immediately notify their supervisor and document details in the USA ticket. The
internal practice of a supervisor would then be to assist the locator in contacting excavators who
requested a ticket and were difficult to reach. If the requestor could not be reached by the start time,
the ticket would be considered late. In addition to the aforementioned guidance, a section exists in
PG&E procedures on the topic of ‘no response from excavator’ when additional information is needed
before a locator could place marks (see page 6, section 12 of TD-5811P-105-JA01 Rev.1).

Note:

+ TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-102_ Rev2a_ CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

e TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

PG&E procedures do not specify the minimum number of times a locator must call prior to renegotiating
a ticket; however, as indicated in Response 11333.03(a), if the requestor could not be reached by the
start time, the ticket would be considered late.

PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a new start
time and will provide this information as soon as possible.

Attempts to contact the requestor are tracked in IRTHnet. At present, each attempt is to be documented
in the ticket (see page 6, section 3 of TD-5811P-102 Rev.2a and page 6, section 12 of TD-5811P-105-
JAO1 Rev.1).

Note:

+ TD-5811P-102 Rev.2a was published in October 2015 and is being provided in attachment
“Index 11333-03 TD-5811P-102_Rev2a_CONF.pdf.” Attachment “Index 11333-03_TD-5811P-
102_Rev2a_ CONF.pdf” is designated confidential because it contains customer-specific data on
pages 2 and 7, and critical energy infrastructure on page 7. This information is outlined in red in
the attachment.

+ TD-5811P-105-JA01 Rev.1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

+ PGA&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

See Response 11333.03(a).
At present, phased ticket responses are identified in TD-5811P-105 Rev.1a for when a job site was too
large to be completed by the start time (page 3 of TD-5811P-105 Rev.1a). In addition, TD-5811P-105-

JAO1 Rev.1 specifically states not to use a ‘respond to phased ticket’ response for a notification of a
new start time (page 8, section 17 of TD-5811P-105-JA01 Rev.1).

SED-00412



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024
Note:

 TD-5811P-105 Rev.1a was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105_Revla.pdf.”

e TD-5811P-105-JA01 Rev. 1 was published in October 2015 and is being provided in attachment
“Index 11333-03_TD-5811P-105-JA01_Revl.pdf.”

» PG&E is still compiling the historic practices, standards, and/or procedures on renegotiating a
new start time and will provide this information as soon as possible.

QUESTION 11333.04: For the following items, please identify whether the data used in them comes from
IrthNet, PG&E’s Quality Management Team'’s reports on late tickets, or some other data source. If it is another
source, please identify the data source.

a. Keys reports;

b. Index 9623-03 2014-June 2016 on time or late ticket count (spreadsheet title);

c. Locate and Mark SED Update, Dated August 4, 2017;

d. All other late ticket information provided in data responses to SED during 2016 and 2017 related to

locating and marking.

RESPONSE 11333.04: PGA&E is still collecting this information and will provide it as soon as possible.

Thank you,

Office:

From:
Sent: Tuesday, October 03, 2017 11:49 AM

To: Richmond, Susie; Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law)
Subject: [Index 11333] RE: SED Data Request - PG&E Damage Prevention Program

Franky,
For your reference, we’ve logged the request under Index 11333.

Thank you,

Office:

From: Richmond, Susie

Sent: Tuesday, October 03, 2017 11:19 AM

To: Chan, Wai-Yin

Cc: Bruno, Kenneth; Lee, Dennis M.; Bradley, Mike; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law); -

Subject: RE: SED Data Request - PG&E Damage Prevention Program

Franky,
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Mike is currently out on leave, we will forward this on for processing.

Thank you,

Susie Richmond | Manager, Gas Ops Compliance & Risk
Pacific Gas and Electric Company
925-328-5776 office | 328-5776 internal | 925-786-0267 cell | susie.richmond@pge.com

From: Chan, Wai-Yin [mailto:Wai-Yin.Chan@cpuc.ca.gov]

Sent: Tuesday, October 03, 2017 11:03 AM

To: Bradley, Mike

Cc: Bruno, Kenneth; Lee, Dennis M.; Gruen, Darryl; Khatri, Sikandar; Pendleton, Jonathan (Law); || | | | N REEER
Richmond, Susie

Subject: SED Data Request - PG&E Damage Prevention Program

**kx*XCAUTION: This email was sent from an EXTERNAL source. Think before clicking links or opening
attachments. *****
Dear Mike,

The Safety and Enforcement Division (SED) of the California Public Utilities Commission is submitting a data request on
PG&E’s Damage Prevention Program, which is attached with this email.

Please provide a response by COB 10/18/2017.

Sincerely,

Wai-Yin (Franky) Chan

Sr. Utilities Engineer

Gas Safety & Reliability Branch
Safety & Enforcement Division
California Public Utilities Commission
wai-yin.chan@cpuc.ca.gov

Office (415) 703-2482

Cell (415) 471-4306

Fax (415) 703-2625
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ATTACHMENT 25
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TD-5811P-105-JA01, Rev. 0

®Choosing the Correct

Utilisphere™ Response

Job Aid

Purpose

Choosing the correct Utilisphere™ response has a direct impact on
public safety and damage prevention. It helps you generate the
appropriate communication with the excavator and accurately record
your work for each specific USA ticket. The Utilisphere™ database
stores this information as the official record for each ticket.

Most responses have standard comments already created. Use these
standard comments whenever possible.

Facility Marked

Locate and mark is completed in one visit.

Marked gas service (branch service) and
electric service. Placed flags in lawn.

Excavator excavated area before start date.
Stopped job on 07/22 at 10:00am. Completed
a “Record of Warning” form and provided a
copy to foreman, John Doe, and explained the
hazards. Marked remaining excavation area
(gas main and services).

1. Check one or more facility types (e.g., GT,
GD, ET, ED, fiber).

2. IF you use this response for an area that was
excavated before marking,

THEN document details of excavation and
conversations with excavator into the Notes
section.

3. Take pictures of all markings.

4. Close ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

No Conflict

After clearing PG&E facilities from the vicinity of
excavation area or from office.

No PG&E facilities near delineations. Closed
from office, contacted excavator to notify of no
conflict.

PG&E gas and electric distribution are only
facilities cleared at this time. Entire excavation
area not cleared until you receive a response
from PG&E electric.

1. IF you are at excavation site,

THEN do the following:

A. Paint “NO PGE” in delineations using the
appropriate color for the facility identified
as clear.

B. Take pictures of markings.

2. Contact excavator to inform of no conflict if
you are closing ticket WITHOUT a site visit.

3. Notify excavator if any PG&E facilities still
need to be located by another department
(i.e., Gas Transmission, Electric
Transmission).

4. |F unable to make contact with excavator,
THEN use Addl Notes to Excavator option in

the response screen to notify of other
departments not yet identified as cleared.

5. Close ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014

20of 8

SED-00417



CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

Bad Ticket Info = Resubmit

A ticket contains incorrect information (wrong
address, wrong directions, etc.).

Address does not exist. Contacted excavator
and left message to re-submit ticket with
accurate information.

No PM # provided. Resubmit ticket with PM #.

1. Document details of inaccurate information.
2. Document conversation with excavator.
3. Close ticket.

Cancelled Ticket

Excavator cancels a ticket.

Ticket cancelled by excavator.

1. Search your folder for all tickets that have the
same ticket number.

2. Close tickets.

Duplicate Ticket

Identical tickets exist in your folder, or a ticket was
placed in your folder by mistake.

Ticket submitted to wrong area. Informed
supervisor.
Ticket is duplicate. Close one copy.

1. IF aticket is placed in your folder by mistake,

THEN do the following:

A. Inform supervisor to have ticket
reassigned.
B. Leave ticket open.
2. Close the duplicate ticket(s) if you can confirm
that you have multiple copies of the same
ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

Excavated Before Marked

Excavator began excavation before PG&E marks.

Excavator started to excavate area before | could
locate and mark. Stopped job at 10:00am.
Completed a “Record of Warning” form and
provided a copy to excavator. Spoke with foreman,
John Doe, and explained the hazards.

1. IF excavation is still in progress,

THEN do the following:
a. IMMEDIATELY stop excavation.

b. Complete a Record of Warning
form. See Job Aid TD-5811P-301-
JAO2, “Issuing a Record of
Warning.”
2. Close ticket if excavation IS completed.
3. IF excavation is NOT completed or facilities
still need to be located,
THEN do the following:
A. Proceed to locate and mark.

B. Use the response Facility Marked
(include notes regarding excavation
before marked).

Expired Ticket

Ticket is expired (older than 28 days) and has not
been extended or renewed.

Ticket is expired. Made direct contact with
excavator to notify about extend or renew if job is
still active.

1. Inform excavator to submit a renewal or
extension ticket.

2. Close ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

Located by PG&E Crew

PG&E’s crew locates and excavates.

Located by PG&E crew (John Doe, LanID).
PM#1234567. (PM# is needed only if you have
spent 15 minutes or longer on ticket.)

1. Document PM#, name, and LanID of person
who located facilities.

2. Close ticket.

No Delineation

No delineations at excavation site.

Site has no signs of delineation. Contacted the
foreman, John Doe (555-367-5309), and informed
him to delineate area and re-submit ticket.

1. Document conversation with excavator.
2. Close ticket.

No Remark Required
Ticket indicates no remark required.

Excavator indicates on ticket that no remarks are
required.

Close ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook

Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

No Response from Excavator

Excavator has not responded to 3 requests for help
OR information needed to complete ticket.

Left message on 06/29/13 at 2:03pm for John
Doe (555-367-5309) requested access to locked
gate and more information to complete ticket
request.

Left message on 06/30/13 at 8:30am for John
Doe (555-367-5309). Same request as first
attempt.

Left message on 06/30/13 at 1:00pm for John
Doe (555-367-5309). Same request as first
attempt.

Attempt to contact excavator at least 3 times.

Document date, time, and details of each
attempt.

3. Close ticket.

Notification of New Start Time

After direct contact was made with excavator and a
new start date and time have been mutually agreed
upon.

Spoke with John Doe (555-367-5309) and
discussed a new start date and time due to rain in
the area.

Document the following:
= New start date and time.
= Name and phone number of person you
contacted.

= Method of contact (phone conversation or
field meet. Voice message is NOT
acceptable).

2. Leave ticket open.

PG&E Internal

©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

PG&E Response Not Required

After confirming that PG&E services are NOT
required for a ticket request.

Spoke with John Doe (555-367-5309) and was
informed that ticket request is for telecom and
cable.

Excavator comments on ticket state: “Re-mark
Yes, Telecom.”

1. Document the following:

= Conversation with excavator (if
applicable).

= How you determined that PG&E services
were not needed.

2. Close ticket.

Re-assigned Ticket

For supervisor to use when re-assigning a ticket to
a different folder.

Moved ticket to PGEO1 folder to even-out work
flow.

1. Document reason for re-assignment.
2. Leave ticket open.

Completing a Phased Ticket

To log the final response of a phased ticket when
job is completed.

Completed locate and mark of the ticket request.

1. Check one or more facility types (e.g., GT, GD,
ET, ED, fiber).

2. Take pictures of ALL markings.

3. Close ticket.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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Damage Prevention Handbook
Choosing the Correct Utilisphere™ Response TD-5811P-105-JA01, Rev. 0

Respond to a Phased Ticket

Phasing a ticket for large excavations that cannot
be completed within the 2 working day time limit.

DO NOT use for a notification of new start time.

Spoke with John Doe (555-367-5309). Discussed
plan to phase ticket to stay ahead of excavation.
Located west side of Main St. between 1st and 2nd
St. on 10/22. Will return 10/23 at 10:00am to locate
the west side of Main St. between 2nd and 3rd St.

1. Check one or more facility types (e.g., GT, GD,
ET, ED, fiber).

2. Document all discussions with excavator,
including the agreed phase plans.

3. Take pictures of daily markings.
Leave ticket open until job is completed.

5. Use Respond to a Completed Phased Ticket
to close ticket.

»

Site Visit/Field Meet

Field Meet or Site Visit is held to discuss concerns
or excavation scope with excavator.

DO NOT use if you locate and mark facilities during
visit.

Met with John Doe and discussed concerns
regarding excavation 8 ft from a PG&E critical
facility. Explained a standby will be required if they
come within 5 ft.

1. Document all discussions with excavator and
the agreed phase plans.

2. Take pictures of areas of concern.

3. Leave ticket open.

PG&E Internal ©2013, ©2014 Pacific Gas and Electric Company. All rights reserved.
Publication Date: March 2014
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TD-5811P-105-JA01, Rev. 1

Choosing the Correct

Utilisphere™ Response

Job Aid

Purpose

Choosing the correct Utilisphere™ response has a direct impact on
public safety and damage prevention. It helps you generate the
appropriate communication with the excavator and accurately record
your work for each specific USA ticket. The Utilisphere™ database
stores this information as the official record for each ticket.

Most responses have standard comments already created. Use these
standard comments whenever possible.

Facility Marked

Locate and mark is completed in one visit.

Marked gas service (branch service) and
electric service. Placed flags in lawn.

Excavator excavated area before start date.
Stopped job on 07/22 at 10:00am. Completed
a “Notice of unsafe excavation” form and
provided a copy to foreman, John Doe, and
explained the hazards. Marked remaining
excavation area (gas main and services).

1. Check one or more facility types (e.g., GT,
GD, ET, ED, fiber).

2. |IF you use this response for an area that was
excavated before marking,

THEN document details of excavation and
conversations with excavator into the Notes
section.

3. Take pictures of all markings.

4. Close ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Choosing the Correct Locate and Mark Handbook
Utilisphere™ Response TD-5811P-105-JA01, Rev. 1
No Conflict

After clearing PG&E facilities from the vicinity of
excavation area or from office.

No PG&E facilities near delineations. Closed
from office, contacted excavator to notify of no
conflict.

PG&E gas and electric distribution are only
facilities cleared at this time. Entire excavation
area not cleared until you receive a response
from PG&E electric.

1. IF you are at excavation site,

THEN do the following:

A. Paint “NO PGE” in delineations using the
appropriate color for the facility identified
as clear.

B. Take pictures of markings.
2. Contact excavator to inform of no conflict if
you are closing ticket WITHOUT a site visit.

3. Notify excavator if any PG&E facilities still
need to be located by another department
(i.e., Gas Transmission, Electric
Transmission).

4. |F unable to make contact with excavator,
THEN use Addl Notes to Excavator option in

the response screen to notify of other
departments not yet identified as cleared.

5. Close ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Choosing the Correct Locate and Mark Handbook
Utilisphere™ Response TD-5811P-105-JA01, Rev. 1

Bad Ticket Info = Resubmit

A ticket contains incorrect information (wrong
address, wrong directions, etc.).

Address does not exist. Contacted excavator
and left message to re-submit ticket with
accurate information.

No PM # provided. Resubmit ticket with PM #.

1. Document details of inaccurate information.
2. Document conversation with excavator.
3. Close ticket.

Cancelled Ticket

Excavator cancels a ticket.

Ticket cancelled by excavator.

1. Search your folder for all tickets that have the
same ticket number.

2. Close tickets.

Duplicate Ticket

Identical tickets exist in your folder, or a ticket was
placed in your folder by mistake.

Ticket submitted to wrong area. Informed
supervisor.
Ticket is duplicate. Close one copy.

1. IF aticket is placed in your folder by mistake,

THEN do the following:
A. Inform supervisor to have ticket
reassigned.
B. Leave ticket open.
2. Close the duplicate ticket(s) if you can confirm
that you have multiple copies of the same
ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Choosing the Correct
Utilisphere™ Response

Locate and Mark Handbook
TD-5811P-105-JA01, Rev. 1

Excavated Before Marked

Expired Ticket

Excavator began excavation before PG&E marks.

Excavator started to excavate area before | could
locate and mark. Stopped job at 10:00am.
Completed a “Notice of unsafe excavation” form
and provided a copy to excavator. Spoke with
foreman, John Doe, and explained the hazards.

1. IF excavation is still in progress,

THEN do the following:
a. IMMEDIATELY stop excavation.

b. Complete a Notice of Unsafe
Excavation form.

2. Close ticket if excavation IS completed.
3. IF excavation is NOT completed or facilities
still need to be located,
THEN do the following:
A. Proceed to locate and mark.

B. Use the response Facility Marked
(include notes regarding excavation
before marked).

Ticket is expired (older than 28 days) and has not
been extended or renewed.

Ticket is expired. Made direct contact with
excavator to notify about extend or renew if job is
still active.

1. Inform excavator to submit a renewal or
extension ticket.

2. Close ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.

Publication Date: October 2015
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Choosing the Correct
Utilisphere™ Response

Locate and Mark Handbook
TD-5811P-105-JA01, Rev. 1

Located by PG&E Crew

No Delineation

PG&E’s crew locates and excavates.

Located by PG&E crew (John Doe, LAN ID).
PM#1234567. (PM# is needed only if you have
spent 15 minutes or longer on ticket.)

1. Document PM#, name, and LAN ID of person
who located facilities.

2. Close ticket.

No delineations at excavation site.

Site has no signs of delineation. Contacted the
foreman, John Doe (555-367-5309), and informed
him to delineate area and re-submit ticket.

1. Document conversation with excavator.
2. Close ticket.

No Remark Required

Ticket indicates no remark required.

Excavator indicates on ticket that no remarks are
required.

Close ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.

Publication Date: October 2015
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Choosing the Correct
Utilisphere™ Response

Locate and Mark Handbook
TD-5811P-105-JA01, Rev. 1

No Response from Excavator

Excavator has not responded to 3 requests for help
OR information needed to complete ticket.

Left message on 06/29/13 at 2:03pm for John
Doe (555-367-5309) requested access to locked
gate and more information to complete ticket
request.

Left message on 06/30/13 at 8:30am for John
Doe (555-367-5309). Same request as first
attempt.

Left message on 06/30/13 at 1:00pm for John
Doe (555-367-5309). Same request as first
attempt.

Attempt to contact excavator at least 3 times.

Document date, time, and details of each
attempt.

3. Close ticket.

Notification of New Start Time

After direct contact was made with excavator and a
new start date and time have been mutually agreed
upon.

Spoke with John Doe (555-367-5309) and
discussed a new start date and time due to rain in
the area.

Document the following:
= New start date and time.

= Name and phone number of person you
contacted.

= Method of contact (phone conversation or
field meet. Voice message is NOT
acceptable).

2. Leave ticket open.

PG&E Internal
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Choosing the Correct Locate and Mark Handbook
Utilisphere™ Response TD-5811P-105-JA01, Rev. 1

PG&E Response Not Required

After confirming that PG&E services are NOT
required for a ticket request.

Spoke with John Doe (555-367-5309) and was
informed that ticket request is for telecom and
cable.

Excavator comments on ticket state: “Re-mark
Yes, Telecom.”

1. Document the following:
= Conversation with excavator (if
applicable).
= How you determined that PG&E services
were not needed.

2. Close ticket.

Re-assigned Ticket

For supervisor to use when re-assigning a ticket to
a different folder.

Moved ticket to PGEO1 folder to even-out work
flow.

1. Document reason for re-assignment.
2. Leave ticket open.

Completing a Phased Ticket

To log the final response of a phased ticket when
job is completed.

Completed locate and mark of the ticket request.

1. Check one or more facility types (e.g., GT, GD,
ET, ED, fiber).

2. Take pictures of ALL markings.
3. Close ticket.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
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Choosing the Correct Locate and Mark Handbook
Utilisphere™ Response TD-5811P-105-JA01, Rev. 1

Respond to a Phased Ticket

Phasing a ticket for large excavations that cannot
be completed within the 2 working day time limit.

DO NOT use for a notification of new start time.

Spoke with John Doe (555-367-5309). Discussed
plan to phase ticket to stay ahead of excavation.
Located west side of Main St. between 1st and 2nd
St. on 10/22. Will return 10/23 at 10:00am to locate
the west side of Main St. between 2nd and 3rd St.

1. Check one or more facility types (e.g., GT, GD,
ET, ED, fiber).

2. Document all discussions with excavator,
including the agreed phase plans.

3. Take pictures of daily markings.
Leave ticket open until job is completed.

5. Use Respond to a Completed Phased Ticket
to close ticket.

B

Site Visit/Field Meet

Field Meet or Site Visit is held to discuss concerns
or excavation scope with excavator.

DO NOT use if you locate and mark facilities during
visit.

Met with John Doe and discussed concerns
regarding excavation 8 ft from a PG&E critical
facility. Explained a standby will be required if they
come within 5 ft.

1. Document all discussions with excavator and
the agreed phase plans.

2. Take pictures of areas of concern.

3. Leave ticket open.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
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WP-4412-03-JA10
Puklicaaon Late: 04/26/2010, Rev: 0

Standard Comments IRTH Field Unit

PPE: Tools: Guidance Document
NA References:
« NA

Level of Use:
Winformation
IReference

UContinuous

senjoe punolbiapun J399d buneoso pue Bupep

Response Description Notes Actions Standard Comments
FACILITY Facilities marked. » Check one or more Elec OH
MARKED type of facility: GT, Flags
GD, ET, ED, Fiber. Hand Dig only
+ Close the ticket. Joint trench
Offsets
Paint Flags
Stakes
Whiskers
NO CONFLICT | No Conflict. No PG&E facilities in | » Notify other PG&E Cleared from office
conflict with facility owners. Notify other PGE
excavation. » Ensure positive Painted “No PGE”
If other PG&E contact is made. Direct contact with
facilities * DO NOT paint “NO excavator
exist, notify the PGE” unless all Message left for
correct PG&E facilities are excavator
locator or supervisor. located by one Date:
locator. Time:
» Close the ticket. Contact Name:
RESPOND TO | Phased ticket (ongoing | Document: name, * Document new date. | Phased ticket
OPEN job) Changed start notes, new date, time | « Time of excavation. Changed start date and
TICKET date and time. of excavation. * Keep the ticket open | time
Assistance needed (uncheck completed | Assistance needed from
from excavator. box). excavator
Date:
Time:
Contact Name:
BAD TICKET Bad ticket info, Bad ticket ¢ Document the Address does not exist
INFO - resubmit ticket through | information conversation with Wrong Address
RESUBMIT USA. (e.g. wrong address). excavator. Wrong Directions
+ Close the ticket. Direct contact with
excavator
Message left for
excavator
Date:
Time:
Contact Name:

© 2010 Pacific Gas and Electric Company. All rights reserved. ri?g




(A

gEl Standard Comments IRTH Field Unit

Puklicaaon Late: 04/26/2010, Rev: 0

WP-4412-03-JA10

Response Description Notes Actions Standard Comments

CANCELLED Cancelled ticket. Close the ticket.

TICKET Close the original
ticket.

DUPLICATE Identical ticket sent to Document the correct | Responsible Office:
TICKET two offices (e.g. office responsible. Superseded by Follow-Up

PGESJO, PGEMIL), or Close the ticket. ticket.
superseded by follow-
up ticket.
RE-ASSIGNED | Ticket routed to Re-assigned to
TICKET incorrect office of responsible office.
responsibility.

EXCAVATED Was excavated before If excavation Exc. before marked
BEFORE being marked by complete, close the Job stopped
MARKED PG&E. ticket. Direct contact with

Complete form SHC | excavator
104 — Observed Message left for
Hazard for follow-up | excavator
by SH&C. Date:
Stop the job. Time:
Locate and mark Contact Name:
remaining facilities in | SHC 104 Submitted Date:
delineated area if
excavation in
process.
Use the Facility
Marked response.
Fill in the form SHC
104 —Observed
Hazard for follow-up
by SH&C.

NO REMARK No remarks required.

REQUIRED

© 2010 Pacific Gas and Electric Company. All rights reserved.
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1’! Standard Comments IRTH Field Unit

WP-4412-03-JA10

Puklicaaon Late: 04/26/2010, Rev: 0

Response

Description

Notes

Actions

Standard Comments

NO RESPONSE

Excavator did not

Contact excavator.

CGIl - Dog

FROM respond to positive Document contact. CGI — Locked gate
EXCAVATOR contact. Close the ticket. Direct contact with
excavator
Message left for
excavator
Date:
Time:
Contact Name:
SHC 104 Submitted Date:
NO Resubmit ticket Document the Area not delineated
DELINEATION | through USA. conversation with Direct contact with
excavator. excavator
Close the ticket. Message left for
excavator
Date:
Time:
Contact Name:
SITE Field Meet within 10 Legal requirement for Field meet required Un-locatable facilities:
VISIT/FIELD feet of critical facility. Field Meet if digging for un-locatable Map Correction Form
MEET Field Meet requested | within 10 feet of a facilities. Submitted
by excavator. critical facility. Field meet required Date:
Unscheduled site visit for excavations with Excavation within 10 feet
to check excavator. 10 feet of a critical of critical facility Field
Un-locatable facilities. facility. Meet requested
Document contact Unscheduled Site Visit
with excavator, date, | Direct contact with
time and name. excavator
Map Correction Form | Message left for
submitted for un- excavator
locatable facilities. Field meet
Date:
Field meet Time:
Contact Name:
Z POLE TEST | Auto closed tickets. Ticket auto-closed.
AND
TREAT-
AUTOCLOSED

© 2010 Pacific Gas and Electric Company. All rights reserved.
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

See Utility Bulletins

TD-5811B-003 and | .
TD-5811B-005 TD-5811P-102, Rev. 2a

;ope of Locate

m Summary

This procedure provides step-by-step instructions for evaluating the
scope of a USA ticket request and determining the required response.

Target Audience

(G

Locate and mark personnel.

Before You Start

¢ Read the Safety section of this handbook.

» Wear the appropriate personal protective equipment (PPE) for
your specific tasks and work area.

o

ja Table of Contents

&
Section Page
Understanding the Ticket Details Screen...........ccccccovieeeiieennennn. 2
Arriving at the Excavation Site ............cccoooeeieiiiiiceeeees 4
Reviewing USA Ticket Details............ccccuveeeeeiiieeeeeee 4
Reviewing Custom Maps..........ccccoueieieiieee e 7
Performing Visual Inspection...............ooooimiiiieiiieeceeee. 9
Identifying a Request for Design Purposes...........ccccoveeeennn.e. 12
RECOMAS ... 13
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CONFIDENTIAL - GENERAL ORDER 66D AND DECISION 16-08-024

See Utility Bulletins

TD-5811B-003 and TD-5811B-005 Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2a

Understanding the Ticket Details Screen

The ticket details screen contains the scope of the ticket request. See
Figure 1, “Example of a USA Ticket Details Screen.”

Street Map
B T0:T9m " Fd i

C. Ticket Type

State: (A

ority: 2
F. Nature of Work
H. Additional Excavation Location Details

County: SACRAMENTD

G. Excavation Location/Address

Exple

B. Ticket History

1 0129843 NORMAL MNOTICE

D. Due Date

y USAN at 10-4R an NAf0a/13 [0

E. Expiration Date

RIC LINDA BLVD

ACACTA AVE

159

3:
Premark Wethod: WHITE

Ticket History

04/16/13 at 07:00
at

Wieekend Vork: A
2

NO

w
=}
e
3
|
-
<
>
a
=z
o

Pwr Equip Use In The Approx Location Of Menber Facilities Requested: Y

Excavation Enters Into Street Or Sidewalk Area: Y

Address:
CONT 50" N ON ALL/0 RID LINDA BLVD.*

ALL/D ACACIA AVE (S- MDST INT)

Ticket Details
Work Begins:
Night Work: N
Expires: 05/07/13
Field Tel:

Area Prenarked: Y
Permit Type:
Location:

SE Corner of:
Place: SACRAM

Nature of

12 Tickets (23) Map

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
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TD-5811B-003 and TD-5811B-005

See Utility Bulletins

Locate and Mark Handbook

Determining Scope of Locate TD-5811P-102, Rev. 2a

A.

B.

Select a Ticket to display its details.

Ticket History displays tickets history, past responses, and
notes.

Ticket Type describes the urgency nature of the request:

=  Emergency Notice is a zero-hour notice that requests an
immediate response.

= Short Notice has a start date of less than 2 work days.
= Normal Notice has start date at least 2 work days.

= Follow-Up Notice is a valid ongoing ticket used to request
or provide additional information.

= Extension Nofice is a valid ongoing ticket used for
extending excavation projects. A ticket can be extended up
to 6 months.

= Renewal Notice is used when a USA ticket has lapsed over
6 months. A new ticket number is issued for renewal notice.

Due Date is the date/time the ticket is due. Tickets MUST be
responded to within 2 workings days, excluding weekends and
holidays OR by the start date of the excavation, whichever is
greater.

Expiration Date is the date ticket stops being valid. Excavators
must have a valid ticket to perform excavations. Excavator must
contact USA to extend or renew an expired ticket.

Nature of Work explains the method of excavation (boring,
vacuum, trenching, blasting, hand digging, etc.).

Excavation Location/Address identifies the cross streets or
direct address of excavation area.

Additional Excavation Location Details provides additional
information about the excavation area. These details help to
determine the size of excavation area and should accurately
match the delineations at the site.

PG&E Internal
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See Utility Bulletins
TD-5811B-003 and TD-5811B-005

Locate and Mark Handbook

Determining Scope of Locate TD-5811P-102, Rev. 2a

Q Arriving at the Excavation Site

1.

IF the contractor has begun excavation without following proper
excavation procedures OR does not have a standby when required,

THEN issue a Form TD-5811P-501-F02, “Notice of Unsafe
Excavation.”

Q Reviewing USA Ticket Details

1.

Open the Utilisphere™ Application on your electronic tablet.

For instructions, see Job Aid TD-5811P-102-JA01, “Using
Utilisphere™ on Tablet.”

Select the ticket you are working on.

Look at information in ticket details screen. See Figure 1, “Example
of a USA Ticket Details Screen.”

Review ticket Expiration Date.
A. |F ticket has expired,

THEN do the following:

1) Have excavator contact USA to extend or renew ticket.

2) DO NOT proceed to locate and mark until ticket has a valid
date.

3) Enter discussion details and description of situation into the
Notes section of the USA ticket.

For instructions, see Frocedure TD-5811F-105,
“Responding to a Ticket.”

5. Review Nature of Work to determine excavation method.

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
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See Utility Bulletins
TD-5811B-003 and TD-5811B-005 Locate and Mark Handbook

Determining Scope of Locate TD-5811P-102, Rev. 2a

6. Review ticket Due Date.

A. Determine if you're able to complete all required tasks detailed
on ticket by the due date.

B. IF you're unable to complete the entire ticket by the due date
because of the excavation size,

THEN do the following:
1) Discuss options to phase ticket with excavator.

2) Develop a plan to locate a different section each day to stay
ahead of the excavation schedule. In most situations, the
excavator does not plan to excavate a large job in 1 day.

3) Enter the following information in the Notes section of the
USA ticket:

o Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details

o Phase plans

o Other pertinent information

For instructions, see Frocedure TD-5811FP-105,
“Responding to a Ticket.”

C. IF you're unable to complete the entire ticket by the due date
because of other relevant issues and you must renegotiate a
new start time,

THEN discuss with the excavator to set a new mutually
agreeable start date and time to complete the ticket.

1) Relevant issues include but are not limited to:
o Qualified Electrical Worker (QEW) needed to complete
locate.
o Emergency ticket pulled you away to another site.
o Access issues
o Prioritization
o Size of project
o Weather

PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Determining Scope of Locate TD-5811P-102, Rev. 2a

2) IF a new start date and time was negotiated,

THEN enter the following information in the USA ticket:

o Name and phone number of person with whom you
agreed to phase ticket.

o Discussion details
o New start date and time
o Other pertinent information

3) IF excavator is unavailable or cannot renegotiate,
THEN do the following:
a. IMMEDIATELY notify your supervisor of the situation.
b. Document details in USA ticket.
7. |F ticket details do not match delineations at the excavation site,
THEN do the following:
A. Have excavator contact USA at 811 to update tickets description.

B. Proceed to work ONLY in delineated areas that match ticket
request.

C. Enter a description of situation into the Notes section of your

USA ticket.
8. Review PG&E maps of the excavation site if ticket details match
delineations.
PG&E Internal ©2015 Pacific Gas and Electric Company. All rights reserved.
Publication Date: October 2015
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Locate and Mark Handbook
Determining Scope of Locate TD-5811P-102, Rev. 2a

1. Select Custc ap tab on your ticket. See Figure 2, “Example of a
USA Ticket Custom Map Screen.”

§
;

Custom Map

Tap on Custom Map to
view PG&E plat maps
Attachments Dig Sita Map

Ticket History

Ticket Details

a
q
2
-~
@
nn
3
u
-
o
X
s
’—

1145TE
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2.

Identify the following:

e