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Account Services Department
Corporate Accounts
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Account Services Department
Stockton/Yosemite Division
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Account Services Department

Peninsula/San Francisco
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Call Center Operations
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DIRECTOR

JOHN CUNEO
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Sr. Director’s
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Sacramento Call Center
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San Jose Call Center
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Fresno Call Center
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Call Center Enhancements
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Pacific Gas and
Electric Company..

2003 3¢ Quarter Customer Satisfaction

Survey Summary

Overall Cust tisfaction is best

d by tracking both Opinion and Value ratings. Opinion ratings are

linked to customer perception of the Company as a whole, and are highly influenced by internal and external

events, including storms, CorDaptix and media events.

Value ratings are highly influenced by customer perception of price and services received, and are typically
slower to move than Opinion ratings. Value ratings are the best indicator of lasting customer satisfaction and

loyalty.

% Excellent + Very Good

CUSTOMER SATISFACTION INDEX
OPINION & VALUE RATINGS

Opinion
70 2626260

oo g 49454550 47 0 50 5051 5159
: 8.4.0-0.0.0-0.0

CUSTOMER SATISFACTION INDEX

+ Customer Satisfaction Index scores depict an average
(weighted by revenue) of customer satisfaction scores
across each of the four customer segments: Residential,
Small Business, Mid-size Business & Large Business.

+ Opinion Index Score = 51; no change from previous
quarter

+ Value Index Score = 31; down one index point from
previous quarter, but comparable to 1¢ quarter 2003.

RESIDENTIAL CUSTOMER
SATISFACTION

“Overall Opinion of PG&E” ratings among residential
customers are steadily rebounding from Energy Crisis
lows. Opinion scores are at a 2-year high among
residential customers.  Although customer ratings
dipped slightly in 1¢ quarter 2003 due to impacts of
Winter storms and the CorDaptix conversion, yet
have recovered quickly.

“Overall Value of PG&E" ratings have been slower to
rebound, yet have shown a slightly upward trend for
the past several quarters.

% Excellent + Very Good

SMALL BUSINESS
OPINION & VALUE RATINGS (COS-B)
Opinion
70
8 57 54

B 413 e a8 2y
~.__3.1-._,o,.. ‘90009

RESIDENTIAL
OPINION & VALUE RATINGS (COS)

Opinion

5 53 5359 %
5, 42 0 3 B T

% Excellent + Very Good
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SMALL BUSINESS CUSTOMER
SATISFACTION

“Opinion” and “Value" ratings have held steady among
small business customers for the past several quarters.

Small business customers continue to rate “Opinion” and *
Value” lower than residential customers.

Small business customers are more sensitive to short
payment windows for their monthly bill and cite more
discontent (than residential customers) with inaccurate
meter reads, inaccurate bills and lack of flexible payment
options, including ATM and credit card payment without a
fee.
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Electric Co

Survey Summary

m Pacific Gas and 2003 3¢ Quarter Customer Satisfaction

MID-SIZE BUSINESS
MID-SIZE BUSINESS CUSTOMER OPINION & VALUE RATINGS (BCOS)

SATISFACTION

— " . Opinion
Mid-size business customers rate “Overall Opinion 34
and “Overall Value” significantly lower than all other

customer segments.

Mid-size business customers cite high prices, lack of

% Excelent +Very Good
caB8E3Z3

% Excelent + Very Good

17
energy efficiency programs applicable to their specific ) 16| ) ;
business and PG&E’s negative image/reputation, as ~ ~ - - -
drivers of dissatisfaction. g 8 51 S ]
o~ ~r — o~ o
LARGE, ASSIGNED BUSINESS LARGE (ASSIGNED) BUSINESS
OPINION & VALUE RATINGS (TCOS) CUSTOMER SATISFACTION
n 0 78 Opinion * Although only slightly below 2002 averages, “Overall
% 61 68 & Opinion” and “Overall Value™ ratings have continued to
AR LI drop in the 2 and 3 quarters of 2003 among large
n -. 8. .. o 9 farg
g Te-tT business customers.
] + Large business customers cite continued billing
&Y frustrations, a need for better outage communications and
2 2 ; .
10 power quality solutions, perceived high electric prices and
0 ! ! ! ! ! concem over potentially high Winter gas prices, as drivers
k3 = S 3 S 2 of declined satisfaction with operational performance
2 2 < < I 154 )

.

Good News:
Overall Opinion and Overall Value ratings have remained stable or shown slight improvements from 1< quarter to 3rd
quarter among residential customers.
3+ quarter Opinion ratings are at a two-year high among residential customers, yet still below pre-Energy Crisis
historical averages.
Midsize business customer satisfaction has stabilized in 2003 and the declining trend has stopped.
Opportunities:
Residential and small business customer satisfaction has not improved significantly in 2003 because our mass market
customers have not seen a notable positive change in the areas which have the most impact upon their satisfaction:
gas and electric pricing; outage communications; accurate and easy to understand bills; energy efficiency
communications and ease of accessing PG&E.
Large business customer satisfaction has declined over the past quarter. Large business customers feel like they are
not getting an adequate level of service in exchange for the price that they are paying. They want more targeted
communications to their business/industry, proactive solutions for power reliability and power quality problems, and
new options for reducing their costs.
Next Steps:
Itis now more critical than ever that we spend our money wisely, looking at what will give us the biggest "bang for the
buck”, using customer data, and continuing to focus on initiatives that are "low and no cost”, so that we can focus on
customer satisfaction within our budget constraints. The Customer Satisfaction team will continue to address the
drivers of customer satisfaction through the LOB action plans.
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Pacific Gas and 2003 JD Power Midsize Business Customer
oS Electric Company. Benchmark Survey Resuits

JD Power and Associates conducted a national survey of over 6,900 midsize business
customers from October 2002 to January 2003. The survey measured the relative
performance of the 43 largest electric utilities in the United States.

The national utility industry average for overall midsize business customer satisfaction
dropped 3 index points from 2002 (industry average of 97 in 2003). 35 of the 43 utilities
experienced declines in overall midsize business customer satisfaction index scores from
2002 to 2003. PG&E’s midsize business customers ranked in the 4th quartile of utility
performance with an index score of 86, down six index points from 2002.

OVERALL CUSTOMER OVERALL CUSTOMER SATISFACTION INDE
10 e - -

SATISFACTION

PG&E’s midsize business customers
ranked in the 4th quartile of utility
performance with an index score of 86
(down six index points from 2002),
compared to the industry average score of
97 and the westem region average of 91.
38 utiliies (out of 43) ranked higher in utility
performance than PG&E. PG&E ranked
lower than SCE, but higher than SDG&E.

COMPANY IMAGE RATINGS COMPANY IMAGE

PG&E’s midsize business customers ranked
in the 4th quartie of company image
performance with an index score of 78 (down
eleven index points from 2002), compared to
the industry average score of 94 and the
western region average of 87. 38 utilities (out
of 43) ranked higher in company image than
PG&E. PGA&E ranked lower than SCE, but

UBE hdsty West SE RRE DEE higher than SDG&E.
Begy Aeape Acae
PRICE & VALUE 130 PRICE & VALUE RATINGS

PG&E’'s midsize business customers 1
ranked in the 4th quartile of price and value
performance with an index score of 78
(down thirteen index points from 2002),
compared to the industry average score of
94 and the western region average of 86.
40 (out of 43) utilities ranked higher in price
and value satisfaction than PG&E. PG&E
ranked lower than SCE, but higher than

SDG&E. LGEE  ndusty  West SCE PGRE  SDGAE
Erergy  Awrage  Awerage

Seepage 2 —H
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M Electric Company-

Pacific Gas and

2003 JD Power Midsize Business Customer

Benchmark Survey Results

The Western region ranks last among the four regions for most overall performance
metrics. Although most regions experienced declines in midsize business customer
satisfaction from 2001 to 2002, the Western region experienced the largest declines.

PG&E’s internal midsize business customer survey (BCOS) reported similar declines in

customer satisfaction from Spring to Fall 2002, as indicated by the JD Power study.

POWER QUALITY & RELIABILITY

PG&E's midsize business customers ranked in
the 4th quartile of power quality/reliability
performance with an index score of 92
(unchanged from 2002), compared to the
industry average score of 99 and the western
region average of 96. 32 (out of 43) utilities
ranked higher in power quality/ reliability than
PG&E. PG&E ranked lower than SCE, but
higher than SDG&E.

a7y

LGRE  hdusty  West
Energy Average Average

SCE SDGEE PGRE

CUSTOMER SERVICE

PG&E’s midsize business customers
ranked in the 3rd quartile of customer
service performance with an index score
of 94 (down four index points from 2002),
compared to the industry average score
of 99 and the western region average of
97. 29 (out of 43) utilities ranked higher
in customer service than PG&E,
including SDG&E and SCE.

LGSE hdsty West SCE PGRE SDGRE
Energy Average Awerage

. BILLING & PAYMENT
PG&E’'s midsize business customers

ranked in the 4th quartile of billing and
payment performance with an index score
of 89 (down eight index points from 2002),
compared to the industry average score of
97 and the western region average of 92.
37 (out of 43) utilities ranked higher in
billing and payment than PG&E. Both SCE
and SDG&E ranked higher than PG&E.

SERVIOE D47

SERVICE BATINGS

CUSTOMER

LG&E Industry West
Erergy  Awverage Average

Ene mara infarmatinn anntact Inhn i ) ATE.QTLAREA Av iineWRnmo ram
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Pacific Gas and 2003 JD Power Residential Customer
DG Electric Company. Benchmark Survey Results

JD Power and Associates conducted a national survey based on nearly 25,000 telephone
interviews with residential customers of the 77 largest electric utilities across the United
States. Interviews were conducted in April and May 2003.

Although still in the 4t quartile of utility performance, PG&E’s relative ranking is steadily
improving. PG&E’s overall utility performance index score is up eight points from 2002.
PG&E, with an index score of 94 (compared to an industry average of 101), ranked #66 out of
77 utilities in 2003. PG&E was ranked #70 (out of 74 utilities) in 2002. PG&E is still ranked
below SCE (#57), but continues to rank higher than SDG&E (#72).

OVERALL CUSTOMER OVERALL CUSTOMER SATISFACTION INDEX
SATISFACTION

130
PG&E's overall customer satisfaction index is up ; 120 -
eight index points from 2002. Although still in | 310 7-
the 4% quartile of utility performance, with an 1gg
index score of 94 (compared to the industry { go |-
average score of 101), PG&E's relative ranking ;| 70 +-
is improving. PG&E is currently ranked #66 out | €0 -
of 77 utilities, up from #70 (out of 74 utilities) in 50 -

N LGSE Industry West SCE PG&E SDGSE
2002. PG&E continues to rank lower than SCE Energy  Average  Average

{#57), but higher than SDG&E (#72).

COMPANY IMAGE

PG&E'’s Company Image index score is up twelve
19 118 index points from 2002. Although still in the 4"

: quartile of utility performance, with an index score
of 92 (compared to the industry average score of
102), PG&E experienced one of the largest
improvements in the nation. PG&E is cumently
ranked #63 out of 77 utilities in Company Image,
] 1 ; ! up from #70 (out of 74 utilities) in 2002. PG&E
LGSE idusty West SCE PGAE  SDGAE ranks below SCE (#57), but above SDG&E (#74)
Energy Average Average in Company Image,

COMPANY IMAGE RATINGS

PRICE & VALUE PRICE & VALUE RATINGS

PG&E's Price & Value index score is up nine 120
index points from 2002. Although stifl in the 4" 1o
quartile of utility performance, with an index 100
score of 92 (compared to the industry average
score of 100), PG&E experienced one of the
largest improvements in the nation. PG&E is
currently ranked #60 out of 77 utilities in Price &
Value, up from #67 (out of 74 utilities) in 2002.
PG&E ranks above both SCE (#63) and %0

LGRE Industry West PG&E SCE SDGRE

SDG&E (#73) in Price & Value. Enegy  Awrage  Average

See page 2—>
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Pacific Gas and
DG Electric Company.

2003 JD Power Residential Customer

Benchmark Survey Results

The Western Region overall has rebounded 9 index points from the energy crisis of 2001,
however, the Western region still ranks last among the four regions for most overall
performance metrics. (The Southern Region has the highest average overall satisfaction
index score of any region.) Salt River Project receives top scores in the Western Region
on all measures of customer satisfaction and leads the nation in customer service. Also
ranking high in the Western Region are Arizona Public Service and Sacramento Municipal

Utility District.

POWER QUALITY & RELIABILITY

PG&E's Power Quality & Reliability index score is up
six index points from 2002. Although still in the 4*
quartile of utility performance, with an index score of
95 (compared to the industry average score of 101),
PG&E's relative ranking is improving. PG&E is
currently ranked #69 out of 77 utilities in Power
Quality & Reliability, up from #70 (out of 74 utilities)
in 2002. PG&E continues to rank below both SCE
(#58) and SDG&E (#56) in Power Quality/Reliability .

LRE sty Wt SDRE SE PRE
Eregy Aeae Aeege

BILLING & PAYMENT

LEBE oty SCE = West SDRE  PRRE

Eregy  Average Arrage

CUSTOMER SERVICE

PG&E’s Customer Service index score is up
twelve index points from 2002! PG&E is
ranked at the top of the second quartile in
Customer Service, up from third quartile in
2003. PG&E is currently ranked #19 out of 77
utifities in Customer Service, up from #51 (out
of 74 utilities) in 2002. PG&E is ranked equal
to SCE (#19) and well above SDG&E (#56) in
Customer Service.

PG&E's Billing & Payment index score is up six
index points from 2002. Afthough still in the 4%
quartile of utility performance, with an index
score of 95 (compared to the industry average
score of 101), PG&E's relative ranking is
improving. PG&E is currently ranked #63 out of
77 utilities in Billing & Payment, up from #71 (out
of 74 utilities) in 2002. PG&E continues to rank
below both SCE (#37) and SDG&E (#61) in
Billing & Payment.

CUSYTOMER BERVICE RATIHNGS

For more information, contact Jennifer Murray @ 415-973-1387 or jkme@pge.com
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