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High Usage Surcharge Outreach

2015

4 Tiers

Objective

Target Audience
Timing

Tactics

Key Results

2016 2017

N

= SURCHARGE

3 Tiers 2 Tiers and
High Usage Surcharge

Drive awareness of surcharge

Educate customers on ways to save
Provide ample time for customers to take action
Encourage sign-up to High Usage Alerts

~250,000 customers (group 1)

December 2016

Direct mail
Email
Dedicated page on pge.com

~5,000 website visits
4,500 calls for more information
20 customers mailed letters




High Usage Alert

Based on current energy usage this month, you might
incur the surcharge for High Usage. PG&E can help.
Learn more at pge.com/highusage.

* Provides advance warning to give opportunity to act

e Alerts customers when their usage is forecast to exceed 400% of
baseline

e December 31, 2016: 3,000 customer sign ups
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Rate Comparison Test-and-Learn

:I)DI:-PBEIII;I)- EMAIL 1 EMAIL 2
TOTAL

(Week of
October 10) (November 3) (December 14)

@ 69,248 35,693 46,750 151,691

Rate
Changes

@ 723

Objectives:
* Increase awareness of rate choices, rate comparisons, TOU rates, and

439 450 558 1,448

potential savings on different rate options
Generate learnings on messaging and operations in preparation of 2017

deployment




Rate Comparison Test-and-Learn — Paper

¥ pge.comiratemailer
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On-Bill (Paper) Mailer

* Provided annual
comparative costs on
different rates.

* Provided information about
various rate plans.

e Sent in equal proportion to
benefiters, neutrals, and
non-benefiters).



You could be saving on a
different rate plan.

Did you know you can choose your PG&E rate plan? We've
done a personalized rate analysis of your energy usage over
the last year and found that a new rate plan could help you
save energy and money.

@ @+Y-6

Tiered rate plan  Time-of-Use Energy shifts Savings
rate plan opportunities

Currently, you're on a Tiered rate plan, which means that
as you use more electricity during your monthly bill period,
you move to the next, higher-priced tier. Time-of-Use rates
charge you based on when you use energy as well as how
much you use. Switching to a Time-of-Use rate plan gives
you more control over your energy statement by charging
you less when demand for electricity is generally lower and
the cost of energy is cheaper.

If you can be flexible with the way you use energy, a
Time-of-Use rate plan may help you to save money.

Compare your rate plan options in just a few clicks. See which

rate plan is right for you by looking at your options side-by-side.

Compare Your Options

We're here to help. We offer a number of free tips and
programs to help you reduce your energy use at no cost.

For help understanding your rate plan options or choosing a
plan, visit pge.com/findmyrate, or call 1-866-936-4743.

* Provided link to
comparative annual bill
impacts

* Some presented with
comparative savings

* Provided annual
comparative financial
impacts

e Segmented by financial
performance on a TOU rate

e Segmented into three
types of messaging

* Provided information
about various rate plans

— Emails

You could save money on a
different rate plan.

Did you know you can choose your PGAE rate plan? We've
done a personalized rate analysis of your energy usage over
the last year and found that you could save $<amount saved=
per year If you switched from your Tiered rate plan to a
Time-of-Use rate plan.”

Your Personalized Rate Comparison

@ @ &

TIERED TIME-OF-USE  TIME-OF-USE

RATE PLAN 3to 8 p.m. 4Lto9 p.m.
Your current ¢$=¢A_VALUE> ¢$>¢B_\,‘ALUE>
rate <A_Copy> per year® <B_Copy= per year"

Time-of-Use rate plans charge you based on when you use
energy as well as how much you use. By shifting some of
your energy use to the lower-cost times of day, you can save
&ven more money.

Analyze your rate plan options in just a few clicks. Learn more
about each rate plan to find out which one is right for you.

Analyze Your Options

We're here 1o help. We offer a number of free tips and
programs to help you reduce your energy use at no cost.

For help understanding your rate plan options or choosing a
plan, visit pge.com/findmyrate, or call 1-866-936-4743.

* These savings ane Based on your sningy use Over e past year, wsing 10day's pices. Cost sompanson
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Rate Comparison Test-and-Learn Results

Papernil] cen

Communications recipients performed significantly higher
than controls in these areas....

Rate plans are available that could help you =cve money
A choice of rate plans is available...

New Time-of-Use rate plans are available...

Awareness

A personalized r=tc plan comparicon is available...
Heard of Time-of-Use rate plan
Hecall receiving rate plan comparison

How to manage your electric bill using rate plan currently on

LA KKKL

How your bill is or would be impacted by a Time-of-Use rate plan

Which of PG&E’s rate plans would be best for your household

LSS SLKKK

Understanding

Communications succeeded in informing and educating residential customers
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Enhancements to Online
Customer Experience
“Your Account”

Together, Building
a Better California




M Q4 Enhancements to Your Account

 Redesigned landing page with improved navigation

e Redesigned Home Energy Analysis - displays monthly energy
statement by cost drivers (e.g., appliances, heating, cooling,
and lighting)

e Reorganized “Tips and Savings” to provide more relevant tips

12



Your Account Usage, Rates & Savings

Last P 1/23 :
2st Payment 1/23 Thank fou m Set your Bill Forecast Alert

A Previous Balance due now

Bill Charges due 2/22
View Current Bill [PDF) > ENERGY USAGE DETAILS

See usage & costs over time. YOUR RATE PLAN

Total Balance

Time of Day Low Usage
$52.26 Y I

Need more time to pay ? COMPARE BILLS [ETO UA]
Enroll in a Payment Arrangement > See why your bills differ.
with
MAKE A PAYMENT
SmartRate
() GoPaperless =/
HOME ENERGY CHECKUP

It's fast, easy and secure. Terms of Use »
Learn how you use energy.

COMPARE RATE PLANS

PAYMENT OPTIONS Change your Rate Plan
Set up or edit payments.
Get financial assistance.

WAYS TO SAVE

See how to lower your bill.

BILL & PAYMENT HISTORY

View your past bills and payments.

SERVICE REQUESTS EEN NN NN SN SN EEN SN EEN EEN EEN BN BN BN BEN BN BN BEN BEN BEN BEN BEN ESm B
Moving or need pilot light service? Get rebates and see efficiency ratings

Compare appliances and electronics at PG&E Marketplace and get rebates at
eRebates.

Redesigned landing page with clearly labeled energy management tools




M Q4 Enhancements to Your Account

Home Energy Analysis

THISBILL ANMNUAL

This bill [Jan 25 - Feb 27] $187

M Heating $95
B Zppliances £37
M Electronics & Other £36

Lighting $11
M Water Heating $8

Cost estimates are based on your past energy use, weather patterns, and
infermation you provided about your home.
Charges and credits applied at the account level are excluded. Minimurm bill
charges may impact accuracy of estimates.

Home Energy Analysis: displays energy statement by cost drivers

14



M Q4 Enhancements to Your Account

Tips to save In
hot summer

: <5 B
months ,;!I:E..-p

36 tips
Top tips for homes like Ways to save—at no Smart ways to save on
yours cost to you hot water
104 tips 35 tips 11 tips
Improve the lighting in Maximize the efficiency Tips to save during cold
your home of your appliances winter months
10 tips 18 tips 21 tips

SHOW ALL

Tips organized by customer need

15



Q1 2017 Enhancements to Your Account

Electric Rate Plan comparison improvements

* Enhanced rate comparisons, including NEM, Solar Choice, and
SmartRate

* New monthly side-by-side cost comparisons

e Rate analysis simulator

Enhanced presentment of gas and electricity costs and usage

Web design and navigation improvements

16



Marketing, Education, and
Outreach Efforts

Together, Building
a Better California




2017-2019 Proposed ME&O Plan

e Test-and-learn: Determine the most effective ways to engage
with customers and test TOU acquisition

e Optimize and scale outreach: Drive deeper engagement with
rate options, tools, tips and programs to help customers
prepare for default TOU

e Default TOU Communications: Continue driving engagement
with energy management tools and begin targeted
communications

Objective: Generate awareness and understanding among customers
regarding their plan options, choosing the right plan for them, and what

they can do to better manage their energy use & bill.

18



Proposed ME&O Metrics

Metrics
1 | Customers are aware there are rate plans that may help them

mitigate energy expenditures.
2 | Customers know where to go to get more information about

how to manage their energy use.

3 | Customers understand how energy use can impact bills.

4 | Customers understand the benefits of lowering their energy use.
5 | Customers are aware of the rebates, Energy Efficiency (EE)
programs, and tips offered by their utility that can help them
manage their energy bill.

6 | Customers feel they were provided useful information that
explains their bills.

Proposed by PG&E to track

7 | Customers are aware of TOU. (Already in survey) awareness of TOU. rate
8 | Customers are aware of rate choices. (Already in survey) options, and customer
9 [ Customer have an optimal experience. (New) experience

ME&O Tracking Surveys
e Baseline survey completed March 2016

 “Proxy” results completed November 2016 via Rate Comparison Survey

19



Umbrella Campaign

Summer 2016 campaign example New messages tested in Q4

* “Energy is personal “—rate plan
options to suit individual needs

_ {,, 4 °* “lLeading the way” —how rate
: | : | : OptiOl’\S supports a Cleaner,
California’s ener - Understanding th | i i

rate structure b cI:‘a:g;-:sa;ivlensgyOLlets:e IEI healthier environment

is changing. power to take action.

@16 Pacifi Bax and Elactriz Carmpasy. Al rightx rasarvad. S0 PaciBc B mad Elncrk Cormpany Al rights resarved.

SE1¢ Pacific Bus mad Hactric Campasy. All rights resarved.

Objective Experimental campaign to drive awareness of rate reform and electric rate plan options

Target e Residential customers

Audience

Timing e Launched in summer 2016 - campaign ran for a total of three weeks, from August 8, 2016 through September
1, 2016

Tactics e Radio (in-language for Spanish), Print (in-language for Chinese and Spanish), Digital/Search, Social Media

Key e Customers interpreted “rate changes” as equating to rate or price increases

Campaign *  PG&E received negative customer postings on social media (159 negative comments [3%] of 4,868 comments)

Learnings e Customer written responses reinforced the negative feedback in social media channels, specifically, that the

customer interpreted “rate changes” messaging as equating to rate or price increases.

oubNeilepd | Tested new creative in customer voice panel research, results pending analysis.
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Objective Provide customers likely to see a winter bill increase S
gether, Building Pacic Gas
with tips and tools M 2 Batter California 2557

<Month XX, 2016> Winter is a great time
to improve your home’s

Target * General population: 996,000 customers et e s ot
<First Name> <Last Name> plan options. Learn how at

Audience e Lowincome: 459,000 customers Mok ddarest> pge.com/mywintertoolbox

lectric Compary

941771490

Dear <First Name> <Last Name>,
Did you know thatwinter is a time of year when people tend

i i t 7 Considk L h Choose your best rate plan
Timing e December 2016 — February 2017 e |

use tends to be higher. While you may not be able to control Just follow these
the changing seasons, you can take steps to manage your simple steps:
energy during the winter months. 1. Use pge.com/rateanalysis

to log in to your online

PG&E has tips, tools, and me impri t ide:
'G&E has tips, tools, and basic home improvement ideas. BCCOURE:

that can help you save energy and money all winter long,
without sacrificing your family’s comfort. 2. View your rate plan

Tactics e Email, Direct mail, Digital and search, IVR, The enclosed brochure provides a umber o simplewsys | SR

to manage your energy as the weather cools, such as

. setting your thermostat to 48 degrees or lower whenyou're :::rza out if you can save
- at home, health permitting. Each degree above 48 uses three *
pge.c0| I l (In Ia nguage pageS) to five percent more energy. You'll also find ideas for home Don’t have a pge.com online
investments that can save energy year after year, such as account yet?

e Radio ads (in-language on select stations) ST | S,

‘Want more ways to save energy this winter? < X00000KK-X >

e Print ads (in-language on select newspapers) T e

Sincerely,

Customer Care Team

(CEVAESNES | o Qutreach focused on winter savings tips, but Pac Gas and Elcric Canpary
customers reacted mainly to receiving higher- Poanas erectve tps, oois [T

and ideas to help you manage with these simple tips for
your energy and get the most managing your energy use.

tha n-expected bi”s out of your home this winter.

Invest in these home
improvements to save energy
this winter, and every winter.

Sealing and insulating air OuCts Can
improve your heating/3ir CondiBoning
‘oystem edficiency by as much as 20 percent.

561 your thermastat 10 68 0egress

Instatting frw-flow Show erNeads Can Swe up
10 10 PETCENt O Water Neating COSIE.

Weather-5Iripping your windows and

000rS €3N SV YOU UP 10 §50 3 year in
heating costs.

g

Cut SHOWET time i MLt 10 recuce water
heating Costs by 35 Much 5 33 percent.

Sample letter and winter

Fr

savings brochure

‘water heater with an
INSUA3tiNg jaCket to Minimize excess heat
1055 €3N £ave up to 10 percent on water
neating cosis.

Wash your anasave
1P #0530 2 year MWALer Neating costs.

Learn more ways you can save energy and money this winter pge.com /wintertoolbac
R I = P | O 7 S0
et ot ] ey o gy Yoy e by ophamting . meemared s
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PG&E is here to help you make smart energy choices.

You may qualify for assistance programs to help you manage TR2  a Better California

i Together, Building Tri-fo I d Ca rd ava i Ia b I e

There are three things you can do today: your energy costs. . It. I I
o 9 0 CaliforniaAlternate Rates for Energy Medical Baseline Allowance: IFyou p g g
[CARE: Save onyour monthly PGAE are facing medical hardshigs, you may
Compare rates Take PG&E's free home energy statement ifyou are an incorme- b eligible to recenve additional energy : ;
and explore options ~ energy checkup at qualified customer ai the lowest price. The way Californians
using our rate Famity Electric Rate Assistance [FERAL Relie for Energy Assistance through
comparisan tool at to see what other programs. Racene a morthly discount onyour Community Help [REACH): Provides are char‘ged for pge.com/ratechanges
are available to help manage electric bills if your housshold has threa emargency assistance ifyou are income- . h R
energy and contral cost. or more persons and is income-qualified. qualiied and in jeopardy of losing your
Slectriciy senvies energy Is changing Leam mare aboutyour
Enery Savings Assistance program rate plan aptions. Visit

EETIETELE T FES Provites ncome quifed We're here to help you make

Continued on back b improvements to help save anergy. smart energy choices.

Devices fior the Deaf [TD0=] may call
1-800- 652-4712. Paro més detalles llame ol 1-600-660- 6789 » FNBRE 1-800-873-5555.

These changes have begun to take
effect and will continue over the naxt
several years, including:

Existing Rates.
"ou're mast Likety an 3
tiered rate plan where
the price af energy
increases as more
sused. The
number of tiers are
being reduced i
simplify the rate o it is
eacier to undersiand
and ta align them better
with the aciual cost of
providing electricity

renters and homaowners with free home Learn more about these programs:

ey of FOAE Covprraion. €314 P Do e Eecirc Commpmy.
S e sy - e T

Control your energy use with easy-to-use tools
We offer a variety of programs to help you manage costs and lower your energy use.

Providing Encouraging Preparing for
Choice. Conservation. the Future.
Inaddition to the Starting in 2017, In 2019, most ® a
tiered rate, new 3 new charge, to residential custormers IIQ _hi @
time-of-use rate #ncourage energy will be transitionad
plans provide a canservation, will be f0a fime-of-use rate Rate Anslysis: Home Energy EnergyAlerts: Have an  Balanced Payment SmartRate: Pay
chaice that may applied to customers’ | | plan where the prica Analyze yaur energy Checkup: Free, alert sent toyouwhen Plan: Prediciable areduced price
Better fityour bille whenevar of electricity will usage and find a rate persanalized you're about fo excead manthly bill based on  during the summer
energy usage, your energy usage degand an the tima plan that warks best energy-reducing your menthiy pre-set youraversgeusage,  inexchange for
which may help is more than four of day, leading to a foryou at pge.com racommendations bill ameunt sa that you ‘50 you know what to loweering your energy
You manage your times their basaline mare relisble grid. ratechoices. an how to lower @an shift your energy ‘axpect, from saason usage up to 15 days
costs, ‘quantity. You may opt-out at your energy hill. usage or conserve to season. Enroll ayear. Enroll at
ary time by choseing Visit pge.comfhome  energyand knowwhat  at pge.com/bpp. pae.com/smartrate.
anather rate option. energycheckup. o expect. Sign upat

Pae.com/energyalerts:

Objective

Increase awareness of tips, tools and programs

Target Audience K

Timing

Tactics

October 2016
Results

CARE-enrolled and CARE-eligible customers

Throughout Q4 2016

Community based organizations held community events, community workshops, and door-to-
door campaigns
Rate change customer material in six languages

251 events
109,290 total customers touched on rate awareness, energy resources, tips, and tools
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4B Integration Efforts

Residential Digital

SmartRate Postcard Solar Choice Newsletter
Newsletter

@ Energy Advisor

»s1s to make 3 Thanksgiving
cook and save.

Together, Building 2017 SmartRate™ Plan
a Better California

Sample Integrated Messages e
e “Rate Plan Choices give you more control. Are you on the right
rate plan based on how you use energy?” J
“The Way Californians are charged for energy is changing. As
these changes continue to take effect, you may see some
differences in you energy statement. By lowering your energy
use on SmartDays, you can better manage your bills.”




Opt-In TOU Pilot

Together, Building
a Better California




B Opt-In TOU Pilot

Pilot Summary
(as of end of December 2016)
( )

ctive Participants: 18,583
Opt-outs: 504 (2.4%)
Ineligible: 1,914 (9.1%)
Total Unenrollment: 2,418 (11.5%)
e Opt-outs continued to trend downward, greatest number was Aug 2016
\0 Ineligible numbers spiked in Sept — Nov 2016 because of new CCAs )

Research Activities Implementation Activities
F . P

irst Interim Report (to rocessed incentives for
be filed March 31) to # Opt-In Pilot participants
include: * Unenrollment

e Bill and load impacts processing
e Quantitative surveys * Bill protection credit

\ ) \ payments )

25



Default TOU Pilot

Together, Building
a Better California




Default TOU Pilot Plan Filed in December

PG&E will stress test its systems...

e Default 250,000 customers (including MCE and SCP
customers) onto a new TOU rate over a two-week
period in March 2018

...to develop learnings for full default

1. Operational Readiness

e Optimize business processes, IT and billing systems, and customer
service channels to support a smooth transition to default TOU

2. ME&O Optimization

e Test customer segmentation, messaging, and tactics to increase
customer awareness of rate options and engagement

27
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Residential Rate Reform Expenditures

TOU Opt-in Pilot ME&O $ 399,163 | $ 5,529,291 | $ 5,928,454
IT $ 57,641 | $ 906,847 | $ 964,487
Contact Center $ - $ 44940 | $ 44,940
Billing Ops $ - $ 53,796 | $ 53,796
Consultant (Nexant) | $ 209,328 | $ 834,495 | $ 1,043,823
Opt-In Pilot Total $ 666,132 | $ 7,369,368 | $ 8,035,500

Non-Pilot ME&O $ 114,895 | $ 7,331,782 | $ 7,446,677
IT $ 901,664 | $ 2,952,073 | $ 3,853,737
Contact Center $ 911 | $ 519,181 | $ 520,092
Billing Ops $ - |3 71,701 | $ 71,701
Consultant $ - $ 753,242 | $ 753,242
Non-Pilot Toal $ 1,017,470 | $ 11,627,978 | $ 12,645,448

Total 2015-2016

Expenditures (RROIR) $ 1,683,602 | $ 18,997,346 | $ 20,680,948
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Opt-In TOU Rates

120000

100000

80000

60000

40000

20000

E-TOU-A

m 4/28/2016
M 6/30/2016

m9/30/2016
112/31/2016

326

E-TOU-B E-6 EV-A

Total customers on TOU rates: 188, 210

EV-B
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Opt-In TOU Pilot

Active Participants

(as of end of December 2016)

C R1 R2 R3 Total
Climate Total Unenrolled
Region |CARE/FERA Current] Current | Current | Current | Current| Unenrolled (%)
Hot N 1,166 1,101 568 559 3,394 379 10.05%
Y 729 718 596 578 2,621 403 13.33%
Hot N 551 517 1,068 77 6.72%
Targeted [y 1,350 1,307 2,657 264 9.04%
Mild N 523 515 499 501| 2,038 337 14.19%
Y 574 574 574 556 2,278 375 14.13%
Cool N 550 557 539 544 2,190 383 14.89%
Y 586 579 583 589 2,337 200 7.88%
Grand Total 6,029 5,868 3,359 3,327 18,583 2,418 11.51%
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Opt-In TOU Pilot

Unenrollment by Rate Plan

(as of end of December 2016)

C R1 R2 R3 Total
Opt-out rate 0.40%| 3.40%| 3.30%| 3.20%| 2.40%
Ineligibility rate (including
mowvers/stopped senice and
other inelligibilities) 8.60% 8.20% 9.90%| 10.80%| 9.10%
Total Unenroliment 9.00%| 11.60%| 13.20%| 14.00%| 11.50%
Unenrollment by Month
(as of end of December 2016)
Unenrollments May June July Aug Sept Oct Nov Dec | Total
Opt-Outs 86 52 60 131 88 46 23 18 504
Moved/Stopped 93 105 140 159 153 165 124 133 1,072
Ineligible |[Other inelligibilities 28 68 18 36 277 210 187 18 842
Total inelligibles 121 173 158 195 430 375 311 151 1,914
Total Unenrollment 207 225 218 326 518 421 334 169 2,418
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